&3 ARERA 4\ SERVIZIO CONCILIAZIONE )
%zB9%x® per Energia Reti e Ambiente ?’“‘ARERA

e —

ARERA Conciliation Service

Electricity, gas, water, district heating and waste sectors
Annual Report

Year 2025 - Last updated February 9, 2026
AU

Acquirente
Unico



€3 ARERA ( )
@ : Amount of conciliation applications — 2017/2025 cSERV'Z%EEEREJLW'UNE

i

—— —

Fig. |

Amount of
incoming
conciliation
applications
2017 -year 2025

vHOD D

34.564
32.677

(District
Heating)

24.339

20.428
18.602 :

16.005

11.034

2017 2018 2019 2020 2021 2022 2023 2024 2025

MW Energy sector ® Water sector W District heating sector  ® Waste sector

ARERA Conciliation Service — report 2025 conciliazione.arera.it



€3 ARERA ( )
@ e Amount of conciliation applications — 2025 cSERV'ZgEEERCJLW'UNE

I 2 . 0 2 7 Electricity seclt'tl)r
7.450

2.920™ 3 0 . 2 3 5

Prosun?(ler

v Amount of conciliation

applications

7 5 2 3 Water sector
e 6 ( % SERVIZIO CONCILIAZIONE )
ARERA
4 7 District heating sector

46 N

« ARERA Conciliation Service — Annual report 2025 -2- conciliazione.arera.it



© T iici Mounthly amount of conciliation applications — 2025 €SERVIZL%EEE£JLIAZIUNE

\_—_/—-
e —

Fig. 2

Mounthly
amount of
incoming

conciliation 2.820 2.712 2.723 2.877

applications 2.548 2.536 2.509 5 501
I I I I I |

year 2025
May June July Aug Sept Oct Nov Dec

PP II

. ARERA Conciliation Service — Annual report 2025 conciliazione.arera.it



€3 ARERA

Autorith di Regolazione

Regional index of submitted conciliation applications — 2025

N —
e —

Fig. 3
g Trentino;AltoAdige;=.6;1) = o

Regional Index! W FriulizVenezia|Giulia)-.45;8)

of su.b‘mi‘tted Valie|diAosta;-»13518 {‘ V) ; Regional Index
COHFI'I&FIOI’] Lgombardla 29'8 Veneto,-.32;3) ] 16,1-13,1
app Ications Piemontel- E 13,2 - 55.2
year 2025 Bl 55.3-86,2

Bl 86,3-157,8

AL T JOL
Marche)=50,9)

