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ENDESA is an
Enel Group company.
Enel is one of the largest utilities in
the world. The group produces,
distributes and sells sustainable
energy, respecting people and the
environment. Enel serves over 60
milion residential and business
customers in 40 countries and

creates value for 1.3 million investors.
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This is ENDESA’s 12th Annual Sustainability Report,
outlining our commitment to sustainable development
and reporting progress made in 2012 to all our
stakeholders.

2012 was the last year of ENDESA’s 2008-2012
Sustainability Plan (PES), which reflects the
Company’s strategy in the area of sustainable
development. The plan was completed successfully in
its fifth year, with more than 98% of the objectives met.

ENDESA’s commitment to sustainable development
begins with our senior management and extends to
every part of the Company and all employees. The
Sustainability Plan contains a total of 67 monitoring
indicators, of which 52 form part of the Sustainability
Scorecard reported to senior management every six

months; all of the Company’s employees are involved in
implementing these actions.

The 2008-2012 Sustainability Plan was the natural
successor to the 2003-2007 Strategic Plan for the
Environment and Sustainable Development, the
definitive implementing tool for our Sustainability
Policy and a response to the seven commitments
to sustainable development made by the Company
to our customers, shareholders, employees and the
communities in which we operate. This policy also
detailed our commitments to ethical behaviour
and transparency, technological innovation, energy
efficiency and respect for the environment.

For the third consecutive year, this report has been
prepared in accordance with version G3.1 of the Global



Reporting Initiative (GRI) and has been verified by an
independent external body.

The report is complemented by the specific GRI
Electric Utilities Sector Supplement and the principles
of AA1000 APS (2008) and the Global Compact. In
ENDESA’s sustainability management model, the
concept of Sustainability forms part of the principles
of the Global Compact and is an integral part of the
Company’s management strategy, from the definition
of its mission, vision and values to the individual
objectives set for senior managers and other employees
whose salaries are determined to some degree by
achieving management objectives.

Having published 12 Sustainability Reports, ENDESA
remains committed to transparent reporting of
progress on sustainability to all of its stakeholders.

Sustainability Report
Presentation

The Company believes that responsible conduct,
accountability and sustainability management are all
key to legitimating our actions in the communities
where we operate. Therefore, we are now working
on our next Sustainability Plan, which will include
our definitive strategic business and sustainability
planning.

Borja Prado Eulate
Chairman
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A sustainable and responsible commitment to the
countries and communities in which it operates is an
integral part of ENDESA’s management model.

2012 was a special year for ENDESA. A year which saw
the completion of our 2008-2012 Sustainability Plan
(PES), with most objectives being met, and the start of
anew era as part of the Enel Group, for which we have
set even more ambitious challenges in order to remain
aleader in the area of sustainability.

The PES is structured into seven key vectors that
lend continuity to the Group’s seven sustainable
development commitments: our people, our customers,
our investors, good governance and transparency, the
environment, technology and innovation, and our
partners. In addition, the PES is designed to address
two key challenges: the fight against climate change
and strengthening links with local communities in the
countries and territories where ENDESA operates.

This commitment to sustainability extends across all
Group companies and to every member of staff.

This Sustainability Report sets out the performance
highlights of the Company’scommitmentto sustainable
development in 2012.

Our people

At ENDESA, the occupational health and safety of our
employees and partners is a top priority and we are
working towards the sole objective of achieving a zero
accident rate. We are therefore developing a series of
initiatives in relation to occupational health and safety
and risk prevention as part of our 2011-2015 Safety
Plan, which forms an integral part of the Enel Group’s
occupational health and safety strategy. As a result of
this joint endeavour, ENDESA has achieved the lowest
accident rates ever, reducing the accident frequency
index by 23.9% among its employees and contractor
personnel.

In December 2010, ENDESA carried out the Enel
Group’s first working climate survey, achieving 83%
participation. As a result of this survey, specific action
planswere formulated whichidentified and successfully
implemented 218 improvement initiatives.

ENDESA remains firmly committed to gender equality
and non-discrimination and achieving a work-life
balance, renewing for the second consecutive year in
Spain the “Equality in the Workplace” seal awarded by
the Ministry of Health, Social Services and Equality,
while its subsidiaries in Chile and Colombia have been
certified as “Family-friendly companies”.



Our customers

Throughout 2012, the Company continued to work
to improve the reliability of supply and the services
provided to its close to 25.4 million customers, more
than 360,000 of which are new customers located in
Latin America.

Supply continuity was improved in Spain, Portugal
and Latin America. The system average interruption
duration index (SAIDI) in the areas supplied by
ENDESA in Spain stood at 52 minutes, an improvement
of 8 minutes on 2011, implying availability of service
equal to 99.99% of total hours for the year and making
ENDESA one of the leading electric utilities in terms of

supply quality.

