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tetter to stakeholders

Dear Shareholders and Stakeholders,

with this letter, we are presenting the results of the Financial Statements
2021 and the Sustainability Report 2021 with the aim of ensuring an inte-
grated reading to all stakeholders of the Group.

In fact, Iren Group considers sustainability as a fundamental lever for the Iren aspires to be
creation of value over time and is constantly committed to conducting its the first choice
activities considering the interests of its stakeholders, in the awareness that of stakeholders
dialogue and the sharing of objectives are tools through which to create

for the highest levels
of service quality
A way of doing business that finds its foundation in the business model offered

and in the Group's Strategic Plan, which includes a concrete commitment

to the Sustainable Development Goals of the UN 2030 Agenda (SDGs), and

that guarantees long-term resilience, also by reacting quickly and effective-

ly to exogenous phenomena of exceptional magnitude. The Covid-19 pan-

demic and the recent dramatic war events that are affecting Europe, in fact,

further influence a context already marked by profound transformations

such as energy and digital transition, circular economy, energy independ-

ence and security, energy efficiency, preservation of natural resources and

decarbonization.

mutual value.

The ability, therefore, to be flexible and to be able to interpret extraordinary
events and trends of our time, represent the discriminating factor to ensure
the competitiveness of a company in the long-term.

In this scenario, in November 2021, Iren Group launched —for the first time in
its history — a 10-year Business Plan consistent with the main macro-trends
of the sector, which rests its foundations on three pillars: green transition,
quality of service and local presence. Iren aims to be the preferred partner
for citizens and public administrations, to establish itself as a leader in the
green transition and to be the first choice of stakeholders for the highest
levels of service quality offered.

The Group’s business strategy, which foresees 12.7 billion Euro of invest-
ments by 2030, is strongly integrated with sustainability; about 80% of the
investments, 8.7 billion Euro, will, in fact, be “sustainable”: in addition to the
reduction of climate-altering emissions and the progressive growth in re-
newables, where Iren plans to increase the production of energy from re-
newable sources by 2.2 GW, we will support the circular economy, the ra-
tional use of water resources and the resilience of cities.

S
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A path of growth that has seen the entry, in 2021 alone, of more than 880
new resources into the Group and that inevitably passes through the atten-
tion and enhancement of people. This takes concrete form in the strengthen-
ing of skills, through training activities that have involved 94% of employees
with 23 hours of training per capita, intended to grow to 30 hours in 2030; in
the projects launched to balance the presence of women in the workforce
by developing the talent of employees, with the ambition of having at least
30% female managers by 2030; finally, in the Gender Pay Equity project,
aimed at identifying and correcting any factors that cause pay inequalities.

Attention to people also extends to communities: in a scenario character-
ised by an unprecedented increase in the cost of raw materials that has
generated significant repercussions on the budgets of households and
businesses, the Group has managed to guarantee its customers gas and
electricity prices that are on average 30% lower than market prices.

Despite a particularly complex market context, the resilience of the Group’s
multi-business model and the effectiveness of the actions taken to deal with
the volatility of the energy scenario enabled it to record positive results in
2021, confirming the growth path of the Group, which closed the year with
revenues of 4.9 billion Euro, EBITDA of over 1 billion Euro, up 9.6% on last
year, and Group Net Profit of 303 million Euro (+26.7%).

Particularly significant is the figure for investments, which grew by 4.7%
compared to 2020 and amounted to 955 million Euro, financed by cash gen-
eration, making it possible to keep the net financial debt in line with last year,
to support the economies and induced activities of the territories and to pro-
pose Iren as a preferential partner for citizens and public administrations, to
meet their needs and find advanced solutions.

In 2021, the Group's results were accompanied by the growth of all sus-
tainability indicators, showing significant performance and confirming the
strategic value always attributed to these fundamental aspects for the de-
velopment of the territories, the environment and the different players that
interact with Iren.

During 2021, 70% of the investments made by the Group were allocated
to sustainable projects or activities in line with the pillars of the Business
Plan. As far as the green transition is concerned, during the year, thanks to
an increased production of heat, the power generation carbon intensity was
reduced by 3%, according to the path set by Iren and validated by Science
Based Target initiative, in line with the Paris Agreement, to halve its impact
by 2030. In addition, the recent acquisition of Italy’s largest photovoltaic
park, located in Puglia, allows for an increase in renewable generation as
early as 2022.

The year 2021 was also characterised by strong growth in waste valorisa-
tion in the Group’s plants both for the generation of new material and for
the launch of biomethane production from biodegradable waste. The pro-
duction of biomethane and the recovery of material are important pillars
in circular economy development and fundamental elements for achieving
the European decarbonization targets. Finally, green energy sold has grown
considerably, thanks to a campaign started in 2020 aimed at encouraging
sustainable consumption and reducing the environmental impact of our
customers.

Iren Group

In 2021, the results
of the Group were
complemented

by the growth

of all indicators

of sustainability



The 2% increase in district heating volumes, the achievement of 70.3% of sorted waste collection, thanks to door-
to-door collection and pay-as-you throw systems, and the large number of energy and aesthetic redevelopment
projects for private buildings, supported by Superbonus 110%, Ecobonus and Bonus facades, have strengthened
the local presence of Iren and its roots in the areas in which it operates.

Finally, the quality of the services offered continues to show high levels of customer satisfaction with 91% of
positive evaluations. Thanks to districtualisation activities, which allow for greater monitoring and timely inter-
vention, water leaks from water networks have been further reduced.

The Group has also implemented in its reporting the recommendations of the TCFD (Task Force on Climate-relat-
ed Financial Disclosures) regarding the risks and opportunities that climate change may generate on the Group'’s
future margins. Moreover, for the first year, the Sustainability Report reports the information required by the EU
Taxonomy to make transparent to all stakeholders which managed activities are considered sustainable accord-
ing to the criteria of European directives and the share of investments, expenses and revenues related to them.

The efficient management of the Group in terms of size and economic-financial indicators, the development
of skills and quality in services, the utmost attention to sustainability and care for internal resources and cus-
tomers, are the key factors that have enabled us to achieve the results we are presenting for the approval of the
Shareholders, proposing to the Shareholders’ Meeting a dividend of 0.105 Euro per share, up 10.5% compared
to 2020.

To all the men and women of Iren Group, also on behalf of the Board of Directors, we would like to thank them
for the competence, sense of responsibility, dedication and commitment that they put into their work on a daily
basis, from which the results we have achieved derive. We would like to thank our Shareholders and Stakehold-
ers, for the incentives they provide us with to pursue sustainable development, and the members of the Board of
Directors and the Board of Statutory Auditors for their decisive contribution to the growth of the Group.

Chairperson Deputy Chairperson Chief Executive Offcer
Renato Boero Moris Ferretti Gianni Vittorio Armani

=\ %Q.--\ 2 Q%\rw
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Iren: business model
}7 [GRI'102-1, 102-2, 102-5, 102-16, 102-26, 102-45]

Iren, a multi-utility company listed on the Italian Stock Exchange (Borsa Italiana), operates in the following busi-
ness areas: electricity (production, distribution and sale), district heating (production, distribution and sale), gas
(distribution and sale), integrated water service management, environmental services (waste collection and
disposal), integrated solutions for energy efficiency of public and private bodies and services for the Public
Administrations.

Boasting over a hundred years of experience in providing services to the community, Iren Group is structured
according to an industrial holding model (the parent company Iren S.p.A.), which extends to all the Group’s cor-
porate staff activities, and four Business Units — governed by four parent companies — that oversee activities by
business sector according to a scalable model with the immediate integration of all acquired companies.

Iren focuses on providing services and creating infrastructure to improve and enhance local territories, in full
respect of natural resources, the environment and its customers.

The Group's structure aims to consolidate Iren’s local presence and its integration in the various supply chains.

Business Units and areas of activity

Iren Group

* integrated water cycle

* gas distribution

* electricity distribution

» district heating network
management

* waste collection and
transport

* urban hygiene

* design and management
of waste treatment, recovery
and disposal plants

« production of electricity
and thermal energy

* energy effciency services

* technological services for
public and private bodies

* public street lighting and
traffc light networks

* sale of electricity, gas
and heat

* energy-saving products/
services and home
automation

* electric mobility services
for customers
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The business model is designed to promote sustainable development, with the aim of creating shared value over
time for the Group and for its stakeholders.

Thanks to the synergies between the different business areas, also in a logic of innovation, Iren Group works to
reduce the environmental impact and meet the demands of customers and the communities in which it oper-
ates and it is committed to ensuring high safety standards for employees and suppliers.

The performance achieved by Iren also in 2021 testifies to the solidity and sustainability of its business model,
capable of contributing to the achievement of the United Nations sustainable development goals, along with its
resilience in facing a global socio-economic crisis, such as the Covid-19 pandemic.

The business model is based on the Group’s mission, vision and values approved by the BoD.

Mission: offering our customers and our territories the best integrated management of energy, water and envi-
ronmental resources, with innovative and sustainable solutions to create value over time. For everyone, every day.

Vision: improving people’s quality of life. Making companies more competitive. Looking at territorial growth with
a focus on change. Merging development and sustainability into one unique value. We are the multi-utility com-
pany that wants to realise this future through innovative choices. For everyone, every day.

To consolidate its vision and mission, Iren has defined a system of values, strategies, policies and operating
tools to guide the sustainable management of its businesses. In this direction is the Strategic Plan drafted by
the Group (see page 47) to optimise the use and transformation of resources, defining objectives and targets for
sustainable development.

The values on which Iren Group bases its strategy are: responsibility, belonging, customer satisfaction, growth
and enhancement of employees, teamwork, transparency, change and flexibility and sustainability.

Mission, vision and values are an integral part of the Group’s Code of Ethics.

e ———
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Iren Group structure (31.12.2021)

B

I

N

Business
Unit
Energy

Iren

energia

Asti Energia e Calore 62%
Iren Smart Solutions 60%
(+20% Iren Ambiente e 20%
Iren Mercato)

- Bosch Energy and Building

Solutions Italy 100%

- Studio Alfa 86%

- Lab 231 100%

Maira 66,23%
| - Formaira 100%
B.l. Energia 47,50%
Fratello Sole Energie
Solidali 40%
Valle Dora Energia 49%

Main Investee Companies

Iren Group

Business
Unit Waste
anagemen

Iren

ambiente

ACAM Ambiente 100%
Amiat V 93,06%

| - Amiat 80%

Bonifca Autocisterne 51%
1.Blu 80%

ReCos 99,51%

Rigenera materiali 100%
San Germano 100%
Territorio e Risorse 65%
(+35% ASM Vercelli)
TRM 80%

UHA 100%

- Manduriambiente 95,28%

- Picena Depur 100%

- Iren Ambiente Toscana
64,71% (+35,29% Iren
Ambiente)

Ambiente e 20% Sei
Toscana)
- Produrre Pulito 100%

- Scarlino Immobiliare
100%

- Sienambiente 40%
- Sei Toscana 30,96%

and 16,37% CSAI)
- CSAI 40,32%
Uniproject 100%
A.S.A. (BO) 49%
Gaia 45%
Seta 48,85%

- Futura 40% (+20% Iren

- Scarlino Energia 89,54%
(+10,46% Sienambiente)

-TB 90,09% (+9,91% CSA)

(+24,9% Sienambiente

Business

Unit
Market

Iren

mercato

Salerno Energia Vendite 50%
| - Sidiren 100%

Business

Unit
NEWYI 1S

ACAM Acque 100%
ASM Vercelli 59,97%
| - Atena Trading 100%
Consorzio GPO 62,35%
Iren Acqua 60%
- Iren Acqua Tigullio 66,55%
- AM.TER. 49%
Iren Laboratori 90,89%
Nord Ovest Servizi 45%
(+30% Amiat)
Acquaenna 48,5%
ASA (LI) 40%

Key: in gray and italic companies that are not
fully consolidated but are considered relevant
to sustainability and reported separately.



Scale of the
organization

[GRI 102-4, 102-6, 102-7, 102-8, 102-9, 201-1, 203-1, 204-1, 302-1, 302-4, 303-3, 305-1,
305-2, 305-4, 305-5, 306-3, 401-1, 403-9, 404-1, 404-3, 405-1, G4 EU2, EU3, EU4]

g ) Value

4956me  57.8 me 05y

Revenues Investments Investments in reference
local areas

3.6 ve 1534me 0.105¢

Investments in innovation Added value Proposed dividend

and research distributed per share

,580me 5%

Orders to suppliers Ordered to local suppliers
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@ Power generation

0,823 cwhe  3,329cwht /6%

Electricity produced Thermal energy produced Renewable and high-
effciency electricity

on total

323 gco, /kwh 556 TOE/000

Power generation Energy saving from
carbon intensity electricity and heat
production

Electricity and gas distribution

3 680 cwn 7 850 km 1,348 Mcm

/stn buted icity network Gas distributed
/ 98.4%

Gas network inspected




Integrated water service

2,748,268 175 Mcm 20,088 km

Citizens served Water sold Water mains network
32.6% 1337
Water network leaks Wastewater treatment

plants

Waste management

2978164 3,646,006t 70.3%

Sorted waste
oIIec

e,

Citizens served Total waste manage

\

1,780,C

UU
Blomethane prod c
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District heating

595,772 1,091km  98.9mem

Citizens served District heating District heated
network VOIUmes
2,623cewh  100%
Heat sold District heating networks
inspected

) Customers and Communities

2,024,588 3,799,412

Energy service customers Responses to customers
from call centres

2927mem  14,7636wn 271

g as sold ectricity sold Projects supported in

/ favour of communities
3 02 62

Proje or energy Sustainability projects

ifcation in publi N local ares arried out b en Locs

\0
)

@)

(@)

c

>

—

@

wn

> ©

(@]

=

<
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& ) People
9,055 229 08

Employees Women managers Permanent
employees and
apprenticeships

886 40% 5 3%

New hires during the year Female presence on Employees evaluated
Iren Board of Directors on performance
43.5 44y 94y 23
Accident incidence New hires Employees involved Average training
index under 30 in training activities hours per capita

Environmental impacts

3,9/78,3

Scope 1 emissio

Sustainability Report 2021 19




Main areas served

Nationwide

Lombardy « Electricity sale

* Gas sale

* Commercial environmental
services

Friuli

Piedmont

25
25¢585¢S
25252985RS
s
5290202528 2000Se

Electric and/or thermal energy production

Electricity distribution
Waste collection services

Waste recovery/treatment and disposal plants

Integrated water service (in some areas only water network management)

@ Gas distribution

@ District heating
Technology services

20 Iren Group



Business sectors

}7 [GRI 102-2, 102-6, 102-7, G4 EU1, EU2, EU3, EU4]

Production of electricity
and thermal energy

Energy production plants (no.) 180
of which hydroelectric 31
of which photovoltaic 105
of which thermoelectric 7
cogeneration
of which thermoelectric 1
of which waste-to-energy 3
of which landfills (post-operation) 3
of which biogas 4
of which thermal 25
of which biomass 1
e e poner 2545 e
of which photovoltaic power 20 MWe
Installed thermal power 2,581 MWt
Electricity produced 9,823 GWhe
Thermal energy (heat) produced 3,329 GWht

Electricity produced by plants fuelled by renewable or
high-efficiency cogeneration sources, which account
for 70% of the Group’s plant portfolio, accounts more
than 76% of all production (see page 142). Photovol-
taic plants produced 20,808 MWh of electricity in
2021.

Market

The Group operates in the sale of electricity, gas and
heat for district heating, and of extra-commodity
services and products, in particular for energy effi-
ciency. It is present throughout Italy, with a greater
concentration of customers in the central-northern
areas. The main sources available are the Group’s
production plants.

I

Sale of natural gas

gas procured 2,927 million m?

gas sold to end customers 1,028 million m?

gas consumption by the

G 1,679 million m?3
roup

gas in storage as at 31/12 220 million m®

retail customers (no.) 954,419
protected 296,218
free market 658,201

Sale of electricity

electricity sold 14,763 GWh
to end customers and 7354 GWh
wholesalers
on the Stock Exchange 7,409 GWh

retail customers (no.) 1,048,648
protected market 231,559
free market 817,089

Volumes sold to customers in protected market
amounted to 318 GWh. In 2021, 1,035 GWh of certi-
fied green energy was sold.

Sale of heat for district heating

heat sold 2,623 GWh
thermal energy purchased from

third parties 12 Gwh
customers served 54139

Through its own co-generation and transport net-
works, the Group offers the service of district heating
to Turin, Nichelino, Moncalieri, Beinasco, Collegno,
Grugliasco, Rivoli, Reggio Emilia, Parma, Piacenza
and Genoa. District heating helps to protect the envi-
ronment with low running costs and greater reliabili-
ty and safety compared to traditional heating plants.

Iren Group Sustainability Report 2021
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Gas distribution

The distribution service, managed in 105 municipalities,
guarantees the withdrawal of natural gas from Snam
Rete Gas pipelines and its transportation through lo-
cal networks for delivery to end users. Iren Group also
manages the distribution and sale of LPG, especially
in the province of Reggio Emilia and in the province of
Genoa, via 21 and 7 storage plants respectively, located
in various towns that are still not reached by the natural
gas network. LPG distribution is closely connected to
the gradual methanisation of the area.

Area km of End  Gas distrib
network customers (
E?ri:::éna 6121 398917 931
Liguria 1,701 315,091 366
Piedmont 335 27,528 51
Total 8,157 741,536 1,348

Electricity distribution

City km of End Elect
network customers distributed (C
Parma 2,558 129,842 897
Turin 4,744 565,833 2,600
Vercelli 548 28,983 183
Total 7,850 724,658 3,680

In Turin and Parma, the distribution of electricity is
carried out by Ireti, while in Vercelli, it is assigned to
ASM Vercelli.

District heating

The Turin district heating network is the most exten-
sive in Italy. In 2021, the development projects out-
lined in the Business Plan continued (see page 147).

Area km of Volume Resid
network  (Mcm) se
T gggﬁi‘g"und'”g 726 732 489,129
Reggio Emilia 221 13.7 55,385
Parma 104 6.2 35,433
Piacenza 30 2.1 7,779
Genoa 10 3.7 8,046
Total 1,091 98.9 595,772

! Estimated data for residential utilities.

