











3. Structure, prices and quality in the gas sector

Prices on the
free market

In 2007, the average gas price (weighted with the volumes
sold), net of taxes, charged by suppliers or wholesalers acti-
ve on the end-user market was 32.28 ¢€/m3. The customers of
the protected market paid an average of 43.15 c€ [m3 for gas,
while 28.13 ¢€ /m3 was the average price paid by customers in
the free market. These are the results that emergefrom the ini-
tial, provisional processing of data provided by operators in
the annual survey on electricity and gas markets. For the first
time this year the survey provided data in a higher number of
classes in which the customers are classified by consumption
volume. The class that in the previous year included customers
with annual consumption "exceeding 200,000 m3", was split
up into three newclasses: one for customers with annual con-
sumption "from 200,000 to 2,000,000 m3," one with custo-
mers consuming "from 2,000,000 to 20,000,000 m3" and one
with customers that consume “over 20,000,000 m3." The rea-
son for this was to analyse better the volumes and prices paid
by large sized energy customers.

The addition of new classes confirms the expectationa on per-
formance and volumes: protected market customers pay much
more than free market customers having similar consumption
profiles; as the customer gets larger in terms of annual con-
sumption volumes, the price tends to decrease, and to a grea-
ter extent in the case of free customers.

In the classes subject to regulatory protection, the price on the
free market is higher than the economic conditions set by the
Authority for domestic customers that consume less than
200,000 m3 only (which, in 2005, was 39.46 c€/m3 on avera-
ge, net of taxes - see the paragraph below). Smaller consumers
pay an average of 44.59 c€/[m3, against 39.16 and 33.75
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c€/m3 of medium consumers and 33.28 c€/m3 of large con-
sumers. The price differential between small and large consu-
mers of 11.31 c€/m3 is therefore considerable. A substantial
portion of this difference is due to the distribution cost, as low
consumption customers are usually served though distribution
networks. This consideration is also applicable to small free
market customers.

The largest customer class is obviously not represented on the
protected market. To this end, it is important to note that the
presence of volumes and prices in the protected consumption
classes that exceed 200,000 m3 is due to the fact that these
classes include the consumption and prices of those customers
that have the option of changing supplier but have not yet
done so and therefore continue to be covered by the contrac-
tual terms that are safequarded by the Authority.

In the free market, price is more directly influenced by custo-
mer size: smaller customers pay almost 15 ¢€/m3 more than
larger consumers, which on average obtain gas at a price of
26.39 c€/m3.

A comparison with the 2006 data shows a rise in the cost of
gas that varies a lot depending on the market and consum-
ptionclass: customers of the protected market have incurred
increases of 3.8% on average.

Conversely, free market customers have seen the price of gas
drop by 1.4% on average, except for those in the 5,000 -
200,000m3 class which appear to have shared the same fate as
the protected customers, with a price that increased by 4.4%.
It can also be noticed that, in absolute terms, the average price
increase between 2004 and 2007 was practically identical for
both markets.



CUSTOMER AND CONTRACT TYPES
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TAB. 3.36

Average sales prices

PROTECTED MARKET 33.65 35.36 41.57 43.15 3.8 net of taxes on the
Consumption of under 5,000 m3 35.32 37.01 43.32 44.59 29 end market
Consumption of between 5,000 and 200,000 m3 30.44 32.12 37.94 39.16 3.2 € jmd
Consumption of between 200,000 and 2,000,000 m3 27.04® 29.39) 32.64A) 33.75 -

Consumption of between 2,000,000 and 20,000,000 m3 |  27.04® 29.39) 32.64A) 33.28 -

Consumption of over 20,000,000 m3 27.04® 29.39() 32.64A) - -

FREE MARKET 18.76 23.23 28.53 28.13 -1.4

Consumption of under 5,000 m3 32.99 31.95 41.99 40.96 -2.4

Consumption of between 5,000 and 200,000 m3 27.24 29.76 35.53 37.10 44

Consumption of between 200,000 and 2,000,000 m3 18.460A) 23.00A) 28,07 30.86 -

Consumption of between 2,000,000 and 20,000,000 m3|  18.46() 23,00 28,07 27.85 -

Consumption of over 20,000,000 m3 18.460A) 23.00) 28,07 26.39 -

TOTAL 23.13 26.89 32.61 32.28 -

(A) Up to 20086, the price was recorded for a single category of users with consumption above 200,000 m3. The values are the-

refore not comparable with the 2007 figure.

Source: AEEG calculations on data provided by the operators.

Economic reference
conditions

The constant rise in international oil prices triggered a con-
stant and significant increase in gas tariffs for Italian fami-
lies in 2006 and until Spring 2007. The dynamics of the ele-
mentary gas index, gathered on a monthly basis by Istat in
the context of the inflation basketS is illustrated in Table
3.37.

In the first four months of 2006, the price of gas for Italian
families as reported by Istat rose by 1% per month. There
were two drops in May and April, which were mostly offset
by the abrupt increase in July (3%).

The increases ceased in the summer: indeed, as from the
month of August, the price remained essentially unchanged
until the end of the year. Thanks to this stability, the trend
rate started to decrease, reaching single-digit values again
(in December it was 6.6%).

The decrease continued in 2007. Except for January, in which

the index recorded a substantial increase of 1.2%, up to the
fall the price of gas remained unchanged or dropped (there
was a significant -2.3% drop in May). As from October, the
increases in international oil prices made the index go up
again.

