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Acquirente

The Energy and Environment Consumer Help Desk is operated on behalf of ARERA by the Acquirente Unico since 2009, and provides information and support to customers in the
Unico

regulated sectors
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800 166 654

Freephone Number 800.166.654

Summary — Call Centre

Calls to the Call Centre received during working hours - 2020/2025

Calls to the Call Centre received during working hours by topic - 2025

Written requests for information by sector and requests for activation of special information

procedures — 2020/2025

Written requests for information — Energy sectors - 2025

Requests for activation of special information procedures by topics - 2025

Written requests for information — water and district heating sectors - 2025

Customer Satisfaction - 2025
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ARERA 1.1 - Calls to the Call Centre received during working

== hours - 2020/2025 (1/2)

12.078.295

Total calls since Sportello establishment (dec. 2009)

Freephone Number 800.166.654

Fig.|

+23% — =2T% ——
Calls to the Call Centre ¥
received during working 1.546.809
hours*
2020 - 2025 — 9% —
1.254.318 !
1.122.521
+31% —— 458.469 786.647
81296l
’7 630.083
480.475 278.024
320.767
2020 2021 2022 2023 2024 2025
Average
number of 1.899 2.495 4756 6.212 4419 3.159
calls/day
B Other topics™* Social Bonus

*) Service active Mon—Fri (8:00-18:00), excluding public holidays
**) e.g. Billing, contracts, connections, works and technical quality, Cmor
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€3 ARERA 1.1 - Calls to the Call Centre received during working 800186656

o hours - 2020/2025 (2/2)

12.078.295

Total calls since Sportello establishment (dec.2009)

Freephone Number 800.166.654

Fig.2
Calls to the Call Centre +23% — -27%
received during working v
hours* by sector 1.546.809
2020 - 2025
—— ¥99% ———
v
1.254.318
L
+31% . 786.647
|7 630.083
24.475
480475 1.083.236
42.406
744.970
605.608
438.069
2020 2021 2022 2023 2024 2025
H Energy sector B Environment sector

*) Service active Mon—Fri (8:00-18:00), excluding public holidays
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ARERA 1.2 - Calls to the Call Centre received during working | 800166 654

Autorita di Regolazione

{

‘é»\ per Energia Reti e Ambiente .
e — hours by topic - 2025

———————

Freephone Number 800.166.654
Fig. 3 Fig. 4
Calls to the Call Centre Calls to the Call Centre

received during working received during working
hours by topic (n.) - 2025 hours by topic (%) - 2025

Calls received by topic - % vs total
Portale Offerte,

Portale Consumiand

Alternative dispute settlement 304.487 39% ]
Purchasing Groups Files at the Help Desk
2% 2%
Social Bonus 278.024 35% Gradual standard offer Alternative
serviceand vulnerable dispute
househald settlement
Rights and Regulation 121.510 15% 7% 309
Gradual standard offer service and
53.799 7% Rights and
vulnerable household Regulation
Portale Offerte, Portale Consumi and 15%
16.588 2%
Purchasing Groups
Files at the Help Desk 12.239 2%
Social Bonus
Total calls received 786.647 |  100% 3%

786.647
Calls to the Call Centre
received during
working hours - 2025
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)ARERA 1.3 - Written requests for information by sector and requests for " 800166654

P Autorita di Regolazione

S
&@P per Energia Reti e Ambiente

——— activation of special information procedures - 2020/2025

Fig. 5
Written requests for 5 O O ° 9 8 8

information by sector and

requests for activation of Written requests for information by sector
special information and requests for activation of special
procedures - 2025 information procedures since 2020

B Written requests for information — water and district heating sectors

Written requests for information — energy sector

M Requests for activation of special information procedures — energy sector

¥56% —— ——+0,01% — +4%

¥ L

2020 2021 2022 2023 2024 2025
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1.4 - Written requests for information -

