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INTRODUCTION 

The Acea Group pursues prudent and sustainable operational and economic-financial management, in line with the 
principles of corporate social responsibility and the values expressed in its Code of Ethics, contributing to the 

achievement of the UN’s 2030 objectives. The Group promotes growth, well-being and improvement of the quality of 
life in the communities in which it operates, contributing to their economic and social development including through 

the active and responsible participation of its stakeholders. 

This is why it monitors the reference scenario, identifying and analysing the factors that could take on a significant role 
in terms of the Group’s business, such as competitiveness, sustainability and regulatory areas that can affect the 

achievement of strategic goals.  

The Acea Group recognises the importance of its stakeholders not only as parties that play a key role in allowing it to 
achieve its objectives but also, and above all, as the main recipients, direct or indirect, of the value created by the 

assets it manages.  

For these reasons, building and developing relationships of trust and adopting an inclusive proactive approach to them 

is of major importance for the Acea Group and its stakeholders when generating and sharing value, with an eye to 
continuity and the reciprocal achievement of interests. 

In addition to these external factors, there is also the internal context of the Group, to be considered above all in 

organisational terms and in relation to the energy and environmental impacts, the development of human capital, the 
protection of worker health and safety, the protection of company assets, and the sustainable and responsible 

management of the supply chain. 

THE ACEA GROUP 

The Acea Group works to improve the lives of citizens, offering high-quality services for daily life in the water, water 

treatment, energy, lighting and waste treatment sectors. 

The main goal is to provide primary services, with ever increasing quality, thanks to efficient management of 
infrastructure and sizeable investments in technological innovation. 

Acea’s industrial roots are also linked to sustainability, a necessary value and a main feature in the structure that 
guides the Group’s business decisions and operational management. 

ENERGY 

The Acea Group is vertically integrated into the electricity supply chain through independent companies that meet the 
requirement to guarantee neutrality in the management of infrastructure essential for the development of a free 

energy market, to impede discrimination in access to commercially sensitive information and avoid cross-subsidization 
between the various segments of the chain.  

Commercial and Trading  

The Acea Group is one of the leading Italian players in the sale of electricity and offers innovative and flexible 
solutions for the sale of electricity and natural gas with the objective of consolidating its positioning as a dual fuel 

operator. It operates on the market segments of medium-sized enterprises and households with the objective of 
improving the quality of the services offered with particular regard to web and social channels.  

Distribution 

The Acea Group is one of the largest domestic operators with around 9.6 TWh of electricity distributed in 2020, 
down significantly due to the pandemic (around -9%). In the capital city, the Group manages public and artistic lighting 

with over 226,000 lights, of which over 91.5% using LED technology.  

For years, Acea has lit the precious cultural monuments of Rome.  

Production and energy services 

The Acea Group is active in the photovoltaic sector with total installed power of around 45MWp and aims to 

strengthen energy production using green sources to support decarbonisation and the energy transition. 

Electricity is also produced through 2 thermoelectric plants located within the Municipality of Rome for total installed 

power of 97.3 MW, as well as 7 hydroelectric plants located in Lazio, Umbria and Abruzzo for a total power of 121.62 

MW.  

WATER  

The Acea Group is the top Italian operator in the water sector serving 9 million people. The Group manages the 
integrated water service in Rome and Frosinone and in the relative provinces, as well as in other areas of Lazio, 

Tuscany, Umbria and Campania.  

https://www.gruppo.acea.it/conoscere-acea/nostri-impianti/impianti-fotovoltaici
https://www.gruppo.acea.it/conoscere-acea/nostri-impianti
https://www.gruppo.acea.it/conoscere-acea/nostri-impianti/centrali-termoelettriche
https://www.gruppo.acea.it/conoscere-acea/nostri-impianti/centrali-idroelettriche


Analysis of the Acea Group context 

 
Page 5 of 28  31 December 2020 

Starting from a careful analysis of springs and groundwater and the potential impacts of operational processes on them 

– for example, by defining and monitoring water districts and preparing water balances – Acea checks and guarantees 
the quality of water during collection and distribution in compliance with the regulatory standards envisaged for end 

uses. The same care is devoted to wastewater and advanced treatment phases to recover useful material and return 
the resource to the environment in the best possible conditions for its natural cycle to resume.  

ENVIRONMENT  

The Acea Group is one of the leading domestic players in the environmental sector with over one million tonnes of 

waste processed each year.  

Acea Ambiente has been investing in the circular economy for years, a commitment made concrete through the 
transformation of organic waste in to high quality compost, the integration of its sewage sludge treatment with its 

water business and waste to energy plants. 

The activities carried out within the environmental segment take advantage of waste using various industrial treatment 

processes: 

 waste to energy is used to produce electricity; 
 the processing and recovery of solid wastes such as sewage sludge, the organic portion of solid urban waste 

deriving from recycling, mowing and treatment, as well as other compostable waste give rise to biogas 
products (to be used in electricity production) and compost (for use as fertilizer); 

 the disposal in landfills or chemical/physical treatment of the residual portion of waste that cannot otherwise 
be made use of guarantees environmentally sustainable management of the same; 

 recovery of solid waste gives rise to secondary raw materials (end of waste). 

Through its business activities, the Acea Group supports central Italy, concentrated in the regions of Lazio, Tuscany 
and Umbria, covering an overall area of around 49 thousand square kilometres and over 10.5 million residents. 

ENGINEERING AND SERVICES  

The Acea Group has developed know-how at the forefront in the design, construction and management of integrated 

water systems: from the source to the pipelines, from distribution to the sewer network, and treatment. It develops 
applied research projects aimed at technological innovation in the water, environmental and energy sectors. 

Laboratory and engineering consultancy services are of particular importance.  

BUSINESS AND FOREIGN DEVELOPMENT  

Through this Area, the Acea Group manages water activities in Latin America and its objective is to make the most of 

development opportunities in other businesses related to those already held in Italy.  

It is present in Honduras, Dominican Republic, Colombia and Peru, serving approximately 4 million people. The 

activities are carried out in partnership with local and international partners, including through staff training and the 
transfer of know-how to local entrepreneurs. 

THE INTERNATIONAL AND DOMESTIC SCENARIO 

SUSTAINABLE DEVELOPMENT  

While the European scenario was characterised from the beginning of the year by the direction taken by the new 
Commission chaired by Ursula von der Leyen with the preparation of the Green Deal, as an integral part of the 

strategy for implementation of Agenda 2030 and pursuance of the UN sustainable development goals, at the same 
time, the whole world had to handle the pandemic caused by Covid-19. 

The response adopted by the European institution and then transmitted to individual countries was important: the 

pandemic and the associated crisis not only will not take the focus away from becoming the first carbon neutral area 
in the world, socially and economically inclusive and with high level innovative technological advancement, but in fact 

the emergency that has affected everyone demonstrates the genuine need to review development models in the light 
of these objectives. 

Of particular significance were the evidence and impacts that this serious situation highlighted, for example giving rise 
to certain initial considerations of the risks deriving from the connection of environmental pollution and the 

pernicious nature of the virus, or the fragility of welfare systems. However, equally extraordinary were the solutions 
readied throughout the world to that demonstrated resilience - for example the generalised lockdowns balanced by 

unprecedented use of technology to guarantee continuity and security for civil society, both for school and work, as 
well as the activation of clinical research leading to the creation of a vaccine, and the solidarity and strength of the 

response seen in all actors in the civil arena, from public institutions, to businesses to local communities to deal with a 
shared problem. 
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Despite these serious problems which still continue, and the complicated situation under way identified above, a new 

awareness and urgency in terms of sustainability have been confirmed by the main actors on the global scene. For 
example Europe and its efforts for the NextGenerationEU or the important linked objectives to fight climate change, 

strengthened by the new and greater limits approved by the EU Parliament, as well as China’s commitment to 
decarbonisation and the return to the Paris Agreement confirmed by the newly elected President of the United States.  

Italy is part of this global scenario, and is intent on balancing the relationship between nature and people and on 
creating inclusive and sustainable development conditions, with important appointments made for 2021, in which our 

country will have a guiding role: co-chairing with the United Kingdom the UN Conference on Climate (COP26), 
chairing the G20 for the first time, which will be organised around the three points People, Planet, Prosperity. 

In this context, finally we must mention the central role that the segment of water, energy and environmental service 

industries is called upon to perform to tackle the challenges of environmental protection, social inclusion, economic 
and civil development of the territories and populations that these involve, representing the basic foundations for 

guaranteeing better conditions for quality of life. 

ENVIRONMENTAL AND ENERGY IMPACTS  

The natural environment is the scenario where the activities of the Group are performed and is to be preserved with 
a responsible and efficient use of resources, protecting sources, safeguarding the natural areas where the plants and 

service networks encroach, mitigating the physical and the external impacts generated in the ecological context of the 
operating processes.  

Today, recovery from the pandemic is the central issue that shapes the lives and decisions of all members of society: 

families and individuals, workers and businesses, public and private institutions. In this context, to limit the spread of 
the virus, the countries affected shut down economic activities for a continuous and prolonged period of time during 

2020.  

This initiative, adopted at the global level, entailed a decrease in carbon dioxide emissions into the atmosphere, 
enabling the planet to delay the overshoot day, the day on which the earth exhausts the renewable resources available 

for the year in progress.  

In view of these environmental benefits and in line with the European decarbonisation policy, the President of the 

European Commission, Ursula von der Leyen, on 28 April 2020 said that it was important to use the European Green 
Deal as the motor of the post Covid-19 recovery.  

The Green Recovery is the opportunity to leave the pandemic crisis behind rebuilding the economic system to make it 

resilient and sustainable.  

To this end, on 15 June 2020 the TEG (Technical Expert Group set up by the European Commission to implement the 

Action Plan for financing sustainable growth) published the five principles on which the post Covid-19 recovery should 
be based, constructing at the same time an economic system resilient to future threats.  

The idea at the base of these recommendations is that the crisis caused by the pandemic is the first of a series of 

threats to which the population will be exposed owing to the degradation of ecosystems caused by human activities. 
One of the instruments indicated by the TEG for implementation of the Green Recovery is the EU taxonomy, to 

identify the areas that need investments to be environmentally sustainable. 

Alongside the work done by the European Commission, the Financial Stability Board (an international organisation 

that controls the global financial system) set up the Taskforce on Climate-related Financial Disclosure (hereinafter 
TCFD) with the objective of defining a series of recommendations that companies have to follow for reporting the 

risks and opportunities associated with climate change and for describing the impacts that they generate on the 
business, in order to respond to the expectations and needs of investors.  

Of particular importance in this context are the scenario analyses that companies are called upon to perform and 

report, in order to assess the future impacts that the climate-related risks/opportunities generate on the company’s 
business. 

Governing this phase in a resilient manner and containing the risks of aggravating inequalities among people and a lack 
of sustainability in development models is essential to finding solutions that truly allow the transformational change 

that can put us on a development path that is balanced, lasting and widespread.  

The focus of national and international institutions has been to put in place initiatives to protect people, both in terms 
of health protection and prevention and support for income capacity, designed precisely to build an overall sustainable 

system.  

These include European programming and financing instruments being defined that, contrary to what some observers 

feared, have asserted a preference for investments capable of ensuring a transition that is ecological, socially and 
territorially inclusive, digital and innovative.  
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In this context, ACEA is continuing to carefully monitor its sustainability plan, and given the strategic nature of the 

issue it has begun reflecting on how to define the opportunities deriving from the current scenario and its 
contribution to the creation of shared value. 