On average, gas prices recorded a total variation of 9.3% in
2006 and 0.1% in 2007. Given that in the meantime the
general price level had risen by 2.1% and by 1.8% respecti-
vely, the gas trend posted an increase of 7.1% in real terms
in the first of the two years considered and a reduction of
1.7% in the second.

Compared to other European countries (Fig. 3.9), this con-
firms a substantial degree of stability in the price of gas in
the European environment as well.

Against a variation in the Brent price of 11% in 2007 (follo-
wing the 20% and 42% of the previous two years, as illu-

8 More precisely, as part of the basket of the consumer price index, Istat shows the price of gas (which includes the gas used for heating, cooking and hot water
production, distributed through urban network or gas cylinders) within the "home expenses" category. In 2008, the weight of the gas basic index in the basket,

not including tobacco, dropped to 2.0% from 2.3% in 2007.

153



3. Structure, prices and quality in the gas sector

TAB. 3.37

Istat monthly gas 2006 2007
price indices MONTHS NOMINAL % CHANGE ~ REAL % CHANGE NOMINAL % CHANGE REAL % CHANGE
Index numbers (1995=100) and PRICE  2006-2005 PRICE®W  2006-2005  PRICE  2007-2006 PRICE(Y) 2007-2006
percentage variations January 145.2 9.5 114.1 7.2 154.9 6.7 119.1 5.0
February 146.8 105 115.0 83 154.9 55 187 3.7
March 148.2 1.3 115.9 8.9 153.7 3.7 17.7 2.0
April 1493 10.8 1164 8.5 150.1 05 147 | -09
May 147.9 9.7 115.1 7.4 149.0 0.7 1135 | -09
June 1476 9.5 1147 7.2 149.1 1.0 134 | -06
July 152.1 03 17.7 7.0 148.0 =27 1122 | -43
August 152.6 9.9 117.9 7.5 147.4 -3.4 1.6 | -49
September 152.8 9.7 118.2 7.4 147.4 &5 1.6 | -5.1
October 153.1 7.8 187 6.0 149.0 -2.7 125 | -47
November 153.2 6.8 1185 49 149.8 -2.2 1126 | -45
December 153.1 6.6 1184 47 150.2 =ili9 1126 | -44
Annual average| 150.2 9.3 116.7 7.1 150.3 0.1 142 | -17

(A) Percentage ratio between the gas price index and the general index (excluding tobacco products).

Source: AEEG calculations on Istat data, index numbers for entire population - National indices.

FIG. 3.9
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Source: Eurostat data, harmonised consumer price index figures.

strated in the graph), the figure shows that Italy was the
country that managed to contain the increase in the price of
gas for families the most (7.6% in 2005, 9.4% in 2006 and
0.5% in 2007), at a level that was much lower than the ave-
rage of the European countries (10.6%, 17.3% and 1% in the
three years analysed).

In 2007, only Spain recorded a change in the price of gas
which, at 0.3%, was lower than Italy's.
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Average National Reference Gas Tariff

The dynamics recorded by Istat are confirmed by the perfor-
mance of the national average "reference price” for dome-
stic consumers (Fig. 3.10).

This is the national average value of the reference economic
conditions (differentiated by region), as defined by resolu-

tion no. 138 of 4 December 2003, which suppliers must



offer to families?, in addition to any conditions of their own.
In 2007, the average reference price of 67.29 c€/m3, was
lower by 0.5% compared to the value recorded in 2006 of
67.63 c€/m3.

The increase in international oil prices caused the compo-
nent relating to the raw material purchase costs to continue
to increase (the so-called QE component) from the third
quarter 2005 to the entire third quarter2006. After two
quarters, fourthof 2006 and first2007, in which it remained
unchanged, the QE then had two significant reductions, of
8.5% and 4.3% in the second and third quarter of last year.
2007 then closed with an increase of 6.2%.

At the beginning of 2006, the increases in the QE were miti-
gated by a drop in the component covering sales costs
(which in turn was due to a reduction in the cost of whole-
sale marketing), which was partially offset by an increase in
infrastructure costs (which increased on account of an
increase in the cost of transport). In the second and third
quarter of the same year though, the raw material increases
were accompanied by an increase in this component as well
(due to an increase in storage costs in April and an increase
in transport costs in October).

In the last quarter of 2007 the increase in the raw material
component was associated with an increase of 1.7% in the

65.12 66.54 69.32 69.55 69.14 66.78

65.68
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components covering the allowed transport and retail sales
costs. To the increases in these components is added the
effect that taxes, partially calculated as a percentage, add to
the total price.

2008 opened with a new, substantial increase of 5.5%,
which was due to raw materials as well as upwards revisions
of transport costs and retail marketing. In April, persisting
international hydrocarbon price increases since summer of
2007, caused the raw material costs to increase further and
to this was added a slight increase in the storage cost com-
ponent. Overall, the average national value of economic
reference conditions for domestic customers that consume
less than 200,000 m3 per year increased in the second quar-
ter by 4.1%.

As at 1 April 2008 61% of the average national reference
tariff (Fig. 3.11) was comprised of cost coverage components
while the remaining 39% of the taxes that burden the natu-
ral gas sector (excise duty, regional surcharge and VAT).
The cost of raw materials accounts for more than one-third
(36.1%) of the total tariff, selling costs for 8.7% and those
for facility use and maintenance for the remaining 15.9%. In
relation to infrastructure costs, the largest component is the
one needed to cover distribution; as a matter of fact, the Cd
component accounts for 10% of the total tariff, while the

FIG. 3.10
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9 As from 1 October 2006, the reference economic conditions established by the Authority pursuant to resolution no. 138/03, must be offered by suppliers to
domestic consumers only, while as from 1 January 2004 to October 2006 these terms had to be offered to all customers (small commercial, artisans and fami-

lies) using less than 200,000 m3 per year.
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FIG. 3.11
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Retail marketing

component covering transport costs reached 4.6% and the
storage component 1.3%.

