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The Conciliation Service is an ADR Entity listed by ARERA (the Italian Regulatory Authority for Energy, Networks and Environment) and it is registered in the Acquirente
European Commission’s ODR platform. ARERA is a member of NEON (National Energy Ombudsmen Network). Unico
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e Focus on 2021 - Electricity sector . ;
Conciliation o Connection, Mit:;”g Market
applications topics Topic application n. % Vs tot. Other techn|4ca7l‘yquallty 0 0,8%
- . 5,5% e
for the. . Invoicing/billing 4951 50,6% Commercial
Electricity Damages 1.434 14,7% Late/non- quality
sector L ent e
Contracts 1199 12,3% ~payment,
year 2021 disconnection
Late/non-payment, disconnection 639 6,5% 6,5%
Invoicing/billing
Other 541 5,5% 50,6%
Connection, technical quality 463 47% Contracts
Metering 433 44% =
Market 78 0,8% Damages
Commerecial quality 46 0,5% 14,7%
Total 9.784 100%
Fig. 5
Conciliation Focus on 2021 - Gas sector Cor.mectionz
. Topi licati % vs tot Other technical quality Damages
applications opic application n. % Vs tot. 41% 40% 2.1% Market
topics for the Invoicing/billing 3.140 60,3% 0,8%
Gas sector Contracts 674 12,9% Commercial
year 2021 . . Metering quality
Late/non-payment, disconnection 516 9,9% 5,4% 0.5%
Metering 282 5,4% Late/non-
. payment,
Other 213 4,1% disconnection
Connection, technical quality 206 4,0% 9.9%
Damages 11 2,1% Invoicing/billing
60,3%
Market 43 0,8% Contracts
- o 5 12,9%
Commerecial quality 25 0,5%
Total 5.210 100%

-+ ARERA Conciliation Service — Annual Report 2021

conciliazione.arera.it




€3 ARERA

Autorita di Regolazione
&35 per Energia Reti e Ambiente

~ ——
e —

Fig. 6

Conciliation
applications
topics for
Prosumer
year 2021

Fig. 7

Conciliation
applications topics
for Dual-Fuel

customers
year 2021

&

Conciliation applications topics by sector — 2021

Focus on 2021 - Prosumer

Topic application n. % Vs tot.
NEM 44 38,9%
Metering 16 14,2%
Other 13 11,5%
Invoicing/billing 13 11,5%
Connection, technical quality 8 7,1%
Damages 6 5,3%
Contracts 6 5,3%
Purchase and sale 5 4,4%
Commercial quality 2 1,8%
Total 113 100%
Focus on 2021 - Dual-Fuel customers
Topic application n. % Vs tot.
Invoicing/billing 848 50,2%
Contracts 473 28,0%
Late/non-payment, disconnection 150 8,9%
Other 8l 4,8%
Market 42 2,5%
Damages 39 2,3%
Connection, technical quality 24 1,4%
Metering 17 1,0%
Commercial quality 14 0,9%
Total 1.688 100%
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Conciliation Focus on 2021 — Water sector
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year 2021 ontracts Other 3.7% Technical quality
Metering 175 4,8% 41% 1,0%
Other 147 4,1%
Metering
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Damages 123 3,4% Invoicing/billing
Connection 11 3,1% (Clel e 73.6%
’ 4,9%
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Total 3.624 100%
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Flg 9 OCUS O - Dhstrict ting sector e o
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iliati 22,2%
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Fig. 10

Number of

aPP” cations b)’ Applicants type Customer Ai::csil::;:;s Others Assoscriliions Total
applicants type Households 4791 4533 5.870 15.194
year 2021 Non-households 1.740 770 2710 14 5.234
" p Total 6.531 5.303 8.580 14 20.428
, 0 * E % vs Tot. 32,0% 25,9% 42,0% 0,1% 100,0%

Source: information declared by the applicants who submitted the applications.