Iren Group

Integrated water service

Water networks 20,088 km
Sewer networks 11,291 km
Wastewater treatment plants 1,337
Dams 7
Residents served 2,748,268
Municipalities served 238
Customers served 860,843
Water sold 175 Mcm

The integrated water service — which includes the
procurement and distribution of drinking water, man-
agement of the sewerage systems and wastewater
treatment activities — is managed in the following
provinces (in some areas only water network man-
agement): La Spezia, Genoa, Imperia, Savona, Parma,
Piacenza, Reggio Emilia, Asti, Vercelli and Mantua.

Waste management services

The Group manages environmental health services in
the provinces of Piacenza, Parma, Reggio Emilia, La Spe-
zia, Vercelliand in the city of Turin. Through the company
San Germano, it provides the waste collection service in
several areas of Piedmont, Lombardy and Sardinia.

Main indicators

Iren Group

Waste treated 3,646,006t 385,744t
Urban waste treated 2,738,117t 358377t
Sorted waste collection 70.3%
Residents served 2,978,164 681,389
Collection centres managed 170 36
Municipalities served 300 129
Plants managed 59

of which material recovery 19

of which treatment 11

of which storage 22

of which waste-to-energy 3

of which operating landfills 4

The environmental services include the collection
and sending for recovery or disposal of solid urban
waste or similar and non-hazardous special waste,
as well as its transportation to plants belonging to
the Group or third parties.




Smart solutions

The Group, strengthened by its know-how, through Iren Smart Solutions (certified ESCo UNI 11352, UNI CEI EN
ISO 50001 and F-gas), addresses companies, private condominiums, Public Administration and third sector
entities, with an articulated portfolio of services:

energy efficiency of buildings, private and public, through the management of all phases related to energy
requalification interventions: insulation, replacement of windows and doors, innovative technological services,
efficiency of heating and air conditioning plants. Approximately 390 construction sites were started in 2021
and numerous others are in the planning stages;

installation of photovoltaic, solar thermal and self-generation energy systems;

upgrading and management of thermal plants;

energy consultancy, energy management and monitoring for energy saving;

global service for the integrated management of electrical and technological plants of complex property assets;
relamping LEDs through energy efficiency projects in lighting, public and artistic lighting, efficient manage-
ment of traffic light systems.

Other services

The Group’s telecommunications network extends over the Turin area and from the ridge of the Susa Valley to
Susa. In Turin, the optic fiber network extends for about 200 km and connects over 400 customer sites, including
the main sites of the Group. The network is used, in particular, for the supervision and remote control of electric-
ity distribution, district heating, public lighting and for the data collection system of electric meters and apart-
ment buildings district heated. Through the Group’s network, various passage points for restricted traffic areas
(ZTL), traffic light regulators and remote control of the water network are also managed. The network reaches
Genoa, Parma, Piacenza and Reggio Emilia, through a redundant 10Gbps infrastructure dedicated to the Group.




24

Companies outside
the reporting boundary

The Group also includes a number of companies that are
not consolidated on a line-by-line basis, but are considered
significant in terms of environmental and social sustaina-
bility, on the basis of different criteria, such as the stake
held, the business managed and the governance in place.
For a correct and comprehensive representation of the
Group’s activities, qualitative and quantitative information
is provided below for these companies, which, for 2021,
has been expanded compared to the previous year, in a log-
ic of improving information.

B.l. Energia

B.l. Energia S.r.l. is the investee of Iren Energia (47.5%) and
Consorzio di Bonifica dellEmilia Centrale [Central Emilia
Conservation Consortium] (52.5%), which manages the 1.8
MW flowing water hydroelectric plant on the river Secchia,
in San Michele dei Mucchietti (Modena), which uses the
drop of an existing barrier to produce electricity.

In 2021, there was an increase in production compared to
2020, a year in which the plant was shut down for several
months for extraordinary maintenance.

Production of electricity MWh 4,754 2,385

Fratello Sole Energie Solidali

Fratello Sole Energie Solidali is a social non-profit enterprise
founded by Iren Energia (40%) and Fratello Sole (60%) and
operates in support of charitable and socially useful entities
in the field of energy costs savings. It provides manage-
ment and energy efficiency services to the real estate com-
plexes of its 12 founding members, comprising over 3,000
buildings (2,000 in 2020). In 2021, new members joined
Fratello Sole, including ASeS (a non-profit non-governmen-
tal organisation that was created to foster the development
of local rural communities and enhance their dignity), the
Don Bosco Salesians (Central Italy circumscription) and the
San Gennaro Foundation of Naples.

Fratello Sole Energie Solidali is responsible for planning and
implementing energy efficiency initiatives through its tech-
nological partner Iren Smart Solutions and can also devel-
op e-mobility projects for its customers.

In 2021, the Company completed one project, which began
in 2020, and started two new construction sites that will
result in total energy savings of over 335 MWh per year.
In addition, it has adhered to the manifesto “Together to
fight energy poverty“ of the Banco dell'Energia, a non-profit
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organisation created to improve the quality of life of people
in economic and social difficulty, through the distribution of
basic necessities, payment of utilities, social and work rein-
tegration paths, and educational courses on the conscious
use of energy and its saving.

Valle Dora Energia

Valle Dora Energia S.r.l., a subsidiary of the Municipalities of
Chiomonte, Salbertrand, Exilles and Susa and an investee
of Iren Energia (49%), was established to develop the rede-
velopment projects for the hydroelectric plants at Chiomon-
te and Susa which, in 2016, were admitted to the rankings
by the GSE (Gestore dei Servizi Energetici) for incentives
on the energy produced. Keeping these plants in operation
also ensures important functions of public utility for the lo-
cal area (protecting irrigation easements, hydro-geological
protection and fire prevention service). The total output of
the plants is 16.8 MWe (7.6 MWe for the Susa plant and
9.2 MWe for the Chiomonte plant). In 2021, following a
period of redevelopment, the two facilities operated at full
capacity.

Main indicators u.m.

Total electricity

production MWh 24,019 23,501
Susa plant MWh 9,056 3,306
Chiomonte plant MWh 14,963 20,195

Acquaenna

Acquaenna S.C.p.A., owned by lIreti (48.5%), manages
the integrated water service in the optimal territorial area
of Enna, (excluding the Municipality of Barrafranca). The
Company operates across all stages of the water cycle
(catchments, supply, distribution, sewerage and treatment),
implementing the Area Plan approved by the Mayors’ As-
sembly, planning and making investments and testing with
new technological solutions. Acquaenna has a quality man-
agement system certified according to 1ISO 9001.

Main indicators u.m.

Residents served no . 145,627 148,035
Municipalities served no. 19 19
Water sold m? 5,531,737 6,642,267
Water networks km 1,309 823
Sewer networks km 522 522
\F/)\llsr?;[gwater treatment no. 18 18
Electricity consumption ~ kWh 12,194,684 N/A
Employees as at 31/12 no. 103 104
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AM.TER.

AM.TER. S.p.A. — established by the Municipalities of
Campo Ligure, Cogoleto, Masone, Mele and Rossigli-
one together with Iren Acqua (49%) — manages the
integrated water service in the west of the province
of Genoa, in the areas of the member Municipalities
and the Municipalities of Arenzano and Tiglieto.

The supply sources consist of 103 sources, 13 rivers
and 3 wells. The water is treated in 9 treatment plants
and 16 disinfection plants, distributed throughout
the region. The municipal treatment plant of Ros-
siglione deals with the final discharge of the sewer-
age systems of the Municipalities of Campo Ligure
and Masone.

AM.TER. adopts an integrated Quality, Safety and
Environmental management system, in accordance
with 1ISO 9001, ISO 45001 and SO 14001.

Residents served no. 44972 45,369

Municipalities

served no. 7 !

Water sold m3 2,110,271 2,097,247

Water networks km 290 290

Sewer networks km 127 127

Wastewater treatment o, 11 11

plants

Electricity KWh  1,020893 N/A

consumption

Natural gas scm 7,626 N/A

consumption

Water consumption m? 200 N/A

Waste generated t 767 N/A

Employees as at

31/12 no. 14 14
ASA

ASA S.p.A. is an investee of the municipalities of the
provinces of Livorno, Pisa and Siena and Ireti (40%)
that manages the integrated water service in five re-
gional sub-districts: North-West (main municipality
Livorno), Alta Val di Cecina (main municipality VVolter-
ra), Bassa Val di Cecina (main municipalities Cecina
and Rosignano M.), Val di Cornia (main municipality
Piombino) and Isola d’Elba (Elba Island). The Com-
pany also manages gas distribution in Livorno, Col-
lesalvetti, Rosignano Marittimo, Castagneto Carduc-
ci and San Vincenzo. ASA is ISO 9001 certified.



Main indicators u.m. 202

Residents served

(IWS) no. 395,900 416,331
Municipalities served

(IWS) no. 32 32
Water sold m? 25,508,094 24,360, 229
Water networks km 3,603 3,577
Sewer networks km 1,270 1,269
Wastewater

treatment plants no. 73 73
Residents served by

gas distribution no. 217,254 219,240
Gas distribution

customers no. 98,739 99,005
Municipalities served ho. 5 5

by gas distribution

Natural gas distributed scm 88,015,003 91,360,792

Gas Network km 702 702
Electricity KWh 70423760 N/A
consumption

Natural gas scm 300,000 N/A
consumption

Water consumption m?3 1,727,540 N/A
Waste generated t 14,222 N/A
Employees as at 31/12 no. 535 492

A.S.A. Azienda Servizi Ambientali

The company A.S.A. S.C.p.A., owned by Iren Ambiente
(49%) since the end of 2020, manages the design and
construction of plants for the disposal of urban and
special, hazardous and non-hazardous waste, the
organisation and management, direct and indirect,
of plants for the disposal of waste produced by third
parties and the remediation of polluted sites. It is the
operator of the landfill for non-hazardous waste locat-
ed in the Municipality of Castel Maggiore (BO) that, in
2021, did not receive any quantity of waste for dispos-
al. ASA adopts an ISO 45001 and ISO 14001 certified
management system and the site managed by the
Company has obtained EMAS registration.

I

Main indicators

Special waste managed

(non-hazardous) t 2911
Electricity consumption kwh 65,383
Water consumption m? 232
Waste generated t 8,202
Employees as at 31/12 no. 5

GAIA

GAIA S.p.A, the investee of Iren Ambiente (45%),
manages waste treatment, recovery and disposal
plants in the province of Asti. GAIAs activities are
spread across the entire province of Asti, with a
structured plant system: 12 collection centers for cit-
izens to dispose of sorted waste collection, a sorted
waste recovery plant, a plant for the mechanical-bi-
ological treatment (MBT) of unsorted waste (Asti), a
compost and anaerobic digestion plant (San Dami-
ano d’Asti) for the recovery of organic waste and a
landfill for non-hazardous waste (Cerro Tanaro).

To achieve economically sustainable development,
GAIA has worked to adopt a transparent policy
and to gradually integrate its Management System,
obtaining 1SO 9001, ISO 45001 and ISO 14001
certifications.

All of the sites managed by the Company are EMAS
certified.
Main indicators u.m. 202

Residents served

waste collection no. 205545 208,101

Municipalities served

waste collection no. 115 115

Waste collected in

Eco-stations t 8,714 7,661

Waste treated at the

plants t 211,925 153,594
sorted waste
recovery t 33,600 36,552
MBT t 47,003 43141
transfer station t 7,818 6,676
composting t 39,679 31,343
non-hazardous t 83825 35882
waste landfill ' '

Electricity consumption kWh 6,536,189 N/A

Natural gas

consumption scm 7,600 N/A

Water consumption m? 19,725 N/A

Waste generated t 23,872 N/A

Employees as at no. 151 147

31/12

P
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SETA

SETA (Societa Ecologica Territorio Ambiente) S.p.A.
is the contractor of the urban waste collection ser-
vice for Catchment Area 16 in the Metropolitan City
of Turin. Operating in waste collection and disposal,
it is 51.15% controlled by a few Municipalities in the
Consortium of Catchment Area 16 (area to the north
of Turin), both directly and indirectly through the con-
sortium, and is an investee of Iren Ambiente (48.85%).

SETA manages the controlled landfill called Chivasso 0
for the disposal of non-hazardous waste and 10 collec-
tion centres spread across the territory, where citizens
can dispose of the sorted waste sent for recovery.

SETA adopts a Quality, Safety and Environment man-
agement system certified in accordance with 1SO
9001, ISO 45001 and I1SO 14001.

Main indicators u.m. 2

Residents served no. 224,243 226,216
Municipalities served no. 31 31
MSW collected - sorted t 62,775 59,288
MSW collected - t 40772 41039
Sorted waste collection % 61 59
Electricity consumption  kWh 541,038 N/A
Natural gas consumption scm 63,019 N/A
Water consumption m?3 6,123 N/A
Waste generated t 525 N/A
Employees as at 31/12 no. 216 224

Sei Toscana

Sei Toscana S.p.A., acquired at the end of 2020 and
owned by Iren Ambiente Toscana (30.96%), is the
manager of the integrated municipal waste service
in the provinces of the optimal territorial area of Tos-
cana Sud — Arezzo, Grosseto and Siena — and in six
municipalities in the province of Livorno (Piombino,
San Vincenzo, Sassetta, Suvereto, Castagneto Car-
ducci and Campiglia Marittima). Sei Toscana’'s waste
collection system is structured to complement the
collection of unsorted waste with all types of sorted
waste collection. The company is active on the terri-
tory also with sweeping and street cleaning services,
management of collection centres and additional
and optional services available to individuals and Lo-
cal Administrations.

Sei Toscana adopts an integrated Quality, Safety and
Environment management system, in accordance
with 1ISO 9001, ISO 45001 and I1SO 14001.

\
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Residents served no. 880,993
Municipalities served no. 104
MSW collected - total t 506,624

of which sorted t 255,177

of which unsorted t 248918

neutral fraction t 2529
Sorted waste collection % 51
Ecological stations no. 14
Collection centres no. 76
Electricity consumption kwWh 1,296,139
Natural gas consumption scm 53,730
Water consumption m?* 23,394
Waste generated t 8,388
Employees as at 31/12 no. 1,032

C.S.A.l. Centro Servizi Ambiente Impianti

CSAI S.p.A., acquired at the end of 2020 and owned
by Iren Ambiente Toscana (40.32%), is a public-pri-
vate company in the province of Arezzo that deals
with the disposal of non-hazardous waste of urban
derivation and non-hazardous special waste, as
well as the production of electricity from renewa-
ble sources (landfill biogas). The company owns
and manages two landfills (in the Municipalities of
Terranuova Bracciolini and Castiglion Fibocchi) for
non-hazardous waste with a high content of organic
and biodegradable waste with biogas recovery. CSAI
disposes of regulated waste from the optimal territo-
rial area of Toscana Sud (provinces of Arezzo, Siena,
Grosseto and Val di Cornia) and special waste from
the regional and extra-regional territory.

CSAl adopts a Quality, Safety, Environment and Ener-
gy management system certified in accordance with
ISO 9001, ISO 45001, ISO 14001 e ISO 50001.

Main indicators u.

Municipal waste sent to landfill t 110,846
Special waste sent to landfill t 66,930
E’;\lﬁgf‘irlilcsity produced from KWh 20115629
Electricity consumption kWh 980,250
Water consumption m3 2,466
Waste generated t 36,087
Employees as at 31/12 no. 33



Siena Ambiente

Siena Ambiente S.p.A. is a joint-stock company with
mixed public/private capital, acquired by the Group
at the end of 2020. 60% of the capital is held by pub-
lic shareholders (Province of Siena and Municipali-
ties of the province of Siena) and 40% is held by Iren
Ambiente Toscana. The company manages, in the
province of Siena, landfills, selection, waste-to-en-
ergy, composting and energy recovery from waste
plants. It also operates, on a residual basis, in the dis-
posal of special non-hazardous waste and, through
subsidiaries, produces electricity from renewable
sources (photovoltaic plants).

Siena Ambiente adopts an integrated Quality, Safety
and Environment management system, according
to the 1SO 9001, ISO 45001 and ISO 14001 stand-
ards and all the managed sites have obtained EMAS
registration.

Total waste managed t 207,487
Organic t 29,064
Paper t 13,619
Multi-material t 20,745
Unsorted t 33,725
Waste treated in WTE t 69,124
Waste treated by landfills t 41,210

Compost produced t 5813

Electricity produced by WTE kwh 38,062,282

Elect_ricity produced from KWh 4.846,099
landfills

Electricity produced from KWh 2107107

photovoltaic

Electricity consumption kWh 11,237,332
Natural gas consumption scm 421,195
Water consumption m3 23,056
Waste generated t 347
Employees as at 31/12 no. 104
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Other Municipalities in the
province of Reggio Emilia

Ownership structure

[GRI 102-5, 102-10]

At 31/12/2021, the most significant Group
shareholders that hold a stake, directly or indirectly
in Iren, are represented in the graph below.

Iren shareholding structure (% of share capital)

(MunicipalityofGerllzoSaL; -
(Municipaﬁi?o??g:%% -
b 2.40%
B 642
B so8%

18.85%

13.80%

Metro Holding Torino

Municipality of
Reggio Emilia

Municipality of Parma I 3.16%
Municipality of Piacenza I 1.37%
La Spezia and Municipalities
of the province I 1.81%
Other Municipalities | 0.04%
Free foat I 1.37%

45.399

Other shareholders

At 31 December 2021, Iren share capital is represent-
ed by 1,300,931,377 ordinary shares, of which:

* 673,261,476 ordinary shares with increased voting
rights, conferring a total of 1,346,522,952 voting
rights exclusively on the Shareholders’ Meeting res-
olutions subject to increased voting rights (Article
6-bis, paragraph 1 of the Articles of Association);
627,669,901 ordinary shares without increased vot-
ing rights, conferring the equivalent number of vot-
ing rights on all Shareholders’ Meeting resolutions
other than those subject to increased voting rights.

At 31 December 2021, the ordinary shares of Iren
conferred by 93 Public Shareholders (Finanziaria
Sviluppo Utilities, Finanziaria Citta di Torino Hold-
ing, Metro Holding Torino, Emilian Shareholders
and Shareholder of La Spezia) to a Shareholders’

\
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Agreement aimed at guaranteeing unity and stability
of direction, also through the use of the increased
voting rights, are divided into:

* 686,696,386 ordinary shares contributed to the
Voting Syndicate representing an equivalent num-
ber of voting rights on all meeting resolutions
other than those with increased voting rights and
1,340,415,436 voting rights with respect to meet-
ing resolutions with increased voting rights;

» 455,379,436 ordinary shares bound by the Block
Syndicate representing 35% of Iren share capital,
and their respective circulation is restricted.