ENDESA’s Customer Services Excellence Plan focused
on the quality of its customer service and commercial
operations in 2012. Highlights included the 11%
reduction in the length of the registration process for
the deregulated markets through personal service
channels and the 14% reduction in the average waiting
time at sales offices.

The online office, www.endesaonline.com, grew
further in 2012, with 800,000 registered customers, up
35% on 2011, while 86% of complaints submitted to the
Customers Ombudsman were resolved successfully.

Shareholders and investors

For the 12th consecutive year ENDESA was listed on
the Dow Jones Sustainability Index (DJSI), achieving
its best score ever (81 points out of 100). In addition,
the Company achieved a 4-point improvement over
last year’s score (reaching 92/100) for the Carbon
Disclosure Project: this index measures emission
reductions and corporate transparency in relation to
climate change mitigation performance.

The Company has a Shareholders’ Office offering
personalised support and makes public presentations
of its quarterly results to analysts and investors.

Corporate governance and transparency

ENDESA’s commitment to corporate governance and
transparency is evident in its daily conduct. Since 2010,
the Company has had a new Code of Ethics and Zero
Tolerance Plan Against Corruption in place, which

Sustainability Report
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outline the ethical responsibilities and commitments
in the management of its businesses and corporate
activities. These have been adopted by all ENDESA’s
subsidiaries

and reinforce the existing Employee’s Code of Conduct,
the Charter governing senior management and the
Charter governing executives.

Environment

Sustainable development is one of the main pillars of
ENDESA’s strategy and environmental protection is
one of the Company’s most important commitments.

97.97% of the energy produced by ENDESA in 2012
was certified under ISO14001, with a figure of 97.8%
of installed capacity in Latin America. Meanwhile,
the measures implemented between 2008 and 2012
to manage and curb emissions led to a 16% decrease
in SO,, a 15.6% drop in NO,_ and a 32.7% reduction in
suspended particulates emitted by the major thermal
power plants.

The restoration of the As Pontes mine was completed
on 16 May 2012 when the lake was filled and is a shining
example of comprehensive environmental protection.
This site will be managed by the Galician regional
government (Xunta de Galicia).

Climate change

Thefightagainstclimatechangeisoneof ENDESA’smain
environmental priorities. The Company addresses this
challenge through technology and innovation. Through
its Climate Change Programme, the Group plays an
active role in the development of renewable energies,
heading up new technological developments to reduce
carbon dioxide emissions, developing opportunities
in the area of energy efficiency and co-generation and
leading the development of a sustainable transport
model based on the electric vehicle.

In 2012, ENDESA further promoted the electric vehicle.
Highlights include the presentation of the world’s first
inductive fast charging solution and the development
of the conductive fast charging equipment. Progress
was also made on the development of V2G (Vehicle
to Grid) technology and the implementation of the
international project Zem2All (Zero Emissions
Mobility to All) aimed at the mass testing of new
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e-mobility services and advantages in the Malaga
smart city project. Today, ENDESA has more than 600
charging points for electric vehicles in Spain and 40 in
Latin America.

Technology and innovation

In 2012, ENDESA continued to develop projects
designed to generate value and promote a culture of
innovation. Direct investment in R&D and innovation
activities in the year totalled Euro 84 million with
90 projects executed. The results achieved were
significant, due to the close collaboration with the Enel
Group.

Achievements in this area include:

* In 2012, five new patents for technological solutions
were applied for in relation to electric vehicle
charging, improving maintenance for diesel units,
carbon capture in fixed-bed reactors and reactive
power compensation.

* Cementing a position of leadership in smart cities,
where substantial progress was made in the Malaga
project (the first full-scale European project) and in
Barcelona in Spain, and in Latin America, where the
smart city projects in Buzios (Brazil) and Santiago
de Chile (Chile) got underway.

e The position enjoyed by ENDESA in the area of
smart cities is based on another of the Company’s
successes, the smart meter - the result of know how
developed by Enel, world leader in this sector. In
Spain, the Companyinstalled 2 million smart meters
for domestic customers in 2012, bringing the grand
total to 3 million. In Latin America, pilot schemes
are also being rolled out in Brazil and Chile.

e The launch of the first edition of the Enel Lab
competition in Spain (with a prize Euro 15
million), aims to finance up to 18 Spanish or Italian
start-ups over three editions of the contest for
the development of projects in the area of new
technologies or new applications of interest for the
Enel Group.

e The opening of a cooling lagoon in Latin America
to assess the viability of crystalline lagoons as an
alternative cooling system for thermal power plants.