Fig. |1

Applications
Average age
and applications
issued by |

customer and Customer 6.089
delegate
year 2021

OO
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Conciliation applications status — 2021

Fig. 12 L Feson
Applications status Tot. % Vs tot.
Applications Accepted 16.434 80,4%
status Not ted 2.145 10,5% N d detail
. 4D /o0 ot accepte etails

year 2021 i P

Not completed by the applicant 1.849 9,1%
1L Total 20.428 100%

THOC

Fig. 13

Accepted applications for Focus on 2021 - Electricity and Gas sectors, Prosumer, Dual-Fuel customers

Electricity and Gas Accepted applications and status Tot. % Vs tot.
sectors, Prosumer and Agreement between parties 9.061 67,1%
Dual-Fuel customers No-agreement 4.206 31,2%
and status Withdrawal from procedure 224 1,7%
year 2021 Lack of participation of counterparty* 6 -
Total 13.497 100%

X

*Lack of partecipation coomunicated by supplies operating in Last Istance Service (LIS)

Off-line
Duplicate inadmissible \;Vitesr
onu
applllz'a?tlon 0.1% 4°
7.8% 0,2%  Incorrect
Suepervened ’ form
inadmissibility 456

193 21,3%

N

9,0%
Failure to
Applicant comply with
not elegible time limits
228 443
10,6% 20,7%
Out of
scope
235
11,0%
Negative
desk check
415
19,3%

A
-
'I,7%

Agreement between parties

No-agreement

Withdrawal from procedure
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Agreement between parties A 70,45

. . )
Accepted applications Accepted applications and status Tot. % Vs tot.

for Water sector Agreement between parties 2.065 70,4%
d No-agreement A ;5
and status No-agreement 571 19,5%
year 2021 Lack of participation of counterparty 208 7,1% ck of participation of counterparty - 7,1%
Withdrawal from procedure 88 3,0% ' .
Withdrawal from procedure 3,0%

Total 2.932 100%

Fig. |
g 5 Focus on 2021 - District heating sector

A ted licati Domande ammesse / andamento procedure Tot. % vs tot. — 0
ccepted applications - Agreement between parties 60,0%
for District heating Agreement between parties 3 60,0%
sector and status Lack of participation of counterparty I 20,0% Lack of participation of counterparty A 20,0%
year 2021 Withdrawal from procedure | 20,0%
Totale 5 100% Withdrawal from procedure - 20,0%

€
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Fig. 16 No-agreement
- 4.777

Outcomes of
procedures started
and concluded
year 2021
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m concluding the procedure
= n E 5 8 year 2021

Fig. 17

Outcomes of
procedures concluded
by sector

year 2021

TO0

Electricity

District heating
sector

Dual-fuel Prosumer
Applications status

n. % Vs tot. n. % Vs tot. n. % Vs tot. n. % Vs tot. n. % Vs tot. n. % Vs tot. n. % Vs tot.
Agreement between parties  4.838 63% 3.136 75% 2.065 78% 1033 78% 54 63% 3 100% 11.129 70%
No-agreement 2.833 37% 1048 25% 571 22% 293 22% 32 37% - 4.777 30%
Total 7.671 100% 4.184 100% 2.636 100% 1.326 100% 86 100% 3 100% 15.906 100%
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Fig. 18

Compensation’ for
the procedures started
and concluded € 5.995.658

year 2021 €6.632.385

Te0

ﬁ mHouseholds mMNon - households a

About 95% of the customers who completed the

Fig. 19 . .
£ survey? at the end of the procedure are satisfied with

Customer the ARERA Conciliation Service

satisfaction

for the procedures

started and concluded O_:
year 2021 o o:
111 -
Not Completely
satisfied satisfied

1) Itis given by the algebraic sum of the remuneration (also comparing to the value of the dispute) obtained from customers who have started a procedure in 2021 and signed an agreement in front of the Conciliation
Service.
2)  7.458 complete questionnaire replies.
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