In 2021, Iren shareholding structure was affected
by the sale of share capital holdings (1,150,000
shares) by public shareholders. In addition, the
number of voting rights conferred on the Share-
holders’ Agreement has changed as a result of the
granting of increased voting rights to 32,750,000
shares held by Finanziaria Sviluppo Utilities (as of
1 March 2021), 158,492 shares held by a Munici-
pality in La Spezia (as of 1 June 2021) and 387,000
shares held by the Municipality of Piacenza (as of 1
December 2021).

On 21 May 2021, Societa per la Trasformazione del
territorio Holding (STT Holding) joined the Share-
holders’ Agreement, contributing 15,341,000 ordi-
nary shares, of which 10,000,000 to the Block Syndi-
cate, and the company Metro Holding Torino, which
contributed 32,500,000 ordinary shares, of which
6,500,000 to the Block Syndicate. On the same date,
the Municipality of Parma contributed an additional
1,534,179 shares to the Block Syndicate and Parma
Infrastrutture contributed 6,500,000 ordinary shares
to the Block Syndicate.

As part of the share buyback program resolved by
the Shareholders’ Meeting, in 2021, Iren purchased a
stake equal to 0.15% of the share capital, arriving at
holding treasury shares equal to 1.37% of the share
capital at 31 December 2021.

Retail shareholders hold slightly more than 5% of the
share capital, while the remainder is held by about
300 institutional investors.



Covid-19 emergency
In 2021

In 2021, pandemic Covid-19 continued to be a critical management oversight factor, even in the face of
differential trends throughout the year, to ensure continuity of services to citizens and safety of staff. In
order to provide extensive information on how the Group has managed the ongoing emergency and the
resulting impacts, these pages provide an overview, with specific details disclosed in the relevant chapters
of this Report.

From an economic-financial point of view, the Group has demonstrated its ability to effectively pursue the
objectives set, increasing compared to 2020 the investments allocated to the implementation of projects
and infrastructures supporting the development of the business and of the territories. The results achieved
at the end of the year (for detailed analyses see the chapter “Stakeholders and value creation“ and the Con-
solidated Financial Statements) record an insignificant impact attributable to the health emergency, con-
firming the effectiveness and resilience of the business model — based on a solid positioning in regulated,
semi-regulated and free market sectors and with a strong integration between Business Units which guar-
antees economies of scale and intersectoral opportunities — and the solidity of the strategy implemented
in the action plan carried out during the year.

The growth strategy, represented in the Business Plan at 2030 (see page 47), also outlines the role that Iren
Group will be able to play in the post-Covid-19 recovery, with 12.7 billion Euro of investments destined to re-
alise the ambition of being a leader in the green transition, accelerating sustainability in all businesses, with
particular attention to the needs of the territories in order to project them into a path of sustainable growth
whose main driver is the quality of services. 80% of the planned investments are for the sustainability plan
integrated into the Strategic Plan. Furthermore, 1.6 billion Euro are planned in innovation projects and 600
million Euro for digitalisation, which together will contribute to support the energy transition process. The
outlined strategy will lead the Group to double its EBITDA, thanks also to the entry of 7,000 new workers into
the Group’s boundary. The acceleration of investments will be guaranteed maintaining a balanced financial
structure that will allow to confirm an attractive dividend policy thanks to robust cash generation.
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Also in 2021, the Crisis Unit for emergency management, established in February 2020, continued to op-
erate in order to ensure the most effective management of the pandemic situation and the continuity of
managed services, to deal with a constantly evolving context in a coordinated and timely manner, directing
activities, defining extraordinary measures, organising operational plans to prevent infection and ensuring
constant information both internally and externally, maintaining, through the CEO, a close liaison with the
Board of Directors.

Actions to protect workers (see page 248) have been gradually adjusted in line with the indications of the
Health Authorities, in order to guarantee the continuity of activities and keep the many employees working
in the management of waste collection and disposal, gas and electricity distribution, integrated water ser-
vice, district heating, energy production, water quality control and public lighting. For most of the year, re-
mote work was the predominant mode for more than 3,400 employees who gradually resumed face-to-face
activities in the second half of the year. In compliance with the “Shared protocol for the regulation of meas-
ures to combat and contain the spread of the Covid-19 virus in the workplace” signed by the social partners
at national level, the 9 Committees (composed of company representatives, Trade Union Organisations,
HSR and the Competent Doctor) met continuously for the application and verification of the rules of the
Protocol, with the objective of monitoring and managing any criticalities caused by the health emergency.
Moreover, during the year, four temporary agreements were signed with the trade unions with the shared
aim of seeking and adopting solutions for the management of emergency work, in line with the regulations
issued by the government during the year (see page 254).

Interventions in favor of clients and communities continued during the year (see pages 195, 196, 204
and 207) to support situations of economic difficulty generated by the pandemic, ensuring the continuous
possibility of contact, both physical and through digital channels, to people with administrative or service
needs. Activities in the educational sector, aimed at teachers, students and the public, were resumed with
the creation of 110 projects dedicated to the themes of waste, water, energy and education for sustainability.

The continuity of services was constantly guaranteed: energy production plants operated at full capacity,
as did all network services (electricity distribution, gas distribution, integrated water cycle, district heating,
public lighting and traffic light networks). Similarly, urban hygiene and waste collection activities were man-
aged without interruptions with the adoption — in line with the indications of the Istituto Superiore di Sanita
and on the basis of the protocols agreed with the regional bodies — of new procedures and methods of
waste collection for positive or quarantined people (see pages 157 and 215) and the full operation of the
treatment and disposal plants, which have contributed to the effective management of waste related to
contagion situations both in the home and in health sector.

Relations with suppliers have been characterised by a continuous flow of information, through the dedicat-
ed Portal, in relation to security measures and protection of the personnel of supplier companies, proce-
dures for access to Iren’s premises and operations to be carried out in contact with company personnel. In
addition, specific measures have been adopted to support the supplier companies in assuming the greater
burdens deriving from the Covid-19 emergency for carrying out the contractual activities (see pages 261
and 267).

Finally, the Group maintained a constant flow of communication both internally and externally and con-
tinuous contact with the leading companies in the industry, with Utilitalia, with the Regulatory and control
bodies and all the relevant bodies, in a logic of collaboration and comparison for the management of the
emergency.

In this document, the impacts resulting from the Covid-19 pandemic are described and highlighted on
the side of the text with a dotted line (e.g. this paragraph) to give transparency of the phenomenon to all
stakeholders.

Iren Group



Awards and recognition

In 2021, Iren Group received various recognitions relevant to corporate and environmental responsibility. Below
is a summary of the main acknowledgements received.

4 N N N
TOP BiC-
UTILITY Gl
L coreae
Top Employer certification (ob- o ) ) ) o
tained for the fourth consecutive Top Utility 2021 Award in the Ab- Best in Media Communication
year): the official recognition of the solute category: recognit_ion <_)f certificatiqn: recognition for the
Company’s excellence in HR poli- Irgn Group’s excellent.relatlonshlp yvork carried out to measure _the
cies and strategies and their imple- with its §takgho|ders, its attention |mpact _of c_orporate communica-
mentation to contribute to people’s to sustalnabl_llty, transparer)cy ar_u_:l t!on1 tak_lng into ac_count the posi-
well-being, improve the work envi- communication, as well as its abili- tioning in the media and the qual-
ronment and the world of work. ty to develop a harmonious growth ity of the relationships established
path, expanding activities and ter- with editorial offices.
ritories, maintaining an effective
relationship with consumers and
improving the quality of services
offered.
- 2N 2N J
~ N N 7 R
4 SDABoceoni
o Eccellenze
BEST d'impresa
F_'E_i_*E_LD_RI.‘.'IANL'.E mmm——————
Best Performance Award — cate- Special mention in the Sustainabili- Smau Innovation Award 2021:
gory Best Performing Large Com- ty category of the Business Excel- dedicated to companies commit-
pany assigned by SDA Bocconi: lence Award 2021: awarded for the ted to rethinking their business
recognition of the commitment to centrality of sustainability in the model under the banner of sus-
making the topic of sustainability development strategy and in all the tainability and process renewal.
and investment in human capital Group’s activities, with a long-term The award went to the structured
central to bring out the potential of vision in which ESG factors play a approach to innovation and the
each person with respect to their leading role. provision of tools to support open
skills, competencies and needs. innovation strategies, particularly
in European funding programs for
research, and the relationship with
start-ups.
- 2N 2N J
~ N N 7 R
" \/
\V
RICRERA .
Award for commitment and results Five awards to the social channels Certificate of civic merit delivered
achieved in the sorted collection of of Iren Luce Gas e Servizi attribut- by the Mayor of Parma to two op-
steel packaging in Reggio Emilia ed by Social Creative Awards: an erators of Iren Group, represent-
RICREA, awarded by the National award for international excellence ing the entire category of workers
Consortium for the Recycling and in content creation on social media engaged in essential services for
Recovery of Steel Packaging. aimed at the best Italian posts (on the community that during the
Facebook, Instagram and Tiktok) pandemic have worked to ensure
of any sector. Special mention as citizens the use of these services.
best Facebook content of the year
2021 to the post dedicated to the
night of San Lorenzo.
- 2N S J

Iren Group Sustainability Report 2021

33






Strategy
and policies
for sustainabillity



36

Sustainable development
and priority topics

Iren considers sustainability as a fundamental lever for the creation of value over time for the Group and its
stakeholders and, for this reason, is committed to conducting its activities considering the interests of its stake-
holders, in the awareness that dialogue and the sharing of objectives are tools through which to create mutual
value.

A way of doing business that finds its foundation in the business model and in the Group’s Strategic Plan, which
includes a concrete commitment to the Sustainable Development Goals of the UN 2030 Agenda (SDGs), and
that guarantees long term resilience, also by reacting quickly and effectively to exogenous phenomena of excep-
tional magnitude, such as the socio-economic crisis resulting from the spread of the Coronavirus.

The sustainability policies — consistent with the mission, vision and Code of Ethics — define Iren Group'’s approach
towards ESG (Environmental, Social and Governance) factors, i.e. relating to issues of environmental, social and
governance impact, considered material, namely priorities according to as defined in the materiality matrix.

The policies set out commitments to improve the Group’s sustainability performance, manage and mitigate the
environmental, social and governance (ESG) risks to which it is exposed, in an integrated manner with the risk
management system, and are oriented to:

support the strategic choices — including the governance of risks, opportunities and impacts — which are oper-
ationally set out in the Strategic Plan and in specific management policies such as, for example, the Integrated
Management System Policy (Quality, Safety, Environment and Information Security), the Risk Management
Policies (see page 69), the Diversity and Inclusion Policy, the Policy for the management of the dialogue with
Shareholders and Investors in general, the Policy for the protection and exploitation of personal data, the Bio-
diversity Policy and other relevant policies on the subject;

improve the ESG risk management process;

facilitate the non-financial reporting process;

increase the level of knowledge and awareness of the expected outcomes regarding the material issues;
spread the culture of sustainability.

T E = F__:r_ ——
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Iren and the global goals

Iren Group contributes to sustainable development
in line with the UN Sustainable Development Goals
(SDGs), integrating this commitment into its busi-
ness model. For the preparation of the Group’s Stra-
tegic Plan (see page 47), an assessment was made
of the SDGs to which Iren contributes and can con-
tribute most in the future. All 17 SDGs were analysed,
with their relative targets, and the areas of Group ac-
tivity that contribute to their achievement were iden-
tified, enabling the selection of 9 Priority Objectives

DECENT WORK AND
ECONOMIC GROWTH

i

1 3 CLIMATE 1 LIFE
ACTION BELOW WATER

INDUSTRY, INNOVATION
ANDINFRASTRUCTURE

that were assumed in the Strategic Plan, and are
highlighted below, to which Objective 17, considered
atool for achieving the other objectives, is added in a
transversal manner.

Iren Group can also have an impact in the implemen-
tation of the Objectives not selected as priorities. For
this reason, the materiality analysis highlighted how
the priority topics impact all SDGs (see page 42) and
the contents of this document provide an informa-
tion framework also on them, as highlighted in the
reconciliation table on page 284.

GLIALS

GENDER CLEANWATER
EQUALITY

AND SANITATION

1 RESPONSIBLE
CONSUMPTION
AND PRODUCTION

‘I PARTNERSHIPS
FORTHEGOALS

SUSTAINABLE
DEVELOPMENT

GOALS

y_Sustainability:



Sustainable
development strategy

[GRI 102-15, 102-31]

The strategic integration of economic, environmental, social and governance factors is ensured through a struc-
tured process as described below.

Context and scenario
analysis

£

Monitoring
and Reporting

Materiality
analysis

Strategic Plan

Context and scenario analysis

Iren Group analyses in the Strategic Plan the macroeconomic, financial, energy and climate context and sce-
narios in the short, medium- and long-term to identify the important factors for its business from a competitive,
sustainable, regulatory and normative point of view and that may affect the pursuit of its development targets.
Detailed information about the energy, regulatory and financial scenarios is provided in the Group’s Consolidated
Financial Statements.

The Sustainability Scenario in 2021 highlights how the Covid-19 pandemic, while raising awareness of the
vulnerability of our development model and the strong interconnectedness of environmental and social di-
mensions, has resulted in critical impacts around the world on progress towards achieving the Sustainable
Development Goals of the 2030 Agenda.

The United Nations 2021 Report (“The Sustainable Development Goals Report 2021") describes significant
impacts: an increase in the global extreme poverty rate for the first time in more than 20 years; 101 million
children falling below the minimum level of proficiency in reading and many young people at risk of drop-
ping out of school due primarily to an increase in child labour and a wave of early marriage involving mostly
girls; and a growth in domestic violence against women and unpaid care work increasingly on the backs of
women and girls, impacting educational, income and health opportunities.
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Despite the economic slowdown, concentrations of key greenhouse gases have increased, and the global
average temperature has reached about 1.2°C above pre-industrial levels. The climate crisis is joined by
other interconnected environmental crises: biodiversity decline at an unprecedented rate, forest loss, and
ecosystem degradation at a rapid pace.

The pandemic has also brought enormous financial challenges, especially for developing countries, with a
significant increase in debt distress and a sharp decline in direct investment and foreign trade.

However, the UN Secretary-General highlighted that it is still possible to achieve the 2030 Agenda and the
Paris Agreement on climate change as long as there is an imperative “on the part of governments, cities,
businesses and industries to ensure that recovery reduces carbon emissions, conserves natural resources,
creates better jobs, promotes gender equality and addresses growing poverty and inequality*.

At the same time, the pandemic demonstrated community resilience, highlighted the work of essential
workers in many fields, and facilitated the rapid expansion of social protection, the acceleration of digital
transformation, and unprecedented global collaboration on vaccine development.

In February 2021, the G7 — which was also open to Australia, South Korea, India and South Africa, as well as
the UN Secretary General — included in its discussion topics the development of a response to the Covid-19
pandemic, with the aim of building a better post-pandemic reality, responding to environmental and climate
emergencies, making a commitment to leave no one behind, as stated in the 2030 Agenda. G7 member
countries, ahead of COP26 on climate and COP15 on biodiversity, committed to achieving zero net emis-
sions by 2050, to halt and reverse biodiversity loss by 2030, and also agreed to donate one billion vaccines
to other countries.

The G20, held under the Italian presidency in Rome in October 2021, placed the health emergency, the cli-
mate crisis, global poverty, and gender and generational inequalities at the centre of its agenda. For the first
time, all G20 countries have acknowledged the scientific validity of the 1.5°C target, have committed to curb
their emissions so as not to lose sight of this goal, and have taken on the goal of CO, neutrality around 2050.
In addition, economic support was promised to the poorest countries regarding climate. The reform of the
international taxation system has been added to the climate goals, to ensure that all companies pay their
fair share of taxes, and the overcoming of protectionism in health products, also with the aim of ensuring
more vaccines and intensifying the links between finance and health to find new ways to assist the world's
poorest countries.

On 13 November 2021, COP26 concluded with nearly 200 countries agreeing to the Glasgow Climate Pact,
which confirms the goal of limiting global warming to 1.5°C above pre-industrial levels, with a 45% reduction
in CO, emissions by 2030 compared to 2010 and achieving net zero emissions around mid-century, acceler-
ating efforts to phase out unabated coal and inefficient fossil fuel subsidies, and providing targeted support
to the poorest and most vulnerable countries toward just transition. The Pact provides, among other things,
that by 2030 at the latest, countries will have common commitments to reduce emissions over a 10-year
period and will have to update their decisive contributions at the national level by 2022. Starting in 2024, a
new method will be adopted to ensure that countries use the same metrics to report their GHG emissions.
Decisions have also been made to operationalise a new global carbon market, avoiding double counting of
credits and incorporating human rights within market mechanisms.

The European Union has made further efforts in the last year and has confirmed its global leadership in
policies for sustainable development, with a commitment to address climate and environmental issues and
to develop policies for “an economy that serves people”. The strategy outlined in the Green Deal shows the
way forward to achieve the goal of making Europe the world’s first climate neutral continent. A challenge
that requires substantial public funds, such as those of the Next Generation EU, but also private funds that

S
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find in the EU Taxonomy (see page 120) — whose delegated acts were formalised in 2021 — a tool to guide
towards economic activities that can be considered sustainable in view of the transition towards economic
growth without negative impacts on the environment and, in particular, on the climate.

The European challenge also drives Italy, which finds a relevant opportunity in the Next Generation EU, the
program for recovery, aimed at building increasingly sustainable, resilient and digital societies and econ-
omies. Italy’s recovery and resilience plan (PNRR) — presented on 30 April 2021 with green light from the
European Commission on 22 June 2021 — calls for reforms and investments, to be implemented by 2026,
to help the country become more sustainable and resilient. The Plan, designed to foster economic develop-
ment and create jobs, has three main axes:

« digitalisation and innovation — includes challenges to improving the digital skills of the population and
workforce, increasing the digitalisation of businesses and promoting the delivery of digital public services,
and accelerating the implementation of key e-government projects;

« ecological transition — in the area of climate and environmental policies, key challenges include the need
for improved waste and water management, significant progress in sustainable mobility, and enhanced
energy efficiency in buildings;

+ social inclusion — includes measures to address the challenges of high and structural unemployment,
low labour market participation (particularly of women and youth), and persistent social and territorial
disparities.