Table 3.29 shows the value of the new excise duty and the
VAT rates effective for 2008.

From 1 January 2008 the tax reform for energy products (as
established by legislative decree no. 26 of 2 February 2007)
which implemented European Directive 2003/96/EC, according
to which the excise duties on natural gas are now calculated
based on consumption rather than final uses. Legislative
decree no. 26/07 replaced the consumption tax with excise
rates for combustion gas for civilian uses, structured along
progressive ratesfor annual consumption (up to 120 m3; from
120 to 480 m3; from 480 to 1,560 m3; over 1,560 m3), elimi-
nating the previous references to T1, T2, T3 and T4 tariffs, the
application of which had been established on the basis of gas
usage (respectively: tariff for cooking and hot water produc-
tion; for individual heating; for central heating; use in crafts or
commercial uses, industrial uses). The decree also revised the
VAT rate which followed a similar scheme: the rate reduced by
10%, which had been previously used only for cooking and
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production of hot water, is now applicable to almost all uses
for the first 480 m3 of annual consumption.

Legislative decree no. 26/07, which defined the effectiveness
of the new tax also for other energy and electricity products as
from 1 June 2007, postponed to 1 January 2008 the imple-
mentation of art. 2 which concerns the excise duty rates and
the value added tax rates applicable to natural gas for combu-
stion in civilian uses so as to allow for the appropriate adap-
tation of the sales company invoicing systems.

The values of the excise rates described in Table 3.38 are
however not those established by legislative decree no. 26/07,
but those established by the decree of the Ministry of the
Economy and Finance dated 13 February 2008 which reduced
them, starting from 1 January 2008 (and therefore with retro-
active effect), so that they approached the excise duties on
natural gas for combustion in civilian uses consumed in the
areas set forth in art. 1 of the Consolidated Law on interven-
tions in the South. This is a part of the progressive process of
harmonising the excise rates applied on natural gas throu-
ghout Italy.
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TAB. 3.38
CIVILIAN USES INDUSTRIAL USES Taxes on gas
Consumption class < 130 m3 120-480 M(m3) > 1,560 M(m3) < 1,560 M(m3) < 1.2 M(m3) > 1.2 M(m3) o€ Jm3 for excise duties and
EXCISE DUTY percentage rates for VAT, in
Normal 3.80 17.10 16.60 18.30 1.2948 1.2948 effect in 2008
Towns in formerly subsidised areas
of Southern Italy (former Cassa del 3.80 13.50 12.00 15.00 - -
Mezzogiorno)®
REGIONAL SURCHARGE (B)
Piedmont 1.9000 2.5800 2.5800 2.5800 0.6249 0.5200
Veneto 0.7747 2.3241 2.5823 3.0987 0.6249 0.5165
Liguria
- climate zones C and D 1.9000 2.5800 2.5800 2.5800 0.6249 0.5200
- climate zone E 1.5500 1.5500 1.5500 1.5500 0.6249 0.5200
- climate zone F 1.0300 1.0300 1.0300 1.0300 0.6249 0.5200
Emilia Romagna 2.2000 3.0987 3.0987 3.0987 0.6249 0.5165
Tuscany 1.5000 2.6000 3.0000 3.0000 0.6000 0.5200
Umbria 0.5165 0.5165 0.5165 0.5165 0.5165 0.5165
Marche 1.5500 1.8100 2.0700 2.5800 0.0000 0.0000
Lazio 1.9000 3.0990 3.0990 3.0990 0.6249 0.5160
Abruzzi
- climatic zones E and F 1.0330 1.0330 1.0330 1.0330 0.6474 0.6474
- other zones 1.9000 2.3241 2.5823 2.5823 0.6474 0.6474
Molise 3.0987 3.0987 3.0987 3.0987 0.6200 0.6200
Campania 1.9000 3.1000 3.1000 3.1000 0.6249 0.6249
Apulia 1.9000 3.0980 3.0980 3.0980 0.0000 0.0000
Calabria 2.2000 2.5823 2.5823 2.5823 0.6474 0.6474
VAT rate (%) 10 10 20 20 100 1000

(A) These are the territories indicated by law no. 218/78.

(B) The special-status regions set the regional surcharge at zero; the region of Lombardy, abolished it in 2002 (art. 1, paragraph
10, regional law no. 27 of 18 December 2001) while Basilicata abolished it in 2008 (regional law no. 28 of 28 December 2007).

(C) Rate for businesses involved in extraction, agriculture and manufacturing; for other businesses the rate rises to 20%.

The quality of service

Quality of gas
transport

The analysis of the figures relating to the quality of service  Iment by the operators of the provisions set forth in the Gas
provided to consumers, as communicated by operators to the  Service Quality Code. Below are the figures for the entire sec-
Authority pursuant to resolution no. 168/04, showsthe fulfil-  tor, as well as some tables showing the performance of opera-
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tors that serve more than 100,000 customers. Figure 3.12
shows data on the inspection of the low and high pressure
network which took place as from 1997. Nearly 40% of the
network had been inspected from 2004, when the second
regulation period started, up to 2005.

As from 2006, the inspection activities increased reaching a
percentage higher than 45%, for both the high and the low
pressure networks. Overall, the inspection carried out by the
entire gas sector complies with the service obligations set by
resolution no. 168/04.