SHAREHOLDERS AND INVESTORS 

In 2020, international equity markets were mainly influenced by the COVID-19 emergency and its global impacts on 
the real economy. Markets were furthermore affected by the monetary and fiscal policies adopted by Central Banks 
and Governments to contain the crisis and support the liquidity of the system. 

In this context, the Green Deal and the Recovery Fund proposed by the European Commission, will allow the 
relaunch of investments that represent the key to economic recovery, prioritising environmental considerations and 

climate change.  

ACEA operates in sectors that are sustainable by nature and will be able to make the most of opportunities arising 
from an acceleration in investments in infrastructure and renewable energy, contributing to the country’s economic 

recovery. 

In the area of ESG investor relations, further usage was made in 2020 of engagement and voting strategies with the 

aim of inducing companies to adopt more sustainable behaviours, thus leading them to make decisions that also take 
into account social, environmental and good governance issues in their corporate policies.  

To that end, in October 2020 the 2020-2024 Business Plan was presented to analysts and investors, which gives 

sustainability a strategic central role in the creation of a growth model that benefits all stakeholders, with an eye to 
long-term success. The financial analysts covering Acea's shares assessed the new plan positively following the 

presentation. 

In the last year, characterised by the pandemic crisis, institutional investors’ further increased their interest in ESG 

issues, which are increasingly integrated into investment decisions. 

The increasing attention sustainable investors place on Acea is confirmed by their growing participation in the 
company’s equity. Based on an analysis carried out in November 2020, these Shareholders represent almost 5% of 

Acea’s share capital and about 35% of the total number of institutional investors. They consist mostly of European 
funds (4% of the share capital), followed by investors from North America. 

This trend was demonstrated by the successful issuing of the first € 900 million Acea Green Bond on 7 January 2021, 
confirming the strong interest institutional investors have in financial strategies focused on sustainability goals.  

Requests for the issue exceeded the amount offered by more than seven-fold, with significant participation by green 

and sustainable investors which subscribed roughly 70% of the loan. 

EVALUATION AND CONTROL BODIES 

The evaluation and control bodies offer important support for the governing and corporate reporting processes.  

AUDITORS 

Statutory auditing of the accounts is assigned to PricewaterhouseCoopers SpA, a specialised company registered with 
the relevant register, appointed by the Shareholders’ Meeting on 27 April 2017 upon a grounded proposal from the 

Board of Statutory Auditors. The statutory auditing position was granted for nine financial years (2017-2025). 

RATING AGENCIES 

Fitch Ratings and Moody’s have respectively given a Long Term Issuer Default Rating and Long Term Issuer Rating to 

Acea S.p.A. of BBB +/Baa2, both with a stable outlook.  

Acea’s rating reflects the strategic attention it pays to regulatory and diversified business (around 80% of consolidated 

EBITDA), its stable and predictable operating performance, thanks to the long duration of its concessions, and its 
healthy liquidity and availability of funding sources.  

These positive factors are balanced by the increase in financial leverage required to carry out the investments in the 

2020-2024 Business Plan, many of which focussed on sustainability objectives for regulated business, and exposure to 
the Italian macroeconomic situation, as its business is public utility services. 
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GOVERNANCE BODIES 

CORPORATE GOVERNANCE CODE 

Recall that on 31 January 2020 the new corporate governance code (“New Code”) was published, which applies for 
financial years starting after 31 December 2020. 

The New Code presents some changes and innovations, in the structure, approach and in much of its content, which 
are so significant as to be considered an entirely new document with respect to the prior Corporate Governance 

Code for listed companies that had been developed over time through a series of partial revisions, starting with the 
original version and through to the last update in July 2018. 

Hence, during 2020 analysis was carried out to identify the areas in which the main functional changes must be made 

to ensure compliance with the New Code.  

That being established, on 16 December 2020, the Acea Board of Directors expressed a favourable opinion with 

regards to the adoption of the New Code, asking that the necessary research be done, identifying actions deemed 
necessary to appropriately implement the principles and recommendations it contained. 

The implementation process will be gradual, in order to account for certain corporate peculiarities, linked to changes 

in the governance of the Acea Group, and the consolidation among issuers of governance practices associated with 
the new Corporate Governance Code.  

INTERNAL BOARD COMMITTEES 

Within the Acea Spa Board of Directors, based on best practices and taking into account applicable governance rules, 

three Committees with proposal and consulting powers have been established: the Control and Risk Committee, the 
Appointments and Remuneration Committee and the Ethics and Sustainability Committee. 

Additionally, the Board of Directors has established the Related Party Transaction Committee, in compliance with 

CONSOB regulations, consisting of Independent Directors. 

Finally, there is the Executive Committee, established pursuant to the Italian Civil Code (article 2381) and the By-Laws 

(article 20, paragraph 1), composed of the Chairperson and Chief Executive Officer of Acea SpA and two Directors, 
one of whom chairs it, with powers relating to institutional affairs, sponsorships and donations, to be managed within 

the budget established by the Board of Directors. 

Lastly, the Board of Statutory Auditors performs supervisory duties, according to the traditional model in force.  

SECOND LEVEL CONTROL MODELS 

Within the internal control and risks management systems, in line with the corporate governance code and the main 
relevant international frameworks, the Group adopts second level control models to ensure monitoring of specific 
risks. 

The Group’s Privacy Governance Model guarantees compliance with EU Regulation 2016/679 (GDPR) and other 
national and European provisions on the protection of personal data 

The Antitrust Compliance Programme implemented ensures compliance with antitrust and consumer regulations and 

helps to develop a corporate culture to ensure the protection of competition and consumers 

The Organisation, Management and Control Model to prevent the commission of the crimes contemplated by Italian 

Legislative Decree 231/01 makes it possible to comply with the provisions of the law. Its adequacy and implementation 
is monitored by the Supervisory Body. 

The widespread adoption of certified quality, safety, environmental and energy management systems is a concrete 

demonstration of the importance of safety and environmental issues to Acea and is a managerial tool to assist with 
continuous improvement of performance, as is the accreditation of analysis lab activities and project verification.  

During 2020, an infection prevention management system (Biosafety Trust Certification) was implemented within 
Acea which, together with other instruments implemented, helped to ensure better management of the risk and offer 

greater protection for the health of employees, clients and suppliers, generating positive impacts in terms of trust, also 
with regards to stakeholders. 

After a growing number of threats to information security and a full overhaul of EU and domestic legislation regarding 

cyber security, particularly with reference to critical infrastructure, in 2020 Acea made significant investments in the 
sector, defining Group-level guidelines, standards and technology for IT security (Security Strategy), monitoring 

architectural compliance in the IT, industrial (OT), and innovative technology (IoT) sectors, and managing ICT security 
incidents by promoting and coordinating the development of an IT security culture. 

The establishment of the cyber security unit guarantees, in line with current national regulations and Directive EU 
1148/2016, monitoring of cyber risks, on European networks and information systems (NIS), as well as serving as the 

point of contact for the relevant public institutions and authorities. 



Analysis of the Acea Group context 

 
Page 9 of 28  31 December 2020 

COMPANIES OF THE GROUP 

The Acea SpA Board of Directors establishes the strategic guidelines of the Group and is responsible for corporate 
governance. 

Acea’s Internal Control and Risk Management System (SCIGR), which solidifies the Group’s corporate governance 

structure, consists of a set of people, tools and organizational structures whose objectives are: 

 identify the risks that can affect the pursuit of the objectives defined by the Board of Directors; 
 encourage the taking of conscious decisions that are consistent with the company’s objectives, within the 

framework of a widespread knowledge of the risks and the level of propensity for them established by the 
Board of Directors, legality and company values; 

 safeguard the company’s assets, the efficiency and effectiveness of its processes, the reliability of the 
information provided to corporate bodies and the market and compliance  with internal and external 

regulations. 

Acea Spa, providing management and coordination to the Subsidiaries, issues and disseminates Guidelines and relative 

implementation models, which the Subsidiaries must comply with, while also guaranteeing full corporate autonomy in 
the institution and maintenance of the relative SCIGR. 

INSTITUTIONS 

The regulatory context of Acea is wide-ranging and articulated according to the specificity of the businesses handled – 

water, energy and environment – and the variety of the frameworks within which the legal and regulatory disciplines 
intervene, which affect the business operations, from administrative authorization profiles to those protecting the 

market and competition.  

Added to such aspects is the peculiarity of the nature of listed Company, with the related legal impacts, for example, 

in terms of regulating communications to the market.  

The regulatory scenario is therefore analysed from a multidisciplinary viewpoint, applying a 360˚ overview and 
continuous interpretative analysis, in order to detect developments of particular significance, thus identifying and 

assessing risks and opportunities in terms of strategy and operating management.  

NATIONAL INSTITUTIONS AND LOCAL ENTITIES 

In its dialogue and management of relations with local and national institutions, EU bodies, associations, and public and 
private entities, the Acea Group takes advantage of opportunities and mitigates possible risks that derive from 

legislative and regulatory trends of interest to the Group. 

Particularly significant in 2020 was the inclusion of the project to safeguard the Peschiera-Le Capore aqueduct system 
in the list of strategic works and the appointment of the extraordinary commissioner (Prime Ministerial Decree 

implementing Decree Law 76/2020, the so-called “Simplifications” converted with amendments from law no. 120 of 11 
September 2020).) 

The finalisation of a Memorandum of Understanding is under way between the Region of Lazio, the Technical 

Secretariat of the ATO2 Mayors Conference, Central Lazio-Rome and Acea Ato2 to promote and structure 
institutional and operational cooperation with the aim of implementing a series of projects, also through accessing 

financing sources for hydro works, to accelerate the completion of the same and limit the relative expense for users 
of the Integrated Water Service. 

The projects involved in the Memorandum are those presented in the Works Programme (WP) approved on 27 
November 2020 by the ATO2 Conference of Mayors and Presidents of Provinces, Central Lazio - Rome, particularly 

with reference to the works proposed in the National Plan-Reservoir Section (PNSI) and the National Plan-Aqueduct 
Section (PNSA).  

Substantially, the memorandum establishes: 

 validation of the projects planned by the manager (General Plan for the Sewage Treatment System and 
General Plan for Sustainable Water Procurement Projects for ATO2), in line with higher level regional 

planning (above all, the General Master Plan for Aqueducts and Protection of Regional Waters); 
 monitoring of the implementation of specific identified projects through the establishment by the Region of a 

Monitoring Group (in which STO and Acea Ato2 will also participate) which will have the task of not only 
clarifying regulatory aspects relative to authorisations but, above all, of beginning relevant authorisation 

processes, with the aim of involving the various entities and/or administrations interested (also through the 
establishment of working groups and/or the exercising of substitute powers); 

 monitoring commitment made by the manager (Acea Ato2) using systematic and prompt detection of 
procedural and physical/economic progress, as well as the results of the Works, with the requirement to 

https://www.gazzettaufficiale.it/eli/id/2020/09/14/20G00139/sg
https://www.gazzettaufficiale.it/eli/id/2020/09/14/20G00139/sg
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promptly inform the Memorandum Coordinator of any delays and/or technical/administrative problems that 

delay and/or impede implementation; the manager also commits to providing a periodic report (monthly or 
quarterly) on the results achieved, verifications carried out, indicating any administrative, financial or technical 

obstacles and the proposed corrective actions.  

The coordinator of the Monitoring Group, identified within a regional department of the Region of Lazio, is 

responsible not only for carrying out the validation above, but also plays an important role in creating dialogue 
between the manager and the interested administrations and promoting, independently or based upon a request by 

one of the parties, any actions or initiatives needed to ensure compliance with the commitments and requirements 
applying to those signing the document. 