The investment projects of the PNRR are grouped into 6 missions, to which a portion of the more than 235
billion Euro planned for its implementation is allocated:

+ mission 1 - digitalisation, innovation, competitiveness, culture and tourism (49.86 billion Euro);
* mission 2 - green revolution and ecological transition (69.94 billion Euro);

* mission 3 - infrastructures for sustainable mobility (31.46 billion Euro);

* mission 4 - education and research (33.81 billion Euro);

* mission 5 - inclusion and cohesion (29.83 billion Euro);

mission 6 - health (20.23 billion Euro).

Green

In this context, Iren analyses and evaluates the Transition

prominent trends that, in the long-term, will be deci-
sive in terms of risks and opportunities for the sus-
tainable development of the Group.
Circular
economy and
Prominent sustainability

trends

Animportantrole is attributed to scenarios related to
climate change and its effects on the Group’s activi-
ties, deriving from the physical environment — acute
phenomena (heat waves, floods, etc.) and chronic
phenomena (structural changes in the climate) —and
the transition situation towards a low-carbon econo-
my. Underlying the Group’s medium term (2026) and Future Market

long term (2030) strategy are various scenario anal- work model

yses related to the climate change impact: evolution
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* Intergovernmental Panel on Climate Change (IPCC) RCP 2.6 in line with the Paris Agreement, which predicts
a temperature increase at the end of the century over pre-industrial levels of 2°C or less (~+1.5°C considered
by Iren Group). RCP 2.6 requires that CO, emissions fall to zero by 2100, that methane (CH4) emissions
reach about half of 2020 levels, that sulphur dioxide (SO,) emissions fall to about 10% of 1980-1990 levels,
and that there be negative CO, emissions of about 2 gigatons per year,

IPCC RCP 8.5 (business-as-usual) that predicts an end-of-century temperature increase of about 4°C
above pre-industrial levels, consistent with a scenario where no particular climate change measures are
implemented;

IES World Energy Outlook 2021 (WEO-2021) Sustainable Development Scenario (SDS) that is a gateway
to the expected outcomes of the Paris Agreement. Under this scenario, all current net zero commitments
are fully met and there are extensive efforts to achieve near-term emission reductions. Advanced econo-
mies achieve net zero emissions by 2050, China around 2060, and all other countries by 2070 at the latest.
Without assuming negative net emissions, the scenario is consistent with limiting the global temperature
increase to 1.65 °C (with a 50% probability). With some level of net negative emissions after 2070, the tem-
perature increase could be reduced to 1.5 °C by 2100;

IEA WEO-2021 Stated Policies Scenario (STEPS) that reflects current approaches based on a sector-by-sec-
tor assessment of specific policies in place, as well as those announced by governments around the world;
Italian Electricity Market Scenario 112021 by REF-E that incorporates the latest trends in import dynamics
and commodity markets, the expected impact of the new European Fit for 55 package and potential path-
ways towards carbon neutrality targets for 2050.

Impacts, risks and opportunities arising from the scenarios are considered in planning. To this end, three
strands of analysis of the Strategic Plan have been structured:

* qualitative and quantitative risk assessment based on an analysis of sector trends, the Group’s exposure to
related strategic risks and the related ability of the Business Plan to mitigate such risks. For the risks identi-
fied in the Group's risk map, which have an impact in the years of the Plan, a detailed analysis of the quantita-
tive drivers was carried out, defining the impact, probability of occurrence and mitigation actions functional
to the quantification of the risk value, both inherent and residual. This assessment led to the enhancement
of the Plan’s stress test and the maintenance of the rating indices assigned to the Group;

analysis of investments, identifying both capital expenditure with a mitigating effect on risks and those
whose realisation may represent a possible source of risk, with economic and financial repercussions (so-
called execution risks);

analysis of climate change risk factors impacting the Group, through asset modelling and identification of
the most significant risk factors for different climate scenarios and time horizons, also including assess-
ment of the investments envisaged in the Business Plan to mitigate climate change risks.

The analysis of the impacts of climate change, taking into account the variables underlying the different sce-
narios, has led, for example, to consider for the physical risks the rising trend of temperatures and to analyse
the impact, in terms of marginality, that this trend will produce on the lower production of heat for district
heating and the increased production of electricity to meet the growing demand for summer air conditioning.
Another analysis concerned the production of electricity from hydropower plants in relation to reduced rain-
fall. With regard to transition risks, for example, the reduction in margins associated with the sale of natural
gas is considered.

The analysis of the effects of the scenarios described in the business processes, consistent with the guide-
lines of the TCFD (Task Force on Climate-related Financial Disclosures), was further implemented in 2021
by developing a management model enabling the assessment of risks and opportunities related to climate
change that support strategic choices (see page 80).

S
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Materiality analysis

[GRI 102-46, 102-47, 102-49, 103-1]

The materiality analysis allows to identify and compare the priority issues for stakeholders and for the Group in
the medium- and long-term strategy. The result of this analysis supports the definition of the Group’s sustainable
development targets and topics for the drafting of the Sustainability Report. The methodology for performing the
materiality analysis is described in detail on page 105.

Materiality thus underlines the connection of priority topics with the Group'’s strategy and ensures that the expec-
tations of different stakeholders are considered.

In 2021, the materiality analysis led to the definition of 20 topics, compared to 23 topics in the previous year, re-
flecting a different articulation of these topics to make them even more consistent in terms of priorities without
reducing the scope of the analysis.

For example, the topic “Competitiveness on the market” has been included in “Economic development and value
for local areas”, of which it is considered a significant and constitutive aspect. For the same reasons, the topic
“Efficient and reliable services" and “Responsible management of business segments" have been merged into the
new topic “Efficient, reliable and safe management of processes and infrastructures®, as well as the topic “Dialogue
with Public Authorities* and “Internal and external communication* have been merged into the topic “Effective and
transparent dialogue and communication with stakeholders". In the interests of consistency and coherence with
the lines of the Business Plan, the “Emissions” topic was renamed to “Decarbonization and reduction of emissions"”
and the “Circular economy: management, sorted waste collection and reuse of waste" topic to “Circular waste
management”. In addition, the topic “Solid and transparent governance for sustainable growth", previously covered
in other topics, was highlighted as a fundamental requirement for the governance and direction of the other topics.

The 2021 matrix, therefore, albeit with a different declination of the topics described above, presents a substan-
tial confirmation of the priority topics identified in 2020, which obtain ratings above the materiality threshold
(2.0) both by management and by stakeholders.

Iren Group
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The priority topics identified with the materiality analysis are developed within the chapters of the Sustainability
Report/NFS. To facilitate the interpretation of the document, the material topics covered are indicated at the
beginning of each chapter.

For each topic, the materiality connotations and correlation with the UN Sustainable Development Goals (SDGs)
by 2030 and the UN Global Compact (UNGC) principles are highlighted below (see page 280).

The SDGs are central to the materiality analysis through which Iren and its stakeholders attribute an assessment
to strategic topics for the Group’'s development. Concerning the 9 SDGs considered priorities by the Group (see
page 37), the Business Plan defines specific objectives and targets, which are described in more detail on page 47.
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Governance for sustainable growth takes the form of integrating ESG
(environmental, social and governance) factors into the Group's strategy,
defining medium and long-term sustainability objectives and targets, and
identifying, assessing and managing risks and opportunities arising from
ESG factors. The strategic guidelines for sustainable growth, approved by
the Board of Directors, guide operations, affect the remuneration policies for
management and are systematically monitored through a reporting system
that forms the basis for transparent communication with stakeholders.
Starting from the Board of Directors, the governance approach to sustainable
growth adopted by Iren Group involves the entire organisation, attributing
specific levels of responsibility to the various corporate bodies and roles.

The Group’s Code of Ethics defines the general principles, the conduct
criteria and the control system to maintain and strengthen the relationship
trust with the stakeholders. compliance management is an integral part
of ethics both in a proactive way — to anticipate scenarios and regulatory
developments, effectively assess risks and provide contributions for the
regulatory framework of the sector — and in a preventive way: for this reason,
Iren Group has also adopted the Organisational Model 231 to prevent the
commission of crimes, including corruption, which is also relevant in light
of the principles of the Global Compact. Training and raising the awareness
of people are the keys to consolidating an ethical culture that tangibly
influences the Group’s development opportunities.

Dialogue and discussion with stakeholders, both at local and national
level, is fundamental for the Group, also in order to face and outline growth
strategies that produce increasingly sustainable impacts for the territory
and the whole country. Knowledge of the mission, values and sustainable
growth strategies of Iren Group, together with the ability to listen, are crucial
for the real involvement of stakeholders in the development challenges, and
for this reason communication and systematic engagement are the primary
tools for gathering the present and future needs of stakeholders and for
providing them with timely information on the economic, environmental and
social impacts of the Group.

Iren Group has defined in its development plan important objectives to
save natural resources, especially energy, and reduce emissions, thanks
to the strong development of energy production from renewable sources,
the extension of district heating, the high levels of energy efficiency in the
management of production processes. Moreover, Iren acts as a territorial
reference partner in the implementation of energy efficiency solutions for
customers and Public Administrations.

The goals outlined in the Group’s Business Plan include the rational use and
protection of water resources; consequently, the Group has defined targets
regarding the quantity of water resources withdrawn and the quality of
waste returned to the environment, representing key factors for sustainable
management. The sustainable use of water resources is also central to the
management of production processes.

Iren Group’s strategic guidelines include a commitment to the constant
containment of atmospheric emissions, in particular, it has defined
objectives for the reduction of direct and indirect CO, emissions, in line with
science, thanks mainly to the use of renewable sources, the use of waste
as a material, the use of certified green electricity and the efficiency of its
production processes.
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Iren Group manages its own waste and that managed for local communities
with the objectives set out in the Business Plan to reduce production,
increase sorted collection, increase material recovery, waste-to-energy,
following the principles of prevention, sustainability and safety. Dialogue and
a constant flow of information on the topic with Institutions and residents
are essential, as is the training provided in collaboration with schools and
universities.

The Group's approach to innovation is aimed at improving service quality,
building relationships between infrastructures and human capital, both
intellectual and social, thanks to the use of new technologies, in order to
improve quality of life and the environment and meet the needs of residents,
companies and institutions. All actions are strongly focused on the local
areas in which the Group works, collaborating with local communities to
develop smart cities, also through sustainable mobility projects at public
and private level.

To protect biodiversity and habitats, as well as entering into partnerships
with Bodies, Institutions and Associations, Iren Group has developed a
policy to ensure that the activities managed are compatible and sustainable
for the environment and maintain its natural balance. Environmental
analysis and assessment of the significance of the impacts that the Group'’s
activities have on the environment and biodiversity are aimed at adopting
the necessary measures to minimise them.

Iren Group identifies the focus for progress and the creation of shared value
in the current and future local areas of reference. Improving people’s quality
of life, making businesses more competitive, looking to the growth of local
areas through the eyes of change and making development and sustainability
a single value. Iren Group's vision is to make this future a reality.

Iren Group believes that education is the most effective and strategic way
to foster a culture of sustainability and innovation. Informed residents
contribute significantly to improving the social and environmental impact of
services, directing them towards new strategies. This is why Iren invests in
initiatives consistent with the Global Compact principles, in its relationship
with schools and universities, to prepare for the future.

This is a cornerstone of Iren's strategy, which aims to create value for
shareholders and stakeholders. The economic development of the Group
guarantees growth, competitiveness and produces significant economic,
social and environmental impacts for communities in terms of the
distributed added value, job creation, investments in the local area, returns
and resource generation for Local Administrations. The contribution of
all participants in the processes — employees as well as suppliers — is
essential to guarantee positive outcomes that contribute to growth and
local development.

Maintaining adequate employment levels, skill coverage and development
and the quality of employment are essential for pursuing Group's strategies,
which, also in terms of jobs, support the Global Compact principles.
Investment in developing internal skills and enhancing the value of human
resources is a fundamental element of the pact between the company
and the individual, along with efforts to reconcile life and work needs and
improve the working environment's quality. The aim is to become a team,
add value to the outcome of individual work and increase a feeling of
belonging, creating a shared social, cultural, professional and intellectual
terrain.

Industrial relations contribute to create the best conditions for guaranteeing
Iren Group the development of a business model that aims to involve and
enhance human resources, in order to increase efficiency, quality of services
and capacity to address market challenges with innovative solutions.
Therefore, industrial relations must be developed in accordance with a
participatory, non-confrontational model, while respecting the various roles.
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Consolidating a culture of risk prevention and assessment is a top priority
for Iren Group which aims to ensure the health and safety of its workers
and to improve the working environment, also with a view to increasing
employees’ motivation and engagement and guarantee the continuity of
production processes.

Diversity and inclusion are among the key objectives to support the Group’s
growth strategy. The diversity of people, together with a culture of inclusion,
brings a wealth of contributions and ideas that can strengthen decision-
making processes, efficiency and collaboration. Diversity and inclusion
are an integral part of the Group's Code of Ethics and subject of a specific
Policy, as a determining growth factor.

Iren Group supports the principles of the UN Global Compact on human
rights and considers the UN Universal Declaration of Human Rights,
the International Labour Conventions and Recommendations of the
International Labour Organisation and the Earth Charter to be fundamental
points in the definition of its values. The Group condemns any form of
discrimination and promotes the respect and dignity of all individuals. The
suppliers’ system is managed with same principles and is also constantly
monitored on these aspects.

Iren Group aims to build proper and transparent relationships with suppliers,
which are based on clear rules and shared values that are key to maintain
the quality of services, environmental protection, safety and rights of
workers and communities. The Group considers enhancing categories of
suppliers that guarantee jobs for disadvantaged people to be important and
consistent with its mission.

Efficiency, reliability and safety of processes and infrastructures are
important for the quality of services offered to citizens, to ensure a proper
use of resources and to reduce environmental impacts, as well as for the
containment of operating costs. Iren Group invests to guarantee security,
continuity, health and business sustainability, aware of the responsibility
that energy and environmental service management entails, for the present
and for the future of communities and local areas. The commitment is
aimed at developing initiatives and the ability to use the available resources
appropriately, taking the social and environmental impact of business
actions into consideration.

High-quality levels and service innovation to meet new and emerging
customer demands are a guarantee for Iren’s long term development. The
Group’s mission is to offer its customers and areas the best integrated
management of energy, water and environmental resources, with innovative
and sustainable solutions to produce value over time. Innovative offers
have changed the role of Iren, shifting it from a simple energy supplier to an
expert in services with high added value, while at the same time increasing
customer satisfaction and loyalty. Innovation, agility, smartness, fairness
and transparency inspire the Group, in line with a growth strategy strongly
oriented towards the customer and the development of new integrated
services to anticipate market trends. Innovation, the sustainability of
resources, ecological transition and digitalization are some of the levers on
which Iren Group acts to compete and extend its market.



Strategic plan

The growth strategy, approved by the Board of Directors in November 2021, is consistent with the Group’s mis-
sion and vision and the main macro-trends of the sector described above. The Strategic Plan, extended to 10
years, is based on three pillars: the green transition with a progressive decarbonization of all activities and the
strengthening of leadership in the circular economy and the sustainable use of resources; local presence with
an extension of the perimeter in the historical territories and the evolution as a reference partner for the commu-
nities by expanding the portfolio of services offered; quality through the improvement of performance and the
maximisation of customer/citizen satisfaction levels.

The industrial strategy is strongly integrated with the sustainability strategy that defines precise medium- and
long-term targets and is divided into the following 5 focus areas:

Decarbonization Circular economy Water resources Resilient cities
) srm=—=n=—=
CO o | i

Climate
change

The year 2021 confirmed the resilience of Iren Group’s business model, even in the face of the continuing
health emergency, which will be further strengthened by the investments planned to support the various
businesses and, in particular, by the significant share of investments allocated to the achievement of sus-
tainability objectives.

The integration of sustainability in the Strategic Plan and the drivers of capital allocation moves a step for-
ward with the extension of the time horizon of the Sustainability Plan until 2030, defining the role that Iren
Group intends to play for development consistent with European policies, the challenges emerging from the
pandemic context and to boost the economic recovery process in our country, consistently and in support
of the objectives of the PNRR.

The objectives and targets of Iren Group’s medium- and long-term Business Plan are summarised below.

Target
Development areas SDGs
2024 2026 2030
Gross cumulated investments € 4.9 billion € 7.1 billion € 12.7 billion
Portion of sustainable investments 80%
Ebitda € 1,250 million € 1,450 million € 1,800 million
Net debt / EBITDA ratio 3.3x 3.1x 2.5x
Net income € 330 million € 380 million € 500 million

S
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Target
Development areas SDGs
2024 2026 2030

GREEN TRANSITION

Decarbonization

Installed power from renewable sources 0.6 GW 1.1 GW 2.8GW

Power generation carbon intensity (scope 1) 317 gCO,/kwWh 298 gCO,/kWh 176 gCO,/kWh

Certified renewable electricity purchased (scope 2) 90% 95% 100% E
Emission reduction scope 3 deriving from:

* use of products sold (gas) -25%

* fuel and energy related activities -13%

Energy saving in production processes 920 TOE/000 1,500 TOE/000 1,740 TOE/000

Emissions avoided from waste recovery 1610tCO,, /000  1.740tCO, /000  2290tCO,, /000

Circular economy

Sorted waste collection in legacy regions 73.4% 74.6% 76.2%
Waste recovered in Iren Group plants 1,490 t/000 1,670 t/000 2,310 t/000
Biomethane produced from biodegradable waste 38 million m? 46 million m® 57 million m?
Wastewater reused 13 million m? 16 million m? 20 million m?