l.'me‘Lrié 5 }

amount of submitted applications for 100.000 residents

1) Regional Index =

resident population per Region

ARERA Conciliation Service — Annual report 2025 conciliazione.arera.it



€3 ARERA _
Conciliation applications topics by sector — 2025 (1/4) e e

Auterita di Regolazione
per Energia Reti & Ambiente

Ay ARERA Conciliation Service — Annual report 2025

\f
—_—
Fig. 4
e . 2025 - Electricity sector ;
Conciliation R4 lilctorns MEGIE: Commercial
i H ; Topic application n % Vs tot Other 5.2% 41% i
applications topics pic app : ° . 5.3% quality
for the Invoicing/billing 4726 39,3% R ction, 0,5%
El .. technical quality
ectricity Damages 2223 18,5% 7,2%
sector
Contracts 1466 12,2% Invoicing/billing
year 2025 Late/non- 39,3%
Late/non-payment, disconnection 927 7,7%
s _payment,
' Connection, technical quality 866 7,2% dlsco7n;;ct|on
Other 639 53%
Metering 625 5,2% Contracts
Market 495 41% 2-2%
Commercial quality 60 0,5% nggog/es
Total 12.027 100%
Fig. 5
e . 2025-G t
Conciliation as sector Connection Market 5
applications Topic application n. % Vs tot. technical quality = almsi/fes
topics for the Invoicing/billing 4.265 57,2% Other g Commercial
Gas sector Contracts 932 12,5% o qul‘;y
year 2025 Sk
Late/non-payment, disconnection 798 10,7% Metering
. Metering 547 7,3% [
Other 349 4,9% B c/non-
| icing/billi
Connection, technical quality 246 3,3% payment, nv0|;|7n§7| ine
disconnection X
Market 175 2,3% 10,7%
Damages 113 1,5%
Commercial quality 25 0,3% CofimEs
Total 7.450 100% 12,5%
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applications Topic application n. % su tot. I 478 quality
topics for Dual Invoicing/billi 1.080 37,7% o O Connection,
OpICs Tor Dual- nvoicing/billing . % Other technical quality
Fuel customers  congracts 841 29,4% 41% 0.3%
year 2025
Market 531 18,1%
Late/non- ~ ‘_
11 Late/non-payment, disconnection 270 7,8% payment, N \ Invoicing/billing
' “ disconnection = 37,7%
Other 105 4,1% 7,8% =
Damages 35 1,4%
Metering 22 0,8% Market
18,1%
Commercial quality 18 0,4%
Connection, technical quality 18 0,3%
Total 2.920 100%
Contracts
29,4%
2025 - Prosumer
Flg. 7 Topic application n. % vs tot.
e L. A A . o Late/non- Ie ;
Conciliation Connection, technical quality 59 26,6% Contracts ommercial
o . 41% _payment, quality
applications topics  NEM 55 24,8% Other cisconnection 0,9%
43% 1,4%
for Prosumer Invoicing/billing 26 11,7% Market
year 2025 Damages g
Metering 22 9,9% 6.3% .
5 ’ Connection,
' Purchase and sale 21 9,5% . technical quality
o Purchase and sale 4 — 26,6%
Damages 14 6,3% 9.5% ‘ -
Other 10 4,3% Metering
Contracts 9 4,1% 9,9%
Late/non-payment, disconnection 3 1,4%
Commercial quality 2 0,9% Invoicing/billing NEI:I
: 11,7% 24.8%
Market | 0,5% o/ 28
Total 222 100%
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appllcatlons topics Topic application n. % vs tot. Da:;rr;/ges 2,9% Technllczlyquallty
for the Water Invoicing/billing 5.443 724% -afioits
sector Contract 184 < 1o A payment, Contr?ctual

ontracts A% isconnection quality
year 2025 4,4% 1%
Metering 355 4,7%
o Other
6 Other 348 4,6% 4.6%
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D 242 32% 9 g oiliing
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D .
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2025 - District heating sector 43% i quality
Fig. 9 . . 2,1%
Topic application n. % Vs tot. Other
e 6,4%
Conciliation Transparency of the service 30 63,8%
appllcatlo?s t?Plcs Late/non-payment, disconnection 6 12,8% e ection
for the District . 8.5%
. Connection 4 8,5% 520
heating sector
year 2025 Other 3 25 Late/non- Transparency of
Technical quality 2 4,3% payment, the service
disconnection 63,8%
) Damages [ 2,1% 12,8%
Commercial quality | 2,1%
Total 47 100%
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A . 14 30,4% - 8%
termination of service
Rate 14 30,4%
Contractual quality | 2,2%
. . . Activation,
‘Technlcal quality | 2,2% modificationiand
Total 46 100% termination of
service
30,4%

AU conciliazione.arera.it

ARERA Conciliation Service — Annual report 2025

'Acquirente
ico



€3 ARERA

Autorith di Regolazione
per Energia Reti & Ambiente

N —
e —

Applicants type — 2025
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Number of
applications by
applicants type
year 2025

Consumer

SME

Applicants type Customer Associations Associations Total
Households 7.981 6.521 23.829
Non-households 2.246 680 13 6.406
s e Total 10.227 7.201 13 30.235
vHOR S ' ' '
% vs Tot. 34% 24% - 100%
Source: information declared by the applicants who submitted the applications.
Fig. 12 Age Applications
Average age [ )
and applications
issued by
customer and Customer
delegate
year 2025
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Negative desk Water bonus
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4,9% Failure to
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Fig. 13 Focus on 2025 182 541