Once finalised with Acea Ato2, the Memorandum may be reused by other Group companies, for example by Acea 

Ato5 or Acea Ambiente. 

REGULATORY AUTHORITY FOR ENERGY, NETWORKS AND ENVIRONMENT (ARERA) 

Energy 

Electricity service quality 

The quality parameters for the electricity service - commercial (estimates, work, supply activation/deactivation, 

complaint response) and technical (continuity of supply) - are defined at the national level by ARERA, which 
periodically revises them, gradually introducing more stringent standards.  

In 2016 the current regulatory cycle for the quality of distribution, metering and transmission services began, known 

as the V regulatory period, 2016-2023. 

This regulatory system establishes indemnities which are paid to clients in the case that certain quality standards are 
not met, as well as a system of penalties/premiums for the service manager, with the aim of pushing operators to 

continuously improve their performance. Commercial quality aspects of the service are divided into “specific” and 
“general” and “general” levels, both for activities carried out by the distributor (differentiated for low and medium 

voltage supplies) and for those of the seller. Additionally, a qualitative parameter governs the timeliness of the 
communication of technical data between the electricity distributor and seller. Every year Acea sends ARERA the 

results it has achieved, which are subject to verification, also communicating them to its customers, as an annex to a 
bill. 

Removal of the greater protection service 

The Competition Law 124/17, in article 1, paragraph 59 and subsequent, as amended by the “Thousand Extension” 
Decree Law and converted by Law 8 of 28 February 2020, provides for the removal of price protection for small 

enterprises as of 1 January 2021 and for micro-enterprises and domestic clients as of 1 January 2022. 

The Authority, with Resolution 491/2020/R/eel, adopted provisions to ensure from 1 January 2021 the provision of 

the Gradual Protections Service to small enterprises of the electricity sector pursuant to Italian Law no. 124 of 4 
August 2017, providing for a provisional period (through 30 June 2021), during which the service will be operated by 

greater protection providers in the territorial area of respective competence, while, starting from 1 July 2021, the 
service will instead be provided by providers selected through competitive procedures. 

Incentives to increase the resilience of the grid 

For the electricity sector, the integrated document for technical quality TIQE (646/2015/R/eel), which took effect in 
2016 and is effective for the entire fifth regulatory period 2016-2023, governs the settlement of output-based 

regulation of the quality of distribution and metering services and other incentive mechanisms for the electricity 
distribution service.  

With reference to the technical quality of the electricity industry, in 2018 through resolution 668/2018/R/eel the 

Authority introduced a mechanism of bonuses/penalties to encourage distribution companies to invest in actions to 
make the network more resilient to the stresses resulting from severe weather events.  

In 2019 this mechanism was implemented with Resolution 534/2019/R7eel, which published the resilience-building 
measures relating to the 2019-2021 plans eligible for a bonus and/or penalty for electricity distribution networks for 

distribution companies, including areti. 

In 2020, with resolution 500/2020/R/eel, the resilience plans for 2020-2022 were approved for the same operators and 
for two additional distributor companies.  

Additionally, with resolution 563/2020/R/eel, the Authority determined the bonus due to each distributor for the 
resilience projects completed in 2019. 

With reference to technical quality, the Authority took further action in 2019 with Resolution 566/2019/R/eel, 

establishing the possibility for distributors to present experimental regulation proposals intended to improve service 
continuity indicators following a different efficiency path than that of standard regulation, but which, in terms of 
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experimentation, made it possible to reach the goal levels set for each indicator and area of concentration. The 

experimental proposal presented by areti for 2020-2023 was approved with decision 20/2020 - DIEU and suspends 
the bonus/premium mechanism until the end of the four year period, after which the values achieved in the indicators 

will be assessed to determine which incentive mechanism to apply (if the target is reached, the mechanism proposed 
by areti will be applied, if not, the penalty in effect at the time will be determined retroactively). 

Modernisation of riser cables 

An additional areti project to provide innovation and modernise its grids, begun in 2020, involves participation in the 
experimental regulation implemented by ARERA in resolution 467/2019/R/eel of 12 November 2019, which allows for 

the start of a program to modernise old riser cables.  

The experimental regulation phase calls for modernisation of systems created prior to 1970 or between 1970 and 

1985 if deemed critical, and will go from 1 January 2020 to 30 June 2023. 

To carry out the project, areti started a dialogue with the administrators of blocks of flats to be modernised, so as to 
share information about the conditions, methods and schedules governed by the experimental regulation.  

Mechanism to reintegrate general system charges paid by distributors (not by sellers) 

Since 2018, ARERA has defined the mechanism for reintegrating general system charges paid by distributors to the  
Cassa per i servizi energetici e ambientali (CSEA) and the Gestore dei servizi energetici (GSE), thereby making it 

possible to receive this amount. 

However, on the sales sid, following up on the working group established in 2020, the Authority published 

consultation document 445/2020/R/eel, proposing rules to allow for recovery of general charges invoiced by free 
market sellers as of 2016 and not collected (an issue already dealt with in the previous DCO 52/2018, which, 

however, was not followed by any official provisions). 

The formula for the reintegration mechanisms takes two main factors into account:  

 a “discount” on compensation, due to the fact that arrears on charges would in part be compensated for by 

the price policies used by sellers at least through 31 January 2017, the date on which the Regional 
Administrative Court (TAR) rulings were published that gave rise to the entire process of reforming the 

charges; 
 an efficiency level ratio in terms of each operator’s management of amounts collected, determined by 

comparing their efficiency in managing these amounts with that of all users participating in the mechanism. 

Relative to just the first request, the Authority has established a “Simplified Regime”, which sets a fixed parameter of 
for the efficiency level ratio of 70% of that not collected. 

The Acea Group presented its comments, identifying issues both relative to the “discount” and the efficiency ratio, 
hoping for overall simplification of the mechanism. 

Electronic billing and limitation 

With regards to commercial aspects, after the limitations introduced by Law 205/2017 (2018 Budget Law) which, in 

the electricity sector, creates a two-year limit on the right to payment for electricity consumption and calls for 
electronic billing, Decree Law 160/2019 (2020 Budget Law) abrogated article 1, paragraph 5 of the 2018 Budget Law, 

which established that the provisions involving a two-year limitation did not apply in the case of non or erroneous 
obtaining of consumption data, with demonstrated user responsibility.  

Following this regulatory change, the Authority published Resolution 184/2020/R/com, with which it adapted the 
sector regulations to the provisions established by art. 1, paragraph 295 of the 2020 Budget Law, providing for the 

modification of the sentence to be included in the annex to the invoice containing amounts subject to limitations, 
eliminating the case of customer liability. On 27 July 2020 Acea Energia presented an appeal to the Lombardy Regional 

Administrative Court against this resolution alleging its illegitimacy because, linking the application of limitation to the 
mere passing of time, without considering any obstructive behaviour of the final customers, would lead to a not-

constitutionally-oriented interpretation of the 2020 Budget Law.  

Settlement 

With reference to the settlement of the electricity and natural gas sectors, the Authority published Consultation 

Document 330/2020/R/com, in order to define the mechanisms aimed at settling the economic items connected with 
biennial limitation.  

In particular the Authority provided for a mechanism of offsets aimed at keeping vendors unharmed by non-

collections due to the application of the biennial limitation not connected to liability of the same (invoicing delays) with 
specific reference to amounts referred to the raw material, and to dispatching, as well as to the prices of the transport 

services and the general expenses.  

The ACEA Group presented its observations expressing a general agreement on the solutions proposed in 

consultation, repeating however the necessary non-retroactivity of the penalties that are intended to be introduced, 
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with consequent socialisation of the offsetting, and the importance of the principle according to which everyone, 

including customers, is obliged to accept their responsibilities in the context of limitation.  

District Heating and Cooling 

In this context, ARERA and TUAR have established provisions regarding connection fees and methods to exercise the 

right of withdrawal from supply and disconnect from the district heating network, with regulations differentiated by 
user characteristics. 

Although progress is currently suspended due to Covid-19, ARERA intends to take action with: 

 RQTT to govern the technical quality of the district heating service, particularly with reference to service 
safety and continuity, for the first regulatory period, July 2020 - 31 December 2023; 

 TITT to define transparency rules for the district heating service, indicating the minimum contact of supply 
contracts and invoices for the first regulatory period, January 2020 - 31 December 2023. 

Water 

The main drivers of change include progressive advancement in ARERA regulation, which prioritises operator 
efficiency, as well as the ever growing importance of environmental sustainability issues, which for some time now 

have been the subject of political and economic strategies intended above all to fight the impact of the climate change 
under way.  

In terms of regulation, the water sector represents an exception in terms of governance, not only in Italy but also in 
Europe. In fact, only in our country does the law provide for interaction between two active entities: the local 

regulator (or the Area Governing Body) and the national regulator (Regulatory Authority for Energy, Networks and 
Environment - ARERA). Hence, regulation is multi-level and this double level of control certainly makes the respective 

responsibilities and associated decision-making processes more complex. 

Commercial quality 

Since 2015 ARERA has made decisions on contractual quality for the water sector (655/15/R/Idr), defining specific and 

general quality levels which for most aspects have been in effect since July 2016.  

May 2019 saw the end of the third edition of the IWS contractual quality data collection, which allowed ARERA, in the 
context of its assigned regulatory and control powers, to create the second “annual” report on contractual quality 

levels guaranteed to users during 2018, also allowing the Authority to carry out an initial comparison between two 
years of full application of RQSII (regulation of the contractual quality of the integrated water service).  

The fourth edition of the IWS contractual quality data collection ended on 26 June 2020, the final deadline (after 
postponing due to the “emergency” provision issued by ARERA in decision 59/2020) for the Area Governing Bodies 

to communicate the data on contractual quality relative to 31 December 2019. On 8 February 2021 the fifth edition of 
contractual quality data collection will begin, and it will end on 26 April 2021. 

With resolution 547/2019, which took effect at the end of 2019, the Authority amended and supplemented the 

current regulations with effect from 1 January 2020, establishing an incentive system divided into bonuses and 
penalties to be attributed from 2022 based on the performance of the operators, as was already established for 

technical quality.  

Technical quality 

Similarly to the electrical industry, the Authority resolved on the new regulation for the technical quality of the 

integrated water service starting from December 2017 using a reward/penalty mechanism linked to the compliance 
with performance standards (service levels) and also an automatic indemnity system for customers which is added to 

that already defined in relation to contractual quality.  

Resolution 580/2019 “Approval of the water tariff method for the third regulatory period MTI – 3” of 27 December 
2019, in addition to defining the new rules for calculating the costs recognised in the tariff for the regulatory period 

2020-2023, also added to the incentive mechanism envisaged for regulation of technical quality and specified the methods 
for covering the bonuses envisaged by the incentive mechanisms identified in the RQSII (as updated by Resolution 

457/2019) and in the RQTI. 

There are development opportunities for the service managers that are closely linked to the capacity to adopt 

developed technological systems, highly efficient disclosure and organizational models, standardized and repeatable, 
capable of significantly affecting the improvement of performance levels. 

Arrears  

With resolution 311/2019/R/Idr on the regulation of arrears in the integrated water service (REMSI), for the first time 
at the national level the Authority identified measure to contain arrears in the sector with respect to user rights and 

taking into account the economic/financial balance of management. 
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In addition to identifying end users who cannot be disconnected, it governs the process of classifying non-paying users 

as in arrears, regulating limitation, suspension and supply deactivation procedures, establishing conditions, methods 
and schedules. 

