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actions after the earthquake in abruzzo 

Right after the earthquake in April 2009, Enel Distribuzione started working to supply electricity to disconnected 

customers. The approximately 15,000 customers who were disconnected at 3:32 a.m. on April 6 had decreased to 

4,500 after 5 hours and to 400 after 9 hours. By 4 p.m. all the reconnections had been completed and the company 

began its ordinary managements of malfunctions on the low-voltage network.   

The 277 low-voltage lines located in the areas where buildings collapsed, and thus had been evacuated, were kept 

disconnected for safety reasons in agreement with the Fire Department (FD) and the Civil Defense Department (CDD). 

These lines serve about 10,000 customers.

At the request of the FD, the gas supply for several municipalities was immediately interrupted.    

About 42,000 customers were affected.   

Enel Distribuzione did everything in its power to cope with the emergency, reinforcing and replacing local units with 

men and equipment from the adjacent areas.     

Immediately after the earthquake 118 workers were mobilized, 77 for the electricity network and 41 for the gas 

network. Thirty generating sets were made available for use in the afternoon of April 6, with 45 more brought in 

during the following days.   

Enel Distribuzione has provided and continues to provide continual support to the operations center of the CDD, 

which was set up in the Finance Police School in L’Aquila.

On April 7, 8 floodlight towers were made available for emergency lighting in several sensitive areas. 

The first actions after the earthquake consisted in supplying electricity, from both the network and generating units, 

for the 170 evacuee camps set up by the CDD (400 supply points with a total of about 40 MW of electric power). In 

the first few days 22 units, generating a total of 2.7 MW, were installed in the areas damaged by the earthquake, while 

18 mobile substations were used for emergency supply.         

Gas was provisionally supplied to the hospital, the Finance Police School, the FD headquarters, a number of evacuee 

camps, and the Aquila industrial laundry by 7 cylinder trucks, after which plans were made with the CDD and the FD 

for reactivating the interrupted supply of gas.     

The evacuee camps were supplied with electricity until the CDD completed their dismantling in October 2009. In addition 

to supplying the camps, beginning in June Enel Distribuzione was engaged in connecting the new housing that had been 

constructed to enable people who had lost their homes to settle in permanent and safe housing before the winter.    

The reconstruction plan provides for 4 kinds:

>	 C.A.S.E. (sustainable and eco-compatible earthquake-proof complexes): in 2009, Enel Distribuzione connected 

4,000 supplies for household use and about 300 supplies for other out of 4,500 apartments; 

>	 M.A.P. (temporary living modules): in 2009, Enel Distribuzione connected 1,000 modules out of 1,800;

>	 M.A.P. - Frazioni (temporary living modules in hamlets in the municipality of L’Aquila): in 2009, Enel Distribuzione 

connected 850 supplies for household use and about 100 supplies for other uses out of 1,100 apartments; 

>	 M.U.S.P. (temporary school modules): in 2009, Enel Distribuzione carried out preliminary work for connecting 6 

MUSP out of 45 buildings.    

All the connections were preceded by the moving of LV and MV lines that interfered with construction work on 14 sites.   

More work was necessary to disconnect or move the supply lines of 5,000 of the 16,500 type-E homes, i.e., ones that 

were so damaged that the CDD and the FD issued orders for them to be demolished or shored up, followed by radical 

repairs to restore and reinforce their structural elements.  

The earthquake also led to a considerable increase in requests for new connections for individuals who were 

independently building new houses or business buildings, many of which were moved from their former locations. 

There were about 500 such requests in 2009.

The earthquake caused damage estimated at 15 million euro on the electricity distribution network and 20 million 

euro on the gas distribution network. The work right after the earthquake cost about 10 million euro, evenly divided 

between the electricity and gas networks. 
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In Italy, the Sales Division undertook initiatives to overcome linguistic differences 

and the problems connected with disability by using bills in German (about 

50,000 customers) in the Triveneto regions and bills in Braille for blind 

customers (about 920) for the more protected service.

Furthermore, it is promoting the use of SMS managing electricity supply 

contracts. This instrument can be easily used by all customers with disabilities 

regarding speech or hearing. In effect, with a simple SMS it is possible to 

communicate a meter reading, request forms for the direct debit of bills to bank 

accounts, and obtain copies of bills issued.

Again in Italy, the Infrastructure and Networks Division implemented an 

innovative system, the Remote Management of electronic electricity meters, 

which supports a new approach to relations with customers. It is based on smart 

infrastructure, of which the electronic meter constitutes the front end towards 

the customer.

The electronic meter is an integrated group incorporating - in addition to its 

metering functions - a display for accessing information on contracts and 

consumption, a form that enables customers to communicate with Enel’s central 

systems through the power network, and a device for the remote authorization 

of connections and disconnections. Thanks to these components, the meter can 

transmit information on consumption, receive updates on the contractual 

parameters chosen by customers, and carry out remote-controlled connections 

and disconnections. 

In Spain, all the communications, including bills and informative brochures, that 

Endesa sends its customers are written in both Castilian and Catalan.

The “Canal Ético” is available in the five languages of the countries in which 

the company is present and is also accessible by its personnel in Argentina, Brazil, 

Chile, Colombia, Spain, Portugal, France, Greece, Ireland, Italy, and Peru.

When a number of legislative changes of great interest for customers went into 

effect, such as the switch to monthly billin in the regulated market and the 

creation of the TUR and the “Bono Social”, it became apparent that the public - 

both customers and others - found it difficult to understand these changes and 

their impact on their relationship with their energy company. Endesa thus created 

an Internet portal for the purpose of appropriately informing the public about 

monthly billing, the TUR, the “Bono Social”, contracts, etc. The website also has 

web 2.0 functions, which allow the use of audiovisual content, such as the video 

explaining the TUR, enhance the presentation of information, enable customers 

to participate in surveys, etc. During 2009, different version of the portal were 

created, which gradually incorporated additional content and functions

Changes in the law also led to requests by Consumer Associations and public 

bodies to explain the changes to consumers and the public to defend their interests. 

Thus a team was created to manage relations with such associations and bodies. 

The team organized periodically, and participated in, a number of consumer 

forums, at which it explained the procedures adopted by the company and noted 

the main concerns of consumers in order to adopt more appropriate measures.   

At the same time, Endesa carried out actions to inform customers and others 

about the smart use of energy, provided advice on the protection of household 

systems, and offered a “Welcome Pack” informing customers about the 

functions of the power board, as well as offering advice about maintaining and 

protecting their home and using electrical appliances.

A sticky note on the back of bills is a space for sending messages to customers 
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with advice on how to conserve energy and protect installed systems. 

“Twenergy” is an online instrument which involves consumers in conserving 

energy and using clean energy, while on YouTube is also used to convince 

consumers to use energy more responsibly. 

To promote energy efficiency in Argentina, Edesur, an Endesa company:   

>	 sends its 2 million customers periodical messages inserted in bills with advice 

on energy conservation and its benefits;

>	 offers the more than 500,000 customers who pass through its sales and 

payment offices every month a series of institutional brochures that inform 

them about the consumption of the most common electrical appliances and 

provide information on the efficient use of electricity;    

>	 carries out a campaign for children attending schools in the area of its 

concession in order to teach them about the safe, rational, and efficient use of 

energy. Parents and teachers also participate in this campaign.

In Chile, since 2002 bills in Braille have been available upon request by customers 

at no extra cost. This service is current used by 242 customers. 

Campaigns are carried out in Peru to distribute brochures and disseminate web 

messages on the safe use of electricity and preventive actions against accidents 

caused by electric installations.

Among the various initiatives, the following should be noted:  

>	 bills in Braille;

>	 a telephone service for listening to customers; 

>	 the use of television at service centers to inform customers of the services 

offered.

In Brazil, people with special needs have special mechanisms at their disposal in 

the main channels of communication with the company. There are signs 

identifying services in the shops, where there are employees who can 

communicate in foreign languages or sign language. Bills have been issued in 

Braille since 2004 for registered customers.  

There are also projects that facilitate access to electricity, such as “Low-income 

Rates”, for customers with little purchasing power, and the “Ecoelce” and 
“Ecoampla” programs, which reduce the cost of energy, as well as 

social programs that help create income. 

The theme of the safe use of energy was developed in all the channels of internal 

communication of distribution companies and in the annual advertising plans.   

A number of channels - such as television, radio, Internet, bills, posters, and 

brochures - are used to carry out external communication campaigns in order to 

ensure that the message is understood by everyone. 

In Colombia Condensa, an Endesa company, is the only energy company in 

Colombia that has issued bills in Braille since 2004, including them with the 

traditional bills upon request and at no extra cost.   

In Romania, Enel Energie and Enel Energie Muntenia do not presently have 

specific programs regarding multi- or bi-lingual information available in Braille or 

on an audio support.  

The companies have not had to cope with this kind of request so far, but will 

take all the measures necessary in the future to satisfy particular needs.
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The OHSAS - Occupational Health and Safety Assessment Series 
- 18001 specification establishes the requirements of a health and 
safety management system and certifies corporate organizational 
models. In this way it is possible to plan and implement the actions necessary 

for managing Occupational Health and Safety (OHS) according to the 

characteristics of different risks. 

In Italy, the Generation and Energy Management Division obtained BS-OHSAS 

18001 certification in 2008. This represented the conclusion of a three-year 

development plan and was not only an important goal, but also the starting point 

of future activities aimed at consolidating and improving the Division’s work 

method.  

In 2008 as well, the Engineering and Innovation Division received certification 

from the CSQ Institute (of the IMQ group) for its safety management system in 

conformance with the BS-OHSAS 18001:2007 standard for the Plant 

Development and Construction Business Area. This important achievement 

rewards months of intense work by the Division’s Safety Department and both 

office and worksite personnel.  