9,9% %
Applications status Tot. % Vs tot. 29.4%
Applications Accepted 24.140 79,8%
status Not ted 1.843 6,1% N d detail
. y 1 /0 ot accepte etalls
year 2025 o accepte i -
Not completed by the applicant 4.252 14,1% uplicate | f
i application ncor;elc:: orm
"o Total 30.235 100% 191 a
\ 4 “ 6@ % 10,4% 16,9%
Suepervened
inadmissibility
208 Applicant not
11,3% elegible
296
16,1%
Fig. 14

Accepted appllcatlons for 2025 - Electricity and Gas sectors, Prosumer, Dual-Fuel customers

Electricity and Gas

p Accepted applications and status* Tot. % Vs tot. Agreement between parties — 66,0%
IS)eCt:)II":S, II‘OSI.::meI' and Agreement between parties 11.092 66,0%
ual-Fuel customers
No-agreement 5.402 32,1% _ - 32,1%
and status W‘thi e q 1o oo No-agreement
1 rawal ifrom proceaure y7/0
year 2025 d
Total 16.804 100%

Withdrawal from procedure ﬂ' 1,9%

* “ * 1.158 procedures pending as of February 9, 2026
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Fig. 15 2025 - Water sector

A ted licati f Accepted applications and status* Tot. % Vs tot. — .
ccepted applications for X 3 Agreement between parties 58,5%

Water sector and Agreement between parties 3.367 58,5%

status No-agreement 2.338 40,6% —

2025 g No-agreement 40,6%
year Withdrawal from procedure 49 0,9%
Total 5.754 100% Withdrawal from procedure ' 0,9%
* 352 procedures pending as of February 9, 2026

Flg' 16 2025 - District heating sector
o Accepted applications and status* Tot. % Vs tot.
Accepted applications for Agreement between parties 60,7%

District heating Withdrawal from procedure 17 60,7%

sector and status No-agreement I 39,3%

year 2025 0
Total 28 100% e e e 39,3%

* 3 procedures pending as of February 9, 2026
8

Fig- 17
-— aste sector
a 225%

Agreement between parties

L Accepted applications and status* Tot. % vs tot.
Accepted applications for
Waste sector Agreement between parties 8 22,9% No-agreement - 8,6%
and status No-agreement 3 8,6% ) 1 5 8%
year 2025 Withdrawal from procedure I 2,8% Withdrawal from procedure e
Lack of participati f t 23 65,7% . . . —
ack of participation of counterparty Lack of participation of counterparty 65,7%
e Total 35 100%
.y * 6 procedures pending as of February 9, 2026
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Outcomes of
procedures started No-agreement
and concluded 7.754
year 2025

vHIRD T
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m 5 5 Average number of days for

Fig. 19

Outcomes of
procedures by
sector

year 2025

vHID O

Focus on 2025

District heating
sector

n. % Vs tot. n. % Vs tot. n. % Vs tot. n. % vs tot. n. % vs tot. n. % vs tot. n. % Vs tot.

Electricity

Dual-fuel Prosumer Woaste sector

Applications status

n. % Vs tot.

:agr't?:sme“tbetwee“ 5213 60% 4027  74% 3367 59% 1781  79% 71 49% 17 61% 8 73%  14.484  65%

No-agreement 3.472 40% 1385 26% 2338 41% 470 21% 75 51% I 39% 3 27% 7.754 35%

Total 8.685 100% 5.412 100%  5.705 100%  2.251 100% 146 100% 28 100% 1 100% 22.227 100%
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Compensation’ for
the procedures started

and concluded
year 2025

1 £ 13.076.133
vHIH D /T

22.685.555 €

L~
ﬁ Households Non - households J

About 96% of the customers who completed the

Fig. 21 ; i

£ survey? at the end of the procedure are satisfied with
Customer the ARERA Conciliation Service
satisfaction

for the procedures
started and concluded
year 2025

vHORT

Not Completely
satisfied satisfied

1) It is given by the algebraic sum of the remuneration (also comparing to the value of the dispute) obtained from customers who have started a procedure and signed an agreement in front of the Conciliation Service.

2) 10.829 complete questionnaire replies.
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