The subsequent Resolution 221/2020/R/idr of 16 June 2020 adds to REMSI in light of the provisions introduced by 
article 1, paragraph 291 of Italian Law no. 160/ 2019 (2020 Budget Law), with particular reference to the methods and 

times for notifying the user about the start of the procedures for limiting, suspending or deactivating the supply in the 
event of failure to pay the amounts due. 

Covid-19 emergency 

With Resolution 235/20 ARERA adopted elements of adaptability for the complex situation generated by the COVID-
19 emergency, providing for the contractual quality targets for the years 2020 and 2021 to be identified on the basis of 

the data related to the simple indicators recorded in 2018 and assuming that the contractual and technical quality 
targets for 2020 and 2021 are assessed cumulatively on a biennial basis. Consequently, for the purposes of applying the 

bonus (penalty) factors in 2022 with respect to the years 2020 and 2021, the level reached cumulatively for each of 
the MC1 and MC2 contractual quality macro-indicators by the end of 2021 will be an element of assessment, or for 

the technical quality indicators from M1 to M6. 

Environment 

The creation and operation of systems in the Environment Segment is governed by regulatory provisions which are 

peculiar to the sector. 

Based on European policies which are increasingly attentive to comprehensive environmental protection, constant 
updates are seen in terms of environmental and energy regulations.  

More specifically, these changes are intended, as a priority, to ensure constant improvement in environmental 
performance of waste treatment plans which, due to their operating features, are able to create impacts on the 

surrounding environment.  

In fact, these legislative choices, with an eye to greater environmental protection, meet the need to increase 
awareness in sector operators with regards to increasingly responsible management of their treatment plants and, 

secondarily, meet the need for the relevant Authorities to establish specific tools to monitor proper management of 
industrial locations where waste is collected and disposed of.  

The companies within the Environment Segment are able to meet the requirements created by sector regulations, 
above all in consideration of the fact that: 

 in carrying out their management activities, they can make use of plants which are recently constructed, 

meaning they were built using the current Best Available Techniques (BAT);  
 in compliance with that established in the regulations for environmental authorisations and certifications, the 

plants currently managed by companies in the Segment are constantly subjected to monitoring by the 
relevant authorities which, in addition to verifying proper operating methods, also assess the adequacy of 

plant structures in terms of the highest environmental protection standards. 

The establishment of the new ARERA control authority is intended to govern the integrated urban waste management 
sector, guaranteeing accessibility and usability of the service throughout the country while, simultaneously ensuring 

service provision levels and adapting the infrastructure as a whole to achieve European objectives.  

Although recently established, the Authority has already adopted significant provisions for the individual activities 

involved in the waste cycle: 

 Consultation document 713/2018 of 27 December 2018, on criteria for determining fees for the integrated 
urban waste management service for the individual services that are included in management; 

 Resolution 714/2018 containing requested information in terms of urban waste treatment services; 
 Resolution 715/2018 on beginning the procedure to establish a tariff monitoring system for the integrated 

management service for waste, including recycled, urban and similar waste, and for the individual services that 
are included in management for the years 2018-2019. 

Essentially, the Authority has indicated its desire to adjust the criteria for assimilating urban waste which, once 
concretely implemented, will have no little impact on the operating methods used for the plants owned by Acea 

Ambiente, which, as is known, is authorised to process special waste with a clear urban origin, for almost all of the 
waste treated.  

POLICE AND CIVIL PROTECTION 

Daily reports to the Police are managed for investigations relative to areas in which the Group operates, developing 
excellent synergy which becomes stronger over time. In this context specific Memorandums of Understanding are 

established with the Finance Police, Carabinieri and Police which govern relationships with operating companies and 
are subject to periodic updates. The Group also cooperates with Civil Protection, in coordination with the relative 
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local authorities, to implement emergency plans and other necessary actions to prevent and manage critical problems 

and/or disasters. 

STRUCTURE OF THE HEALTH, SAFETY AND EMERGENCY UNIT 

Throughout the health emergency, Acea has been at the side of local authorities working on the front line by offering 
technical and financial support directly to hospitals.  

Acea has approved a series of donations for the purchase of ICU equipment, for structures included in the COVID-19 

network receiving critical patients, including important hospitals such as the National Institute for Infectious Diseases 
Lazzaro Spallanzani (INMI), Istituto Dermopatico dell’Immacolata (IDI) of Rome and San Pio Hospital in Benevento.  

During the period of greatest need, electricity was supplied free of charge to the mobile hospital set up by the Rome 
Palidoro Mobile and Specialised Carabinieri Unit Command.  

CUSTOMERS 

ELECTRICITY CUSTOMERS 

On 31 December 2020, as established under the “Annual Market and Competition Law”, number 124 of 2017, as 
amended by the “Thousand Extensions” Decree Law, the greater protection service was ended for around 200 

thousand Italian businesses.  

As of 1 January 2021, low voltage points owned by companies with non-domestic use and a contractually committed 
power level exceeding 15 kW which as of 1 January 2021 do not hold supply contracts on the free market are served 

through the Gradual Protection service, as well as low voltage points owned by companies with non-domestic use 
with power equal to or lower than 15 kW which as of 1 January 2021 do not hold supply contracts on the free 

market and declare they have 10 or more employees or annual turnover exceeding € 2 million.  

For 6 months, through 30 June 2021, the Gradual Protection will be carried out in a transitional manner by the 

current greater protection service operators and as of 1 July 2021 will be carried out by winners of the 3-year 
assignment auctions.  

As of 1 January 2022, the protection service will also cease to exist for all of the approximately 19 million remaining 

clients (households and micro-enterprises). At present, ARERA has not defined the methods for the execution of the 
service. 

The structure of the economic conditions during the provisional assignment period is similar to that of the current 
Greater Protection Service, but different from that which will be applied during the assignment period after 

completion of the tenders.  

The regulation of the gradual protection service which will apply, as of 1 January 2022, to micro-enterprises and 
households will be the subject of a subsequent and separate consultation document. 

On 31 December 2020 the MED signed the decree "Free electricity market. Scheme for informed entry of end 
customers for small enterprises as of 1 January 2021, completing that established by the Authority in resolution 

491/2020/R/eel.  

The main subjects dealt with in the decree regard: 

 the launch of information campaigns for all types of final customers, which will involve many different 

institutional bodies in collaboration with the industrial organisations and consumers’ associations; 
 the establishment of six-monthly ARERA monitoring, for the period 2021-2022, on changes in customer 

behaviour, trends in prices offered, transparency and advertising of offers and associated services, including 
evaluation of the introduction regulatory measures aimed at strengthening the effectiveness of instruments 

for the comparability of offers. This monitoring will take place starting from 1 July 2021 and up to 31 
December 2022;  

 the simplification of conciliation procedures and the treatment of complaints by ARERA and AU; 

 the confirmation of the Gradual Protection Service for small enterprises starting in 2021, to be assigned 
through auctions, specifying that: 

o the identification of territorial areas must be characterised by a balanced level of risk connected with 
arrears or by dimensional uniformity in terms of volumes; 

o the maximum volume assignable in a tender procedure to a single operator of the whole country is 
35%, contrary to what was provided for by ARERA in Resolution 491; 

o specific incentive mechanisms are included to recover arrears on the basis of the specific nature of 
the customers; 

o ARERA shall prepare a periodic report on the implementation of the gradual protections service and 
on the results of the competitive procedures. 
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o the service assigned through a tender shall last for three years;  

o the transitional regime is in effect through June 2021. 

Technological innovation 

Technological innovation plays an important role in the development of the electrical grid-distribution and public 

lighting industry. In particular, for the distribution service, further progress is envisaged in the automation and 
efficiency of processes and applications in the smart metering, smart grid and smart city areas.  

In particular, in reference to smart metering, areti is carrying large-scale replacement of first generation meters with 
2G meters that guarantee much higher performance and service quality, as they are able to offer innovative services.  

Additionally, during 2020 communication with stakeholders increased through the 2G portal established, in which, 

after authentication, any seller or client can view the lists of the PODs affected by the replacement plan and the 
expected date on which the first generation meter will be replaced. 

PlatOne, a European research programme, financed through Horizon 2020 programme funds to perfect a new 
platform to manage modern distribution networks falls within the Smart City sector, with the objective of developing 

and testing a cutting edge technological solution able to enable energy flexibility mechanisms by dealing with two 
increasingly common aspects of modern electricity systems in an integrated manner, specifically: production variability 

linked to the growing use of renewables which cannot be scheduled and consumption variability, in turn linked to the 
use of electric heating, cooling and mobility systems.  

Through areti and Acea Energia, Acea, together with Siemens, Engineering and the start-up Apio, is responsible for 

coordinating the “Italian pilot”, currently being carried out in the Rome area. 

Also relative to Smart City, note the start of a partnership for innovation with the Municipality of Rome for the 

Poledric Project, to engineer equipment to be installed on public lighting poles to implement smart city services, able 
to manage a series of sensors and functions for the public lighting service, as well as providing useful services to the 

electricity distributor (e.g. integrated modem, etc.) and third parties (e.g. environmental sensors, video analysis, etc.).  

Additionally, during the year numerous experiments were begun to improve resilience and collect infrastructure data, 
using new technology. These include, for example, the application of Robotic Process Automation (RPA) to automate 

operations carried out by operators in the electricity control room in the case of grid problems. 

ENERGY COMMUNITIES 

In the electricity grid sector, notable is the project focussed on Energy Communities as defined in ARERA Resolution 

318/2020/R/EEL through which individual components can access various benefits, among which we note the sharing 
of energy produced by members of the community with consequent lowering of costs in bills and a reduction in CO2 

emissions.  

Hence areti has prepared a process to verify ownership of withdrawal points associated with the same substation, an 

essential requirement which the distributor must guarantee before it can give the go ahead for recognising an Energy 
Community, issued by a request from the Gestore dei Servizi Energetici (GSE). 

WATER CLIENTS 

Management of the Integrated Water Service (IWS) follows the entire cycle for potable and waste water: from 
capturing the natural resource at the source through to its return to the environment. It is governed by a 

Management Agreement stipulated by the company which is responsible for the service, the Authority and the area 
governing body. The “Standard Agreement” which governs relationships between the entrusting bodies and managers 

has also been regulated by ARERA, which has defined the essential minimum content which must be included 
uniformly throughout Italy. The agreement structure includes tools to maintain economic and financial balance for the 

management, updates to data and information based on programming documents required by the Authority to 
approve the tariff structure and procedures for takeover, with consequent transfer of the repayment amount. 

The Integrated Water Service Charter, annexed to the Agreement, illustrates the general and specific quality standards 
that a manager must respect relative to users, in compliance with Resolution 655/2015 (which as of 1/1/2020 adds the 

amendments included in Resolution 547/2019 and, for assessment of the years 2020 – 2021, that indicated in 
Resolution 235/2020) with regards to contractual quality and, as of 2018, also in compliance with Resolution 917/2017 

(and that established in Resolution 235/2020 for assessment of years 2020 – 2021) for aspects of technical quality. 
Further, the relationship with the client is also governed by the User regulations, which are also annexed to the 

Agreement, establishing the technical, contractual and economic conditions that the manager must comply with in 
providing the services.  
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Technological innovation 

In the context of its commercial relationship with clients, in the water sector Acea (Acea Ato2) has implemented 
significant customer oriented technological innovations, able to optimise and speed up processes such as contracts, 

invoices, payments and manager/client communication. 

More specifically, the main innovations involve management of scheduled appointments agreed upon with clients, 
helpful in reducing waiting times and optimising the service rendered, creating synergy between the commercial and 

technical offices. 

Another innovation involves the payment system using an electronic bill, which can be received by the client via email 

the same day it is issued and can be viewed and downloaded on any device. 