The Infrastructure and Networks Division manages the electric power 

distribution networks. The networks are managed in compliance with the building 

and operating regulations on plant safety, which is ensured in the design, 

construction, testing, and operation of the plants. The distribution network has a 

management system certified in conformance with the ISO 14001:2004 standard, 

the OHSAS 18001:2007 standard for OHS, and the ISO 9001:2000 standard for 

the maintenance of its HV, MV, and LV systems and remote control.  

Furthermore, cooperation among Enel, other line and substation operators, and 

the ISPRA-ARPA inter-agency system led to the drawing up of national guidelines 

for governments and private individuals on the application of the Decrees of May 

29, 2008 “Approval of the procedures for measuring and assessing magnetic 

induction” and “Approval of the calculation method for determining safety 

distances for electric power lines”. 

In 2009 as well, a number of simulations to assess the magnetic field were carried 

out with special calculation software during the authorization procedure for new 

electric lines and substations and at the request of government agencies and 

private individuals for precise opinions.  

With regard to health and safety Issues, the Sales Division acts to:  

achieve continual improvement of its activities, processes, services, and >>

behavioral models regarding the health and safety of its workers;     

achieve the goals set and develop the awareness of everyone concerned >>

(personnel, customers, suppliers, associations, etc) by providing the relevant 

information;  

cooperate with the authorities and qualified bodies in defining and developing >>

provisions regarding worker health and safety;  

comply with the applicable regulations regarding OHS; and  >>

propose the reasonable, constant improvement of prevention and protection >>

activities regarding OHS.   

PR1 
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The Sales Division has obtained certification for OHS according to the OHSAS 

18001:2007 specifications.

In Romania, Enel Energie has been certified according to the ISO 9001:2008, ISO 

14001:2004, and OHSAS 18001:2008 standards for OHS.  

Energie Muntenia has been certified in conformance with the following: ISO 

9001:2008, ISO 14001:2004, and OHSAS 18001:2008.

As far as health and safety are concerned, the sales companies have: 

developed work Instructions and procedures;  >>

projects for monitoring OHS among employees, customers, and partners;  >>

related activities such as work groups and Safety Week.>>

As far as the value-added products and the services supplied by Endesa are 

concerned, in Spain an analysis of the possible impacts on the health and safety 

of consumers is performed, including an approval process according to health 

and safety criteria for suppliers, too. 

Endesa is covered by ISO 14001 certification. Since it produces and distributes 

energy, it adopts specific measures to ensure the safety of its installations.  

For the market, from a commercial point of view, the qualitative assessment of a 

product begins with establishment of quality checks in the initial stage of 

installment of the product.       

In addition, for transformers not owned by the distribution company, Endesa 

Energia provides maintenance of transformation centers that ensures compliance 

with existing regulations and their proper installation. 

In Argentina, all of Edesur’s installations (lines, cables, and transformers) are 

inspected and tested for compliance with the provisions of the law regarding 

magnetic fields, radio interference, and acoustic pollution.

In Brazil, consumers are constantly informed on the safe and rational use of 

electricity through the most Important media (radio, newspapers, and television), 

energy bills, and brochures available at the company’s offices.     

Injury rates are monitored and the most frequent kinds are analyzed in order to 

carry out campaigns and produce educational materials for the public.   

If an accident involves the public, the analysis is performed by the Work Safety and 

Maintenance Unit. The causes and non-compliance are then pinpointed and 

corrective measures are taken.   

Electrical installations are always accompanied by the identification of the points 

that are at risk of breaking. If there is an event of this kind, the system has 

automatic mechanisms that disconnect energy from the area concerned. Safety 

indices are monitored In order to improve actions to make the public aware of 

safety and risk issues.   

For example, the “Risk-free Vacation” project, which was implemented in 2009 in 

the region of Rio de Janeiro and Cearà, highlights mainly the potential risk of 

playing with kites near electric power lines. Communities participate in 

educational projects such as “Pathways of Efficiency”.   

Other actions of prevention regarding the electric power network are also carried 

out, such as the installation of distancers to prevent extraneous objects from 

reaching the system.   

In addition, the use of a questionnaire regarding the prevention of occupational 

injuries is essential for both employees and the public at large. 

The construction of lines and substations requires different equipment - subject 
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to approval by local bodies - according to the kind of project, the environmental 

impact assessment, and the assessment of risk for the population. 

In the transmission and distribution of energy, activities are accompanied by 

information and signs in high-voltage areas and by monitoring of the areas. In 

several substations, the monitoring is performed by video cameras, which 

facilitates the identification of every possible risk connected with damaged 

equipment. Furthermore, high-voltage areas are fenced and protected in order to 

prevent anyone from coming into contact with electricity. Functionaries are 

continually trained in safety to prevent accidents. In urban areas, equipment is 

installed on the network to prevent anyone from climbing up to the cables. There 

are signs and protection devices on low-voltage networks, too.

In Colombia, since Condensa is a generation and distribution company that is 

covered by ISO 14001 and OSHAS 18001 certification, specific measures are 

continually monitored in order to ensure the safety of the installations.  

In Perù, Edelnor monitors noise and magnetic fields in its substations and the 

adjacent areas to assess their impact on the community. At the same time, the 

quality of the water discharged into the river after filtration is also monitored.
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The Remote Management System 
By now, the Remote Management System is a reality in the Italian distribution 

network. In effect, the installation of smart meters has been completed and the 

supporting IT infrastructure has gone into operation.  

The 32 million meters are remote-managed with computerized 
transactions that enable the Company to serve its customers more 
rapidly and effectively. 
Thanks to the Remote Management System, it was possible to also introduce a new 

rate system characterized by flexibility and thus adaptable to all requirements.  

Launched in 2005, Time-Differentiated Rates have enabled Italian families, for the first 

time, to establish a veritable rate plan based on their different consumption habits, 

with an opportunity to save significantly. 

This system is an advantage for the entire electric system, because it improves the 

efficiency of the services supplied to customers and, through differentiated rates, gives 

them an incentive to shift their energy consumption to hours when there is less load, 

while at the same time providing Enel with the instruments for optimizing its own 

processes.     

The remote, rather than on-site, management of the great majority of commercial 

transactions and the main meter activities also contributes to the reduction of CO2 

emissions.

Thanks to the success of the Remote Management System in Italy, Enel will extend its 

application to its distribution networks in other countries. In particular, a project is in 

progress to adapt the system and its equipment to the regulatory obligations of Spain. 

In 2010 Endesa will begin to install the system in its distribution network, with plans to 

install 13 million meters by 2015.     

These are the numbers and the schedule of Cervantes, the Enel-Endesa project for 

bringing remote management to Spain.

“Cervantes” was presented officially on July 14, 2009 in Madrid at the headquarters of 

the Unesa, the association of Spanish electricity companies, during a press conference 

with the participation of representatives of the national government, local institutions, 

the media, and other Spanish utilities.  

Endesa will be the first electricity company to install a remote 
management system in Spain and the entire process will be completed three 

years early with respect to the provisions of Spanish legislation. 

For this solution, Endesa was given the “European Utility Award” in the Business 

Performance category during the “Metering Europe 2009” event.

Smart Info
The “Smart Info“ project stems from the provisions of the Electricity and Gas 

Authority’ s resolution ARG/com 56/09, which applied the provisions of article 17, 

paragraph 1, letter c) of Legislative Decree n. 115 of May 30, 2008. According to the 

latter, “electricity companies ... shall find ways for end customers to check in a simple, 

clear, and understandable way the readings of their meters, both through special 

displays that are visible and easy to get to and through access to the same data via 

Focus Customer-tailored Projects
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other IT or electronic instruments the end customer already has.”       

Thus these provisions regard demand-side management and the promotion of efficient 

energy use. 

The project provides for the development of a device that communicates with the 

electronic meter from household and enables customers to access the information 

in the meter more easily via a number of visual supports (personal computers, 

entertainment equipment, electrical appliances, mobile devices, and dedicated 

displays) or to have a more precise idea of their consumption and how to optimize it by 

organizing their use of appliances and lighting more efficiently. The device will transmit 

the information on consumption collected from the meter inside the residential 

network through a standard and open communication protocol.

Smart Grids
Electricity networks were originally constructed to collect large quantities of energy 

from power stations and distribute them to a large number of customer-consumers: in 

short, centralized control, power flows in one direction, and passive networks. 

Now the classic idea of the electricity network is on its way to obsolescence. Not 

only are there more lines, switches, and transformers, but now there are electronics, 

computers, and communication.    

One of the main drivers of this change is the European Union’s “20-20-20” goals, which 

include, by 2020, a 20% reduction in greenhouse gas emission with respect to the 

1990 levels, a 20% increase in energy efficiency, and 20% of total electricity production 

from renewable sources. These goals are then translated into national goals, which for 

Italy means producing 17% of its energy from renewable sources by 2020 compared to 

5.2% in 2005.    

With the spread of distributed generation from renewable sources, even in households, 

an additional network is coming into being that has to be integrated with the 

traditional one: thus, no longer centralized, but rather dispersed, control, two-way 

flows of power, and active networks.   

Thus distributors are faced with a transformation necessary for them to be able to 

manage both the flows of energy produced by large power stations (thermal, hydro, 

etc.) and those produced by small and medium-sized plants from renewable sources 

(photovoltaic, wind, etc.). Consequently, it will no longer be sufficient to control 

national production, but it will be necessary to monitor, manage, and integrate – even 

at the local – level the distribution of electricity produced in low and medium voltage 

from renewable sources.

The electricity network is thus no longer only a channel for transmitting 
and distributing electric power for large power stations to end 
customers, but a “Smart” grid: a common network that can enable 
producers and consumers interact, determine demand in advance, 
and flexibly adapt the production and consumption of electricity. This 

will be a network consisting of many small networks connected with each other and 

able to communicate and exchange information on energy flows, thus managing 

demand peaks more efficiently by avoiding supply interruptions and reducing the load 

if necessary. 