Energy sectors - 2025

Fig. 6

Written requests for
information by topic -
Energy sectors - 2025

2025 - Written requests for information

Social Bonus 11.222 28% Social Bonus

Billing 6.061 15% Billing
Market 5.852 15% Market
Non-payment of bills and disconnection 4.948 12% pmt of bills and disconn.
Contracts 4.199 10% Contracts
Connection, technical quality 3.677 9% ection, technical quality
Vulnerable household 1.672 4% Mulnerable household

Other 1.249 3% Other &85 3%
Metering 688 2% Metering 9 2%
Commercial quality 426 1% Commercial quality 8 1%
Prosumer 404 1%

Prosumer @ 1%

. Energy and Environment Consumer Help Desk Year 2025 Call Centre, Special Procedures and



€3 ARERA 1.5 - Requests for activation of special information 800166 654

Autorita di Regolazione SPORTELLO PER IL CON:

%P per Energia Reti e Ambiente

N — procedures by topics - 2025

Fig. 7

Requests for
activation of special
information
procedures by topics -
Energy sector - 2025

2025 - Requests for activation of special information procedures
Topic n. % vs tot. Date of the change of supplier _ .
(switching) and 42%

Date of the ch f li itchi d ier i
ate of the change of supplier (switching) an 17514 9% the name of the supplier itself

the name of the supplier itself

Requests for information C™OR 16.559 39% Reauests fon e '39%
Identification of the “unknown supplier” in 297 19% o

the event of a transfer L EETEEE ) Gl - 19%

‘“‘unknown supplier” in the

*) Special information procedures allow final customers in the energy sectors to obtain specific information encoded in centralised databases (Integrated Information System, Indemnity System)
accessible from the Help Desk and subject to specific regulation by ARERA. At the final customer’s request, the Help Desk, through these procedures, may provide: the name of the commercial
counterparty of the contract for which it is intended to request the transfer, the name of the current commercial counterparty with the date of switching and, with regard to the CMOR, the name of the
supplier that requested the application of that charge, the minimum contents of the claim provided for by the regulation and the information regarding the possible state of suspension or cancellation of
the compensation.
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1.6 - Written requests for information — water and

district heating sectors - 2025

Fig. 8

Written requests for
information — water
and district heating
sectors — 2025

2025 - Written requests for information

Topic n. % Vs tot.

Social Bonus 1.488 35%
Billing 1.203 28%
Contracts 735 7%
Technical quality 270 6,3%
Pricing and tariffs 24| 6%

Connection 223 5,2%
Metering 73 2%

Commercial quality 18 0,4%
Other 3 0,1%

. Energy and Environment Consumer Help Desk

Social Bonus

Billing

Contracts
Technical quality
Pricing and tariffs
Connection
Metering
Commercial quality

Other

) 35%
) 28%
J17%
J63%
J 6%
Js5,2%
J 2%
Jo,4%

Jo1%
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€3 ARERA
B L e 1.7 - Customer Satisfaction™ — 2025
o

Fig. 9 Freephone Number 800.166.654
ig.

Satisfaction of customers
who contacted the

Call Centre via
Telephone - 2025

Summary of call feedback

Percentage of customers who provided feedback at 2 1055
the end of the call

Q Not at all satisfied 5%
Fig. 10
Satisfaction of customers
who contacted the Customer satisfaction for
Call Centre with . . .
Written requests for information

written requests for
information - 2025

Percentage of satisfied customers who provided
95% | feedback following written requests for information Not at all Very
received by the Call Centre” satisfied satisfied

*) Percentage of customers reporting satisfaction with the service at the end of the procedure
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I:l Special Settlement Procedures and
Second-Level Complaints

ﬁ
T

www.sportelloperilconsumatore.it
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€3 ARERA
@ Autorita di Regolazione
&35 per Energia Reti e Ambiente

———

D Summary - Special Settlement Procedures and
Second-Level Complaints —

Energy sector

2.1 Special Settlement Procedures and other requests — 2020/2025
2.2 Special Settlement Procedures by topic — 2025
2.3 Special Settlement Procedures and other requests: Customer Satisfaction and