Among other things, it is now possible to begin a new contract process without having to go to the physical branch, 
but merely making a toll free telephone call. The required documents can be easily delivered to the operator on site 

when they come to inspect the location. 

Additionally, a new version of the Online Branch was implemented. Beyond the insertion of meter readings, the tool 

also makes it possible to carry out contractual operations such as transfers, handovers and contract termination. 

In addition to the Online Branch, Acea was able to deal with the pandemic emergency through a full digital reservation 
system that limits the creation of files and organises appointments, guaranteeing safe reopening of the first and most 

important branch dedicated to the public, located in Piazzale Ostiense. The same system was then scaled up to include 
all Acea water branches in the Lazio region. 

ENVIRONMENT SEGMENT CLIENTS 

Clients of the Industrial Environment Segment are highly diversified based on the business supported by the individual 
companies and the authorisation regime for the individual production plants. 

The Terni waste-to-energy plant is identified in the Regional Waste Management Plan as a waste-to-energy plant for 
special waste: the system procures the fuel to be used in the process on the national free market, based on specific 

private law contracts. Its clients are paper mills located throughout Italy. 

The San Vittore di Lazio waste-to-energy plant is identified in the Regional Waste Disposal Plan and is dedicated to 
overcoming the environmental emergency in the Lazio area. Based on this strategic importance, it receives RDF/SRF 

produced by clients in the regional area based on specific contracts signed after an annual indication of interest 
process launched by Acea Ambiente. 

Relative to the Orvieto Systems Hub, the Organic Portion processing service is mainly offered to clients in the regions 
of Central Italy, on the free market, while special waste generally comes from the Umbria region. 

Urban waste arriving at the landfill or at the Mechanical-Biological Treatment plant come almost exclusively from the 

Province of Terni, based on specific Agreements with the Area Authority (AURI), with the exception of mutual aid for 
other regional areas. 

Relative to the Monterotondo Marittimo and Aprilia compositing plants, the service is mainly offered to public and 
private clients located in Central Italy using free market rules. 

Aquaser’s main clients are managers of water treatment plants, most of which within the Acea Group, based on that 

established under articles 6 and 7 of Legislative Decree 50/16. 

Some companies in the Industrial Segment (BERG, Bio Ecologia, Acque Industriali) mainly offer liquid waste treatment 

services, driving mainly by the integrated water service segment and plants to process/dispose of other waste, as well 
as offering brokering services for waste produced at third party plants. 

Other companies (Demap, Cavallari, Ferrocart) mainly carry out selection and processing of sorted urban waste, 

mainly under agreements with the Value Chain Consortia, especially for the Regions of Piedmont, Umbria, Marche and 
Lazio. 

Iseco manages the whey drying plant, mainly for that produced by dairies located in Valle d’Aosta, as well as the main 
urban waste water treatment plants on the account of all the Optimal Areas of Operations in the same Region. 

CONSUMER ASSOCIATIONS 

To guarantee the utmost support for requests coming from local areas that Associations represent through their 
extended networks, the companies of the Acea Group, which had already established dedicated contact channels with 

them since the initial lockdown period, have also implemented solutions to improve dialogue and capacity to resolve 
any problems which arise.  

The usual telephone channels (active at specific times and days), due to the rapid spread of the pandemic and the need 
to modify technical infrastructure, were initially replaced with email addresses constantly monitored by dedicated 
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personnel, with a return to operations with more extensive hours as soon as the situation permitted it. The email 

addresses continued to be monitored in order to offer two ways of contacting the companies. 

In conjunction with these activities, web-based meetings were also carried out with individual Associations with the 

aim of collecting suggestions on how to improve processes used to manage relations with the entire Acea Group. 
During these meetings, requests were granted to make information on specific issues available to Associations for use 

within their regional offices, to offer clarifications and specific information to members (by way of example, the issues 
of greatest interest were the water Social Bonus and the new water tariff system). 

Relative to ADR, presumably due to the block on utility disconnections established by the relevant Bodies and that 

linked to the effectiveness of the terms, 2020 saw a slight decrease in cases, in any case all managed remotely as usual 
with telephone conciliation. 

IMPACTS OF THE COVID-19 EPIDEMIC 

Electricity Distribution  

The health emergency period and the subsequent lockdown imposed by the government inevitably affected nationa l 

electricity needs, providing a measure of the impact of the epidemic on the real economy. The subsequent reopening 
of businesses mitigated the percentage value of the reduction in electricity demand. 

Total electricity fed into the Areti grid (from the national transmission grid, from generation plants connected directly 
to the Areti grid and from the interconnected E-Distribution grid) decreased in 2020 by 8.85% compared to energy 

fed into the grid in the same period of the previous year.  

The maximum power requested by the areti network in 2020 was 1,951 MW, registered at 3:00 pm on 30 July 2020. 
This amount was around 243 MW (-11.09%) lower than the corresponding figure in 2019, which was 2,195 MW, 

registered at 3:00 pm on 8 July 2019. 

Energy sales 

Due to the COVID-19 epidemiological emergency, the Piazzale Ostiense branch was closed from 18 March to 1 June. 

The reopening was preceded by the preparation of the branch's spaces, including the affixing of horizontal and vertical 
signs to channel flows and maintain distance between customers both outside and inside the branch and between 

customers and personnel. To this end, the use of the desks inside the branch has been discontinued and the number 
of active counters has been reduced in order to manage the internal/external spaces of the branch and behind 

counters, guaranteeing the safety of Acea Energia customers and operators. Furthermore, the entrance of customers 
into the branch is managed, a body-temperature measuring point is present at the branch entrance, it is mandatory to 

sanitise hands and wear a face mask, and a telephone reservation service has been put in place with a dedicated toll-
free number. The reopening of the Ostia branch has been postponed until a later date. From 9 November, access to 

the Piazzale Ostiense branch is possible on appointment only. 

Since the onset of the epidemic, customers have been advised of the possibility of managing their accounts via 
telephone, chat systems, customer areas in the websites and apps on smartphones. Similar information has been 

published on the websites www.acea.it (free market), www.servizioelettricoroma.it (standard-offer market) and on 
the social networks of the free market (Acea Energia Facebook page), with the tagline “We remain close to you, even 

from afar” and the hashtag #iorestoacasa (#imstayinghome). 

Emails were also sent to customers in the open and standard markets to encourage the use of the customer area on 

the website.  

Acea Energia has used the surveys carried out regarding customer conduct during the lockdown to verify the 
effectiveness of these tools and the further development of virtual channels and services. 

The contact centre is always remained active, and for the entire duration of the lockdown it has guaranteed qualitative 
and quantitative alignment with the service offered before the health emergency. 

Furthermore, in compliance with the legal provisions for the prevention of the spread of Covid-19, throughout the 

lockdown Acea Energia suspended door-to-door sales and closed the Acea Shops. 

These activities began again in May with the beginning of Phase 2. The toll-free number 800.130.333 for commercial 

offers has remained active throughout, and telemarketing continued even during the lockdown.  

All customer management back office activities, including the response to written requests for information and 
complaints, are guaranteed by teleworking staff. 

The period during which the branches were closed allowed those employees to be deployed to back office services, 
further improving service performance. 

In compliance with the provisions of ARERA, Acea Energia has blocked disconnections due to the late payment of 

electricity and gas bills for the period of the maximum emergency. The Company has also voluntarily taken 
extraordinary measures with respect to its customers throughout the country both in relation to payments and to 



Analysis of the Acea Group context 

 
Page 18 of 28  31 December 2020 

ensure the management of commercial or care requests, reinforcing the back office units in the operations area. More 

specifically, all debt collections were halted along with the stoppage of suspensions due to arrears, and exceptional 
instalment payments were introduced during the emergency period.  

Always in compliance with the provisions of ARERA, credit collection was restarted in July, maintaining the utmost 
attention to situations of fragility caused by the health emergency. 

The overall impacts of the emergency on the sector are being assessed by all stakeholders in the electricity and gas 

supply chain, starting with ARERA. Of particular relevance are the effects of the lockdown on the consumption of the 
business segment (both for large and industrial customers and for small and micro customers, such as professional 

firms and commercial activities). 

Water segment  

Despite the need to stay at home or in any case to limit travel, water consumption has not changed and has remained 

almost constant due to the combined effect of the reduction in consumption of non-domestic users (industrial, 
commercial, etc.) and the increase in consumption of domestic users. In large cities there has been a reduction due to 

the blocking of tourism. 

In compliance with the provisions of the regulations pertaining to the COVID-19 health emergency, as well as in 

compliance with the Resolutions of ARERA, the main preventive and precautionary measures taken by the IWS 
operators of the ACEA Group to ensure continuity and availability of the service in conditions that are safe for the 

public and operators concerned entail, among other things: 

 Raising awareness of the use of alternatives to physical branches – web, apps, toll-free numbers, emails 
through which it is possible to carry out any type of activity – following closure and/or appointment-based 

access of physical branches in order to ensure social distancing; 
 The suspension – from before the provisions of ARERA – of debt recovery activities, in particular service 

disconnections, as well as the opportunity for users in financial difficulty to request the deferment of the 
payment terms of expired or expiring bills; 

 The division into instalments of bills due, issued, or with consumption dating to the emergency period. 

Additional measures to protect users compatible with current regulatory legislation (Resolutions 580/2019/R/idr and 

235/2020/R/idr) are being shared with the Area Governing Bodies of the territories served. 

Environment Segment 

The companies of the Environment Segment provide essential public services, and therefore are exempted from the 

suspension of production established by the Italian ministerial decrees issued over time to combat the epidemiological 
spread of COVID-19. 

During the lockdown there was a temporary reduction in the SRF input at the San Vittore waste-to-energy plant 

resulting from the treatment of unseparated waste produced in the Rome area, given the substantial drop in tourism 
and commuting. However, Acea Ambiente has implemented measures to compensate for the effect, reserving 

additional and temporary space for the other contributors. In any case, things have currently returned to normal. 

There have also been localised reductions of some special waste delivered to some liquid waste treatment platforms 
of the Segment due to the shutdown of manufacturers. 

The other plants operated at substantially the same productivity levels as before the spread of the epidemic. 

Specific regional ordinances have also identified the treatment plants of San Vittore del Lazio (UL3) and Orvieto (UL4) 
as facilities for the destination of unseparated waste produced by the infected or quarantined persons in their 

respective regions (Lazio and Umbria). 

Almost all regions have issued ordinances halting separated collection for infected and quarantined persons, with 

impacts on the type and quantity of urban waste entering the Segment's facilities. Until 30 September 2020, amounts 
have not been very significant, therefore this has not generated significant effects beyond those indicated above. 

WORKERS 

LEADERSHIP MODEL 

Entrepreneurship, teamwork and action are the three driving values of our Leadership Model upon which the Group's 
initiatives are built to achieve the goals of the 2020-2024 strategic plan and the sustainability plan.  

The Leadership Model, values and behaviours guide and contribute to defining an organisational setting that seeks to 
promote a constant development of people, recognised as a strategic asset for remaining competitive in a changing 

economic and social context.  

It was in fact precisely people, in this difficult period in which the pandemic represented the most complex challenge, 
who were the driver that enabled the company to continue to provide its services giving continuity to the business 
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with no interruptions. In a few days in fact, thousands of colleagues managed with full effectiveness to work remotely, 

rethinking processes and activities in a totally digital way, managing to be a team in an enterprising manner and 
continuing to achieve all the objectives foreseen. 

The activities of selecting, training, rewarding, developing, communicating and involving personnel, carried out digitally, 
contributed to the enhancement of the human capital, accelerating along the pathway of digitalising the corporate 

processes and the transfer of new skills over the entire population. 