As regards emergency intervention calls (Fig. 3.13), the ave-
rage time required is considerably less than the maximum
time of 60 minutes set forth in resolution no. 168/04. The
average time in 2007 decreased slightly in line with the total

number of emergency intervention calls received.

Table 3.39 summarises the leakages as recorded by operators
by location (i.e location in the distribution plant) and divi-
ded according to the origin of the location activity (follo-
wing scheduled inspections and notification by third par-
ties).

Table 3.40 gives a general summary of the emergency inter-
vention services provided in 2007 in relation to the large
operators.

Tables 3.41 and 3.42 provide a general summary of the grid
inspection and leakage detection activities carried out in
2006 concerning large distributors. Table 3.43 provides a
general summary of the cathode protection activity relating
to large operators in 2006.

FIG. 3.12
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Source: declarations of operators provided to AEEG.
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FIG. 3.13
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Source: declarations of operators provided to AEEG.
TAB. 3.39

NUMBER OF LEAKAGES FOUND AFTER NUMBER OF LEAKAGES FOUND AFTER Leakages broken

LOCATION SCHEDULED INSPECTIONS THIRD PARTY NOTIFICATION down by type
Total Year 2007

On the grid 1.321 1.310 1.187 1.098 | 4916 | 3.311 1.260 1.215 | 1.297 | 7.083 11.999
On user derivation
plant (sunken part)
On user derivation
plant (aerial part)
On metering unit 132 23 45 327 527 |26.674 | 7.868 | 5504 | 24.864 | 64.910 | 65.437
TOTALE 2.382 | 1.616 | 1.788 | 3.304 | 9.090 |51.468 | 17.217 | 15.342 | 53.353 {137.380| 146.470

182 229 364 636 1.411 | 4615 | 2.157 | 1.612 | 2.532 | 10.916 | 12.327

747 54 192 1.243 | 2.236 | 16.868 | 5932 | 7.011 | 24.660 | 54.471 | 56.70

Source: declarations of operators provided to AEEG.
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TAB. 3.40

Emergency intervention
in relation to the large
operators in 2007

160

DISTRIBUTION AFTER THE DELIVERY
PLANT POINT TOTAL

COMPANY LML RGN CASES EVERY|  CASES
CASES 1,000 CASES 1,000
CONSUMERS CONSUMERS

Societa Italiana per il Gas 4,554,000 58,746 12.9 4,726 1.0 63,472
Enel Rete Gas 2,020,652 27,719 13.7 2,008 1.0 29,727
Hera 1,003,747 16,452 16.4 1,118 1.1 17,570
Aem Distribuzione Gas e Calore 827,885 20,362 24.6 1,498 1.8 21,860
Napoletana Gas 708,234 12,910 18.2 19 0.2 13,029
Italcogim Reti 650,906 9,331 14.3 829 1.3 10,160
Toscana Energia 645,645 10,413 16.1 826 1.3 11,239
Azienda Energia e Servizi 471,476 5219 1.1 1,066 2.3 6,285
Enia 381,836 5872 15.4 286 0.8 6,158
Asm Reti 379,484 2,785 7.3 1,079 2.8 3,864
Siciliana Gas 336,543 7,490 22.3 964 2.9 8,454
Iride Acqua Gas 327,564 4,551 13.9 229 0.7 4,780
Ascopiave 319,845 2,166 6.8 423 1.3 2,589
AcegasAps 260,618 1,838 7.1 490 1.9 2,328
Arcalgas Progetti 253,463 4,389 17.3 781 3.1 5,170
Consiag Reti 180,359 2,288 12.7 301 1.7 2,589
Linea Distribuzione 161,846 310 1.9 393 2.4 703
SGR Reti 160,493 901 5.6 175 1.1 1,076
Thiiga Laghi 157,496 1917 12.2 265 1.7 2,182
Thiiga Padana 144,076 3,224 22.4 186 1.3 3,410
Edison DG 137,008 1,646 12.0 162 1.2 1,808
AMG Energia 136,790 4,119 30.1 360 2.6 4,479
Gas Natural Distribuzione ltalia 134,214 2,351 17.5 742 5.5 3,093
Thiiga Mediterranea 133,178 1,804 13.6 154 1.2 1,958
Agsm Rete Gas 130,154 2,364 18.2 348 2.7 2,712
Trentino Servizi 121,717 577 4.7 132 1.1 709
GEI Gestione Energetica impianti| 121,260 1,187 9.8 75 0.6 1,262
Erogasmet 120,782 1,897 15.7 221 1.8 2,118
Multiservizi 113,771 1,943 171 31 0.3 1,974
AMG Gas 112,555 1,693 15.0 18 0.2 1,71
Coingas 111,689 1314 11.8 108 1.0 1,422
Acam 108,053 2,046 18.9 292 2.7 2,338
Amga Azienda Multiservizi 102,036 702 6.9 236 23 938
TOTAL 15,529,375 222,526 14.3 20,641 1.3 243,167