Water resources

Wastewater plants capacity 3,690 A.E./000 3,850 A.E./000 3,970 A.E./000
Water withdrawals from the environment 278 I/hinab./day 273 1/hinab./day 261 I/hinab./day
Water network leaks 30.1% 26.5% 20.0%
Network division into small and equal areas (districts) 75% 82% 90%

Resilient cities

District heated volumes 108 million m? 117 million m® 124 million m®
Eco-vehicles on total fleet 36% 47% 100%
Green electricity sold to retail clients 2,000 GWh 2,500 GWh 3,500 GWh
Energy saving from Iren Group products/services 420 TOE/000 500 TOE/000 700 TOE/000

TERRITORIALITY

Portion of investments in legacy regions 85%

Expansion of coverage in legacy regions

Provinces covered with 4 or more services 34
Inhabitants served by waste collection 5.5 million
Inhabitants served by integrated water cycle 3.5 million
PDR gas distribution 1.0 million
E-mobility

Charging infrastructure 4,000
Local public transportation lines 15

Iren Group



Target

Development areas SDGs
2024 2026 2030

Energy efficiency and urban renovation

Energy Communities projects 7,000

Investments for territories/communities € 1.6 billion

SERVICE QUALITY

Electricity 2G smart meters installed

Gas smart meters installed

Inhabitants served by “pay as you throw” tariff
Insourcing of customer operations key activities
Network of counters/shops

Penetration on sale of Iren Plus service platform

100%

100%  proe

64% LI

70% e
8.9

+80%

30%

PEOPLE

Employment, development and enhancement of skills

New hires (progressive growth from 2020) 2,300 2,900 4,000
Training hours per capita 26 27 30
Employees evaluated on performance 80% 100% 100%
Diversity & Inclusion

Women in managerial roles 23.5% 26.5% 30.0%
Hires under 30 out of total hires 80% 80% 84%
Welfare and personal care

Accident incidence index 44 43 42
Employees with supplementary healthcare 90% 93% 95%

ENABLING RESOURCES

Digitalization: investments € 0.6 billion
Performance improvement

Synergies € 45 million € 55 million € 120 million
Projects 70

Monitoring and reporting

Iren is committed to manage and measure its perfor-
mance, considering economic, environmental, and
social aspects in defining strategic objectives and
reporting of its activities. An approach aimed at the
complete integration of sustainability in the strategic
business choices.

To this end, the Group has structured an internal
system for quarterly monitoring of sustainability

performance, which enables it to make the analyses
and management decisions necessary to ensure
that the objectives of the Strategic Plan are achieved
and has integrated sustainability objectives into the
Group’s remuneration system (see page 90).

The Sustainability Report is also a tool for commu-
nicating and monitoring the adherence of operations
to the strategy and, precisely with this objective, it
reports the progress made towards achieving the
targets set by the Group Business Plan.
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Progress toward goals

The following are the results achieved in 2021 towards the achievement of the objectives set out in Iren Group’s

Business Plan.

Development
areas

2021 Results

2030 Objectives

VALUE

954.6 million Euro of gross investmentst
70% sustainable investments in the year
Ebitda at 1,016 million Euro
Net debt / EBITDA ratio 2.9x

303 million Euro net income

12.7 billion Euro of gross investments?®
80% sustainable investments over the plan
Ebitda at 1,800 million Euro

Net debt / EBITDA ratio 2.5x

500 million Euro net income

GREEN TRANSITION

Decarbonization

~0.6 GW of installed power from
renewable sources

323 gCO,/kWh power generation
carbon intensity (scope 1)

83% certified renewable electricity
purchased (scope 2)

+8% scope 3 emissions from use
of products sold (gas)

+31% scope 3 emissions from fuel
and energy related activities

740,000 TOE saved in production processes

1,268,000 tCO,, . avoided from waste recovery

2.8 GW of installed power from
renewable sources

176 gCO,/kWh power generation
carbon intensity (scope 1)

100% certified renewable electricity
purchased (scope 2)

-25% scope 3 emissions from use
of products sold (gas)

-13% scope 3 emissions from fuel
and energy related activities

1,740,000 TOE saved in production processes

2,290,000 tCOZeq avoided from waste recovery

Circular economy

70.3% sorted waste collection in legacy regions
595,780 t waste recovered in Iren Group plants

1.8 million m® of biomethane produced
from biodegradable waste

6 million m® of wastewater reused

76.2% sorted waste collection in legacy regions

2,310,000 t waste recovered
in Iren Group plants

57 million m? of biomethane produced
from biodegradable waste

20 million m?® of wastewater reused

GREEN TRANSITION

Water resources

280 liters/inhabitant/day of water
withdrawal from the environment

32.6% water network leaks
60% of water networks divided into districts

3,525,411 inhabitants equivalent
of wastewater capacity

261 liters/inhabitant/day of water
withdrawal from the environment

20% water network leaks
90% of water networks divided into districts

3,970,000 inhabitants equivalent
of wastewater capacity

*Including work for customers carried out by Iren Smart Solutions.

Iren Group



Development
areas

2021 Results

2030 Objectives

Resilient cities

99 million m? of district heated volumes
18% eco-vehicles on total fleet

1,035 GWh of green electricity sold
to retail clients

206,000 TOE saved from Iren Group
products/services

56 million Euro invested in innovation

124 million m?3 of district heated volumes
100% eco-vehicles on total fleet

3,500 GWh of green electricity sold
to retail clients

700,000 TOE saved from Iren Group
products/services

1.6 billion Euro invested in innovation

TERRITORIALITY

SERVICE QUALITY

95% investments in legacy regions
15 provinces covered with 4 or more services
3 million inhabitants served by waste collection

2.8 million inhabitants served by the integrated
water cycle

0.7 million PDR gas distribution

880 charging infrastructure

140 million Euro invested for territories/
communities

85% investments in legacy regions
34 provinces covered with 4 or more services
5.5 million inhabitants served by waste collection

3.5 million inhabitants served by the integrated
water cycle

1 million PDR gas distribution
4,000 charging infrastructure

15 local public transportation lines
7,000 Energy Communities projects

1.6 billion Euro invested for territories/
communities

PEOPLE

2% electricity 2G smart meters installed
88% gas smart meters installed

26% inhabitants served by “pay as
you throw” tariff

53.4% insourcing of customer operations
key activities

+12% network of counters/shops

21% penetration on sale of Iren Plus service
platform

100% electricity 2G smart meters installed
100% gas smart meters installed

64% inhabitants served by “pay as
you throw” tariff

70% insourcing of customer operations
key activities

+80% network of counters/shops

30% penetration on sale of Iren Plus service
platform

Employment, 886 new hires 4,000 new hires

gﬁ‘ﬂﬁﬁg ent 23 training hours per capita 30 training hours per capita

enhancement 53% of employees evaluated on performance 100% of employees evaluated on performance
Diversity & 22% women in managerial roles 30% women in managerial roles

Inclusion 44% hired under 30 out of total hires 84% hired under 30 out of total hires

Welfare and 43.5 value of the accident incidence index 42 value of the accident incidence index

personal care

74% employees with supplementary healthcare

95% employees with supplementary healthcare
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Iren Group

In 2021, together with the traditional catalogue of
free training offers, the projects dedicated not only
to the territories in which Iren Group operates, but
to the whole national territory through the use of the
web and social networks, were strengthened: in total,
110 sustainability education projects were carried
out, also in network with other subjects, involving
350 schools and reaching 46,072 people.

Educating for sustainability means maintaining
a continuous dialogue with different audiences,
building networks, innovating methodologies and
tools: in a process of research and experimentation,
new themes were explored, and innovative formats
defined to tell the story of the 2030 Agenda and the
contribution of Iren Group to the objectives of sus-
tainable development.

To this end, the short film “La challenge” was made,
written and produced together with Giffoni Innova-
tion Hub and Unitalia and presented at the Giffoni
Film Festival. The short film, which narrates an in-
tergenerational challenge on environmental issues
and promotes the conscious use of resources, has
been featured in several events: Kids International
Festival in Reggio Emilia, “CinemAmbiente” in Turin
and “Riconoscere 'Ambiente” (recognizing the envi-
ronment) in Siena. Also in this perspective, in part-
nership with the International Book Fair of Turin, a
project was developed in collaboration with the car-
toonist Lorena Canottiere, for the creation of a comic
book on the themes of sustainability, designed and
drawn by a group of elementary school classes.

To spread the “culture of composting”, the exhibi-
tion “ComposTiAmo” was opened to the public, with
virtual tours and training initiatives on home com-
posting, promoted in collaboration with the Museum
of Agriculture and Rural World of San Martino in Rio
(RE). Still on the topic of conscious recycling, Eduiren,
with Reggio Children Foundation and Remida, organ-
ised “Ricreazioni (Re-creation)”, a day dedicated to
“unexpected sustainability”, with a focus on the cre-
ative regeneration of plastic and the virtuous reuse
of kitchen scraps, inaugurating two paths that will
be developed during 2022. The same logic animat-
ed the national competition “Rifiuti Smarriti (Lost
Waste)”, promoted with the CentroScienza Onlus of
Turin, with the aim of rediscovering, regenerating, re-
designing and reusing what is no longer used. The
awarding of the works was the occasion for a visit
in presence and virtual to the TRM plant in Turin,
with workshops for students connected from Turin
to Sicily.



The training proposals also included a reorganisation
of the use and narration of the Group’s facilities. On
the occasion of Green Week in Parma, guided tours for
university students were organised to the “Fabbriche
della Sostenibilita (Sustainability Factories)” (Manca-
sale wastewater treatment plant and PAI). A class-
room was inaugurated at the Ceresole Reale dam and
the M.Idro Museum was opened at the Chiomonte
power plant. The video produced on the waste-to-en-
ergy plant in Parma is the first to tell the story of the
people, processes and positive impacts on the envi-
ronment and quality of service and will be joined by
two further videos on the Moncalieri waste-to-energy
plant and the Rapallo wastewater treatment plant.

In the “Spazio Goccia” of Luzzara (RE) cultural and
educational activities have been planned, in presence
and online, aimed at promoting the culture of water:
among these, the meeting “Dialoghi sullAcqua (Dia-
logues on Water)”, the presentation of the Local Ob-
servatory of the Landscape of the Bassa Reggiana,
the online publication of the video “Friday’s for Stilla”,
to tell in a playful way to children the secrets of wa-
ter, and the space on wastewater treatment “Back to
Land”, already proposed in the European Photogra-
phy Festival and opened in streaming on the occa-
sion of the “World Toilet Day”.

Thanks also to web-based tools, different audiences
have been met and new ways of telling the story have
been tried out. We talked about “Rifiuti Smarriti (Lost
Waste)” on the online platform Agora del Sapere, about
digital education and environmental sustainability (in
collaboration with Redooc and The Good in Town) on
the Redooc.it platform, all topics also addressed at Mi-
lano Digital Week and STEMintheCity Milano.

The collaboration was confirmed with the Ricrea
Consortium, which promoted the online educational
project “Yes | Can” by Luca Pagliari for schools in Pia-
cenza and La Spezia.

The commitment to sustainability education activities
has taken the form of initiatives designed to create val-
ue in events and shows, establishing alliances in the

territories, which have always been the strength of Iren
Group. In Genoa, on the occasion of Ocean Race 2021,
Eduiren has set up the musical show “Un mare senza
plastica (A sea without plastic)” proposed in collabora-
tion with the theatre of Ortica and has participated in the
organisation of educational workshops “Le fabbriche di
acqua pulita (The factories of clean water)”, highlight-
ing the importance of wastewater treatment for the
protection of the marine environment. For the Science
Festival of Genoa, guided tours on the waterways
were organised on the eco-segment of the Historical
Agqueduct, a stretch of the ancient conduit enhanced
with a signage designed for children, in a project pro-
moted by the Local Committee of Genoa and realised
with the contribution of Eduiren. In the context of Green
Pea Day, the talk “La bellezza dei rifiuti (The beauty of
waste)” was combined with two plogging sessions to
clean up the city of Turin by doing sports. The Eduiren
experience was presented in Milan, at the CSR Show
and during “Il Verde e il Blu Festival”.

Sustainability for Iren also means taking care of the
environment: several waste collection activities, man-
aged by eco-volunteers in the areas where the Group
operates, were supported by the training contribu-
tion of Eduiren. The theme was also taken up by the
workshop “La bellezza che passa dalla cura (Beauty
that passes through care)”, held in Turin, aimed at en-
couraging meetings and dialogue with citizens of all
ages to reflect on their lifestyles and encourage the
adoption of good daily practices in favour of a more
sustainable world. Significant in this sense are the
experiences of Reggio Emilia “Multisport nei Monti”,
in which sustainability has been declined together
with sports practices to discover the Apennine terri-
tory thanks to the collaboration with the Polisportiva
Quadrifoglio, and “Puliamo Campagnola” which saw
the participation of all schools in the municipality
and a strong network of local associations. Support
for the local area has also been collaborative and in-
clusive with initiatives such as “Tra i banchi d’estate
(between the desks in the summer)”, meetings with
foreign children who have recently arrived in Italy, on
sorted waste collection in Reggio Emilia and collabo-
ration with ASAI in a social inclusion project on the
circular economy in Turin.

International engagement has also grown for
Eduiren with participation in projects in Europe and
Mozambique (FCHgo, Maispemba, Multipliers),
aimed at sharing best practices in environmental ed-
ucation and creating networks of open science com-
munities for effective awareness actions.
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Our customers

}7 [GRI 102-7, 206-1, 406-1, 416-2, 417-2, 417-3, 418-1, G4-EU3]

2021 2020 2019
Retail electricity customers 1,048,648 970,663 910,830
Retail gas customers? 954,419 906,152 904,971
Residents served by district heating? 595,772 585,594 575,063
Integrated water service residents served 2,748,268 2,765,363 2,791,927
Integrated water service municipalities served 238 241 242
Waste management services residents served 2,978,164 3,061,547 3,057,857
Waste management services municipalities served 300 307 297

! Customer growth in 2021 is also due to the acquisition of Sidiren.
2The 2020 and 2019 data has been restated and recalculated using the new estimation criteria, adopted since 2021, based on residential
volumes only.

Relations with customers

The customer is at the centre of the attention and daily work of Iren Group. Customer satisfaction, together with
a high-quality level of service, are pillars that support Iren's growth strategies. In relations with customers, the
Group has transformed its role from a simple supplier to an expert in energy-related services, innovative prod-
ucts for the home, solutions for electric mobility and energy efficiency, adopting a new relationship model that
evolves over time and adapts to different lifestyles, offering personalised experiences and services.

In 2021, despite the continuation of the Covid-19 emergency, the physical points of contact always remained
open and adopted specific measures: the use of personal protective equipment (PPE), limited access to the
premises, spacing, protective plexiglass barriers, digital systems for managing queues and appointments,
disinfectant dispensers, sanitisation of the premises and contact tracing of visitors.

At the same time, the Group has strengthened and promoted the use of digital channels, such as the web-
site irenlucegas.it and the IrenYou App — from which it is possible to carry out operations related to the
management of contracts, communication of the meter reading, paying bills, etc. — or the Facebook page
“Iren luce gas e servizi” (Iren light gas and services) to have a first response to the most straightforward re-
guests. In addition, the UFirst App always remained active to schedule appointments with offices and avoid
gueues and crowds.

To families and businesses in an objective situation of economic difficulty, Iren Group has offered the pos-
sibility to request the postponement of the deadline for payment of bills or to resort to interest-free instal-
ments to meet the payment of gas, electricity, water, district heating.

S
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Communication with customers

Iren Group considers priority communication related to its development plans, products and services, aiming to
provide timely and transparent information through several channels.

Also in 2021, there was a growth in followers on the Group'’s social channels and visitors to its websites, and
product communication campaigns continued. To support the commercial action beyond the legacy regions,
an important communication campaign was undertaken to position Iren luce gas e servizi as a national brand,
through multi-subject television commercials on all the major national broadcasters. TV campaigns were flanked
by local press campaigns, billboards and posters, dedicated to products and offers. In November, in particular,
an important poster campaign in the legacy regions was dedicated to the Fisso&Basso (Fixed & Low) electricity
offer reserved for customers coming from protected market. In addition, releases have been scheduled in the
most important local newspapers with advertising pages. Investments in digitalization have made it possible to
promote and support bundled offerings — Piu Green, Piu Vantaggi, pit Regali e pit Smart (Greener, More Benefits,
More Gifts and Smarter) — across a wider territory. A press campaign launched in legacy regions communicated
the commitment to convert all household supplies to 100% green energy supplies at no additional cost.

In its relations with local and national media, the Group dedicated ample space to the topics of renewable en-
ergies, decarbonization, circular economy and related plant development, also with the aim of giving greater
visibility to the investments and objectives of the Business Plan.

As a continuation of the restyling and rebranding activity launched in 2020, the activity of fitting out new stores
and retail spaces in the territories (Sarzana, Turin, Grugliasco, Modena, Parma and Reggio Emilia) or the com-
plete renovation of existing ones (Piacenza and Ponte Taro) was intensified. In the new exhibition areas, great
space has been given to communication in digital format, with the aim of transmitting content more effectively
and focusing attention on environmental issues. In addition to the opening of new stores, the Group continued
to set up corners in shopping centres and new display areas focused on selling e-mobility and energy efficiency
products.

Single toll-free number for commercial services: in the first half of 2021, there was an increase in incom-
ing telephone traffic, consistent with 2020. In the second half of the year, contact volume began to decline
back to pre-pandemic levels. Although the number of calls increased by 17% (3,165,349 customers spoke
to an operator), the performance respected the targets required by ARERA, with an answer rate of 95.3% on
incoming calls, with an average waiting time of 40 seconds.

Results that also depend on projects to improve the functionality of the telephone service in order to reduce
waiting times: the systematic adoption of call back, which allows the customer to book a call from the call centre
operator when the telephone line is busy, and the integration, in the reserved web area, of the virtual assistant,
an automatic artificial intelligence channel able to understand the most common questions of the customer.

Waste management services customer care: the service provides information on waste collection and man-
agement services. All incoming contacts — telephone, e-mail and web — are tracked on a specific management
system that allows subsequent calculation and statistical processing. Reports and requests are automatically
transferred to the local waste management services. In 2021, the Group carried out a significant customer care
activity aimed at increasing the value of the relationship with the customer and creating direct communica-
tion, with the objective of planning actions aimed at specific customer groups and communications modulated
according to needs. There were 634,063 calls managed (+10% from 2020) and 124,059 were e-mail and web
contacts (+22% from 2020).

Iren Group



The significant growth in contacts highlights
the importance of customer care dedicated to
waste management services in guiding citizens
towards sorted waste collection, in gathering
their requests and reports and in responding
quickly and with effective solutions, accompa-
nying them even in difficult times such as the
last two years, marked by the pandemic emer-
gency. Despite the increase in incoming calls,
83.2% of customers who contacted the service
by phone spoke to an operator, with an average
wait time of 54 seconds, in line with the 2020
figure.

Integrated customer relationship management
(CRM) system: the new CRM system is integrated
with many communication channels, allows all infor-
mation relating to each customer interaction to be
collected, recorded and managed. Provides for the
sending of proactive multi-channel communications
(e-mail, SMS, mail) that allow customers to receive
notifications regarding their supplies and updates on
the progress of their practices or requests, on an on-
going basis, until they are resolved.