Compensation — 2025

Environment sector
2.4 Volumes Second-Level Complaints for water and waste sectors - 2020/2025

25 Second-Level Complaints for water sector by topic - 2025

V}{ Energy and Environment Consumer Help Desk -13- Year 2025 Call Centre, Special Procedures and
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€3 ARERA 2.1 - Special Settlement Procedures and other requests 800166654 |

Autorita di Regolazione SPORTE UMATORE
ENERGIA E AMBIENTE

&3P per Energia Reti e Ambiente
—— 2020/2025 —— e

Fig. ||

Special Settlement

Procedures and other )
+37% -43%

requests for energy sector

2020 - 2025 32.543

905

B Special Settlement Procedures
+103%

E3
W Other requests 23.817
1.234

18.390 -18%
1.064 GRS

a2 15.080

1.401
11.726

9.632 428
' 367

2020 2021 2022 2023 2024 2025

*) Other requests mainly concerned: cases related to the earthquakes in Central Italy, Ischia, and other natural disasters, the gradual transition to the standard offer service and support for vulnerable households,

customer reports and the Help Desk for Consumer Associations
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ARERA

S LA 2.2 - Special Settlement Procedures by topic — 2025

e
e —

Fig. 12

Special Settlement
Procedures by topic - 2025

2025 - Special Settlement Procedures

Topic n. % Vs tot.
Social Bonus 10.960 80%
CMOR 2.591 19% crer Jio
Double invoici 128 | %
oud € voleing Double invoicing '1%

*) Special solution procedures are applied for specific types of problems in the energy sectors, for the solution of which, at the final customer’s request, the Help Desk can
access codified information in centralised databases (as is the case for special information procedures) and, where appropriate, also send special requests for information to
the operators involved. In particular, final customer issues related to the social bonus and CMOR are handled through these procedures.

wene  ENErgy and Environment Consumer Help Desk

DRTELLD PER IL CONSUMAT

ENERGIA E AMBIENTE

A

Social Bonus —80%
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ARERA 2.3 - Special Settlement Procedures and other requests:
Customer Satisfaction and Compensation* — 2025

Fig. 13

Customer Satisfaction for
Special Settlement Procedures
and other requests - 2025 Satisfaction for Special Settlement

Procedures and other requests

Percentage of customers satisfied who provided
96% | feedback regarding Special Settlement Procedures and

other requests Not at all Very
satisfied satisfied

Fig. 14
Compensation for Special

Settlement Procedures:
Cwmor and Social Bonus- 2025

Compensation: 903.442 €

CMOR. 827.129 €
Social Bonus: 76.313 €

510.069 €

ﬂ Non - households Households ﬁ

*) The amount recovered by final users or customers following the intervention of the Help Desk, either through requests for refunds or
adjustments, or corresponding to the requested CMOR or to the value of the Social Bonus due for the relevant year.
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2.4 — Volumes Second-Level Complaints for water and

waste sectors - 2020/2025

Fig. 15

Volumes +109 -2% /7 -43%
% v

Woater and waste sectors
2020 - 2025 7.601 7.468

W Second-Level Complaints
for water sector

Bl Other requests*

0,1%

3.631 3.635

2020 2021 2022 2023 2024 2025

*) Other requests mainly include customer reports concerning the water sector, as well as other requests related to the waste sector.
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€3 ARERA 2.5 - Second-Level Complaints for water sector

S

by topic - 2025

Fig. 16

Second-Level
Complaints for
water sector

by Topic - 2025

2025 - Second-Level Complaints for water sector

Topic n. % Vs tot.
Social Bonus 3.078 77% Social Bonus [ 7%
Technical quality 310 8% Technical quality s
Billing 297 7% Billing [0 7%
Contracts 178 4% Contracts ' 4%
Connection 66 2% Connection 2%
Pricing and tariffs 45 [,1% Pricing and tarifis §1,1%
Metering 29 0,7% Metering $0.7%
Commercial quality 9 0,2% Commercial qualiey $0.2%
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