Source: declarations of operators provided to AEEG.
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TAB. 3.41
Network inspected by
R LENGTH OF R LENGTH OF large operators in 2007
OPERATOR EXTENSION NETWORK  0oINSPECTED EXTENSION NETWORK  9INSPECTED
INSPECTED IN  NETWORK INSPECTED IN NETWORK
km(A) km(A)
km km
Societa Italiana per il Gas 23,000 7,697 33.5 17,245 6,786 39.4
Enel Rete Gas 18,189 6,247 34.3 11,512 4,692 40.8
Hera 4,562 2,454 53.8 7,668 4,166 54.3
Aem Distribuzione Gas e Calore 2,359 1,890 80.1 483 478 98.8
Napoletana Gas 3,122 1,495 479 1,300 619 47.7
Italcogim Reti 2,742 2,348 85.6 1,936 1,756 90.7
Toscana Energia 3,657 1,623 44.4 2,664 1,438 54.0
Azienda Energia e Servizi 1,139 413 36.2 186 56 30.4
Enia 2,743 1,533 55.9 2,692 1,655 61.5
Asm Reti 3,332 2, 63.3 1,085 840 77.4
Siciliana Gas 2,495 653 26.2 1,078 385 35.7
Iride Acqua Gas 1,252 424 339 419 141 33.8
Ascopiave 3,467 1,258 36.3 1,681 586 34.9
AcegasAps 1,698 1,311 77.2 417 330 79.2
Arcalgas Progetti 1,680 904 53.8 1,962 1,147 58.5
Consiag Reti 988 370 374 546 203 37.1
Linea Distribuzione 1,086 141 13.0 457 66 14.4
SGR Reti 1,200 617 51.4 1,338 528 39.5
Thiiga Laghi 1,263 499 39.5 640 336 52.5
Thiiga Padana 1,342 930 69.2 927 679 73.2
Edison DG 1,343 1,296 96.5 1,049 667 63.6
AMG Energia 500 500 100.0 237 231 97.3
Gas Natural Distribuzione Italia 540 540 100.0 257 223 86.7
Thiiga Mediterranea 1,228 515 42.0 1,188 585 49.2
Agsm Rete Gas 822 635 77.2 290 223 77.0
Trentino Servizi 828 288 34.8 366 151 41.4
GEI Gestione Energetica impianti 1,483 680 45.8 578 270 46.7
Erogasmet 917 399 43.5 359 170 47.4
Multiservizi 430 107 24.9 522 153 29.4
AMG Gas 427 177 41.5 120 42 34.8
Coingas 1,033 963 93.2 672 647 96.2
Acam 1,118 344 30.8 294 121 41.1
Amga Azienda Multiservizi 1,113 383 34.4 392 131 335
TOTAL 93,100 41,743 44.8 62,560 30,503 48.8

(A) The network extension includes that of the plants of municipalities in the start-up phase, which have been taken over or
which have been lost during the year.

Source: declarations of operators provided to AEEG.
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TAB. 3.42

Leakages detected in
large operator networks
in 2007

162

OPERATOR

METERS OF NETWORK

NETWORK
=
CONSUMER

LENGTH
(km)

LENGTH OF

NETWORK

INSPECTED
(km)

FROM
INSPECTED
NETWORK

[km)(A)

NUMBER OF LEAKAGES

PER km
OF
INSPECTED
NETWORK

NOTIFIED
BY THIRD
PARTIES

PER km
BASED
ON THIRD
PARTY

Societa Italiana per il Gas 9.00 40,245 14,483 1,301 0.09 23,848 0.59
Enel Rete Gas 14.77 29,701 10,939 229 0.02 13,390 0.45
Hera 11.97 12,230 6,620 474 0.07 9,831 0.80
Aem Distribuzione Gas e Calore 343 2,842 2,368 1,501 0.63 14,340 5.05
Napoletana Gas 6.42 4,422 2,114 205 0.10 7818 1.77
Italcogim Reti 13.91 4,678 4,104 25 0.01 4,189 0.90
Toscana Energia 9.80 6,322 3,061 135 0.04 4,909 0.78
Azienda Energia e Servizi 2.81 1,324 469 19 0.04 3,120 2.36
Enia 14.37 5435 3,189 155 0.05 3,351 0.62
Asm Reti 12.65 4,417 2,951 147 0.05 1,640 0.37
Siciliana Gas 10.61 3,573 1,038 8 0.01 4,448 1.24
Iride Acqua Gas 5.10 1,671 565 892 1.58 3,394 2.03
Ascopiave 20.30 5,148 1,844 25 0.01 810 0.16
AcegasAps 8.11 2,115 1,641 119 0.07 941 0.44
Arcalgas Progetti 19.29 3,642 2,051 35 0.02 2,309 0.63
Consiag Reti 8.51 1,534 573 57 0.10 771 0.50
Linea Distribuzione 9.54 1,544 207 10 0.05 221 0.14
SGR Reti 16.36 2,538 1,145 15 0.01 772 0.30
Thiiga Laghi 12.40 1,902 834 586 0.70 1,100 0.58
Thiiga Padana 16.24 2,270 1,608 49 0.03 2,045 0.90
Edison DG 17.45 2,392 1,963 142 0.07 839 0.35
AMG Energia 5.39 737 731 5 0.01 3,178 4.31
Gas Natural Distribuzione Italia 12.39 797 763 58 0.08 988 1.24
Thiiga Mediterranea 18.14 2,415 1,100 28 0.03 960 0.40
Agsm Rete Gas 8.54 1,112 858 42 0.05 998 0.90
Trentino Servizi 12.34 1,194 439 6 0.01 232 0.19
GEI Gestione Energetica impianti 17.00 2,062 950 8 0.01 1,235 0.60
Erogasmet 11.24 1,277 569 104 0.18 1,340 1.05
Multiservizi 9.80 952 261 1 0.00 992 1.04
AMG Gas 4.86 547 219 30 0.14 837 1.53
Coingas 15.27 1,705 1,609 19 0.01 385 0.23
Acam 13.24 1,412 465 146 0.31 845 0.60
Amga Azienda Multiservizi 14.75 1,505 515 25 0.05 383 0.25
TOTAL 10.50 155,660 72,246 6,601 0.09 116,459 0.75