Focus Customer-tailored Projects
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There is a similarity with the Internet, where all the users are interconnected and 

can both send and receive information, thus breaking out of the from-one-to-many 

distribution scheme.   

The smart grid automates recovery processes and informs the electricity distributor 

if there are malfunctions at any point on the network, thus speeding up the repair 

work and restoral of supply. Likewise, it allows two-way interaction between the local 

producers and consumers in a synergetically integrated whole.      

Thanks to its implementation of innovative projects such as the Remote Management 

System, automation, and remote control, Enel Distribuzione is already recognized as a 

benchmark at the international level in terms of overall performance.       

Such projects constitute the essential framework for the development of smart grids. In 

effect, thanks to the Remote management System, customers can find out minute by 

minute how much energy they have withdrawn, how much they have produced and 

injected into the network, the rate currently applied, and to what time of day it is most 

advantageous to shift their consumption. Furthermore, as the coordinator of European 

research, development, and demonstration projects on Smart Grids, Enel Distribuzione 

consolidating its leadership in this field to ensure the greatest benefits for the Italian 

electricity system, end customers, and electric power companies. These benefits lead to:

the efficiency of the energy system;  >>

better management of energy demand and supply;  >>

a reduction of energy losses due to theft or technical failures;>>

the possibility of planning consumption at different times of the day;>>

the possibility of activating value-added services; >>

increasing use of electric vehicles with related recharge stations interconnected with >>

the electricity network;  

increasing involvement of small and medium consumers for electricity production >>

from rerewable sources;   

the reduction of CO>> 2 emissions.

Essentially, the electricity network of the future must satisfy four fundamental 

requirements. It must be: 

 >> accessible, ensuring access to the renewable sources of production;  

 >> reliable, ensuring the supply of electricity;  

 >> efficient, in order to be lower-cost and reduce greenhouse-gas emissions; and

 >> flexible, in order to satisfy the new requirements of consumers, such as to actively 

participate in the production of electricity and to recharge their electric cars without 

impediments of time or space.     

Thanks to the infrastructure already in place and to the initiatives and projects in 

progress on Smart Grids, Enel Distribuzione is proactively working to ensure the utmost 

overall benefit for all the stakeholders involved.   

Focus Customer-tailored Projects
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Address
ADDRESS is a research project coordinated by Enel Distribuzione and 
co-financed by the European Union. It aims to develop technical and 
commercial solutions that enable even small and medium consumers 
to participate actively in the energy market by offering to modulate 
their consumption and sell the energy they produce. The ADDRESS 

consortium consists of 25 partners in 11 European countries: universities, research 

institutes, and companies engaged in the supply, distribution, and sale of electricity and 

the production of electrical appliances and equipment for the electric power network

In the ADDRESS vision, consumers participate in the market through an intermediary, 

the aggregator. This is a new figure in the energy industry, who will have the task 

of collecting the requests of the market and trying to satisfy them by exploiting and 

aggregating the potential of his customers in terms of consumption modulation and 

energy generation. 

ADDRESS is working on a device, the Energy Box, which, once installed in the 

consumer’s home, will be able to receive the requests of the aggregator and regulate 

the use of electrical appliances and generating systems accordingly. This situation 

should be advantageous for both the aggregator and its customers. At the  same 

time, the participation of consumers in mechanisms for regulating consumption and 

in distributed generation could make the system more sustainable, efficient, and 

reliable, thanks to a more intelligent management of the peaks of consumption, which 

constitute a risk for the system and otherwise would require the construction of costly 

power stations.      

The project is tackling a number of different aspects through dedicated work groups, 

including:  

Network operation:>>  all the aspects connected with the operation of the network 

are dealt with by a dedicated work group led by Enel Distribuzione. Together with 

consumers and the aggregator, the companies that distribute electricity are involved, 

since they will have to ensure the functioning of the electric network in the new 

scenario.   

Social and economic aspects>> : understanding the requirements of consumers 

and seeking more appropriate, comfortable, and advantageous solutions is crucial 

for the success of the ADDRESS vision. Therefore, one of the project’s work groups is 

dedicated to investigating these matters. There will be no lack of recommendations 

from the parties concerned, such as the regulatory bodies of the electricity industry 

or those who could be aggregators in the future.   

Telecommunications:>>  to investigate and devise a communication architecture 

that makes possible real-time interaction among customers and the different players 

in the market, the systems for metering and managing smart electrical appliances, 

and the household accumulation and generation systems.   

Focus Customer-tailored Projects
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A group of experts, consumer representing consumers and other stakeholders assists 

the ADDRESS consortium in understanding as well as possible the requirements, roles, 

and responsibilities of the different parties concerned.    

In 2011, the prototypes developed will be tested for the first time, followed by real 

demonstrations, with the participation of consumers, in Spain, Italy, and part of France. 

The first international workshop, at which the first results will be presented, will take 

place in 2010. 

The ADDRESS website provides up-to-date information on project developments and 

public events.  

Archilede
Street lighting is an ideal starting point for a policy of energy conservation, which, as 

prescribed by the related EU directives, must aim to limit waste and eliminate products 

that consume excessively from the market and replace them with more efficient 

ones. The Archilede project will allow more than 40% of the energy 
used in street lighting to be saved with respect to the best traditional 
technologies (high-pressure sodium-vapor and metal-halogen lights) and up to 

60% with respect to less efficient traditional technologies (mercury-vapor lights), with a 

substantial reduction of energy costs and a light environmental impact.         

From this point of view, Enel Sole’s pilot project, which will be launched first in Lodi, 

Alessandria, and Piacenza, with an initial total of about 400 light sources, will lead not 

only to a sharp reduction in consumption, but also to a significant reduction in the 

municipalities’ energy costs and an annual avoidance of about 11 tons of CO2. 

In practice, light will be concentrated where it is needed, mainly on streets and at 

intersections. In time, Enel Sole plans to extend the project to the national 
level, applying the new system to all of its 2 million light sources – which 

constitute 22% of the Italian market and are distributed over 4,000 municipalities – 

by replacing at least 100,000 a year. The company also intends to propose the new 

system abroad, too, where it is convinced it will find considerable interest, as it has 

for its innovative electronic meters, which it has already exported to Russia, Spain, the 

Netherlands, and Australia.

Electric Cars
Enel Distribuzione’s Electric Car project is an original undertaking for implementing and 

managing innovative infrastructure for recharging electric vehicles. It was designed 

with cutting-edge technology that ensures the required safety standards and an 

advanced recharging service based on the electronic-meter technology.     

Enel’s active participation on the International Standardization Committees – which 

are engaged in standardizing the connector and the communication protocol – makes 

the Electric Car project even more distinctive, thus contributing to the realization of 

both a public and a private recharge network for latest-generation electric 
vehicles that is also capable of supporting existing vehicles. The objective of this 

activity is to devise technologies and procedures that enable customers to recharge 

their electric cars in the same way throughout Europe.       

Focus Progetti a misura di clienteFocus Customer-tailored Projects
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The technologies adopted and the solutions implemented for customer recognition 

and authorization, as well as for the related debit of the energy consumed also allow 

customers to enjoy any future dedicated rates that the Authority may assign to the 

recharging of electric vehicles and to have a single supply contract that includes both 

public and private recharging.      

This project is in line with Enel’s general objective to acquire concrete experience in 

projects on Smart Grids. In particular, the infrastructure will have to overcome the 

economic and functional barriers for the large-scale development of electric mobility 

and enable services and functions consistent with the objectives of the future Smart 

Grids, such as load management and storage.      

The first important implementation for trying out the innovative functions of the 

Electric Car project in the field will be an important pilot test in 2010 provided for by 

the agreement signed by Enel SpA and Daimler, the “E-mobility Italy” project, which will 

involve the three Italian cities of Rome, Milan, and Pisa (among other things, where the 

Enel Research Center is located) until 2013. These three cities represent the different life 

styles and housing models in Italy.       

Enel will be responsible for the development, creation, and functioning of public and 

private infrastructure with over 400 recharging stations and the related central control 

system, while Daimler will supply more than 100 electric Smarts to private customers 

and will take care of their maintenance.    

The energy provided by Enel SpA for the electric cars will be certified RECS (Renewable 

Energy Certificate System), an international system that involves 25 European countries, 

which was instituted to finance the development of renewable energy sources such as 

water, the sun, wind, and the heat of the earth. 

Listening to customers 
As far as listening to customers is concerned, the “Close to You” service was introduced 

on the web channel, through which customers have an additional way of letting the 

Company know what they think.   

Special attention was also given to the aspects of communication by a project that 

revised the form and content of all the correspondence sent to our customers.       

Further initiatives begun in this direction in 2009 will be carried out in 2010. Particular 

mention should be made of the extension of the network of branches equipped with 

all the instruments for “customer management”, with the aim of making Enel’s local 

presence ever more widespread.

Passion for Quality
In 2009, the Company’s organization focused its energy on the dissemination of the 

culture of quality and through the “Passion for Quality” program acted simultaneously 

in several spheres: measuring quality, listening to customers, and communication.   

The project aims not only to achieve excellence in conducting the classic stages of 

personal contact and listening to customers, but also includes a specific program 

for each of the activities carried out by the Sales Division: from commitment to the 

development of new products to relations with suppliers.  

Focus Progetti a misura di clienteFocus Customer-tailored Projects
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Beginning with the question of measurement, the “Passion for Quality” project 

has established a control system that correlates the indexes of Customer Satisfaction, 

Complaining, Churn Rate,  and Net Promoter Score with operating performance 

indicators which can be acted on to improve them.    

This instrument furnishes monthly a precise picture of the extent to which the 

objectives are achieved by single employee involved and by single goal assigned. 

Furthermore, it allows reports to be made summarizing the data on progress by goal 

category, incentive type, and by business and technical area.        

The strategic importance of this project is that it enables managers to have the 

complete and timely information that is necessary for taking action and providing 

systematic feedback to all of the employees involved. This also facilitates full agreement 

on corporate objectives, as well as taking responsibility for achieving the assigned 

targets. 