Also introduced in 2021 is the possibility for custom-
ers to report receiving suspicious calls and/or visits
from staff dedicated to promoting commercial prod-
ucts/services, in order to verify the reliability of the
proposals received. The service, which has handled
1,270 reports, is available by e-mail, dedicated call
centre, IrenYou App and form available on the web-
site irenlucegas.it.

Counters, Iren space for customers: in 2021,
the number of contacts at the counters in-
creased, generated by the progressive improve-
ment of the pandemic situation. The Group
managed 541,513 customers (+40.3% com-
pared to 386,090 in 2020) in the 92 physical
points located throughout the territory.

Despite the critical nature of the period, the counters
maintained the objective of continuous improvement
in service quality and customer loyalty, together with
the promotion and sale of services and products.
The counter has consequently evolved into a place
for advice, capitalising on the role of the human fig-
ure as a vehicle for trust, support and specialised
experience.

The network of Iren
Spaces is growing:

92 physical points for
managing requests and
providing professional
advice to customers

In 2021, the number of counters increased — adding
four counters managed in the province of Avellino by
the company Sidiren and six new counters opened in
Emilia-Romagna, Piedmont and Liguria — and there
was an improvement in average waiting time, to which
the scheduling of appointments through the UFirst
App contributed, alongside management through the
gueue management systems already in place.

Counters activities 2021 2020 2019

Counters (no.) 92 82 68
Customers served (no.) 541,513 386,090 607469

Average waiting time

; 5.3 55 12.0
(min.)

! The figures are affected by the closure of the counters for two
months due to the Covid-19 emergency and the reopening with
access by appointment only.

Direct contact channels: interaction with
condominium administrators and Consumers'’
Associations continued thanks to a direct channel,
viaadedicated e-mail address, which handled around
1,100 requests (+120% compared to 2020). The
Group also continued to promote meeting sessions,
mainly with Consumers’ Associations, to discuss
issues of particular importance such as promotional
activities, compliance with the Code of Business
Conduct or free market contracting methods, the
new tariff adjustment for the water sector (TICSI), the
interpretation of the various hidden leak regulations
and the new resolution on arrears.

Websites: in order to make the irenlucegas.it web-
site more and more usable, the menus and contents
have been revised, to simplify navigation and offer
the customer more information in a clear and organ-
ised manner. The live chat has been optimised, intro-
ducing a robot equipped with artificial intelligence,
to offer assistance in searching for information or in
the path to purchase services and products. In order

Service quality Sustainability Report 2021
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to achieve greater visibility on the internet, with a good ranking in the major search engines, all pages of the site
have been optimised. In 2021, the irenlucegas.it website obtained the A+ Energy Efficient Website rating, issued
by Karma Metrix, a project that aims to measure the environmental impact of websites and increase their energy
efficiency. In addition, on the irenlucegas.it website there is a guide that makes the electricity and gas bills clearer
and more understandable for the customer, analysing in a simple way the single items.

Social networks: social channels (Facebook, Instagram, Twitter) are to all intents and purposes active and stand-
ard channels for customers, with constant monitoring of public comments and private messaging. Through
these channels, the customer can make caring requests similar to commercial toll-free numbers, as well as
obtain business information. The Group, thanks to a friendly and more informal approach, uses social channels
to spread messages about the world of energy, services, regulations and environmental sustainability. The lan-
guage used is simple, and quizzes or gamification modules are presented to encourage interaction with custom-
ers. Moreover, on the social channels, the Group tells its story more directly, through videos and photographs,
and responds to customers through quick and easy interaction.

Mobile apps: IrenYou, accessible from smartphone or web, is the app that allows customers to directly manage
the supply of electricity, gas, water, district heating and waste. Customers can download the bill online, check
their consumption, communicate their meter reading and be informed about the Group’s initiatives. Through
IrenYou, improved in 2021, it is possible to use the IrenPay channel or credit card to pay bills through a bank
account. In order to increase the attractiveness of IrenPay, a contest has been launched, aimed at customers,
with a prize system through the Instant Win game. The digital campaign implemented in 2021 to support the
dematerialisation of the paper bill incentivised the download of the IrenYou app. To this end, digital information
initiatives continued, using video tutorials sent to customers, uploaded onto the Group'’s website and YouTube
channel and projected onto monitors at local counters. There were 852,078 customers registered on IrenYou at
the end of the year, up 86% from 2020.

Ecolren is the app that provides useful information on waste management services and on Acquapubblica (Pub-
lic water) distributors in the area; the app features a photo-signalling system through which photos of aban-
doned waste, damaged bins and other anomalous situations can be taken and sent to Iren Group, accompanied
by text and geographical coordinates.

IrenCollabora.it platform: this is a tool that was created within the context of the Iren Local Committees (see
page 104), to establish an innovative channel of dialogue, discussion and participatory planning between Iren
Group and the local community stakeholders. The platform collects project ideas to support and initiate environ-
mental and social sustainability actions.

Customer satisfaction

Iren Group has structured an annual monitoring system to evaluate the quality of the services supplied in order
to identify actions for communication and operational interventions for continuous improvement. Customer sat-
isfaction surveys are assigned to the Corporate Social Responsibility and Local Committees Department, which
deal with various Business Units for the definition of the survey areas and sharing the results achieved.

The customer satisfaction survey provides the following for the various sectors:

« an overall indicator (CSI index) that shows customer satisfaction in terms of the difference between percei-
ved service value and expectations in regards various technical and relational aspects, which are weighted
together;

* a synthetic overall satisfaction indicator that is monitored by directly asking the customer to highlight the ove-
rall perceived satisfaction level. Elements concerning the image and reputation of the Company are crucial in
this question.

The 2021 survey shows overall positive results, in line with past surveys.

Iren Group
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Complaints and breaches

The monitoring of complaints is not only an obligation
in respect of the Regulatory Authorities but is also a
fundamental management tool for identifying critical
issues and defining and implementing corrective ac-
tions. The number and type of complaints is, there-
fore, a key focal point for the Group and, at the same
time, attests to the heightened awareness of custom-
ers and the growing level of their expectations.

In 2021, Iren Group received a total of 42,582 com-
plaints — of which 17,651 referred to waste man-
agement services, 19,538 to energy services (gas,
electricity and district heating), and 5,393 to the in-
tegrated water service — an increase compared to
2020. With regard to the sale of electricity and gas,
the increase was seen above all in billing and con-
tracting issues, with an increase, in particular, in
requests for the prescription of electricity and gas
consumption, which more than doubled compared
with last year. Moreover, the volume of direct con-
tacts managed by the channel between Iren Mercato
and the Consumers’ Associations has doubled. On
the other hand, complaints regarding billing adjust-
ments and double billing fell sharply, following the
fine-tuning and streamlining of the customer ac-
quisition process. As regards the water service, the
complaints mainly concerned prescription requests,
while in the waste management services, in particu-
lar in the city of Turin, they were mainly related to the
initial phase of transformation of the sorted waste

and gas sales  distribution

94%

—@— Overall (%)

B CSlindex
(100/100)

Electricity Gas District

distribution heating

X o Xl

collection services from street to door-to-door and
collection centres. Finally, during the year, there was
an increase in complaints relating to district heating
that mainly concerned billing and technical aspects
of the service.

Following the entry into force of EU Regulation
2016/679 (GDPR) relating to the protection of per-
sonal data (privacy), the term complaint means re-
quests submitted by natural persons concerned by
the processing of personal data to the Data Protec-
tion Authority, in the face of a possible violation of
the law by the data controller. In 2021, 18 complaints
and one GDPR violation penalty in the amount of
1,428,085 Euro were registered. On the other hand,
there were no reports of loss or theft of customer
information.

In 2021, Iren Group did not record any violations re-
garding discriminatory practices towards customers
or instances of non-compliance regarding the health
and safety of products and services, marketing com-
munications and promotion and sponsorship activi-
ties. Following on from the appeal submitted by Iren
Mercato, the decision concerning the proceedings
instigated by the Antitrust Authority in 2016 for al-
leged unfair sales practices regarding the acquisition
of some electricity and gas customers is still pend-
ing. The judgement for damages following the action
of a competitor against Iren Mercato for alleged an-
ti-competitive conduct is also pending.
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Social media activity, in continuity with the path
taken in previous years, continued with the col-
laboration of influencers and programming aimed
at reaching a wider audience. In 2021, digital and
physical events were organised, mainly in the in-
dustry, dedicated to the presentation of services
and products related to electric mobility and energy
efficiency.

2021 was also the year of the launch of the new
loyalty program “Be Iren”, which aims to bring cus-
tomers closer to the Group’s values, including envi-
ronmental sustainability, with an engagement path
through gamification.

Innovative products

The range of products made available in the Iren-
GO and Iren Plus offers promotes the improvement
of the customer's health and safety, starting from
home safety up to that of the person, and the quality
of the urban environment.

Iren Plus

In 2021, the Group further implemented the range of
Iren Plus offers: home services, home automation
products, internet connection and energy and con-
sumption efficiency products. The development of
the range continued with the aim of offering high
quality solutions, with a strong focus on the ration-
alisation of energy consumption and environmental
sustainability.

The offer of Iren Plus products, such as photovol-
taic systems, condensing boilers, air condition-
ers, fixtures and thermal coats, the environmental
benefits of which are illustrated on page 146, was
significantly strengthened in 2021 thanks to super-
bonus and ecobonus introduced by the Italian Leg-
islative Decree no. 34/2020. Iren Plus products are
offered through traditional sales channels, telesell-
ing, physical agencies, e-commerce, call centres,
counters, with dedicated display stands and, for
complex products such as photovoltaic systems,
boilers and thermal coats, through a sales network
of agents.

In the field of home automation, the attention has
been focused on the integration of the latest tech-
nological devices (Smart Kit) for the remote moni-
toring of the house: thanks to the dedicated app,
customers can manage lighting, reducing costs for
inefficiencies, check for gas or water leaks and verify
external intrusions.
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IrenGO

2021 was a year of growth and further consolidation of the business line dedicated to electric mobility IrenGO,
which offers not only products and services, but also a complete consultancy to all customers (consumer, busi-
ness and Public Administration). Thanks to partnerships and agreements with selected companies throughout
Italy, a wide range of recharging infrastructures for private customers (wall boxes and columns) has been creat-
ed. In addition, the Group has begun installing public charging infrastructures that will form an important part of
the network of charging stations in our country. The most significant projects concern the Group’s main areas
of operation: Vercelli, where the project has been completed, Reggio Emilia, in the design phase, while in the cit-
ies of Turin, Parma, Genoa and La Spezia work has begun. In addition, an own management software platform
has been created, through which it is possible to interact with the recharging systems and a mobile app for the
provision of the service to end customers on the recharging stations and columns of the main operators on the
[talian market.

Iren also offers electric cars for rent, and light mobility means such as pedal-assisted bicycles and electric kick
scooters for the sustainable mobility of customers. In 2021, the partnership relationship with MiMoto was con-
solidated for the provision of scooter sharing service in Turin and Genoa and with Dott for the sharing of kick
scooters in Turin and Rome.

The energy that powers the electric vehicles and charging systems is 100% certified renewable. To strengthen
this element of coherence with sustainable mobility, formulas have been developed for the supply of electricity
from renewable sources that the customer can combine directly with the electric mobility offers with a discount
on the supply invoice, such as the “lrenGO Bonus Luce Verde” formula.

Finally, in 2021, Iren proposed to the Municipality of Genoa the Valpolcevera project, which consists in the con-
version of a public transport line of traditional buses with full electric vehicles, with the installation of recharging
infrastructures, the maintenance service and the supply of electric energy to recharge the vehicles.

Other innovative products
As part of the home services, several new products and offers have been launched:

» Casa h24 plus, an enrichment of the package of assistance services for the home provided by Covercare with
the inclusion of an AXA Assistance insurance policy to cover the breakdown of household appliances;

* Iren Revolution Luce Verde, supply of electricity 100% from renewable sources at a single fixed price for all
time slots, with the inclusion of an AXA Assistance insurance policy that guarantees 24-hour intervention by
craftsmen for small breakdowns in the home and a bonus of 30 Euro on the electricity bill;

* Iren 4 Zampe, a combination of pet products and services and a complimentary veterinary surgery policy;

* Iren casa online, in partnership with Linkem, through which Iren Group proposes itself as the sole supplier for
internet connectivity and electricity. The customer who subscribes to the offer has priority access to Linkem
support. In 2021, the “Iren Fibra Pura” offering for fiber connectivity provided by Open Fiber was launched.

Iren Group




Business conduct

Communications to customers comply with the principles of clarity and transparency provided by the Code of
Ethics and Code of Business Conduct, with the objective of placing the customer in a position to be able to make
an informed choice.

Iren Group fully complies with the guidelines of the Code of Business Conduct for the sale of electricity and
natural gas to end customers, formulated by ARERA, the Italian Regulatory Authority for Energy, Networks and
Environment, which regulates sales outside of the commercial premises, i.e. activities of physical door-to-door
companies and at commercial stands and teleselling and webselling to promote energy contracts.

As part of the contractual relationship, the Group requires external promotion companies (door-to-door compa-
nies, telesellers and websellers) to comply with the regulations and procedures of the sector and, more specifi-
cally, requires compliance with ARERA's Code of Business Conduct, the Consumer Code, as well as Iren Group’s
Code of Ethics, Model 231 and Quality Policy. In addition, it implements control systems on contract promotion
that are also stricter compared to sector regulations.

The agency selection process takes place on the basis of a rigorous examination of the requirements, which
must include:

* the possession of all permits, licences and registrations for conducting commercial agency activities (includ-
ing registration in the National Register of Commercial Agents);

* the availability of a back office to monitor and train agents, conduct the preliminary verification of contracts
acquired and verify customer awareness via check-calls;

* the knowledge of the local market and technical and organisational expertise.

It is only once the formal and technical verifications have had a positive outcome that an agency contract or a
commercial collaboration contract is signed.

All agency collaborators receive adequate training on the regulations governing the sector and the codes of
conduct to adopt. This training is divided into different sections (gas market, electricity market, offer type,
Code of Business Conduct) and the first session is held in the presence of Group sales staff. The activity of the
agencies is monitored and controlled at various levels and in different ways depending on the type of activity
performed, the method of signing and acceptance of the contract. In order to verify the correct operation of
suppliers, as provided for in the mandate, the Group carries out controls through quality calls on the activity
carried out by door-to-door companies to confirm that contact has been made with the agent and that the
contractual proposal has been accepted. Alternatively, in 2018 instant calls were introduced, a quality call
carried out on average within 2 hours of the contract being signed, for more timely and effective control of
the sales activity. With regard to telesellers and activities deriving from webselling, a third party is appointed
to make calls to check customer awareness concerning the proposal accepted (welcome calls, courtesy calls
and confirmation calls).

Pursuing a policy of transparency and protection of the customer’s true wishes, Iren Group offers customers
with telephone contracts the option of listening to their own telephone recording by accessing a dedicated sec-
tion on the company website using personal login details.

Lastly, to verify that the companies work in compliance with contractual obligations and, specifically, in compli-
ance with the Company'’s self-regulatory documentation (Code of Ethics, Model 231, operational procedures),
visits are made periodically to the sales offices, the results of which are presented and discussed at the process
committee.

The organisation of Iren Mercato also provides for a specific structure dedicated to analysing customer com-
plaints concerning external channels of sales. These complaints can result in the application of penalties and,
in more serious cases, the dismissal of the agent, with a ban on working for Iren Mercato, even through other
agencies, up to the possible resolution of the agency mandate.

S
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Commercial and marketing activities are conducted in accordance with principles of fairness and transparency,
in full compliance with all regulations on privacy and personal data protection (EU Regulation 2016/679 —
GDPR, Italian Legislative Decree 196/2003). To this end:

* the processing of customers’ personal data in accordance with freely given and collected consents is
guaranteed;

* the processing of personal data on behalf of Iren Mercato is permitted only to persons appointed in writing as
external data controllers (Art. 28 of the GDPR);

« commercial or promotional actions are carried out exclusively with regard to persons who have given their
informed consent after reading the specific privacy policy (Articles 13 and 14 of the GDPR).

Moreover, in order to guarantee the exercise of the rights provided for by the GDPR, the Group makes available
communication channels and facilities dedicated to the reception and management of requests regarding access,
rectification, cancellation, restriction of processing, portability and opposition to the processing of personal data.

In compliance with the principles of anti-competitive behaviour, Iren Mercato does not conduct any commer-
cial or promotional action towards customers who are part of the protected market, limiting its activities to its
customers in the free market or prospective contacts acquired under regulations.

Electricity tariff

Electricity tariffs are made up of the costs associated with the energy raw material and the commercial activities
of the distribution companies (procurement and commercialization), the charges associated with transporting
electricity on national and local distribution networks, the costs of managing metering activities, general system
charges and taxes.

In the free market, the seller expresses its offer by differentiating itself from competitors in the share of supply
and commercialisation costs, as the other components are subject to single national standards and tariffs es-
tablished by ARERA and the State.

In 2021, the annual expenditure per typical family (3 kW meter and annual consumption of 2,700 kWh) served in
the protected market amounted to 631 Euro (source: ARERA).

2021 Average composition of electricity tariff for protected market

13% S7%
Energy portion
(raw material)

Taxes

13%

System
charges

17%

Transport and meter
management
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In 2021, Iren Group, thanks also to the beneficial
dialogue started in the last months of the year
with the Consumers’ Associations, has activat-
ed concrete initiatives to support its customers
in relation to the increase in the cost of electric-
ity and gas, such as the possibility of resorting,
even before the government intervention, to
instalments at more favourable conditions, for
bills that make payments difficult. In December,
a particularly advantageous offer for electrici-
ty at a fixed price (Fisso&Basso - Fixed & Low)
was launched, dedicated to protected market
customers, who have been most affected by the
increase in the raw material, which can be acti-
vated directly through online channels.

Electricity social bonus

With effect from 1 January 2021, ARERA has defined
new criteria for the recognition of the social bonus
on the domestic supply of electricity to citizens/
families in conditions of economic hardship. In order
to activate automatic recognition (from July 2021)
of social bonuses, it is necessary for those entitled
to present an annual self-declaration, regarding the
family unit and any income and assets, for access
to a subsidised service (e.g. maternity allowance,
school canteen, etc.) and obtain an ISEE (Equiva-
lent Economic Situation) indicator within the access
threshold, or be holders of a citizenship income/pen-
sion. The bonus is also provided for in cases in which
a serious disease requires the use of indispensable
electrical medical equipment to keep them alive
(physical problems).