Source: Declarations of operators provided to AEEG.
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TAB. 3.43
STEEL STEEL UNPROTECTED 9% OF STEEL Cathode protection of
NETWORK NETWORK EXTENSION STEEL NETWORK WITH large operators’
OPERATOR EXTENSION EXTENSION  WITH CATHODE NETWORK CATHODE networks in 2007
PROTECTION  EXTENSION PROTECTION ) o
Grid extension in Km
Societa Italiana per il Gas 40,245 31,221 31,033 188 99.4%
Enel Rete Gas 29,701 27,706 27,328 377 98.6%
Hera 12,230 10,273 10,062 21 98.0%
Aem Distribuzione Gas e Calore 2,842 1,050 663 387 63.2%
Napoletana Gas 4,422 3,250 3nz 133 95.9%
Italcogim Reti 4,678 4,035 4,035 - 100.0%
Toscana Energia 6,322 5,202 4,595 608 88.3%
Azienda Energia e Servizi 1,325 514 514 - 100.0%
Enia 5435 5,198 4,940 258 95.0%
Asm Reti 4417 3,080 2,564 516 83.2%
Siciliana Gas 3,673 2,971 2,932 39 98.7%
Iride Acgua Gas 1,671 511 84 427 16.4%
Ascopiave 5,148 5,073 5,073 - 100.0%
AcegasAps 2,115 686 481 205 70.2%
Arcalgas Progetti 3,642 2,430 2,430 - 100.0%
Consiag Reti 1,534 1,440 1,435 4 99.7%
Linea Distribuzione 1,544 1,230 988 242 80.3%
SGR Reti 2,538 2,518 2,518 - 100.0%
Thuga Laghi 1,902 1,779 1,762 17 99.0%
Thuga Padana 2,270 2,249 2,249 - 100.0%
Edison DG 2,392 1,507 1,502 5 99.7%
AMG Energia 737 231 231 - 100.0%
Gas Naturai Distribuzione Italia 797 787 512 275 65.0%
Thuga Mediterranea 2,415 2,006 1,979 26 98.7%
Agsm Rete Gas 1,112 808 769 39 95.1%
Trentino Servizi 1,194 1,164 1,164 - 100.0%
GEI Gestione Energetica impianti 2,062 2,020 2,020 - 100.0%
Erogasmet 1,277 1,277 1,277 - 100.0%
Multiservizi 952 767 758 9 98.8%
AMG Gas 547 523 426 97 81.5%
Coingas 1,705 1,699 1,699 - 100.0%
Acam 1,412 1,317 846 471 64.2%
Amga Azienda Multiservizi 1,505 1,146 1,032 114 90.1%
TOTAL 155,660 127,665 123,016 4,649 96.4%

Source: Declarations of operators provided to AEEG.
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3. Structure, prices and quality in the gas sector

Commercial quality

of the gas

distribution service

Natural gas distribution service

As from 2006, the Gas Service Quality Code has provided stric-
ter specific standards and transformed into a specific standard
the provision of a time estimate for complex work.

According to the data submitted out of a

TAB. 3.44

Number of compensations
paid due to
non-compliance with
commercial quality
standards

1997-2007 period; operators with
more than 5,000 consumers

FIG. 3.14

Percentage of
non-compliance with
specific commercial
quality standards

2005-2007 period; operators with
more than 5,000 consumers
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1,782,514service sprovided, compensation paid to customers

for failure to comply with the standards increased reaching

total of

SERVICE CARD

1997 1998 1999 2000

2001

2002

the number of 43,886. (Table 3.44). Compared to 2006 there
was a 25% increase in the compensations paid. In 2007, the
number of cases of failure to comply with standards and the

actual number compensations effectivelypaid in the year are

COMMERCIAL QUALITY REGULATION

2003 2004 2005 2006 2007

Case of failure to
comply with

standards subject
to reimbursement

14,265 | 12,366 | 11,212 | 14,635

16,424

14,651

11,766 | 25,826 | 34,330 | 31,439 | 43,741

Reimbursement
actually paid
during the year

1,237 707 | 1,640 | 3,709

12,086

13,368

8,535 19,249 | 31,189 | 35,146 | 43,886

Source: Declarations of operators provided to AEEG.

Punctuality range for
personalised appointments

Reconnections due to
delayed payment

Disconnections

Connections

Execution of simple works

Estimated timing for
simple works

Estimated timing for
complex works

0.0% 1.0%

2.0%

3.0%

average % of non-compliance in 2006

Source: Declarations of operators provided to AEEG.

4.0% 5.0% 6.0%

average % of non-compliance in 2007



almost equal. This shows that operators tend to pay compen-
sation more promptly andand respecting set deadlines. The
largest class of services providedsubject to specific standards
is service connection, which alone covers almost 41% of the
total. Users with a metering unit up to class G6 (domestic use)
generated almost all of the requests for services provided and
is therefore the one protected the most by the requlations
introduced by the Authority.

3. Structure, prices and quality in the gas sector

Regarding percentages of non-compliance in 2007 (Fig. 3.14),
it should be noted that the service with the highest value is
the "execution of simple works", followed by the “estimated
timing for complex works".

It should be however taken into account that the actual
time for both services for customers with a metering unit up
to G6 is by far lower than the standard set by the Authority
(Fig. 3.15).