Checking commercial activities 
Enel continues to avail itself of a team specialized in checking the consistency of the 

Company’s commercial activities and operating practices with its corporate procedures, 

as well as the provisions of the law and the regulatory Authorities.     

The checks are carried out at the units that manage the contact with customers – both 

internal (physical locations, contact center) and external (contact center, physical 

locations, remote sellers, agencies) – and through mystery calls. Their purpose is to 

monitor the fairness of commercial practices in their entirety.   

The same people contribute to ensuring compliance with antitrust regulations by 

participating in the planning of training and professional refresher courses, as well as 

seeing to the updating of the behavior codes.   

In 2009 more than 15,000 checks were performed.   

The information collected was analyzed by contact/sales channel and in greater detail 

for each of the components of the different channels. The direct observation of the 

personnel at work highlighted the single non-complying actions, thus allowing the 

causes to be determined and enabling the Company to target measures to the specific 

situations.        

These checks contributed to finding out about behavior that was previous perceived 

only indirectly through the reports of customers, making it possible to take swift and 

effective action.   

“If attention rhymes with conciliation”
In 2007, when the equal-terms Alternative dispute resolution procedure 
adopted together with the consumer associations was launched at the 

national level, the slogan adopted was: “When attention rhymes with conciliation”. 

Three years later, this procedure, which takes place entirely on line, now allows more 

than 20 million customers to resolve any financial dispute connected with their 

contract for the supply of electricity or gas quickly, simply, and free of charge.      

This instrument is available to all household customers of Enel Servizio Elettrico, the 

company that supplies electricity in the enhanced-protection service, and Enel Energia, 

Focus Customer-tailored Projects
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the company that sells electricity and gas in the free market.  By the end of 2010, this 

instrument will be extended to more customers. In effect, Enel has started discussions 

that will lead to the signing of a protocol of understanding with the six most important 

national associations representing small and medium-sized businesses – Cna, 

Confartigianato, Confcommercio, Confapi, Confesercenti, and Confagricoltura – which 

will allow this procedure to be extended to the entrepreneurial world.    

The experience is derived from the telephony industry. More than ten years ago, the 

consumer associations started to pursue this way as an alternative to that of ordinary 

justice for solving disputes with the major companies. Seeing that the results were 

extremely positive, they decided to use it in other markets, too, including the energy 

market, at a particularly sensitive time: that of the complete and definitive liberalization 

of the industry.  

Enel is now the only company in Italy and all of Europe to have a 
Alternative dispute resolution procedure in fully in place at the national 
level. Considering the international dimension attained by the Company in the last 

few years, the model will be exported abroad to repeat the positive experience of joint 

planning with the Italian consumer associations. Cooperation constitutes a best 

practice when it comes to the relations between a large company and its stakeholders    

The project was born in 2004 and became a concrete reality two years later with the 

signing of a protocol and rules for its implementation by Enel’s Chief Executive Officer, 

Fulvio Conti, and the heads of all the consumers associations of the CNCU (National 

Council of Consumers and Users, a organization founded in 1998 at the Ministry of 

Economic Development).  

The procedure was tested for about a year in Piemonte and subsequently extended 

to all of Italy. The extension took place after a series of 28 training courses for the 

conciliators and local representatives of the consumer associations, which were 

organized at Enel office in nine cities by Consumers’ Forum, with financial support from 

the Electricity and Gas Authority.     

Projects in Romania
During 2009 Enel Energie and Enel Energie Muntenia introduced a number of new 

services and changes in their billing system to improve the quality level for customers. 

For example, now all customers can report their meter reading free of charge by dialing 

a toll-free number, as well as pay their bill in different ways.    

All these changes were implemented after consultation with consumer associations 

and customers received information presenting the new services and explaining how 

to use them.

Focus Customer-tailored Projects
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In all the countries where Enel is a distributor of energy, the percentage of the 

population that is not served is 0%.  

In Italy, the Infrastructure and Networks Division operates in an industry - gas 

and electricity distribution - that is regulated by the Electricity and Gas Authority. 

Whoever the network infrastructure in concession must ensure equal conditions 

for accessing and using the same to all parties that so request.  

The objective is to support the liberalization for the benefit of end customers and 

healthy competition among the different companies that operate in the free 

market, such as the producers and vendors of energy. 

Among the most important responsibilities that Endesa assumes in Spain is to 

ensure that electricity is accessible to as many people as possible and at the same 

time to supply it safely, efficiently, and with quality service. 

The distribution network covers the entire country. In the few specifically 

individual cases in which the service is not provided, this does not depend on the 

distributor, but has other causes, such as the service has not been requested, for 

example, of the municipality does not allow it.   

 EU26
Percentage of population 

unserved in licensed distribution 

or service areas.  

 EU25
Number of injuries and fatalities 

to the public involving company 

assets, including legal judgments, 

ettlements, and pending legal 

cases of diseases.  

Enel is concerned about the safety and health not only of its employees and 

those of its contractors, but of all the people who live in contact with the Group’s 

operations.   

Injuries of third parties are monitored constantly and are used to improve 

infrastructure safety systems. 

In 2009, 35 outsiders were seriously injured and 32 died, almost all of which 

were due to electric causes (63%) or traffic accidents (36%). 

It should be noted that many electric injuries (33%) involve construction work 

near power lines and all of 26% occur during attempts to steal electricity.   

No legal proceedings against third parties were resolved or pending either in Italy 

or abroad in 2009.
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For this indicator, in Italy the Sales Division currently monitors the time from 

disconnection to reconnection.  

Thanks to the adoption of electronic meters, in most cases customers are not 

completely disconnected, but the available power is reduced to 15% of the 

power contracted. This allows customers to still have enough power for the 

essentials (lighting, refrigerator) until they pay their arrears.  

For 2009, the data for Italy are available.   

Enel undertakes in the medium term to report this indicator for all the Countries 

in which it operates.  

 EU27
Number of residential 

disconnections for non-payment, 

broken down by duration of 

disconnection and by regulatory 

regime.

KPI UM  % Boundary

2009 2008 2007 2009-2008 2009-2008

Disconnected customers by time from 
disconnection to reconnection: (n.) 59,596 - - - -

Electricity 
Italy

< 48 h (n.) 24,905 - - - -
Electricity 

Italy

48 h - 1 week (n.) 11,649 - - - -
Electricity 

Italy

1 week - 1 month (n.) 14,791 - - - -
Electricity 

Italy

1 month - 1 year (n.) 8,251 - - - -
Electricity 

Italy

Customers disconnected by time from 
disconnection to reconnection:  (n.) 6,613 - - - - Gas Italy

< 48 h (n.) 831 - - - - Gas Italy

48 h - 1 week (n.) 2,243 - - - - Gas Italy

1 week - 1 month (n.) 2,976 - - - - Gas Italy

1 month - 1 year (n.) 563 - - - - Gas Italy

KPI UM  % Boundary

2009 2008 2007 2009-2008 2009-2008

Outage frequency per customer (including 
external causes) (n.) 4.9 5.3 5.1 -0.4 -7.0 Italy

Outage frequency per customer (excluding 
external causes) (n.) 4.8 5.1 4.9 -0.3 -5.0 Italy

Outage frequency per customer (n.) 6.7 - - - - Romania

Outage frequency per customer (n.) 1.7 - - - - Iberia

The frequency of power outages is shown below.

Because of the difficulty in standardizing the data regarding the Latin American 

countries with respect to the European countries, the former are not reported in 

this document. 

Enel undertakes in the medium term to report this indicator in all the countries in 

which it operates. 

 EU28
Power outage frequency.  
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The indices regarding power outages are shown below.

Because of the difficulty of standardizing the data regarding the Latin American 

countries with respect to the European countries, the former are not reported in 

this document.  

Enel undertakes in the medium period to report this indicator in all the countries 

in which it operates.  

Plant availability is shown below. 

Because of the difficulty in standardizing the data regarding the Latin American 

countries with respect to the European countries, the former are not reported in 

this document.  

Enel undertake in the medium term to report this indicator in all the countries in 

which it operates. 

 EU30
Average plant availability factor 

by energy source and by 

regulatory regime.

 EU29
Average power outage duration. 

KPI UM  % Boundary

2009 2008 2007 2009-2008 2009-2008

Service continuity index (excl. external causes) (min.) 45 52 45 -7 -13.5 Italy

Service continuity index (incl. External causes) (min.) 48 56 49 -8 -14.6 Italy

Service continuity index (min.) 70 - - - - Romania

Service continuity index (min.) 45 52 45 -7 -13.5 Iberia

KPI UM  % Boundary

2009 2008 2007 2009-2008 2009-2008

Availability of coal-fired plants (%) 71.0 76.1 81.1 -5.1 -6.7 Italy

Availability of CCGT plants (%) 86.0 89.1 91.5 -3.1 -3.5 Italy

Average availability of thermal plants (%) 78.3 73.0 73.3 5.3 7.3 Italy

Average availability of thermal plants (%) 87.2 96.8 - -9.6 -9.9 Slovakia

Average availability of thermal plants (%) 95.7 - - - - Iberia
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As far as the market in Italy is concerned, Enel Energia’s only certification, 

voluntary or required by regulations, is process certification. This certification 

entails periodical checks performed by Det Norske Veritas (DNV) and has the 

objective of ensuring customers who subscribe to green offers that the quantity 

of RECS certificates corresponds to their consumption.  

The following innovations were introduced in 2009:

 >> rates based on two time brackets for households and businesses;

 >> portfolio of offers compensated with RECS  (EnergiaPura product 

Line; 

business offers with RECS cancellation as an optional, green e-light web  offer >>

with only WEB bill);

 >> Enel Premia loyalty point program for households and VAT payers <15 kW, 

which Includes a bonus for customers who reduce their annual consumption;

 >> e-billing service (CO2 free);

payment methods (debit and credit card) that spare the customers from >>

moving about and reduce the production of paper;

energy audits for customers - governments and Large Businesses.>>

The procedure for communicating the certificate is via the WEB site. Beginning In 

2010, bills will inform customers of the share of the sources of the average 

national production (as provided for by the Legislative Decree issued on July 31, 

2009).  