Our partners

ENDESA has stepped up its drive to develop a
commitment to sustainability among its partners. The
Company has therefore continued to identify strategic
suppliers and contractors, numbering 540 in 2012,
29% more than in 2011. Further, the Supplier Rating
System is already in use in 83 purchasing families, 44
more than in 2011. Also, 100% of significant contracts
(worth more than Euro 1 million) included clauses on
human rights.

For ENDESA, it is essential to transmit to our partners
and suppliers our policies on workplace security,
demanding the same safety standards for all people who
work for the Company and for contractor companies.
As a result of this effort, the accident frequency index
for these employees was reduced from 4.35 in 2011 to
3.21in 2012.

Establishing ties with local communities

In 2012, the 2010-2012 Regional Sustainability Plans
were rolled out in the areas where the Group operates
in Spain (Andalusia and Extremadura, Aragon,
Balearic Islands, Canary Islands and Catalonia),
while the sustainability committees in Latin America
(Argentina, Brazil, Colombia, Chile and Peru)
continued to coordinate and develop their country-
specific sustainability plans. The goal is to offer an
overall vision of sustainability at the local level and
to lead, coordinate and implement local sustainable
development actions.

ENDESA has continued to promote social initiatives
aimed at providing access to electricity through three
main channels:

¢ Development of knowledge and key skills,
creating abilities in the area of electricity:
Nuevo Pachaciitec (ENDESA’s main electricity
educational programme in Peru); Chilectra
university chair (making students of electricity in
Chile more employable through training in the area
of electricity distribution and work experience);
Pasantia Docente (improving technical training
in electricity and energy in Chile by fine-tuning
lecturers’ skills); technical training in the
distribution and supply of electricity (technical
training for young people in energy distribution and
supply in Colombia) and Coelce nas Escolas (a



project in Brazil to prevent the wastage of electrical
energy and increase energy efficiency).

Elimination of economic barriers for low
income sectors of the population: Ecoelce
and Ecoampla in Brazil and Ecochilectra in
Chile (projects that encourage the exchange of
recyclable waste for discounts on electricity bills);
and customer reactivation programme in Peru
(the objective of this project is to facilitate access to
power for low income communities through flexible
financing schemes for new connections).

Access to electricity through new technologies
and infrastructures : Power for All programme
(a federal initiative to bring electricity to all rural
areas in Brazil); electrification of communities (a
projecttobringelectricity supply tounderprivileged
urban areas in Peru); cold reserve electrification
and Curibamba (power interconnection project
in Peru to help the development of communities
located in the proximity of ENDESA’s installations);
electricity for learning programme (installation

Sustainability Report
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of solar panels on educational buildings in Colombia
without access to electricity), the illumination of
sports facilities in Peru and the multicanchas
initiative in Chile (recovery of public areas
through the delivery, installation and maintenance
of illumination systems in sports grounds and
installations).

Therefore, we can conclude that 2012 was ayear of great
achievements in each of the seven main lines of the
strategic plan: our people, our customers, our investors,
good governance and transparency, the environment,
technology and innovation, and our partners.

On this basis, we are working on our next Sustainable
Strategic Plan which will keep ENDESA at the forefront
in all areas of sustainability.

fL_aum'— Femte—

Andrea Brentan
Chief Executive Officer



b 'L_L HH':'._! ‘ N ‘|

e . ] Jn!m






Endesa
Annual report 2012

ENDESA is the leading utility in
the Spanish electricity sector
and the largest private electricity
multinational in Latin America.
The Company consolidated its
leading position in 2012 both in
terms of business activity and
its commitment to sustainable
development. As a company,
ENDESA strives to secure a
reliable and affordable energy
supply in the regions where it
operates and to incorporate
social and environmental issues
into its management model.

ENDESA publishes

-12th

Annual
Sustainability
Report

98%

compliance with
objectives of
the 2008-2012
Sustainability Plan
in its fifth year

Key figures 2008-2012 Sustainability Plan

ENDESA’s 2008-2012 Sustainability Plan
fully incorporates all three sustainability
areas (economic, social and environmental)
into the Company’s strategy. In 2012, the
fifth year of the plan, 98% of its objectives

were met.