To respond better to the challenges that the evolution of the economic and social context is putting before us, ACEA 
is continuing to work on the skills, on new ways of organising the work and on improving the management and 

development processes in order to support the entire organisation in achieving the corporate objectives defined 
maintaining a high level of personal satisfaction and well-being. 

The goal of enhancing people for the growth of the Group is broken down and carried out through three areas of 
activity: 

 Professional development, management growth, training and development of skills through a process that, 

starting from hiring, uses onboarding, training and a performance assessment system to align behaviour with 
the Leadership Model and the values of the ACEA Group in a constant development of human capital;  

 Involvement of people in the Group's identity through specific initiatives designed to promote employer 
branding, making ACEA increasingly attractive for new talent;  

 Inclusion and organisational well-being, with the structuring of Agile work for the group and the 
establishment of initiatives aimed at making work increasingly “smart” and boosting motivation, potential and 

satisfaction of personnel, as well as the well-being of employees, recognising the strategic value of diversity, 
health and the safety of workers.  

CORPORATE WELFARE 

An integrated system of corporate welfare has been developed within Acea, based on listening to employees and their 
needs.  

The Acea Group has carried out various welfare initiatives for its employees, focussed on psychological and physical 
well-being, inclusion and appropriate lifestyles, all in various areas:  

 individual and collective psychological support services, supervised by professionals -- fundamental during the 

pandemic, offering valid support for employees and their families; 
 a project to support parents which included the creation of interdisciplinary laboratories aimed at employees’ 

children aged 6 - 14, with various exciting activities with high educational value; 
 wellness and well-being projects with the aim of preventing burnout and encouraging the adoption of proper 

lifestyles, including food and exercise.  

Additionally, podcasts were produced focussed on the five senses, as well as primary and secondary prevention 

campaigns for all employees which involved three days dedicated to breast, dermatological and endocrinology 
screenings.  

Together with the possibility of converting and using performance bonuses in welfare services, two 

informational/training webinar cycles were organised on the Teams platform, to offer guidance and concrete support 
for all employees wishing to make use of these opportunities. These webinars also saw the participation of Union 

representatives, who are invaluable in helping to stimulate the process of cultural change. 

UNIONS 

On 3 March an Advisory Committee was established consisting of the trade unions, RLS, RSPP and the company 
physician with the responsibility of providing advice on measures to combat and contain the spread of the COVID-19 

virus in workplaces, in line with the provisions of the Protocol signed between the government and the trade unions. 

 Progression of activity aimed at preventing the spread of Coronavirus; 
 Any requests for additional information; 

 New prevention and protection measures to be adopted. 

Various Agreements were signed in 2020 with Trade Unions regarding measures to contain and combat Covid-19. 

The agreements, confirming the suitability and efficacy of measures adopted in each case by the Group, introduce 

further organisational initiatives, including distance training, collective closures, use of individual entitlements, flex -time 
working, governance of teleworking during the emergency, with the aim, on the one hand, of avoiding the use of social 

shock absorbers in order to limit the economic and social impacts of Covid-19, and on the other of allowing 
continuation of working activity in safety and optimising organisational flexibility. 



Analysis of the Acea Group context 

 
Page 20 of 28  31 December 2020 

In the second half of 2020, the Joint Body (Companies and Labour Representatives) initiated dialogue aimed at 

analysing the processes regarding activities performed remotely, with the goal of improving this method of working in 
the period after the Covid-19 emergency. 

In line with the commitments made in the Group Framework Agreement of 14 February 2018, in on 30 July 2020, 
ACEA established a new Agreement with Trade Unions regarding welfare for management of personnel turnover 

connected to retirement, the so-called “Isopensione” scheme, for the four-year period 2021-2024.  

This pension bridging scheme is issued by INPS, with a contribution from the company, and is aimed at middle 
managers, white-collar workers and blue-collar workers who have the prerequisites to receive a standard or early-

retirement pension in the four years following termination of their working relationship. The possibility to access the 
Isopensione scheme in 2021 is established at Company level based on the number of applications received in the 

timeframe defined by the Agreement, subject to an order of priority connected to conditions of health, proximity to 
pension access and professional category (middle managers and white-collar workers). 

SAFETY AND HEALTH IN THE WORKPLACE  

ACEA carries out constant awareness campaigns on the subject, with the aim of profoundly affecting the widespread 

dissemination of a culture of safety involving all its employees. It has implemented an advanced risk assessment model, 
not to mention control and mitigation measures. ACEA has also launched a number of initiatives to raise awareness of 

and involvement in the issues discussed above with its contractors and sub-contractors, key business partners 
throughout the entire value chain.  

Safety seen as strategy, and not only as compliance, is based on the possibility of measuring and monitoring the results 

in a managerial approach. In the context of the process of continuous improvement that it has undertaken, oriented 
to the prevention and reduction of injuries, ACEA intends to make available to its employees a valid and effective 

instrument for the purposes of active participation in analysing the trend of indicators; this aspect is often considered 
a measure of the level of maturity of the culture of safety and the culture of improvement in an organisation. 

Improvement actions based on the realisation that there are margins to pursue (for example actions to reduce the 
proportion of some types of injury) and consolidation actions (for example maintaining positive results, growing 

organisational resilience), represent the natural process of continual improvement in the field of workplace health and 
safety. 

A Group RSPP Coordination Committee is active, with the aim of sharing the results of safety performance, 

experiences, good practices and sustainable solutions for the prevention of accidents in the company. It is also is an 
opportunity to share the corrective actions implemented following safety performance analyses that have found 

deviations from the objectives set (e.g. worsening of the IFR/IG indices, repeated lack of compliance in the field, etc.). 

A special H&S Dashboard was also prepared and has become a shared tool for the reporting of occupational health 

and safety performance. The key performance indicators on the subject of safety in the workplace constitute an 
important part of the information necessary to determine and explain how an organisation progresses towards its 

objectives of preventing and reducing injuries. 

Safety is at the centre of numerous innovative experiments. Also during 2020 several innovation projects were 
launched to make the ACEA operators increasingly safe. An example of these was the development and use of 

personal protective equipment fitted with sensors capable of signalling the correct devices (Smart PPE).  

Safety during the Covid-19 pandemic  

From the beginning of the February, the ACEA Group implemented prevention and protection measures for 

management of the risk of Covid-19 infection.  

For the activities carried out by Acea Group companies, exposure to Coronavirus does not pose a professional risk as 

employees perform tasks that do not increase their risk compared to the rest of the population. 

However, since working activity created the possibility of people coming into contact with others exposed to the 
virus, a protection strategy was immediately planned aimed at limiting the impact on the organisation based on a risk 

assessment. 

The main measures implemented are as follows: 

 dedicated training courses and information materials; 

o internal circulars and guidelines for group companies in order to ensure a coordinated response to 
the emergency; 

o creation of dedicated communication channels for the emergency (intranet section, email address 
and multimedia signage); 

o publication of the Protocol for Management of Covid-19 cases within the company - Communication 
Flows; 

 revision of the Risk Assessment Document and the emergency plans for the COVID-19 health emergency; 



Analysis of the Acea Group context 

 
Page 21 of 28  31 December 2020 

 reorganisation of working activity; 

 large-scale teleworking those who can work remotely; 
 integrated management systems for visitor flows; 

 screening initiatives for employees: 
o two blood-testing initiatives conducted in partnership with the staff of the Tor Vergata hospital; 

o use of molecular swabs and rapid antigen swaps in partnership with the Gemelli hospital and Paideia 
Clinic reserved for ACEA personnel and their families; 

o flu vaccination initiative for employees and family members they live with; 

 adoption of all measures for prevention and protection from infection: 

o specific health protocols drawn up by the company physicians; 
o installation of thermal scanners to measure body temperature at site entrances. The choice to use 

video cameras for measurement of body also represents a sustainable investment, as these systems 
can be reused once the emergency is over to strengthen existing security systems; 

o intensification of cleaning shifts and sanitisation of working environments; 
o installation of devices for the sanitisation of hands; 

o measures for the protection of the personnel of contractors; 
o provision of significant quantities of PPE in kits for personnel authorised to enter the company 

premises; 
o review of layouts; 

o availability at the Medical Centre of lateral flow test kits for qualitative identification of new Corona 
viruses in saliva samples, both for employees that request them and for employees subject to routine 

examinations; 
o protection of personnel who are particularly fragile or with current or existing disease; 

o specific measures for the management of all common areas and regulation of the use of 
environments in order to maintain social distancing; 

o sanitising films to reduce bacterial load; 

 integrated management of visitor flows also using mobile-app solutions; 
 application of formal procedures for the periodic assessment of the effectiveness of the measures 

undertaken, through supervision of the actual implementation of anti-contagion measures (monitoring 
conduct). 

During the initial stages of the emergency, ACEA activated a special insurance policy valid for employees who tested 
positive for Covid-19. To provide even more support to its employees, safeguarding their health and the health of 
their loved ones, the insurance policy was a lso extended to members of the “family units” (spouses or partners and 

children as per civil status) of employees, understood here as applicable for all contractual types, and all Companies of 
the ACEA Group. 

BUSINESS PARTNERS AND INSTITUTIONAL PARTNERS 

For Acea cooperative networks, partnerships and business systems represent an important driver for the positioning 
and improvement of the Acea Group in the innovation ecosystem as well as helping to open new channels offering 

access to ideas, business and technological opportunities, academic research and new talent.  

Acea participates in numerous partnerships and cooperative agreements linked to innovation. In fact, for several years 
the Group has actively participated in the Italian and international innovation ecosystem, sharing best practices and 

experiences.  

These include participation in the Startup Europe Partnership: SEP is an Open Innovation programme that puts into 

contact the European Scaleups with businesses, and Open Italy, the co-innovation programme promoted by Elis to 
combine the innovation needs of Companies in the consortium with the offer of startups, innovative SMEs, university 

spin-offs and research centres.  

In 2020 ACEA joined InnovUp, a non-profit Association that represents the ecosystem of Italian start-ups, extended 
to all private and public bodies, which facilitates enhancement, visibility and growth, to favour the creation of a new 

Italian entrepreneurial structure.  

Also in the last year, it joined ANFOV, an association that promotes discussions between all the entrepreneurial and 

institutional bodies involved in the telecommunications sector and monitors, analyses and promotes the development 
of contiguous ICT scenarios. 

  



Analysis of the Acea Group context 

 
Page 22 of 28  31 December 2020 

SUPPLIERS 

SUSTAINABILITY ALONG THE SUPPLY CHAIN 

Aware of the positive contribution that sustainable supply chain management can offer to protecting the environment, 
ACEA is committed to defining purchasing methods that include intrinsic characteristics of the products and aspects 

of the process that limit environmental impact and foster initiatives aimed at minimising waste, reusing resources and 
protecting the social aspects involved in the procurement of goods, services and works defined and used to meet its 

needs.  

Indeed, for several years ACEA has been using the Minimum Environmental Criteria, in its calls for tenders including 

even rewarding aspects that are not mandatory but often decisive in ensuring the maximum achievement of the 
objectives set.  

Furthermore, it engages in the education of its own resources so that the purchasing choices tend toward goods or 

services with sustainable characteristics, thus stimulating the development of a specific sensitivity towards these 
aspects, with the aim of having them always present in supplier selection processes. 

ACEA has always been at the service of the community and the public and therefore puts a high priority on open 
exchanges with stakeholders and the supply chain to be increasingly efficient in responding to local demands.  

Monitoring of the reference situation is an important part of core business, useful in identifying and analysing 

important factors that may influence the achievement of strategic objectives. This scenario includes market 
environments, corporate sustainability, regulatory aspects, both technological and environmental, energy and 

environmental impacts, worker health and safety and supply chain management. 