For further information, see the EN6 indicator. 

Furthermore, both Endesa Energía and Enel.si, sell products in the service market 

that include the assembly or installation of products and solutions (lighting, 

generating sets, condenser batteries, etc.) whose manufacturers are subject to 

labeling regulations. In these cases, the products display instructions regarding 

safety and disposal and Group companies distribute on behalf of the 

manufacturer the documentation with the information provided for by the law.

In Slovakia, Slovenské elektrárne is obliged to report the percentage of electricity 

produced from biomass to the distribution company. 

In addition, the European Union’s Directive 2003/54/EC on the liberalization of 

energy markets provides that “Member States shall ensure that electricity 

suppliers specify in or with bills and in promotional materials made available to 

final customers:

a)	 the contribution of each energy source to the overall fuel mix of 

the supplier over the preceding year;

b)	 at least the reference to existing reference sources, where information 

on the environmental impact in terms of at least emissions of CO2 and the 

radioactive waste resulting from the electricity produced by the overall fuel 

mix of the supplier over the preceding year is publicly available.

In Romania, as soon as the measures implementing the EU Directive were 

issued, Enel Energie and Enel Energie Muntenia conformed by establishing a 

system for providing all their customers with the aforesaid information. This 

PR3 

Type of product and service 

information required by 

procedures, and percentage of 

significant products and services 

subject to such information 

requirements. 

Product and service labeling
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information is public and can be consulted on Enel Romania’s website. In 

addition, once a year the information is included on the energy bill that 

customers receive.

In Spain, in compliance with the regulations in force, Endesa requires that its 

equipment be installed by competent personnel authorized by the government 

and included on the List of Installers. The installer’s presence on this List 

guarantees that the equipment is put into operation after a safety test.  

In the Spanish free market, Endesa is obliged to specify on bills the source from 

which the electricity was produced. The company offers a “Green Electricity 
Rate”, for which it certifies that the electricity was produced from renewable 

sources.

In the case of electricity and gas, the obligations to provide information on the 

characteristics of the product are regulated and cover the following issues: 

when supply contracts are established or changed, customers are informed of >>

the different kinds of energy rates so that they can find the solutions most 

congenial to them;

when the supply is cut off because of scheduled work on the network, >>

customers and the general public are informed in advance;

when the supply is cut off because of failure to pay, customers are notified in >>

advance and they are disconnected only if there is evidence.  

There are also other, annually defined instruments, which establish the budget 

for new supplies and for managing customer complaints.

In Peru, Edelnor complies with the regulations in force regarding the 

transparency of the information on bills, in commercial communications, and in 

notices concerning disconnections and any kind of work, inspection and/or 

manipulation of meters.   

PR5 
Practices related to customer 

satisfaction, including results of 

surveys measuring customer 

satisfaction. 

In Italy, during 2009 the Sales Division carried out 65 customer-satisfaction 

surveys, with more than 50,000 customers interviewed. The Division availed itself 

of a specialized company, which was chosen through a public tender and used 

the CATI (Computer Aided Telephone Interviewing) method for the survey.  

Customers in the free electricity market, the gas market, and the enhanced 

protection service, both household and business, were interviewed.   

The survey regarded customers who contacted Enel through the Group’s toll-free 

phone numbers (1,800/month), who were acquired through sales channels 

(about 2,100/month), or who were selected at random from the customer base 

(4,800/year). 

The sample was constituted so as to obtain a margin of error of less than 5%, 

with a 95% confidence interval.   

In addition to the usual period Customer-Satisfaction surveys of all the sales and 

contact channels, as well as of the customer- management units, Enel continued 

to use and develop the “on-the-spot” monitoring system introduced in 2008.     

After a telephone contact with the Company, by dialing a number from 1 to 5 
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customers can express not only their overall opinion of the conversation that just 

took place, but also say whether or not the matter for which they phoned Enel 

was handled satisfactorily.     

The particular effectiveness of this survey system stems from the fact that 

customers can assess the contact they had with the Company immediately and in 

its entirety, thus considering how long they had to wait and the courtesy and 

professionalism of person with whom they spoke, as well as the latter’s ability to 

solve the problem.    

Since the second half of 2008, the Electricity and Gas Authority also carries out a 

semi-annual investigation of the contact centers of companies that sell electricity 

and gas with more than 50,000 customers. 

Enel’s result for the first half of 2009 showed an 84.4/100 degree 
of customer satisfaction for the enhanced protection service and 
75,9/100 for the free market.
In addition to customer satisfaction surveys, Enel also monitors its customers’ 

satisfaction by analyzing the complaints it receives. In 2009, Enel Servizio Elettrico 

(enhanced protection service) received 115,800 complaints from its customers, to 

whom it responded in an average of 19.7 days, while Enel Energia (free electricity 

and gas market) received 95,500 complaints regarding the electricity service and 

24,100 regarding the gas service, with an average response time of 35 and 20.8 

days, respectively. 

Customers can complain orally, by calling the dedicated toll-free numbers, or in 

writing, by sending a complaint on a special form available in offices or on the 

website. 

Enel Servizio Elettrico answers from Monday through Friday from 8 a.m. to 10 p.m. 

and on Saturday from 8 a.m. to 2 p.m. at the toll-free number 800.900.800 

(199.50.50.55 for cell phones).  

Enel Energia answers 7/24 at the toll-free number 800.900.860 (199.50.50.65 

for cell phones).

For further information, see the conciliation project on p. 302 of this Report.

In Romania, the following organizational changes took place between 

September 2008 and the end of 2009: 

completion of Enel Muntenia’s unbundling process in September 2008; >>

change of IT system for billing and CRM in June 2009;>>

new procedures in consequence of the new organization;>>

institution of a Customer Care unit on September 1, 2009. >>

In May 2009, Energie’s Department of External Relations conducted a qualitative 

and quantitative survey through Gallup on customers in the Muntenia, Banat, 

and Dobrogea areas. .

The overall objective of the survey was to find out how customers thought of the 

energy market and their supplier.     

The detailed objectives were the following:   

an assessment of the level of awareness about energy suppliers; >>

an assessment of consumers’ attitude towards this category;  >>

The results of the survey were the following:  

in general, the interviewees were satisfied with the services. Thus 61% said they >>

were very satisfied or quite satisfied, while 19% were very or quite dissatisfied, 

19% were neither satisfied nor dissatisfied, and 1% did not express an opinion;

an analysis of the causes of satisfaction and dissatisfaction with Enel showed >>

that the lack of power outages and low rates were the most important 

expectations that customers had of the electricity;
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the lack of power outages is the main factor of satisfaction and was >>

spontaneously mentioned first as a source of satisfaction by 32% of those 

surveyed. Acting quickly when needed was second, with 11%;

the assessment of service quality was influenced mainly by three factors: the >>

options available for paying bills, technical assistance, and the way customers 

ware treated. These were factors most frequently mentioned by both those 

who thought that service quality was improving and those who thought it was 

getting worse.    

On the basis of the results of the survey, one of Enel Energie’s most 
important projects is connected with developing the capabilities and 
expertise of front-office employees. To achieve the objective, Enel Energie 

organized a special course on “Customer-Oriented Communication”, which led 

to an improvement in relations with customers in the company’s offices. In effect, 

only 4 reports of poor behavior by Enel Energie employees were recorded in the 

second half of 2009.   

Given this positive result, Enel Energie Muntenia will also implement this project. 

In addition, the procedure for monitoring customer satisfaction will be completed 

in the first half of 2010.  

For all customer surveys in Spain, the method used by Endesa is the telephone 

interview, with the results being presented monthly and/or quarterly.  

With regard to mystery shopping, which is done annually, the method is the 

pseudo purchase.

In 2009, a total of 53,000 phone interviews were carried out and more than 

1,100 checks in sales and service offices. The company’s general satisfaction 

index is 3% higher than that of its competition, thus enabling it to be the leader 

in its industry. Endesa has a score of 8.06 out of 10 in satisfaction with product 

and service value added (PSVA) and 7.08 out of 10 in customer satisfaction with 

the supply.   

To assess customer satisfaction, in Argentina, Edesur carries out periodical 

activities to measure the success of its actions, the product of the application of 

continual improvements to its processes. Two kinds of surveys are carried out by 

external firms, which assess the extent to which the rules established for 

customer relations are followed (Unknown Customer - Mystery Shopper) and 

customer satisfaction (Real Customer - Customer Satisfaction).    

In Brazil, the distribution companies Ampla and Coelce meters and the 

complaints received daily through the channels of attention. To assess customer 

satisfaction and perception, direct surveys are carried out of distinct segments of 

urban household customers. These surveys have been carried out since 2000 and 

assess 29 characteristics grouped Into 5 areas of satisfaction: energy supply, 

information and communication with customers, energy bill, concern for 

customers, and image, so as to assess prices, social responsibility, and street 

lighting. A survey Is also carried out annually for large customers. The marketing 

plan for these customers uses the data of the survey to developed actions 

focused on concern for customers and their needs.      

“Being Coelce” is a survey assessing the public’s perception of the Company. As 

a result, In 2009, Coelce was elected the best electricity distributor 
in Brazil, obtaining a rating of 92.7% with regard to satisfaction with perceived 

quality, in addition to best distribution company in the Northeast, and won the 

national quality award for the excellence of its customer relations model.
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In Colombia, the “Sistema de Calidad Percibida” (SCP) is based on indicators of 

customer satisfaction with the quality perceived and the price paid for various 

products that are standardized and comparative and with a high frequency of 

measurement. This allows the company to understand the performance of its 

products in the market.  