FIG. 3.15

Reconnections due to delayed 2.0 Comparison of average
ayment .
pay 08 actual time and standard
Disconnections 5.0 defined by the Authority
26 for all commercial quality
Connections .7 10.0 services for customers
! : with a metering unit up
Execution of simple works 73 10.0 to class G6
’ 2007; operators with more than
) . : 15.0 5,000 consumers
Estimates for simple works 5.4 ‘ :
5
Estimates for complex works 12 40.0
ey | [ [
0 5 10 15 20 25 30 35 40
Average actual time Standard set by the Authority
Source: Declarations of operators provided to AEEG.
TAB. 3.45
YEAR 2006 YEAR 2007 Services Subject to
SERVICE AUTHORITY ~ NUMBER ~ AVERAGE  NUMBEROF |NUMBER  AVERAGE  NUMBER OF automatic compensation
STANDARD OF ACTUAL AUTOMATIC OF ACTUAL AUTOMATIC for consumers SUpp”Ed in
REQUESTS TIME COMPENSATIONS |REQUESTS TIME  COMPENSATIONS| low pressure with
15 workin 5.7 workin 5,4 workin H H
Estimates for simple works 91 270704 91 6034 |265788 9 503 metering unit up to
e e day class G6
40 ki 12.8 ki 12.9 ki
Estimates for complex works Working 1 19,076 Working) - 919 10,732 Woring - 369 2006-2007
day day day
. . 10 working 5.7 working 7.3 working
Execution of simple works 224,788 12,142 204,557 8.605
day day day
. 10 working 3.5 working 4.7 working
Connections 739,587 8,531 725,210 22,963
day day day
. . 5 working 2.7 working 2.6 working
Disconnections 318,864 5265 316,572 4,170
day day day
Reconnections due to delayed
2 weekdays | 60,597 | 0.8 weekday 731 66,715 |0.8 weekday 530
payment
Punctuality range for personalised
i 2 hours 162,168 - 900 146,175 - 1,009
appointments
TOTAL - 1,788,784 - 33,822 1,735,749 - 42,678

Source: Declarations of operators provided to AEEG.
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Table 3.45 summarises the main figures for 2006 and 2007
regarding all of the services subject to automatic compensation,
with reference to the most common user type, i.e. consumers
supplied in low pressure with a metering unit up to class G6.
There has been compliance with all standards set by the
Authority for all services.

Natural gas sales service

Table 3.46 shows the “Invoice adjustments” service which is
subject to a specific standardsince 2006. The average number
of services managed by suppliers as well as the average wai-
ting times and compensations paid are indicated. There has
been compliance with all standards set by the Authority for all
services for corrections as well. Figure 3.16 shows the trend in
the management of written complaints or information

requests received by suppliers serving more than 100,000 con-

TAB. 3.46

Service subject to

automatic compensation
for low pressure supplied
consumers with metering

SERVICE

2006

90 calendar day

sumers for 2007, regarding the most common user type, i.e.
consumers supplied in low pressure with a metering unit up to
class G6. Operators respond to 90 percent of written com-
plaints or written requests for information within the establi-

shed 20 working days.

Quality of telephone services

For the first time in 2007, data was collected on quality of
services provided by telephone for the gas sector. Figure 3.17
shows the performances of suppliers with call centers ser-
ving more than 100,000 customers. The datacommunicated
by the operators on a voluntary basis show a marked dispa-
rity due to the organisational and technological differences
between the various companies. Despite this fact, it is inte-
resting to note that 16 suppliers rank at a service level that
exceeds 80%.

AUTHORITY
STANDARD

NUMBER OF NUMBER OF ACTUAL
REQUESTS NON-STANDARD  AVERAGE
CASES TIME

125,858 15.9

NUMBER OF
AUTOMATIC
COMPENSATIONS|

1,897

Invoice adjustments

unit up to class G6 2007

90 calendar day

88,939 926 22.9 1,016

FIG. 3.16

Source: Declarations of operators provided to AEEG.

Acam Clienti
Aem Acquisto e
Agsm Energia
Amg Gas
Amgas

[

Time needed to respond ‘
Ascotrade ‘
|

\

to complaints from
consumers supplied in
low pressure and with
a metering unit up to
class G6

Year 2007; days

Asm Energia Ambiente
Consiagas Servizi
E.On Vendita

Edison Energia

Enel Energia
Enercom

Eni

Enia Energia
Erogasmet Vendita
Estenergy

Eta 3

Gas Natural Vendita
Gelsia Energia

Hera Comm

Iride Mercato
Italcogim Energie
Linea Piu

Prometeo

SGR Servizi
Toscana Energia Clienti
Trenta ‘

0 10

Source: Declarations of operators provided to AEEG.

166

20 30 40 50 60
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FIG. 3.17

Acam Clienti

Aem Acquisto e Vendita Energia
Agsm Energia

Amg Gas

Ascotrade

Asm Energia Ambiente
Consiagas Servizi Energetici
E.On Vendita

Enel Energia

Eni

Enia Energia

Estenergy

Eta 3

Gas Natural Vendita ltalia
Gelsia Energia

Hera Comm

Iride Mercato

Italcogim Energie

Linea Piu

Prometeo

Toscana Energia Clienti
Trenta

Level of telephone
services provided by
suppliers of gas with

over 100,000 consumers
\ Year 2007

0%  10%  20%  30%  40%

Source: Declarations of operators provided to AEEG.