Acea has adopted the Quality Management System for quite some time now, integrating it with the Safety, 

Environment and Energy areas and managing the set of activities that, taken as a whole, are able to influence the 
quality, safety and environmental impacts of business activities.  

For this reason, supply chain companies who have chosen to be certified relative to quality, environment, safety and 

energy are given greater value.  

In fact, talking about quality, health and safety, environmental protection and social responsibility implies making a 

commitment that goes well beyond the scope of an individual company, encompassing the entire supply chain.  

The decision to be certified is a decision to implement a company management system, recognised by a third party 
entity, which also responds to legal requirements, market requests and sustainability criteria.  

A key component of any efficient supply chain is reliable suppliers. For this reason Acea has begun initiatives which 
include strengthening contractual clauses, to develop and promote companies which demonstrate application of 

sustainability criteria, which invest in safety training for their employee and make use of ecological equipment to carry 
out their business. 

In terms of green procurement, Acea applies the minimum environmental criteria in its tender specifications and is 

working to extend this same approach to product categories that are not yet mentioned in the relevant Ministerial 
Decrees. The goal is to manage green tenders, able to combine free competition with environmental protection, 

serving as an example of the possibility of integrating these two objectives without sacrificing one or the other, in 
respect of sustainable development. 

The widespread adoption of quality, safety, environmental and energy management systems is a concrete 
demonstration of the importance of a series of safety and environmental issues, as well as a managerial tool to assist 

with continuous improvement of performance. 

Acea carries out second party audits to raise awareness and support continuous improvement of the supply chain. 
The direct involvement of suppliers and the opportunities for discussion created during periodic audits make it 

possible to measure the level of awareness of important issues such as corporate social responsibility, safety, 
sustainability, social, environmental or governance aspects, and provide an opportunity to jointly consider paths to 

improvement. 

Additionally, again to make the involvement of suppliers and partners a shared process, Acea has established contract 

standards to be applied to suppliers (including consultants) and partners, which expressly requires adhesion to and 
observance of not just the Acea Organisation and Control Model adopted pursuant to Legislative Decree 231/2001 

relative to corporate liability (if they have not already independently established one), but also an extract of the 
“Antitrust and Consumer Protection Regulation Compliance Manual - General Principles” adopted by Acea to 

implement the Antitrust Compliance Programme. 

The objective is to continuously improve performance and Acea also does so through this tool, used to assess 
supplier progress, shine light on best practices or areas for improvement, all aspects which are difficult to identify 

when the sole tool used is a self-assessment test, which for Acea constitutes only the first step towards a much more 
structured assessment procedure.  
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For Acea supply chain monitoring is a tailor-made service, designed and planned with the supplier in question, which 

may focus on a specific process, product or service, a plant or infrastructure, but in any case helps us to examine the 
entire supply chain step by step. 

In terms of procurement for innovation, thanks to the procurement process dedicated to start-ups and innovative 
SME, it was possible to issue the first tenders reserved for innovative companies registered with the relative dedicated 

registers.  

TENDER LEGISLATION 

Among issues worthy of mention note the amendments made to the Public Contracts Code by Decree Law No. 

76/2020, the so-called “Simplifications Decree”, converted by Law no. 120/2020. 

The cited amendments fall into two categories: permanent changes and transitional changes (which introduced a 

derogation regime valid through 31.12.2021). Among the most important we note those regarding anti-Mafia checks 
and legality protocols, procedures for appointments and tenders, schedules for the stipulation of tender contracts, 

causes for exclusion and the technical consultation board. 

It should also be noted that Decree-Law no. 183/2020, known as “Thousand Extensions” extended for the entirety of 
2021 the provisions established in the “Unblock Construction Sites” decree regarding the possibility of beginning 

assignment procedures in the case of financing available solely for design activities, the right to assign ordinary and 
extraordinary maintenance contracts based solely on the definitive design, and the limit on sub-contracting, which 

remains at 40%, and suspension of the obligation to indicate the group of sub-contractors, as well as checks on sub-
contractors during the tender. 

  

https://www.lavoripubblici.it/normativa/20200716/Decreto-legge-16-luglio-2020-n-76-20282.html
https://www.lavoripubblici.it/normativa/20200716/Decreto-legge-16-luglio-2020-n-76-20282.html


Analysis of the Acea Group context 

 
Page 24 of 28  31 December 2020 

COMPETITORS AND PEERS 

WATER AND GAS MARKET 

Acea intends to assess and participate in the new tenders issued for the concession of the Integrated Water Service 
and gas distribution service issued by various contracting authorities (Regions, Municipalities, Area Authorities) 

throughout the country.  

It can easily compete with other companies/groups in the sector as it possesses the necessary economic, financial, 

organisational requirements and has experience and the required certifications.  

ENERGY SALES MARKET 

With regard to energy sales, once the standard market service is no longer applicable, competition among operators 

will increasingly be characterized by the search for distinctive added-value elements, which are achievable through 
investments in technological innovation and digitalization to the benefit of the customer. The modalities that will be 

adopted to bring about the definitive abolition of the standard market service are currently being defined.  

The “Annual Market and Competition Law”, no. 124 of 2017 that entered into force on 29 August 2017 provided that 

sellers of electricity must be included in the Register of electricity sellers, to be established by decree of the Minister 
of Economic Development on a proposal from ARERA. Subsequent legislation stipulated that the MiSE should adopt 

the decree by the end of May 2020 The criteria, modalities and the requirements (technical, financial and of integrity) 
of that will legitimise the selling companies to become registered in the Register and maintain this status will have to 

be established. This decree is currently still being drafted. 

ENVIRONMENT MARKET 

The Industrial market involves the collection, selection, treatment, recovery and disposal of waste through the 

management of production plants located in Central and Northern Italy. 

Each operating centre has its own authorisation regime that also governs the reference market, enabling it to conclude 

service contracts with public or private entities. 

In some plants, the processing of waste produces electricity to be fed into the grid and raw materials to be sold. Many 
activities carried out by companies in the Industrial segment are classified as essential public services. 

ENGINEERING AND SERVICES MARKET 

Relative to the non-captive market, Acea Elabori, with an eye to extending its business, is participating in tenders, 
especially relative to districting, surveys and measurements, modelling and water and sewer network plans. At the 

moment, the Principals are integrated water service managers needing specialised support for rationalisation projects 
and upgrading of water and sewer networks. To date Acea Elabori has been awarded two tenders, while others are in 

the process of being awarded. 

The company participates as a joint venture with other companies and by abiding with the code of conduct of the 

Organisational Regulations for Antitrust Compliance and Unfair Commercial Practices; in this regard, a special 
procedure "Participation in Tenders and Bid Management - No Captive" has been drawn up and added to the system. 

UTILITALIA 

To manage the funds associated with the Recovery Fund, a project sharing phase was begun with the Interministerial 
Committee for European Affairs (CIAE), with Utilitalia, the Federation that represents all companies offering water, 

environment, electricity and gas public services. 

In this same context, clusters of group business sectors were identified: water, circular economy and Smart City. 

SCIENTIFIC COMMUNITY 

Through its cooperation with the academic world, Acea has launched a sustainability mobility challenge for 

entrepreneurs associated with Università Roma Tre to facilitate the creation of multidisciplinary teams of students, 
helping to introduce them to the world of innovation. 

With regards to participation in scientific and professional communities, for the third consecutive year the partnership 

with the Digital Innovation Observatories of the School of Management at Politecnico di Milano has been renewed, 
which is a reference point for digital innovation for Italy. More specifically, Acea participates on the Startup Intelligence 

Observatory, Space Economy Observatory and the Artificial Intelligence Observatory. 

Another example of cooperation with universities is represented by LUISS Guido Carli, with a focus on electrical and 

sustainable mobility.  
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To support training on issues of open innovation and entrepreneurship, both internal and external to the Group, in 

2020 Acea was a partner and member of the scientific committee for the 2nd level Master in Digital Open Innovation 
& Entrepreneurship offered by the Università Campus Bio-Medico in Rome, in cooperation with Marzotto Venture 

Accelerator and Cisco Networking Academy. 

ENVIRONMENT SEGMENT 

In line with the guiding principles of the UN 2030 Agenda and the commitments made in its QASE and Sustainability 
Policy, within the Environment Segment Acea has become a promoter of sustainable industrial growth and protecting 

and enhancing local areas. 

With these objectives, in spring of 2020 at the waste-to-energy plant in San Vittore del Lazio, the “UrBees” project 
was kicked off, using bees for environmental monitoring. 

In fact, biomonitoring is an innovative environmental control tool that makes it possible to identify the effects of 
pollution by observing living beings and their biological parameters by studying changes in the same. 

With complete respect for the bee life cycle, various types of samples were collected that made it possible to collect 

information useful for identifying particulates and other pollutants which can be found on the wings of the bees. 

The result of cooperation between well-known bee experts and Università Cattolica del Sacro Cuore, the project was 

adopted as a sustainability initiative to protect local areas and as an additional tool to observe the quality of the 
ecosystem in which the plant is located. 

In 2020, the results of the “ePLAecoPLUS” project were presented, the result of cooperation between INSTM and 

Politecnico di Milano, which processed mixed plastics which could otherwise not be recycled to produce methanol. 
Acea Ambiente is working on exclusive management of the patent to scale up the prototype used in the lab to an 

industrial level. 

One of the main environmental aspects linked to waste to energy is the production of heavy ash, light ash and residual 
sodium carbonate after burning and smoke treatment. To minimise the environmental impact of this, Acea Ambiente 

is involved in initiatives aimed at reusing this waste produced, obtaining secondary raw materials from the waste (end 
of waste).  

The project was begun in 2020 with a series of lab tests. The results of these made it possible to move on to the 
experimental phase as of 2021. Therefore the company sent a request to the relevant Authority pursuant to article 

211 of Legislative Decree 152/06 to move to on site experiments. 

The new frontier for treatment of polluted water is using nanomaterials that are obtained from agricultural waste and 
do not constitute a danger to natural ecosystems. 

This was demonstrated by  the project “Nanobond, nanomaterials for restoration associated with dewatering of 
environmental matrices”, cofinanced by the European Fund for Regional Development POR FESR 2014 -2020, 

scientifically coordinated by an ecologist from the Department of Physical Sciences, Land and Environment at 
Università di Siena. Acque Industriali heads up the project, which includes other private companies as partners, as well 

as the National Interuniversity Consortium of Materials Science and Technology, the Universities of Siena, Pisa, Turin, 
and the Politecnico di Milano, ISPRA and the Agency for Empolese Valdelsa Development (ASEV). 

An additional project known as SLUDGE 4.0 established a group consisting of Acque Industriali (the head and 

coordinator), a number of industrial companies and the National Interuniversity Consortium of Materials Science and 
Technology (consisting of the Department of Civil and Industrial Engineering at the University of Pisa, the 

Departments of Agriculture and Environmental Engineering from the University of Florence and the Department of 
Ecotoxicology at the University of Siena), as well as the spin-off of Sant’Anna High School in Pisa. Through the use of 

hydrothermal carbonisation technology for organic sludge produced by the IWS treatment plants in Tuscany, the 
project calls for the production of sludge to be used as bio-fuel (bio-lignite), fertilisers from treatment of process 

waters and the development of other products such as activated carbon and recovery of phosphorus, creating an 
interconnected system of Tuscan manager to produce bio-fertilisers in accordance with Circular Economy and 

Industry 4.0 principles.  