In 2009, Condensa completed the construction of a satisfaction model on 100% 

of its products and consumer segments: 8 models for household customers and 

5 for business customers, with more than 350 qualitative attributes monitored, 

about 100  reports a year generated, and 2,500 customers a month consulted.    

To monitor the energy products of household customers, Condensa participated 

in an international study on satisfaction (CIER), achieving a score of 81.9 out of 

100 in 2009 and coming out among the top 9 in its category, its best 

performance since 2003. In addition, Condensa carried out two other surveys 

called “Passport”.  This method enables the company to assess the feasibility for 

its customers when launching new products.

In Chile, Chilectra carries out various periodical surveys regarding the following:  

Household customer satisfaction>> : a survey based on face-to-face interviews 

whose results are analyzed semi-annually to understand how customers form 

their opinion of Chilectra and how it impacts their opinions with regard to the 

changes that are made to improve the service;  

Business customer satisfaction>> : surveys of business customers using face-to-

face interviews are conducted semi-annually;

Real-estate customer satisfaction>> : a face-to-face survey monitored monthly for 

customers who finalize work with Chilectra.

Municipal customer satisfaction>> : an annual survey is carried out on 100% of the 

municipalities in the license areas, with both an operating assessment and a 

strategic one. 

In Peru three kinds of surveys are conducted: 

Image survey>> : an assessment of service and energy quality: Edelnor’s image is 

assessed by its customers in terms of six factors (commitment, closeness, 

soundness, transparency, innovation, and rapidity). Another survey assesses 

concern for customers in service centers.   

Opinion-leader survey>> : monitoring Endesa’s Image.

Street-lighting-quality survey>> .
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ENEL Brand Equity INDEX - HOUSEHOLD CUSTOMERS (INDIVIDUAls)

  2003 2004 2005 2006 2007 2008 2009

Top of mind (%) 91 93 92 91 89 88 91

Total spontaneous (%) 98 97 98 97 96 96 96

Visibility equity 94 95 95 94 92 92 93

Propensity (average 1-5) 3.80 3.75 3.66 3.70 3.67 3.72 3.61

Customer relation (%) 43 44 43 42 45 48 47

Price transparency (%) 38 40 41 40 45 46 47

Technical expertise (%) 53 54 57 55 57 59 61

Institutional dimension (%) 70 74 75 75 75 76 76

Italy system (%) 45 44 49 49 51 55 57

Ethics (%) 35 39 39 38 42 44 44

Brand equity index 68.0 70.0 70.2 70.5 70.5 71.7 72.2

marketing communications

According to GFK-Eurisko’s seventh brand equity report in November 2009, Enel’s 

image in Italy continued to enjoy a positive trend last year. 

Enel’s brand-equity indicator (BE)  is a model for assessing the extent to 

which ordinary people, enterprises, and opinion leaders perceive the brand 

according to an yearly statistical survey. 

Overall, Enel’s BE increased by half a percentage point with respect to 2008 and 

has grown by more than four points with respect to the first survey in 2003 in 

spite of the greater competitive pressure generated by liberalization. 

A more detailed reading shows several important results, including significant 

growth in the aspects of image linked to ethics (+ 9 points since 2003), price 

transparency (+ 2 points since the liberalization of the market in 2007), and the 

country system (+ 6 points since 2007), which show acknowledgement of the 

Company’s social responsibility, its transparent approach, and Its role beyond sales.

In 2009, Enel consolidated its “leadership” in the energy market in spite of the 

natural increase in competition and the alternatives to the Company. 

The seventh survey conducted by GfK-Eurisko revealed that Enel consolidated its 

image and was confirmed as the leader in the energy market, maintaining its 

position as the top brand especially among household customers.  

In the household market in particular the importance of reliability still weighs 

heavily and actually seems to have increased with liberalization: reliability 

understood as the result of institutional strength (power, competence, and 

experience), as well as familiarity and empathy. In short, the ability to establish a 

relationship based on trust.    

However, Enel’s image as a sound and trustworthy company has not decreased its 

perception as a company that is active and dynamic from the competitive point 
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PR6 
Programs for adherence to laws, 

standards, and voluntary codes 

related to marketing 

communications, including 

advertising, promotion, and 

sponsorship.

of view. In a market in which the pressure of competition accentuates the 

process of choosing  a reference brand, Enel shows good responsiveness in 

generating consumer preference among households, while it essentially 

maintains the position already acquired among businesses.     

Finally, the GfK-Eurisko survey showed that Enel has made definite progress with 

regard to social responsibility. 

The key characteristics attributed to Enel as an Italian industrial company and a 

sound multinational player are the reliability and responsibility of an Italian 

multinational that is able to make the transition to the future by investing in 

research on energy that is less costly and has less impact on the environment.    

Enel is also attributed an “institutional” role as a company that is able to create 

jobs and act creatively in the current economic or systemic crisis.

In accordance with the Code of Ethics (article 3.16), contracts and communication 

with customers, including advertising, must:

be clear and simple, using language as close as possible to the one normally >>

used by people talking with each other: for example, avoiding clauses for mass 

customers that only experts understand, stating prices inclusive of VAT, and 

explaining every cost clearly;

comply with the regulations in force, without using practices that are deceitful >>

or in any case unfair, such as, for example, the use of unscrupulous practices 

or clauses against consumers;    

be complete, so that no detail that is significant for a customer’s decision is >>

neglected;  

available on the Company’s website.  >>

The purposes and recipients of communications determine on each occasion the 

choice of the most suitable contact channels (bills, telephone, daily newspapers, 

e-mail) for transmitting the message without excessive pressure and urging and 

keeping the commitment to not use deceitful and untruthful advertising 

instruments.    

Finally, Enel makes sure that it transmits in a timely fashion all Information 

regarding:

any changes in a contract;>>

any changes in the financial or technical conditions of proving the service and/>>

or the sale of products;

results of checks conducted in compliance with the standards required by the >>

supervisory Authority. 

In Italy, Enel is a member of the UPA (associated advertising users), an 

association of leading companies in industry, commerce, and services that invest 

in advertising. The UPA in turn Is a member of the IAP (institute of advertising 

self-regulation). Thus In Its advertising, Enel follows the IAP’s Self-regulation 
Code for Commercial Advertising, of which the fiftieth edition was 

published on January 18, 2010.  

Endesa adheres to self-regulation codes that go beyond the provisions of the law 

regarding truth in advertising. 



ENEL	 2009 SUSTAINABILITY REPORT		per  formance INDICATORS

314

respecting privacy

PR8
Total number of substantiated 

complaints regarding breaches of 

customer privacy and losses of 

customer data.

In the period in question and in the three previous ones, no infractions took 

place in Italy. With regard to policies for protecting the privacy of customers, Enel 

has an organizational model and procedures that fully comply with the provisions 

of Legislative Decree n. 196/2003.       

The persons in charge of data processing have been appointed and all the IT 

contrivances aimed at ensuring security in the processing and conservation of the 

personal data of Enel’s customers are in place.    

Furthermore, specific clauses are provided for in contracts with 
partners who have to use such data to carry out particular 
activities, such as, for example, sales activities and customer satisfaction 

surveys. 

Finally, Enel is deeply engaged in carefully monitoring all the companies that have 

occasion to use the personal data of customers.

In Spain, Endesa Energía had 26 complaints and Endesa Distribución 8. Almost 

all of them regard legal actions that began the previous year and ended in 2009. 

The total sum of the fines amounted to 727,113.31 euro, of which 607,012.10 

concerned Endesa Energia and 120,101.21 Endesa Distribución.

In Romania, in carrying out their activities both Enel Energie and Enel Energie 

Muntenia observe the provisions of law n. 677/2001 regarding the protection of 

personal data. In accordance with the law of January 2009, the companies sent 

In particular, in accordance with the Chilean Code of Advertising Ethics, the 

advertising agency with which Endesa Chile works in Chile, adheres to and 

follows all the principles of the Code, which lead to good practices in advertising. 

Thus fundamental valus and principles are upheld, including the rejection of 

violence, the transparency and truth of information so as not to deceive the 

public, restrictions on plagiarism and imitation, safety regulations, etc.   

In Peru, in accordance with the ethical standards of communication, Edelnor 

adopts the National Advertising Association’s Code of Conduct. 

When carrying out advertising campaigns in Brazil, Endesa’s companies follow 

the ethical principles of advertising adopted by the National Council of 

Advertising Self-regulation, the Statute of Children’s and Adolescents’ Rights, 

and the Universal Declaration of Human Rights. No violations of these principles 

have been recorded. All marketing and advertising material address to the public 

are approved by the company and sometimes by customers through surveys. 

After advertising campaigns, surveys are carried out to assess their impact to see 

if the message has been clearly understood by customers, the objective has been 

achieved and if the objective of the campaign has been achieved. All campaigns 

are subject to the approval of Multidisciplinary Communication Committees. 
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conformance

PR9 
Monetary value of significant fines 

for non-compliance with laws and 

regulations concerning the supply 

and use of products and services.  

In 2009, the monetary value of the fines for unfair business practices inflicted on 

Enel Energia SpA by the Antitrust Authority pursuant to Legislative Decree n. 

206/2005 (Consumption Code) amounted to 100,000 euro (50,000 euro for Order 

IP/49 and 50,000 euro for Order PS/3224). Enel has appealed Order IP/49 to the 

Lazio TAR (Regional Administrative Court) and intends to appeal Order PS/3224.  

In addition, with its decision n. 3722 of March 25, 2009 n. 3722, the TAR of 

Lazio partially quashed order PS/91 regarding a proceeding for unfair practices 

(Enel Energia-Request to Change Supplier), annulling the two fines of 100,000 

euro inflicted, respectively, on Enel Energia and Enel SpA for an unfair business 

practice, while upholding the fine for the remaining practices established by the 

Antitrust Authority, In the amount of one million euro.    