The bonus values that also allowed a 30% reduction
in the bill in 2021 were:

174 Euro for a family of 1 or 2 members;
206 Euro for a family of 3 or 4 members;
* 241 Euro for a family of more than 4 members.

Electricity social bonus 2021

Amount (Euro)

Number of bonuses

awarded 96,008

13,630,730

Electricity sales service quality

The commercial quality standards are dictated by
ARERA (Res. 413/2016 Integrated Text on the Quali-
ty of Sales Services - TIQV) refer to how promptly the

seller provides some services requested by custom-
ers (replies to written complaints and requests for
information, correction of bills, etc.).

The seller must comply with specific standards (be-
yond which, customers are entitled to automatic
compensation) and general standards (for which a
certain percentage of performance is required, and
no automatic compensation is paid). Data relevant
to the individual companies are published in order
to allow customers to compare the service levels
offered.

The 2021 average response time to written com-
plaints reflects a more efficient customer manage-
ment process, as the 2020 performance was im-
pacted by the temporary reduction in staffing due to
the health emergency.

Response
to written ARERA

2021 2020 2019 max ti

complaints
(days)

Average time 19.8 27.9 16.7 30

To constantly monitor its commercial quality, the
Group considers it strategic to monitor customer
satisfaction (see page 198).

Gas tariff

Gas tariffs comply with ARERA regulations (Inte-
grated Text on Gas Sale — TIVG and Single Text—
TUDG/RTDG), State laws concerning Gas Excise
Duties and VAT and Regional laws concerning the
additional regional tax (ARISGAM) applied to natu-
ral gas. Gas tariffs are made up of the costs related
to the energy raw material and commercial activi-
ties managed by the sales company (procurement
and commercialisation) and the component related
to costs for gas transport into national and local
distribution networks, which cover the costs of the
national transporter and the local network operator.
In addition to these, there are national taxes and re-
gional additional taxes as well as general system
charges. In the free market, the seller expresses its
offer by differentiating itself from competitors in
the share of supply and commercialisation costs
since the other components are subject to single
national standards and tariffs established by ARE-
RA and the State.
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2021 Average composition of gas tariff for protected market

In 2021, the annual expenditure per typical family (annual consumption of 1,400 scm) served with a protec-

45%
35% Energy portion
Taxes and excise (raw material)
duties

17%

Transport and meter
management

3%

System
charges

tion tariff stood at 1,130 Euro (source: ARERA).

|  Asin the case of electricity, in order to mitigate the effects of price increases due to sharp rises in
| the cost of raw materials and higher consumption during the winter season, the Group offered more
| favourable instalment terms for bills that make it difficult for households to pay, strengthened direct
I contact channels with customers via local counters, and further expanded the channels for acquiring
|

gas self-metering to facilitate the accurate recording of actual consumption.

Gas social bonus

With effect from 1 January 2021, ARERA has defined new criteria for the recognition of the social bonus
on the domestic supply of gas to citizens/families in conditions of economic hardship. In order to activate
automatic recognition of social bonuses, it is necessary for those entitled to present an annual self-declara-
tion, regarding the family unit and any income and assets, for access to a subsidised service (e.g. maternity
allowance, school canteen, etc.) and obtain an ISEE (Equivalent Economic Situation) indicator within the
access threshold, or be holders of a citizenship income/pension. The process for the automatic recognition
of social gas bonuses has been in place since July 2021, first for direct supplies and, later, for households
using condominium supplies (the system excludes the presence of direct supply already in the name of one

of the members of the household).

Iren Group



The gas bonus applies only to methane gas dis-
tributed to the network for home-of-residence con-
sumption and not cylinder gas or LPG.

Gas social bonus 2021 Amount (Euro)

Number of bonuses

awarded 67223

6,581,016

— TIQV) and provide for compliance by the seller
with specific standards and general standards in
the performance of certain services required by
the customer.

The average time to respond to complaints in 2021
is down from 2020, when there was an exceptional
increase in complaints.

Response

to written ARERA

Gas sales service quality -
max time

As for electricity, the quality standards for gas
sales are dictated by ARERA (Res. 413/2016 In-
tegrated Text on the Quality of Sales Services

2021 2020 2019

complaints
(days)

Average time 20.2 27.0 20.0 30

Electricity distribution

Iren Group manages the electricity distribution network plants in the cities of Parma, Turin — as well as some
sections of network in some municipalities in the metropolitan area and Valle Dora — and Vercelli. The size of
plants owned by the Group at 31 December 2021 is summarised up in the table below:

Distribution network plants Vercelli
HV/MV stations no. 5 10 1
MV/MV primary substations no. - 21 1
MV/LV secondary substations no. 1,199 3,371 187
HV/MV transformers no. 13 24 2
MV/LV secondary substation transformers no. 1,420 3,146 302
HV power lines (overhead and non-overhead) km - 22 11
MV power lines (overhead and non-overhead) km 927 2,081 205
LV power lines (overhead and non-overhead) km 1,631 2,640 332
Electronic meters no. 137,745 593,906 31,882

Quality of electrical distribution

Quality standards for the distribution of electricity are defined by ARERA (Res. 566/2019/R/EEL), which approved
the “Integrated text on the output-based regulation of the electricity distribution and measurement services” for
the 2020-2023 period, which governs the continuity of service and voltage quality, specific and general levels of
commercial quality and the selective promotion of investments in distribution networks.

Indicators measuring the service levels of Iren Group, which are considered relevant due to the impacts they may
have on end customers or the environment, are analysed below.

The level of network leaks within the Group is consistently below the national average. ARERA conventionally
sets standard leaks for the electricity grid, defining a percentage amount of the energy withdrawn in function of
voltage, with the aim of encouraging the reduction of network leaks, comparing standard leaks with actual leaks.

S
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Electricity network

2021 2020 2019
leaks
Iren Group 2.75% 2.91% 4.23%
National average* 6.40% 6.40% 6.40%

! Most recent data available from the GSE Energy Report dated 31
December 2018.

The mean number of interruptions per LV (low volt-
age) customer (N1) is the indicator relevant to un-
expected long (more than 3 minutes) or short- term
interruptions (less than 3 minutes but more than 1
second) attributable to the distributor. The cumula-
tive downtime (D1) measures the average number of
minutes of interruption, per LV customer, of long inter-
ruptions without notice, attributable to the distributor.

Average no. of interruptions per LV customer - N1*

ARERA sets target values for these indicators con-
cerning the size of the areas served: high concentra-
tion (municipalities with more than 50,000 residents),
medium concentration (municipalities with more than
5,000 residents) and low concentration (municipalities
with less than 5,000 residents). If the distributor deliv-
ers improvements in the indicators compared to the
previous year, it receives a bonus from ARERA,; other-
wise, it may receive a sanction and the relative fine.

ARERA raised the level of the objective if, in the cal-
culation of the average number of minutes of inter-
ruption, the distributor also includes external causes,
i.e., service disruption events caused by third parties
(e.g., damage to cables because of excavation work
by third parties who do not operate on behalf of the
distributor; service disruptions caused by failures oc-
curring on private systems underlying the network).

ARERA obj. 2021

Turin high-density
Parma high-density
Parma low-density

Vercelli medium-density

1.67 147 143 125
1.18 1.32 0.98 1.20
3.36 4.01 2.23 4.30
0.62 0.81 0.75 2.25

12021 data are estimated. They are subject to verification and are dependent on submission to ARERA on 31/03/2022 for the 2021 financial year.

Cumulative downtime — D1 (min./user)*

ARERA obj. 2021

Turin high-density
Parma high-density
Parma low-density

Vercelli medium-density

28.29 26.81 25.70 28.00
30.23 34.90 23.00 28.00
75.16 72.90 48.07 68.00
11.24 11.57 8.12 45.00

12021 data are estimated. They are subject to verification and are dependent on submission to ARERA on 31/03/2022 for the 2021 financial year.

In 2021, an increase in the average duration of interruptions was recorded for the Turin area, linked to the com-
plexity of the events that involved longer resolution times, while in Parma and Vercelli there was an overall im-
provement in the number and duration.

Iren Group, in the context of credit control, monitors the network disconnections of customers due to non-pay-
ment of bills, but does not consider it appropriate to report it, considering it as being sensitive data.

Safety of electricity distribution

The annual maintenance plan, on the secondary electricity distribution networks, provides for the inspection of
medium voltage (MV) substations and overhead power lines with different articulation depending on the areas:

* inspection of electrical substations every two years for Parma and Turin and every year for Vercelli. In 2021,
2,731 out of a total of 5,546 substations were inspected (in addition to primary MV/MV substations and sec-
ondary MV/LV substations, MV delivery substations and conversion substations for tramway power supply are
also included), equal to 49%;

« visual inspection of medium voltage (MV) overhead lines every three years for Parma, every six months for
Turin and once a year for Vercelli. The overhead electricity network is approximately 1,378 km and, in 2021,
around 14.5% was inspected.

Iren Group



The inspection plan, fully carried out in 2021, provides for quarterly checks of compressed air systems in the Tu-
rin area, general inspection of each system every four months, six-monthly thermographic control of the active
parts of the systems, yearly control of electrical equipment containing oil with PCB>50 ppm and of the state of
the asbestos manufactured articles.

Electromagnetic fields

Initiatives are implemented to safeguard the health of customers to ensure compliance with the limits of elec-
tromagnetic fields at power generation and distribution plants. Electromagnetic field measurements involve:

* primary electricity power plants and stations;

 overhead and underground HV power lines;

* MV/MV and MV/LV electricity substations installed in schools, hospitals, parks, or with specific load
characteristics;

* MV/LV electricity substations with a higher capacity;

» office buildings of Group Companies.

During the inspections and on every new substation realised, the location of the substation is checked, as well
as the electrical equipment it contains with respect to any sensitive adjacent buildings and to any potentially
environmental and electrical hazardous situations found in the substation. In 2021, the design and construction
of new MV/LV substations continued, using techniques that allow to reduce the population's exposure to emis-
sions from electromagnetic fields.

Acoustic impact

In the electrical energy transformation plants (substations), measurements of the acoustic emissions to the out-
side are carried out in order to verify the absence of situations of noise pollution towards the population. In 2021,
no critical situations emerged in terms of exceeding the noise emission limits allowed by the regulations in force,
S0 it was not necessary to implement noise mitigation systems at the primary electricity transformation plants.

Gas distribution

Quality of gas distribution

The distribution service consists of the withdrawal of natural gas from Snam Rete Gas pipelines, by means of
first-stage withdrawal points, and its transportation through local gas pipeline networks for delivery to end users.
A gas distribution system is typically composed of:

» main supply natural gas distribution networks (pressure greater than 5 bar), medium pressure networks (great-
er than 0.04 bar up to 5 bar) and low pressure networks (up to 0.04 bar);

* RE.MI. substations (acronym for Regulation and Measurement) or first-stage substations, where a first reduc-
tion in the pressure of the gas taken from the Snam Rete Gas high pressure pipelines is made. The RE.MI. plant
consists of the complex of equipment where the gas undergoes filtration, pre-heating, pressure reduction,
measurement and odorization;

« user-derived systems, the complex of pipes and accessory devices that constitute the installations necessary
to supply the gas to the end customer. The user-derived system starts from the gripper (the part of the system
used to withdraw the gas from the main pipe by conveying it, through a pipe with a smaller diameter, towards
the meter) and extends to the measurement group (meter).

Gas distribution is carried out by the Group in compliance with the rules of functional separation for companies
vertically integrated into the sector, in compliance with the principles of cost-effectiveness, profitability and con-
fidentiality of company data with the aim of promoting competition, efficiency and adequate service levels.

The use of innovative technologies for laying and maintaining the networks means that necessary activities can
be performed while reducing time frames and costs and keeping disruption to residents to a minimum. Security
is guaranteed via remote control systems, a 24-hour emergency service, the cathodic protection of the steel
networks, the use of odorised gas and regular and scheduled inspection of the network.

[ ainiieceeici
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The Group also manages the distribution of LPG, in particular in the province of Reggio Emilia (21 storage tanks)
and in the province of Genoa (7 storage tanks), located in places not yet reached by the natural gas network.
Suppliers deliver the pre-odorised LPG in tanks, the Group distributes it to customers at a pressure of 30 mbar
and ensures safety through remote control of the plants. The LPG distribution activity is closely connected to the
gradual “methanisation” of the area.

The Group is continuing with the progressive installation of electronic meters which, as well as providing re-
al-time data for billing the relative amounts due and speeding up certain activities (activation or deactivation of
a supply, consent, etc.), help to raise residents’ awareness about their energy usage, promoting behaviour aimed
at reducing and improving gas consumption with subsequent benefits for the environment.

Installed gas meters (no.) 2021 2020 2019
Total gas meters 812,940 811,606 809,899

of which electronic 712,096 675,041 613,303
% electronic meters 87.6% 83.1% 75.7%

In relation to the commercial quality parameters for gas distribution, ARERA has defined standards which pro-
vide for the automatic compensation to customers in the case of non-compliance.

Commercial quality levels (business days) 2021 2020 ARERA max time
Cost estimate for simple jobs 9.9 7 15
Cost estimate for complex jobs 131 125 30
Execution of simple jobs 6.4 7.1 10
Activating supply 4.1 4.2 10
Deactivating supply 4.1 37 5

Reactivation following deactivation due to

non-payment 12 1.3 2 working days

Leaks in the gas network and interruption of service

Gas interruptions occur mainly during network renovation works when the user connections are switched from
old to new pipelines. The interruptions are divided into scheduled outages, if the works are planned and it is
possible to promptly communicate the interruption to the citizen, and unscheduled outages, that is, those for
which it is not possible to notify all the customers involved, since they are generally caused by a local failure in a
part of the network or damage caused by a third party.

In the case of scheduled outages, in order to limit the inconvenience to the end customer, the work is carried
out with the help of plugging with by-pass systems that allow the work to be carried out without suspending the
flow of gas.

| In 2021, the easing of restrictions due to the Covid-19 emergency led to an increase, compared to 2020,
| in excavations by third-party contractors — the main cause of gas pipeline damage — and this resulted in
| aslight increase in unscheduled outages as a consequence, although maintaining the trend of strong im-
I provement over 2019.

Iren Group



Gas distribution interruptions (no.)

Unscheduled outages 781 662 1,266
Scheduled outages 970 1,023 1,376
Total 1,751 1,685 2,642

The main initiatives to reduce leaks in the gas network, in accordance with the provisions of ARERA, envisage
the gradual cathodic protection of the unprotected steel network and the replacement of grey cast iron pipelines
with hemp and lead joints. In 2021, in addition to the search for leaks on the underground network established
by ARERA, the systematic search for leaks also continued at the measurement groups.

Network leaks are up compared to 2020, a year that recorded an exceptional reduction mainly due to lower cus-
tomer/citizen reports during the pandemic period; considering a longer time horizon, the trend is significantly
positive (-24% compared to 2019). The most numerically significant leaks come from overhead utility derivation
plants.

Network leaks (no.) 6.766

B on network

Il onunderground
5115 part of user
connections

4,151 B onoverhead
3,620 part of user
connections

on measuring
2,293 1768 2,339 unit
1818 '

1606 Total

503 501 481 209 436 371

2021 2020 2019

Gas network composition (km)

8,157 8,115 8,100

steel

6,355 6,343 6,355 polyethylene
B castiron
other material

Total

1,350 ,316

451 455 466
0.6 1 1

2021 2020 2019
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The project to replace the gas network with new
steel and polyethylene pipes also continued in 2021.

Gas network

replaced (km) 2021 2020 2019
Steel pipes 9 15 16
Polyethylene

pipes 28 0 0
Cast iron pipes 5 3 4
Total 42 18 20

Safety of the gas network

People’s safety is dominant in gas distribution ser-
vice. The use of competent and adequately trained
resources, together with a continuous monitoring

Gas network inspected 2021
Low pressure network 97.3%
Medium and high pressure network 99.2%
Total network inspected 98.4%

In 2021, over 98% of gas
networks were inspected:
more than three times the
number of inspections
required by ARERA

ARERA also sets minimum levels of odorants for ser-
vice safety and the protection of people and things.
In 2021, Iren Group injected over 45 mg of odorants
(tetrahydrothiophene) into the network for every

Emergency service
Average arrival time at the call site (min.)

Compliance with average arrival time at the call site (%)

Acoustic impact

of the network, are factors that contribute decisive-
ly to the prevention of accidents and are subject to
continuous analysis and improvement, in order to in-
crease their effectiveness with respect to efficiency.

Network inspection, an effective emergency service
and an adequate odorant concentration are funda-
mentally important for a proper management of
a distribution system, together with a continuous
modernisation of the networks.

ARERA establishes the safety service obligations,
including network inspections. In 2021, Iren Group
inspected 8,029 of the 8,158 km of the gas network
managed. Scheduled inspection has also led to a
greater control of leaks.

2020 2019 ARERA requirement

97.6% 84.0% >25%

100.0% 95.0% >33%
98.8% 88.0%

cubic metre of gas distributed, a higher amount than
that established by ARERA (32 mg/m3), which means
that its presence in the air can be noticed easier and
any gas leaks identified quickly.

The Emergency Service is also essential to ensuring
the safety of residents and sites. The Group's per-
formance in this context is significantly above the
parameters established by ARERA. In 2021, the gas
Emergency Service handled 7,505 calls, with an aver-
age arrival time at the call site that varies in the range
shown in the table below, depending on the regions
served.

2021 2020 ARERA requirement
30.4-37.9 30.6-36.5 60
97.7% 98.7% 90.0%

In 2021, campaigns to measure the effects of noise produced on the surrounding environment did not reveal any

critical issues in gas distribution plants.

Iren Group



Integrated water service

Integrated water service tariff

The organisation of the integrated water service in
ATOs (Optimal Territorial Areas) entails rules for set-
ting tariffs, which must completely cover investment
and operating costs. In general, the water service tar-
iff consists of:

« a fixed component of service, due regardless of
consumption;

* a variable component, based on the consumption
of water and wastewater treatment services.

To discourage waste, the tariff is divided into bands
and increases as consumption rises. There are also
different types of use: domestic resident, domestic
non-resident, industrial, artisan and commercial,
agricultural and livestock, public non-disconnect-
able, public disconnectable, other uses (residual
category).

The following table shows the average tariffs, de-
fined by the Regulatory Authorities, for the servic-
es managed in each local area (drinking water dis-
tribution, sewerage collection and treatment). The
Provinces of Savona, Imperia and Mantova are not
reported, where Iren Group only manages the distri-
bution of drinking water.