Another project being worked on is capturing biogenic CO2 from smokestack emissions coming from waste to power 

plants to be sold to the food industry. To that end, a doctorate project co-financed by Acea Ambiente and Università 
di Cassino has begun, after the issuing of a regional competition. 

ENGINEERING AND SERVICES 

Acea Elabori has always worked with research organisations and universities, creating cooperative partnerships that 
make it possible to achieve high standards of quality in the provision of services and in the design and execution of 

works, while developing cutting edge technology, while simultaneously offering the research organisations and 
universities information about best practices, direct knowledge about operating processes and allowing them to 

develop and improve the skills of their students. 
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The agreements involve research projects aimed at optimising processes with an eye to improved sustainability, for 

example to remove pollutants from waste water, find emergent organic micro-pollutants and microplastics in water, 
recover energy from water treatment residue, improve efficiency and monitor compost production and control 

emissions. 

Among others, cooperation agreements are currently in effect with the following universities and research 

organisations: Università La Sapienza di Roma, Università della Tuscia, Università Politecnica delle Marche; CNR, 
ENEA, SAGEN. 

In cooperation with Istituto Superiore di Sanità, at the Grottarossa laboratory, a testing method for finding the SARS-

COV2 virus in waste water was recently perfected and accredited. 

AceaElabori is also affiliated with the prestigious international scientific network NORMAN and participates, together 

with major domestic universities and research organisations, in various European and international projects. 

ASSOCIATIONS 

Every year Acea participates in the main events related to its business activities and supports – including with 
sponsorships – initiatives considered of high cultural, social and sports value for the development of the areas it 

operates in and for the benefit of the community.  

With the relaxation of the most restrictive measures in late spring, support resumed for sporting and cultural events 
that take place outdoors and with strict procedures in compliance with current legislation, to support initiatives that 

offer opportunities to revive the areas in which the Group operates and returning places for social encounters, 
whether physical or virtual, to citizens, after the long period of isolation. 

Among the main events supported in 2020, note two large events:  

the exhibition dedicated to the centenary of the birth of Alberto Sordi, which retraced the life and artistic career of 
the actor, while offering a snapshot of Italian history, against the backdrop of his house-museum in Rome, opened to 

the public for the first time;  

at Villa D’Este in Tivoli the art exhibition “Ecce Homo - the encounter between the divine and the human for a 

different anthropology”, part of celebrations for the centenary of the birth of Pope John Paul II. 

Thanks to the partnership of Acea with the Fondazione MAXXI, from October and for the following 6 months, the 
public were offered free admission to the Museum's Permanent Collection every Friday of the month, to rediscover 

the works of art of Italian masters at the turn of the millennium. 

Also in 2020,  the Teatro dell’Opera di Roma continued to be supported to promote culture and in particular opera 

music and ballet, as was the Festa del Cinema in Rome, the international event held at the Auditorium Parco della 
Musica, which this year also involved cinemas in order to relaunch the sector.  

Alongside young business initiatives and the promotion of innovation, Acea, together with the National Association of 

Young Innovators, presented the ANGI Award to the best innovation leaders, the bearer of a message and a 
commitment to technological development, sources of inspiration for future generations, and launched the national 

competition of ideas Italian Smart Design in collaboration with the University of Florence. 

Acea participated in SMAU, an event dedicated to business and public administration innovation, winning for the 

second consecutive year the “SMAU innovation award as a model of Open Innovation”. 

Acea also participated in “PLASTICA d’A-MARE”, the plastic free Eco Festival with its innovative app, Waidy. 

The project is part of ROMARAMA 2020, a cultural event promoted by Roma Capitale, with the objective of raising 

public awareness about plastic polluting the seas and emphasising how this material can be appropriately recovered 
and made use of. 

Among the main sporting events that took place during the year, Acea associated its brand with the Golden Gala, the 

international athletics meeting, the Six Nations rugby event and the Italian Paralympic championships organised by 
FISPES. 

Also worthy of note is the symbolic lighting of monuments and buildings, to raise citizen awareness about issues of 
social value and the importance of preventing diseases, testifying to the company’s sensitivity to issues of high social 

impact. 

In the following months, at the end of lockdown, the main focus was on prevention, protection and primary needs, 
particularly with respect to the country's most at-risk categories.  

In this light, contributions were made to various associations, including Aism, Comunità di Sant’Egidio, Caritas Onlus 
Firenze, Centro Pastorale S. Anna di Roma and the Italian Red Cross. 
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MEDIA AND OPINION MAKERS 

Acea protects its relationships with television, print and online media, both national and local, whether for economic, 
news or sector issues, with an eye to reciprocal respect for roles and cooperation. Relationships with journalists are 

focussed on timeliness, efficacy and transparency, with the aim of transmitting the proper corporate image and Group 
position through information.  

In 2020 press releases and press conferences allowed Acea to disclose the financial results achieved, the initiatives 

implemented by the Group and information of public interest related to the managed services. As always, the various 
business unit were supported during the year in the creation and execution of communication projects aimed at taking 

advantage of projects and the results achieved through them. The Company also guaranteed visibility for the initiatives 
it supports through sponsorship. Thanks to a constant exchange of information with the operating companies, Acea 

also provides feedback on reports of inefficiencies driven by newspapers or arriving through direct emails or 
telephone calls, interacting with journalists and press offices willing to publish replies through which the company 

states its position. 

In 2020, the Company strengthened its relationships with the economic/financial and energy sector media, succeeding 
in fully taking advantage of news regarding financial results and other business activities, including the approval of the 

2020-2024 Business Plan, the issuing of a bond loan and growth in the waste treatment and gas distribution sectors.  

Through the media, Acea supported events and communications associated with improvements made to both artistic 

and functional lighting carried out during the year in cooperation with the Municipality of Rome. Among the locations 
involved we note Basilica di Santa Maria in Trastevere, the Pantheon, Arco di Costantino, Piazza del Popolo, Borgo di 

Ostia Antica and the gardens of San Basilio. Additionally, media support was also provided for the symbolic lighting of 
institutional offices using the three colours of the Italian flag, as a sign of solidarity during the Covid-19 emergency, in 

cooperation with the institutions involved. Among these we note Torrino del Quirinale and Palazzo Chigi.  

Above all, through daily news about Rome found in the national daily newspapers, the Company guided news for the 
local area regarding the provision of primary services that it manages, including the 2G meter installation plan, the 

closure of physical branches due to the health emergency and temporary water cutoffs for maintenance. 

In 2020, Acea’s communications saw a growth in the presence of sustainability content, above all with the actions to 

promote the second Acea Sustainability Day. 

Testifying to the work carried out in 2020, Acea was recognised for the quality and effectiveness of its press office, 
receiving the “Best in Media Communication” from an integrated audit system on the quality of media 

communications, one of just 14 companies in Italy that received the certification. 

REPRESENTATIVES OF NEW GENERATIONS 

During 2020, despite the health emergency, Acea chose to continue with its projects aimed at new generations, 

updating them to function digitally. 

Acea Scuola, the initiative dedicated to the world of education, designed to raise student awareness about 
sustainability and environmental education, aimed at students at the Roma Capitale and metropolitan city schools, 

sponsored by the Department of People, School and Community Solidarity, always driven by information and content 
involving the Acea Group’s core business - water, energy and the environment - promoting sustainable development.  

During 2020, due to the pandemic it was not possible to complete the new educational project dedicated to energy, 
so “Acea Scuola DifendiAMO l’Acqua”, offered to schools in the 2019 edition, was developed entirely in digital format.  

This educational project was developed through an interactive service, structured around several digital appointments, 

intended to educate children and citizens about the importance of water and protecting the environment.  

Thanks to the switch to online, the educational project could be used throughout Italy, with particular attention paid 
to the areas in which the Acea Group operates.  

Other projects were presented through the Group’s virtual showcase, including: 

 Labsharing: a project created in cooperation with ENEA – the national agency for sustainable economic 
development, intended to take advantage of their respective assets and share high level laboratories, 

technology and know how to support environmental research and monitoring with an approach open to the 
worlds of innovation and sustainability, using an online platform; 

 Acea Innovation Garage: the corporate entrepreneurship program that favours a culture of innovation and 
entrepreneurship within the company with the aim of supporting the processes of innovation and digital 

growth within the Acea Group by taking advantage of internal skills, searching for new business opportunities 
on the market and developing new products and services to be industrialised; 
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 Urban Sentinel: the project that provided Acea cars with computer vision and machine learning technology to 

track infrastructure of interest. There are two objectives: improve safety for technicians working in the field 
while gathering useful information for preventive maintenance of assets. 

All of these initiatives confirm the Acea Group’s primary role in searching for effective technological solutions for safe 
and sustainable cities. 

A section of the Rome by Light photography contest was aimed at new generations, promoted by Acea in cooperation 

with Maker Faire Rome, created to take advantage of the artistic lighting installations created for the Christmas 
holidays in Via del Corso and in all municipal buildings in the city. Two award categories were included, one entirely 

for the under-25 Young Photographer category, with first price of € 1,000 and two special mentions of € 500. 

CITIZENS 

During 2020, Acea participated in Maker Faire Rome – The European Edition for the seventh consecutive year. This is 
the largest European event dedicated to innovation. This year it was held in digital format thanks to a dedicated 

platform where pavilions became themed paths, and stands became web pages to offer interaction with users through 
a calendar of live events, talks, webinars, workshops and conferences on the main aspects of innovation.  

During the event, Acea presented on the main channel for the fair the most innovative Industry 4.0 solutions for its 
own sectors, in particular water and the environment. These included Waidy, a project developed in the internal 

entrepreneurship project Acea Innovation Garage which with an eye to sustainability makes drinking fountains “smart” 
with the aim of helping to reduce single use plastic and raise awareness about responsible water use, as well as the 

new release of Acea SmartComp, the project for widespread participative treatment of “local” organic waste 
produced by large users which calls for the installation of mini-composting systems with revolutionary technology that 

directly transforms organic waste into compost through an aerobic process that in around 90 days creates fertiliser 
ready for use.  

Additionally, within the Maker Faire virtual showcase Acea Innovation Garage was also presented, the Acea Group’s 

internal entrepreneurship programme, as well as Urban Sentinel, the project that provided Acea cars with computer 
vision and machine learning technology to track infrastructure of interest, to improve the safety of technicians working 

in the field and collect information useful for preventive maintenance of assets. Both these projects confirm the Acea 
Group’s primary role in searching for effective technological solutions for safe and sustainable cities. 

2020 was heavily affected by the health emergency, especially during March, April and May, during which Acea decided 
to grant a portion of its funds generally used for sponsorships to provide assistance to citizens, including the most 

disadvantaged, providing various types of technical and economic support.  

Granting the requests received from the major institutions – the Presidency of the Republic, the Presidency of the 
Council of Ministers, the Constitutional Court and Roma Capitale – wanting to send a strong signal to Italians and to 

express a sign of solidarity and hope in this difficult and dramatic period, the ACEA Group illuminated their respective 
institutional buildings with the Italian colours from March to October. 

In 2020, during the pandemic, many Roman parishes received requests to make their spaces available to support 
compliance with social distancing in educational environments. This situation, together with the new water tariff 

system taking effect, led to an increase in requests to revise contractual parameters. Acea Ato2 provided support for 
contractual analysis and adjustments for all parish users who requested it. 

Acea manages measures intended to guarantee adequate security levels at “Significant Locations” (e.g. aqueducts, 

energy to waste plants, CEDET, primary stations, water treatment plants, etc.) and at company offices. Through the 
Security Operating Room (SOS), it monitors the proper functioning of video surveillance and anti-intrusion systems, 

as well as reception and security services. 