With its decision n. 5290 of May 27, 2009, the TAR of Lazio left it up to the 

Authority to re-determine the amount of the fine regarding proceeding PS/1554 

(Enel-arrears because of delay in bill delivery) inflicted on Enel Energia and Enel 

Servizio Elettrico, amounting to a total of 435,000 euro. 

In Brazil, following supply interruptions, Aneel (General Director and Manager of 

the Authorities) increased the severity of the fines and other penalties inflicted on 

Endesa. 

the National Authority for Personal Data Supervision all of the required 

Information regarding the processing of Customers’ Personal Data.  

This information has recently been updated to take into account the transfer of 

some of the aforesaid data abroad, to Italy.   

The provisions regarding the protection and processing of such data pursuant to 

law n. 677/2001are included in all the agreements with its suppliers entailing the 

processing of the personal data of its customers entered into by each company. 

Enel suppliers are also obliged to have notified the aforesaid National Authority. 

After the acquisition and separation of Electrica Muntenia Sud, in November 2008, 

because of several changes in the billing system following several errors in data 

transmission, the personal code number of our customers was printed on their bills.  

Because of this error, complaints were made and Enel Electrica Muntenia was 

investigated by the inspectors of the aforesaid National Authority. Since the 

problems were resolved before the inspection, no fine was inflicted. Furthermore, 

in order to better protect the personal data of customers, the billing procedure 

was changed, with bills being delivered in an envelope to customers’ mail boxes. 

After all these security measures implemented at the beginning of 2009, no more 

complaints regarding the protection of personal data have been received.      

Given the lack of uniformity and the diversity in the regulation of privacy in the 

Countries of Latin America with respect to European Countries, the data of the 

former are not reported in this document.  

Enel undertakes in the medium term to report this indicator in all the countries in 

which it operates.
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The fines for 2009 amount to 13 million euro, including 8.3 million euro charged 

to Coelce. The Increase in fines with respect to 2008 - when they amounted to 

2.5 million euro, including 839,000 euro charged to Coelce - was due to a tax 

measure applied by Aneel in consequence of an inspection of the services of 

Coelce Plus, which were connected with distribution and the offer of energy to 

consumers. The fine has not been paid yet, because the distributor appealed 

Aneel’s decision and is awaiting the final decision.  

Fines in Peru in 2009 amounted to 86,060 euro and do not include those 

inflicted for power outages. 

See also the comment on the SO8 indicator on page 284 of this document.  
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ELECTRICITY MARKET ITALY (1/2)

KPI UM % Boundary

2009 2008 2007 2009-2008  

ELECTRICITY MARKET ITALY             

EU3 Customer portfolio   

Volume electricity sold (TWh) 127.1 137.0 142.4 -9.9 -7.2 Italy

- Volume sold free market (TWh) 55.8 55.3 39.9 0.5 1.0 Italy

- Volume sold regulated market (TWh) 71.3 81.7 102.5 -10.4 -12.8 Italy

Customers electricity sale (,000) 29,723.1 30,232.8 30,715.3 -509.6 -1.7 Italy

- Customers free market  (,000) 2,536.6 1,813.7 1,226.1 723.0 39.9 Italy

- Customers regulated market (,000) 27,186.5 28,419.1 29,489.2 -1,232.6 -4.3 Italy

Sales “Green Energy” (1) (GWh) 7,968 4,600 1,066 3,368 73.2 Italy

Customers street lighting (n,) 3,974 3,986 - -12 -0.3 Italy

Light sources street lighting (,000) 1,990 1,970 - 20 1.0 Italy

Sales network             

 Enel offices (electricity + gas) (n,) 131 131 135 - - Italy

Qui Enel / Qui Gas (n,) 1,722 1,519 1,271 203 13.4 Italy

Supply activation           

Execution of simple work (days) 7.2 7.9 9.6 -0.7 -8.7 Italy

Supply activation  (days) 0.9 1.0 1.5 -0.1 -12.6 Italy

EU29 Technical quality             

Service continuity index (excluding 
external causes) (min) 45 52 45 -7 -13.5 Italy

Service continuity index (including external 
causes) (min) 48 56 49 -8 -14.6 Italy

Investment in quality (million euro) 87 169 182 -82 -48.5 Italy

Bonuses / Penalties for the service (million euro) 17 34 183 -17 -50.0 Italy

Outage frequency per customer (including 
external causes) (n,) 4.9 5.3 5.1 -0.4 -7.0 Italy

Outage frequency per customer (excluding 
external causes) (n,) 4.8 5.1 4.9 -0.3 -5.0 Italy

Numbers
PR

bills in braille

brand equity

alternative dispute   
     resolution

Smart
    Grids

CRM

clients

quality

Energia  
 pura

      remote 
management
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ELECTRICITY MARKET ITALY (2/2)

KPI UM % Boundary

2009 2008 2007 2009-2008  

Call Center 800 900 800 enhanced 
protection service             

Call Center service level (%) 93 89 86 4 4.3 Italy

Average waiting time (sec) 152 194 178 -42 -21.6 Italy

Training for Call Center operators (IN Enel)
(h/per 

person) 28 88 72 -60 -68.2 Italy

Call Center 800 900 860 free market  
(electricity and gas)             

Call Center service level (%) 94 91 - 3 3.6 Italy

Average waiting time (sec) 149 155 - -6 -3.9 Italy

Training for Call Center operators (IN Enel)
(h/per 

person) 55 128 - -73 -57.0 Italy

PR5 
Customer satisfaction enhanced 
protection service           

Customer satisfaction index recorded by 
’AEEG (2) (index) 84 89 7.2 -5 -5.6 Italy

Frequency AEEG surveys (n.) 2 2 12 - - Italy

Written complaints and requests for 
information (.000) 115.8 82.8 90.2 33.1 39.9 Italy

Response time written complaints (days) 19.7 36.2 34.9 -16.5 -45.6 Italy

PR5 
Customer satisfaction free electricity 
market              

Customer satisfaction index recorded by 
AEEG (3) (index) 76 72 - 4 5.6 Italy

Frequency AEEG surveys (n.) 2 2 - - - Italy

Written complaints and requests for 
information (.000) 95.5 51.1 - 44.4 86.8 Italy

Response time written complaints (days) 35.0 46.9 - -11.9 -25.4 Italy

PR8 
Litigation with customers electricty 
market Italy             

Total proceedings (n.) 139,588 104,406 107,931 35,182 33.7 Italy

% proceedings as defendant (%) 95.3 94.2 91.2 1.1 1.2 Italy

GAS MARKET             

EU3 Customer portfolio             

Volume gas sold (million m3) 5,169 5,677 4,897 -508 -9.0 Italy

      Customers mass market (million m3) 3,301 3,222 2,865 79 2.4 Italy

      Business customers (million m3) 1,868 2,455 2,032 -587 -23.9 Italy

Gas customers (4) (.000) 2,773.4 2,644.0 2,462.4 129.4 4.9 Italy

PR5 Customer satisfation Gas             

Written complaints and requests for 
information (.000) 24.1 20.0 4.4 4.1 20.4 Italy

Response time written complaints (gg) 20.8 25.5 18.5 -4.7 -18.4 Italy

PR8 Litigation with gas market customers             

Total proceedings (n.) 479 116 354 363 312.9 Italy

(1)	 RECS certificates cancelled or in the process of being cancelled for 2008. The 2007 value, amounting to 1,066 GWh, was reclassified according to the same criterion.
(2)	 Since 2008, this number, recorded by the AEEG, has been expressed in hundredths and has been carried out semi-annually on a limited sample of about 1,200 

customers. In 2007, instead, the number was recorded by Enel and was expressed in tenths on a monthly sample of about 2,000 customers. 
(3)	 This number regards the free electricity + gas market. Recorded by the AEEG, it is expressed in hundredths and is calculated semi-annually on a limited sample of about 

1,200 customers. 
(4)	 Includes dual energy.
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FOREIGN MARKET  (1/2)

KPI UM % Boundary

2009 2008 2007 2009-2008  

Volume electricity sold             

Volume sold free market (GWh) 87,416 42,199 26,251 45,217 107.2 Enel

Iberia (GWh) 72,137 32,417 7,663 39,720 122.5 Enel

Romania (GWh) 1,022 981 644 41 4.2 Enel

France (GWh) 3,276 1,031 394 2,245 217.7 Enel

Russia (GWh) 5,243 3,154 17,222 2,089 66.2 Enel

Latin America  (GWh) 5,738 4,616 328 1,122 24.3 Enel

Volume sold regulated market (GWh) 72,902 90,960 27,640 -18,058 -19.9 Enel

Iberia (GWh) 15,371 43,133 16,094 -27,762 -64.4 Enel

Romania (GWh) 8,576 6,812 4,274 1,764 25.9 Enel

Russia (GWh) 14,433 14,264 203 169 1.2 Enel

Latin America (GWh) 34,522 26,751 7,069 7,771 29.0 Enel

Total volume sold abroad (GWh) 160,318 133,159 53,891 27,159 20.4 Enel

Iberia (GWh) 87,508 75,550 23,757 11,958 15.8 Enel

Romania (GWh) 9,598 7,793 4,918 1,805 23.2 Enel

France (GWh) 3,276 1,031 394 2,245 217.7 Enel

Russia (GWh) 19,676 17,418 17,425 2,258 13.0 Enel

Latin America (GWh) 40,260 31,367 7,397 8,893 28.4 Enel

EU3 Total customers foreign market (.000) 27,276 18,798 17,948 8,478 45.1 Enel

Iberia (.000) 11,700 7,811 8,353 3,889 49.8 Enel

Romania (.000) 2,565 2,557 1,444 8 0.3 Enel

France (n.) 26 15 7 11 73.3 Enel

Russia (.000) 105 105 123 - - Enel

Latin America (.000) 12,906 8,325 8,028 4,581 55.0 Enel
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FOREIGN MARKET (2/2)