Gas quality and
safety after the
re-delivery points

500%

Gas installation safety inspections

In the third year of implementation of resolution no. 40 of 18
March 2004, in the period from 1 October 2006 to 30
September 2007, gas distributors have carried out safety checks
on over 428,000 new plants (Table 3.47). The implementation of
the regulation issued by the Authority has produced significant
effects; indeed, there has been an increase in the checks of 16%
compared to the previous year in the third year as well.

In particular, it should be noted that approximately 95% of
these have received approval following checking of all docu-
mentation required by law no. 46 of 5 March 1990Secondly in

60%  70%  80%  90% 1000%

14,768 plants which did not pass initial checks gas was pro-
vided only after an additional check and the elimination of
law no. 46/90.
Furthermore, 9% of the checks could not be carried out for

the causes for non-compliance with

“failure to submit the required documentation”.
The summary data intables 3.47 and 3.48 are splitted in distri-
bution by type of plant and size of the gas distributors.

The quality of transport

In terms of natural gas quality, pursuant to resolution no. 185
of 6 September 2005, natural gas transporters provided for
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3. Structure, prices and quality in the gas sector

TAB. 3.47

Summary of data TYPE OF REQUESTS WITH ~ REQUESTS WITH  INSTALLATIONS
concerning resolution no. OF INSTALLATION POSITIVE NEGATIVE WITH MORE THAN
40/04 provided by INSPECTIONS INSPECTIONS ONE INSPECTION
distributors < 348 kW 401,122 18,439 13,478
2006-2007 thermal year > il es Wl 21,860 1,471 1,009

> 116 kW 5.822 431 281

TOTAL 428,804 20,341 12,768

Source: Declarations of operators provided to AEEG.

TAB. 3.48

Summary of data REQUESTS WITH REQUESTS WITH INSTALLATIONS
concerning resolution DISTRIBUTORS POSITIVE NEGATIVE WITH MORE THAN
no. 40/04 provided by INSPECTIONS INSPECTIONS ONE INSPECTION
gas distributors based Large 307,527 16,491 10,256
on distributor size Medium 107,249 3,510 3,952

_ Small 14,028 340 560
Anno termico 2006-2007 TOTAL 228,804 50,341 T47c8

Source: Declarations of operators provided to AEEG.

thermal year 2006-2007 information on the measuring points
of a uniform withdrawal area (AOP) and the measuring points
upon entry into the transport grid. The results show that the
metering points have 154 gas chromatographs, 138 of which
belong to transporters and 16 to third parties.

Insurance for civil gas consumers

In compliance with paragraph 3.3 of resolution no. 152 of 12
December 2003, the Italian Gas Committee (CIG) sent the
Authority, in reference to the thermal year that had just ended,
a brief summary of the accident claims it had received, and the
status of the compensation procedures from 1 October 2006
to 30 September 2007. There was a total number of 51 acci-
dent claims. The statistical survey of accidents caused by fuel
gas, carried out by CIG in observance of resolution no. 168/04,
for the 2006-2007 thermal year, shows that there were 170
accidents after the delivery points attributable to the defini-
tion set forth in resolution no. 152/03.

Survey of domestic customer satisfaction

For 2005-2009 the Authority and Istat entered into an
Agreement in order to measure domestic customer satisfac-
tion in relation to electricity and gas services. For gas ser-
vices, the survey covers over 17,000 families, monitoring,
on a regional level, their degree of satisfaction with the
various aspects subject to quality control, such as the fre-
quency of meter readings, bill transparency, and informa-
tion about the services. This survey was carried out for the
first time in 1998 and has been repeated every year'0. The
general level of user satisfaction has remained basically
unchanged over the years (Table 3.49). Over the last few
years, there has been a slight drop in the overall degree of
satisfaction compared to the previous period (Table 3.50)
while there has been a slight improvement in individual
aspects of the services, on account of the various procedu-
res set by the Authority in order to promote efficient exe-
cution of the services.

10 Results of the survey for 2004 are not available as since 2004 the survey has been done in February, while until 2003 it had been conducted in November.

168



3. Structure, prices and quality in the gas sector

TAB. 3.49
1998 1999 2000 2001 2002 2003 2005 2006 2007 Overall satisfaction
North-West 949 950 | 946 | 947 | 954 | 947 | 947 | 929 | 942 with the gas service
North-East 94.5 94.8 94.0 94.5 93.1 94.3 92.3 91.5 91.1 Percentages obtained from "very
Centre 94.3 957 | 949 | 943 950 | 946 | 929 | 927 | 937 satisfied” and “quite satisfied"
South 945 95.1 949 | 960 | 940 | 939 | 925 | 929 | 940 responses
Islands 89.6 956 | 915 | 963 | 946 | 908 | 953 | 933 | 934
Italy 94.5 952 | 945 | 949 | 94.6 | 943 | 93.4 | 92.6 | 93.4
Source: multi-purpose survey by Istat for 1998-2007.
TAB. 3.50
1998 1999 2000 2001 2002 2003 2005 2006 2007 Overall satisfaction and
Meter reading frequency 86.1 86.9 85.7 | 829 824 | 81.0 785 | 809 | 820 satisfaction with the
Bill transparency 80.2 815 79.6 | 804 | 784 | 770 | 744 | 744 | 752 various aspects of the gas
Information about the service 79.4 81.1 79.5 79.0 77.3 75.8 72.9 73.2 74.8 service
Overall satisfaction 94.5 95.2 94.5 | 94.9 94.6 | 94.3 93.4 | 92.6 | 93.4 Percentages obtained from "very
. satisfied” and "quite satisfied"
Source: multi-purpose survey by Istat for 1998-2007. responses
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