Average tariff for IWS (Euro/ms3)? 2021

Province of Asti 2.60
Province of Cuneo? 1.77-1.79
Province of Genoa 234
Province of La Spezia 214
Province of Parma? 190-245
Province of Piacenza? 1.83-2.37
Province of Reggio Emilia 213
Province of Vercelli? 1.76-1.86

! The average tariff is calculated by adding the basic domestic
use tariff for the aqueduct service, the sewerage tariff and the
wastewater treatment tariff. In the provinces of Genoa, Piacenza,
Reggio Emilia and Vercelli the ARERA 2020-2021 tariffs have
been approved. In the remaining provinces, tariffs are provisional.

2 Minimum and maximum values of the different tariffs in place
across the country.

Water bonus

With Resolution 897/2017 ARERA has introduced the
social water bonus for customers in economic hard-
ship. Users with an ISEE (Equivalent Economic Situ-
ation) indicator of less than 8,265 Euro (or less than
20,000 Euro if there are more than three dependent
children) and other specific categories are entitled to
apply for the bonus. The bonus covers the consump-
tion of 50 litres per day per capita of integrated water
service. To support the cost of the bonus, a specific
tariff component (UI3) equal to 0.005 Euro/m3 sold
was introduced for the year 2021, which is applied to all
[talian users. In addition to the bonus provided by ARE-
RA, the Local Sector Authorities can add an additional
bonus financed by the tariff of the area and disbursed
according to methods established by the Authorities
themself. ATERSIR (Territorial Agency of Emilia-Ro-
magna for Water and Waste Services) has resolved
for 2021 the Supplementary Social Bonus for users in
conditions of economic hardship: 240,000 Euro for Par-
ma area, 160,000 Euro for the Province of Piacenza and
350,000 Euro for the Province of Reggio Emilia. The Lo-
cal Sector Authorities of the Genoa and La Spezia are-
as have approved an amount for the two Provinces of
400,000 Euro and 220,000 Euro, respectively.

20212

Water social bonus? Amount (Euro)

Number of bonuses

awarded 25316

1,315,921

! Data shown are for bonuses recognised in bills issued in 2021
and related to the year 2020. Calculations and amounts include
ARERA Bonuses and supplementary bonuses from Local Sector
Authorities.

22021 data are estimated and subject to verification and are
dependent on submission to ARERA on 31/03/2022 for the 2021
financial year.

Quality of the integrated water service

The Service Charters of Iren Group’s integrated wa-
ter service include the indicators and time frames
defined by ARERA (Resolution 655/15). In 2021,
the data for 2020 were reported, confirming a very
high level of compliance with the established time
frames, with an average of over 90% of the services.

In order to constantly monitor the quality of services,
Iren Group also regards customer satisfaction moni-
toring to be of fundamental importance. The period-
ic collection of these surveys was included as an in-
tegral and essential part of the quality management
system (see page 198).
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Service efficiency

At the end of 2021, the Group manages 913,105 water meters serving the various types of users, 14% of which
are electronic. These are new-generation meters that, in addition to providing real-time data for billing amounts
due, contribute to make residents more aware of their consumption, encouraging behaviour aimed at reducing
and improving the use of water, with subsequent environmental benefits.

The water taken from the different sources is introduced in the distribution network that reaches all the users, af-
ter having carried out the necessary controls and verifications of the potability requirements. Control, extension
and maintenance activities are carried out on the networks with the aim of minimising inconvenience for the
public as far as possible. A priority, in fact, is given to the protection of the urban environment and the sustaina-
bility of everyday life, in particular with regard to the impact on city streets.

In 2021, out of 20,088 km of managed water network, 15,644 km (nearly 78% of the total) were checked for leaks:
4,578 km (about 23%) through the acoustic research technique carried out on-site and 11,066 km (more than
55%) employing night-time flow monitoring, a structural activity that makes it possible to analyse distribution
districts and check for any anomalies that may indicate dispersions of water resources.

In the case of scheduled service interruptions, i.e. suspensions of the water supply necessary for the execution
of planned works, warnings are issued through the press and local television stations on the duration of the
interventions, as they affect a large part of the population. In other cases, notices are posted in the areas con-
cerned to inform the public of the interruption date. In 2021, there were 1,016 planned outages in the managed
territories.

For emergency interventions, e.g. a sudden breakage of pipes, all of the necessary measures are implemented
in order to restore the water supply in the shortest possible time, in accordance with the provisions of the laws
in force. In 2021, there were a total of 8,566 outages in the network, subject to repairs carried out following the
search for leaks or reports received.

The average arrival time at the place of the emergency call for the Group is 112 minutes.

Water safety

In the supply of water for drinking purposes, the health and safety of the customer are an absolute priority,
guaranteed by Iren Group through constant control, even beyond the legal obligations, of the quality of the water,
through the analysis of the parameters, provided for by Italian Legislative Decree 31/2001 at the various sam-
pling points established by the Control Body (Local Health Authority) along the distribution network and at points
located at the exit of the large purification plants. If the water withdrawn contains levels of harmful substances
that exceed the limits specified by legislation, it will be subject to treatment prior to distribution. The treatments
most frequently used for the purification of deep water are normally designed to remove iron, manganese and
ammonia, elements naturally present in the groundwater captured. The quality of the water is guaranteed by a
control on the entire water process: from water sources to the treatment, filtration and purification processes
and the distribution network, up to actual delivery to customers. The samples taken are analysed at Group labo-
ratories to determine their chemical and microbiological characteristics.

In the wastewater treatment sector, analytical tests are carried out on the wastewater flowing into and out of the
plants, and on the intermediate treatment steps, the sludge produced and the drains from the production user
plants into the sewer. The number of samples and the relative analysed parameters derive from sampling plans
prepared for all the areas managed. The internal tests exceed the minimum number required by law and the
protocols stipulated with Local Sector Authorities, ARPA (Control Body) and Provincial Authorities.

Iren Group



Controls on drinking water

and wastewater (no.)

Samples Parameters

Emilia-Romagna 37,365 467,067
Piedmont* 5,087 57,503
Liguria 13,162 324,700
Lombardy? 517 8,823
Total 56,131 858,093

Samples Parameters Samples Parameters
36,769 435,516 36,159 426,542
5371 63,865 5199 64,046
13512 287,345 14216 279,693
473 7,947 485 7,925
56,125 794,673 56,059 778,206

1 As of 2021, the Cuneo area is no longer included, in which the Group has ceased to manage the service.
2 The data regards samples and parameters conducted on drinking water only, as the Group does not manage the wastewater service.

Over 56,000 samples
and 858,000 parameters
analysed on drinking and
wastewater to ensure
residents’ safety

Acoustic impact

The subject of reducing the acoustic impact is nor-
mally not particularly relevant for the integrated wa-
ter service. Despite this, machinery and equipment
(compressors, grills, etc.) are replaced during the un-
scheduled maintenance interventions with models
producing lower levels of acoustic impact or greater
degree of soundproofing.

Waste management services

The emergency produced by the Covid-19
pandemic, also in 2021, required Iren Group to
make a greater commitment in the field of en-
vironmental services with significant interven-
tions to support citizens.

The Environment Points (Punti Ambiente)
remained always open for the distribution of
materials needed for the sorted collection
of waste. Residents’ access was restricted,
ensuring the distance foreseen by the reg-
ulations, and the counters were equipped
with all health safety devices (plexiglass, dis-
infectant dispensers, masks and gloves for
operators).

During the year, the Group continued to prompt-
ly acknowledge and manage the requests of the
Municipalities to postpone the deadlines of the
TARI payment notices, staggering them both
for domestic users and for non-domestic users.

In order to meet the needs caused by the health
emergency, specific home collection services of
unsorted waste have been arranged, street wash-
ing services have been intensified, as well as the
cleaning of play areas in parks and urban hygiene.
In particular, at the request of Public Administra-
tions and through protocols agreed with region-
al bodies, ad hoc services have been set up for
waste collection, including doubling the frequency
of emptying unsorted waste bins and the pick-up
at the floor collection service for families with Cov-
id-19 positive cases and in the case of objective
and proven inability of people to leave their apart-
ments or private property to take out the contain-
er or reach the nearest street bin. Residents were
able to request the service through the Group’s
waste management contact centre, from which
they received instructions on how and when to
display their waste at the front door for collection
by the environmental operators. For the manage-
ment of the waste, a collection kit was provided
consisting of black bags and a vademecum con-
taining the necessary instructions for the new col-
lection methods during the first collection.

The activity of the contact centre operators has
also allowed managing all the calls from the
subjects who needed dedicated waste collec-
tions for positivity to Covid-19 or quarantine.

S

Service quality Sustainability Report 2021

215



Tariff system
The TARI tax is composed of:

« a fixed part, determined by the cost of sweeping,
general costs, part of the cost of personnel and
other essential components of the cost of the ser-
vice, relating in particular to depreciation and ad-
ministrative costs;

* avariable part related to the quantity of waste con-
ferred, the service provided, and the management
costs.

The TARI is applied to utilities, taking account of the
surface area occupied and, for domestic utilities, also
of the number of family members. With the TARI,
Iren Group invoices its service to the Municipality

Type of domestic users -

Year 2021

and the Municipality issues payment notices to the
users. In calculating the TARI, the Municipality takes
account of the VAT that it has to pay, which is why, in
the tax applied to users, the VAT is not expressed but
included in the tax itself.

Social tariffs are not provided for by the general legis-
lation of the TARI. At a regulatory level, every Munici-
pality may include favourable conditions or reduction
clauses in favour of certain categories of users.

The average tariff for waste collection and hygiene
services in Turin, La Spezia, Vercelli, Parma, Piacen-
za and Reggio Emilia is in line with previous years.
The table below provides the average TARI for 2021
for the main municipalities served.

Average TARI by provincial capital (Euro/year)

La Spezia Piacenza Reggio Emilia
1 member families 151.01 132.07 121.95 168.37 13154
2 member families 195.84 215.09 216.17 253.95 246.53
3 member families 208.42 24757 270.49 33452 294.69
4 member families 220.27 288.13 298.54 382.64 326.63
5 member families 232.12 336.78 358.06 430.41 381.69
> 6 member families 244.35 380.14 405.58 455.99 433.72

216

Safety of environmental services

[GRI 416-1]

The Group has developed performance monitoring
tools such as environmental impact assessment,
analytical controls, internal audits and legislative
compliance checks, aimed at monitoring performan-
ce also in terms of sustainability and environmental
protection. 70% of products and services in the en-
vironment sector undergo health and safety impact
assessments of the customer.

Acoustic impact

In all the areas managed, sound level checks are
periodically carried out on waste collection, street
sweeping and collection centres. In particular, in the
waste collection sector, the Group is adopting new
methods with vehicles with low acoustic impacts,
such as electric vehicles. For waste-to-energy plants
periodic acoustic monitoring campaigns are carried
out. To date, the results of the investigations con-
ducted show that the limits have been respected.

Iren Group

District heating

Iren Group's district heating service produces and
supplies the thermal energy required by customers for
heating rooms and producing of domestic hot water.

ARERA has defined (Res. 661/2018) the district
heating and district cooling commercial quality regu-
lation, valid until the end of 2021, in view of which the
Group has taken steps to adapt the technical-admin-
istrative processes and update the Service Charter.
The Service Charter constitutes the commitment to
satisfy customer needs and to guarantee the reliabil-
ity of the service, safety when using the service, and
fairness and equity in contractual relations. The pa-
rameters contained in it allow for objective assess-
ments of compliance with the standards envisaged.

Iren Group constantly monitors the quality and effi-
ciency levels of its services, including district heat-
ing, with the aim of adapting strategic choices to
customer expectations in a logic of continuous im-
provement (see page 198).



District heating tariffs

District heating tariffs are not currently governed by
national regulations and are historically constitut-
ed in accordance with the principle of “avoided gas
cost’, i.e. in relation to the cost that the customer
would have paid using natural gas (expressed in
Euro/scm).

The tariffs are, therefore, related to the final cost
of natural gas, which is updated depending on the
regulations of ARERA, as regards the gas tariffs of
the retail market, and the State as regards the fiscal
components.

District heating safety

The Department of Environmental, Territorial and
Infrastructure Engineering (DIATI) of the Politecni-
co di Torino University has carried out, since 2017,
some studies on the consequences of the possible
environmental benefits, in terms of air quality, of

district heating systems in the cities of Turin, Reg-
gio Emilia, Parma and Piacenza. Analyses were con-
ducted by comparing the environmental impacts of
a scenario with a district heating system to a past
scenario with a heating system based on decen-
tralised stand-alone systems. The results showed a
substantial reduction in the environmental impacts
on the atmosphere through the extension of district
heating networks powered by cogeneration plants.
The magnitude of this reduction and the average
concentrations of pollutants in the atmosphere were
also calculated in economic terms, i.e. by estimating
the social costs avoided due to the reduction of ad-
verse health effects.

The district heating network managed by Iren Group
in the municipalities of Turin, Nichelino, Beinasco,
Grugliasco, Collegno, Rivoli, Moncalieri, Genoa, Reg-
gio Emilia, Piacenza and Parma is about 1,091 km
long and was inspected entirely in 2021.
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Smart solutions

The Group offers integrated energy efficiency solutions for condominiums, businesses, Public Administrations,
non-profits and charities. In addition, it provides products and services that meet the needs of safety and well-be-
ing of customers, such as: energy, building, anti-seismic upgrades, implementation and management of public
lighting systems that increase the safety of urban areas, lighting upgrades (LED relamping) to improve efficiency
and visual comfort, optimised management of thermal systems that make indoor environments more efficient
and comfortable, improving heat distribution. These activities are carried out by providing a complete package
and, for energy requalification interventions of buildings-plants, the customer has the possibility to receive the
discount on the invoice or to opt for the transfer of the credit corresponding to the tax deduction, as provided by
the current legislation.

The proposed solutions are turnkey, including consulting services, design, implementation and monitoring, with
the possibility of using incentives and customised financial and contractual solutions.

Thanks to the collaboration with professionals and companies qualified in the Supplier Register, the Group,
through Iren Smart Solutions, acts as the only interlocutor towards the customer.

In 2021, the Group launched several initiatives to raise awareness of the importance of urban redevelopment
and energy efficiency as levers to improve urban sustainability. Moreover, several territorial roadshows were
organised, dedicated to professionals and companies, in order to spread the culture of tax bonuses, provide
clarifications on regulatory requirements and support external professionals in the complex processes they are
involved in alongside Iren Smart Solutions.

Smart solutions safety

In managing smart solutions activities, the Group works to minimise impacts on the health and safety of cus-
tomers and communities. For example, for technological services managed for Public Administrations, the light
pollution of public lighting systems (alteration of the levels of light naturally present in the night environment)
and the consequent photobiological risk (damage that the direct vision of light sources, in particular LEDs, can
cause to the human eye), are parameters monitored through the inclusion of stringent requirements in the pur-
chase of lighting equipment. Furthermore, Apps are available for the public lighting and traffic lights service
through which citizens can report any faults or malfunctions in real time.

For the technological global service (management of thermal and electrical systems) of public buildings, a de-
tailed process is envisaged for reporting faults and malfunctions, managing calls and solving the problem, with
response times defined for each type of request, as well as the analysis and evaluation of the level of service. A
24-hour contact line is provided to manage domestic heating systems, with repairs within 3 hours of the report.

Energy production

The management model adopted by Iren Group takes into account the health and safety of people, also evalu-
ating the environmental aspects, risk analysis and measurement, in all phases: from design to maintenance of
the plants, up to the choice, storage and disposal of materials and products, for which specific certifications are
required.

Acoustic impact

The Group monitors, evaluates and mitigates noise emissions throughout the life cycle of its plants and infra-
structure, supported by specialist technicians, and dedicates time and resources to limit the acoustic impact of
its activities, including through mitigation measures (e.g., soundproofing panels, noise suppressors). In order to
verify that the limits laid down by current legislation are respected, specific Acoustic Impact Assessments are
carried out at each energy production site, either as a preventive measure or on existing situations, whenever:

« itis decided to build, modify or upgrade a construction project;
¢ itis intended to start a new business;

Iren Group



* an application is made for the issuance of permits for the construction of new plants, the infrastructure of
productive activities or commercial services;
* a public body or a municipality requests it.

In cases where the specified limits were exceeded, acoustic decontamination measures were taken on the most
significant sources to bring the noise emitted within the legal limit. Periodic phonometric tests are also carried
out at the perimeters of the sites or in proximity of the sensitive receptors; moreover, upon receiving reports
or complaints from citizens, appropriate measurements are taken to assess the need for specific mitigation
measures.

Emergency management

In order to respond to potential accidents and alarm situations, which could occur after a natural disaster, explo-
sions or fires and to prevent and mitigate the consequent damage to people and the environment, the compa-
nies of Iren Group have procedures and practices that define:

* the organisation and coordination centres set up to address the emergency situations that could arise within
the activities carried out;

 the management of information and relationships with the Prefectures, Civil Defence, Authorities, Regions,
Provinces and Municipalities, including their relative operation rooms.

All monitored sites and facilities have specific emergency plans covering the most likely emergency scenarios,
including those with possible environmental impacts. Emergency personnel have been identified at each site and
plant, who are trained and updated periodically. Evacuation tests are carried out annually involving all persons
present, including visitors, customers and suppliers; depending on the site, simulations are also carried out re-
garding the management of additional emergency scenarios (iliness, spillage, etc.). The contingency plans of the
main corporate districts identify an emergency manager and coordinator for each site. Upon entering the site,
visitors are given a specific informative note containing the behavioural procedures to be followed. The company
emergency plans are constantly updated in accordance with the guidelines shared by all Group companies.

Emergency situations connected to possible environmental pollution during the operation of plants, or due to
mechanical failure of instruments of control or measurement of chemical physical operating parameters, are
managed in accordance with criteria of immediate intervention on the fault, by specialised personnel, 24/7, by
requesting and calling technicians on call. The action aimed at fixing the failures occurs in the minimum time
needed to carry out works.

To facilitate access to information relative to any weather alerts, the company smartphones — which are provid-
ed to all employees — are equipped with a special App that provides a direct link to the official weather alert sites
in the regions where the Group operates. For employees who operate mainly in the outdoors, specific procedures
have been established to define the operating guidelines to be observed in relation to the presence or otherwise
of weather alerts.
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