KPI UM % Boundary

2009 2008 2007 2009-2008  

ELECTRICITY MARKET ROMANIA

EU3 Customer portfolio  (.000) 2,565 2,557 1,444 8 0.3 Romania

Customers free market (.000) 1.6 1.4 0.8 0.2 12.1 Romania

Customers regulated market (.000) 2,563 2,556 1,443 8 0.3 Romania

Sales network             

Agencies (n.) 82 75 95 7 9.3 Romania

Indirect channel (n.) - 3 2 - - Romania

Supply activation             

Supply activation  (days) 44 - - - -
Romania - 

Banat

Supply activation (days) 37 - - - -
Romania - 
Dobrogea

Supply activation (days) 37 - - - -
Romania - 
Muntenia

EU29 Technical quality             

Service continuity index (min) 557 - - - - Romania

Outage frequency per customer (n.) 6.7 - - - - Romania

Call Center             

Call Center service level (regulated market) (%) 83 - - - - Romania

PR5 
Customer satisfaction (regulated 
market)             

Written complaints and requests for 
information (.000) 10.4 - - - - Romania

Response time written complaints (days) 7 - - - - Romania

ELECTRICITY MARKET  IBERIA

EU3 Customer portfolio (2) (.000) 11,700 7,811 8,353 3,889 49.8 Iberia

Customers free market (.000) 11,700 907 778 10,792 1,189.3 Iberia

Customers regulated market (.000) 0 6,904 7,575 -6,904 -100.0 Iberia

Sales network Iberia

Agencies (n.) 40 - - - - Iberia

Indirect channel (n.) 447 - - - - Iberia

Supply activation Iberia

Supply activation (days) 1.9 - - - - Iberia

EU29 Technical quality Iberia

Service continuity index (min) 70 - - - - Iberia

Outage frequency per customer (n.) 1.7 - - - - Iberia

Call Center Iberia

Call Center service level (%) 82 - - - - Iberia

ELECTRICITY MARKET LATIN  AMERICA 

EU3 
Customer portfolio (.000) 12,906 8,325 8,028 4,581 55.0

Latin 
America  

Customers free market (.000) 6.48 4.23 0.12 2 53.2 Latin America  

Customers regulated market (.000) 12,900 8,321 8,028 4,579 55.0 Latin America  

(1)	 100% consolidated as from 2009 (in 2008, 67.05%).	  	  	  	  
(2)	 On July 1, 2009 the “TUR” went into effect, so there are no longer regulated customers, they having  shifted to the free market.  
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Enel Cuore Onlus
Enel has worked enthusiastically for many years on the subject of sustainability. 

This commitment has been rewarded by important results. In effect, Enel’s 

growth is founded on a strategy of financial soundness and the profitability of its 

long-term business plan, while fully respecting Its stakeholders and the balance 

among economic, environmental, and social variables that make up Corporate 

Social Responsibility.   

In 2003, Enel Cuore Onlus came into being, along with the special unit dedicated 

to CSR. This was a precise signal of Enel’s Intention to create a non-profit 

organization through which it could express its commitment to social welfare and 

development, without any connection with the Company’s business.     

This was a transparent decision, aimed at distinguishing sustainability - which 

by its nature is linked with strategic and industrial choices - from corporate 

philanthropy. It is an organizational model that rigidly separates activities 

and reporting to characterize Enel’s overall commitment to social develop as 

responsibility, the result of an overall assessment of the presence and interaction 

of our Company with society as a whole and in particular with the third sector.   

In 2009, Enel Cuore Onlus supported a total of 88 social welfare projects 
in Italy and abroad, in particular in the Countries of Eastern Europe an Latin 

America, in favor of children, the ill, the elderly, and the disabled. 

The following are several of the most significant projects in terms of the issue 

concerned, in Italy and abroad.

Welfare Services 
Special attention is paid to women who are victims of violence or have 

problems of social and economic integration, have children, and need an 

appropriate place to wean and look after them.    

For this purpose, Enel Cuore contributed 747,000 euro to initiatives in favor of 

Mother-Child Communities, which allowed five houses to be renovated 

and opened to take in mothers in trouble in Umbria, Sardinia, Campania, Emilia 

Romagna, and Sicily.    

Health Care 
Enel  Cuore Onlus supports the A.I.P.O. - the Italian Association of Hospital Lung 

Specialists with a contribution of 150,000 euro to create six of the instruments 

called E.L.S.A for six Pneumology units in hospitals, five excellent ones in Italy and 

one in the United States, in Boston.  

E.L.S.A. (Energy Lung Sound Analysis) is an innovative non-invasive technique for 

COMMITMENT ON Enel Cuore
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diagnosing the respiratory sound developed by Enel Engineering and Innovation 

SpA’s Research and Development Policies Center, the sole owner of the European 

patent, which has granted the A.I.P.O. a temporary non-exclusive license free of 

charge for the duration of the project aimed at disseminating and testing this 

technique.  

This basic technology has been used to record the “sound of breathing”, 

finding and measuring quantitative parameters for diagnosing the quality of the 

respiratory functions of both adults and children. 

Shelters
Enel Cuore Onlus is continuing its support in favor of the homeless as part of 

the “A Heart at the Station” project, which was conceived in cooperation 

with the Italian National Railways and aimed at taking concrete steps to help 

extremely marginalized people in stations in 15 major Italian cities.   

This commitment has led to the opening of the “Track 95” multipurpose 
day center close to Termini Station in Roma, which welcomes and assists 

people in trouble and accompanies them in a process of re-integration in 

society.

Also as part of the “A Heart at the Station” project, Enel Cuore Onlus supports 

the creation of shelters in Turin and Melfi, as well as, with a contribution of 

600,000 euro, the “Don Luigi di Liegro” Hostel on Via Marsala in Roma for 

the renovation of the Caritas soup kitchen, which provides more than 500 meals 

a day. 

Enel Cuore Onlus also supports other initiatives addressed to people who are 

victims of social exclusion, facilitating the development of shelters to welcome 

them. 

Among the many we should mention: 

Missione Speranza e Carità>> , which, thanks to Enel Cuore’s contribution 

of 191,663 euro, was able to open a new refectory capable of providing 2,500 

meals a day for the poor and needy of Palermo;

Centro Astalli>>  in Rome, which welcomes refugees and immigrants and with 

Enel Cuore’s contribution of 100,000 euro is renovating and enlarging its soup 

kitchen and a shelter;

Opera san Francesco per i Poveri>> , one of the most well-known and 

esteemed associations in Milan because of its work with the needy, which is 

opening a pharmacy and related warehouse with Enel Cuore’s contribution of 

191,663 euro.   

COMMITMENT ON Enel Cuore
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The elderly 
Enel Cuore Onlus pays special attention to the neds of the elderly who are not 

able to take care of themselves and live in solitude. In particular in Southern 

Italy, with a total contribution of 249,290, it supports the development and 

creation of operating centers that provide a service of accompaniment 
and assistance to people suffering from Alzheimer’s disease. 

Abroad 
The efforts and commitment of Enel Cuore Onlus in communities of several of 

the neediest areas are focused mainly on childhood to ensure children’s right to 

health and education.  

Thus Enel Cuore decided to donate a total of 1,967,500 euro to initiatives for the 

benefit of children.  

Among these are: the creation of 2 schools for children in the poorest 
sections of Oaxaca, Mexico and Guatemala City; 8 day centers 
in Romania for children abandoned by parents who emigrated; 
the renovation, in Petrovo, Bulgaria, of an institute that hosts 78 
children suffering from serious psychological disturbances. 
In addition, there are a number of initiatives in Russia regarding 
the renovation of day centers for children, as well as a Hospice for 
the terminally ill in Moscow. 

COMMITMENT ON Enel Cuore
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Sums disbursed in 2009
These are the sums disbursed to Enel Cuore Onlus in 2009 by the associated Enel 

companies.

SOCIETÀ EROGANTE
Association  

dues 2009
Donations from 

Associatesi
Restricted donations  

from Associates* Total

Enel S.p.A 40,000 500,150 - 540,150

Enel Distribuzione S.p.A. 40,000 3,000,000 11,127,169 14,167,169

Enel Produzione S.p.A. 40,000 2,500,000 10,000,000 12,540,000

Enel Energia S.p.A. 40,000 4,995 1,000,000 1,044,995

Enel Sole S.r.l. 40,000 - - 40,000

Enel Green Power S.p.A. 40,000 - 2,000,000 2,040,000

Enel Trade S.p.A. 40,000 - 1,000,000 1,040,000

Totals 280,000 6,005,145 25,127,169 31,412,314

*  Including 25,000,000 euro as a donation to the Special Fund established by article 81 of Legislative Decree 112/2008 (Social Card).

Contribution to support 
the Social Card Special Fund
In 2009 the Association was given 25 million euro as the second installment of 

the 50-miilion-euro contribution to support the Special Fund instituted by article 

81 of Decree Law n. 112 of June 21, 2008, which was converted with 

amendments by Law n. 133 of August 6, 2008.     

The donation was made in accordance with the agreement signed by the 

Ministry of the Economy and Finance - Treasury Department, the Ministry of 

Labor, Health, and Social Policies, Enel S.p.A., and Enel Cuore Onlus on 

December 19, 2008.    

The Social Fund is financed by, among other things, voluntary charitable 

contributions from anyone, including, in particular, the companies and other 

organizations that operate in the energy industry. Its purpose is to satisfy the 

needs - regarding first of all food, and then energy and health - of the most 

economically disadvantaged Italian citizens by giving them a purchasing card, the 

so-called “Social Card”.    

Enel’s Code of Ethics provides, as a fundamental principle, for it to show its 

responsibility towards the community by supporting socially valuable initiatives. 

Thus the Company decided to make a contribution through Enel Cuore Onlus, an 

institutional instrument for corporate social responsibility activities, to enable the 

Association to contribute to the financing of the Special Fund.    

COMMITMENT ON Enel Cuore
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