In 2012, ENDESA
achieved the highest
score in the DJSI’s
“Engagement with
stakeholders”
section

ENDESA and its
eight subsidiaries in

Latin America have
achieved advanced
level in the Global
Compact

| o ] a0 ] 20 ] 2om [ 202 ]

Participation at the General Shareholders' Meeting (%) 93.84 93.75 93.9 93.87 93.49
Number of Board meetings 11 15 11 11 14
Total number of directors 10 G 9 9 9
Fixed remuneration of directors (Euro) 3,546,131 2,469,338 1,911,600 1,907,148 2,137,984
Variable remuneration of directors (Euro) 4,237,804 5,688,398 2,590,864 3,160,810 3,317,408
Complaints received via the Ethics Channel 49 80 73 69 81

Dismissals arising from complaints received via the Ethics Channel n/a n/a 36 11 21
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1. ENDESA in figures
| o0 | a0 | 2z |

EBITDA (Euro million) 7,474 7,265 7,005
Business in Spain and Portugal 4,079 4,024 3,796
Business in Latin America 3,395 3,241 3,209
Other countries 0 0 0

NET INCOME AFTER TAXES AND MINORITIES (Euro million) 4,129 2,212 2,034
Business in Spain and Portugal 3,498 1,593 1,410
Business in Latin America 631 619 624
Other countries 0 0 0

WORKFORCE (10) 24,732 22,877 22,807
Spain and Portugal (1) 12,151 11,670 11,504
Latin America 12,462 11,092 11,301
Other countries 119 115 2

INSTALLED CAPACITY (MW) 40,142 40,095 39,403
Spain and Portugal 23,116 23,072 23,122

Hydroelectric 4,731 4,716 4,716
Conventional thermal (2) 14,720 14,675 14,720
Thermal - nuclear (2) 3,665 3,681 3,686
CHP and renewables (11) — — —
Latin America (3) 15,835 15,832 16,158
Other countries (2) 1,191 1,191 123

OUTPUT (GWh) 130,485 138,714 141,434

Spain and Portugal (4) 67,049 75,132 77,386
Hydroelectric 9,208 6,179 5,350
Conventional thermal 29,664 43,776 45,069
Thermal — nuclear (2) 27,619 25,117 26,967
CHP and renewables (11) — — —

Latin America (3) 62,416 62,767 63,118

Other countries (2) 1,020 815 930

SALES (GWh) 162,465 162,336 162,490

Spain and Portugal 106,894 105,241 102,766
Regulated market 0 0 0
Deregulated market (6) 106,894 105,241 102,766

Latin America (7) 55,571 57,095 59,724

Other countries (5) - - -

NUMBER OF CUSTOMERS (thousands) 25,001 25,192 25,443

Spain and Portugal 11,729 11,537 11,431
Regulated market (9) — - -
Deregulated market (6) 11,729 11,537 11,431

Latin America 13,272 13,655 14,012

Other countries = = —

(1) In contrast to previous years, 2008 to 2012 data include figures for Asociacién Nuclear Ascé-Vandellos, Carbopego, Nuclenor, Pegop Energia Eléctrica, Tejo Energia and Endesa Ingenieria due to
changes to the consolidation scope.
(2) Data consolidated by ENDESA.
(3) Includes the Chilean plant GasAtacama, accounted for using the proportionate consolidation method from 1 January 2008.
4) Data measured at busbar cost. 2009 hydro output sold to Acciona is included to June and output from Nuclenor and Tejo Energia throughout the year as these assets were accounted for using
proportionate consolidation.
5) Does not include sales to end customers made by generation companies in Europe.
6) To provide coherent economic data for this business, we include sales made by Endesa Energia and customers in European countries outside of Spain and Portugal.
)
)

Does not include tolls or unbilled consumption.

Data measured at busbar cost.

9) Tariff customers. Does not include toll customers.

(10) Number of employees by business unit.

(11) See section on Climate change: 1.1. Playing an active role in developing renewable energies.

33
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2. About us

ENDESA is the leading operator in the Spanish electricity
sector and the largest private multinational electricity
company in Latin America, with operations in nine countries
(Spain, Portugal, Chile, Argentina, Colombia, Peru, Brazil,
Ireland and Morocco). The Company has a workforce of
22,807, a total of 25.4 million customers and installed power
0f 39,403 MW.

In 2012, ENDESA reported net income of Euro 2,034 million
and revenues of Euro 39,933 million.

2.1. Main Business Areas

ENDESA’s core businesses are electricity generation,
distribution and supply. It also operates in the natural
gas business (supply, distribution and sales), as well as
cogeneration and renewable energies (wind farms, mini-
hydro plants, waste-fuelled power and biomass).

Outside the field of energy, ENDESA holds a stake in Bolonia
Real Estate and carries out substantial mining activities
in Andorra (Teruel) and Puertollano (Ciudad Real). It also
performs restoration work on former mining operations in
Pefiarroya (Cérdoba) and As Pontes (La Coruiia). At the latter,
restoration work on the hole left by the mine was finished in
April 2012 after it was filled with high quality water to form a
lake. In 2012, 810,000 tonnes of coal were produced.

The Company’s operations are structured by business line,
giving it flexibility and the ability to respond to its customers’
needs in the regions and business areas where it operates.

2.1.1. Spanish and Portuguese Business Unit

Endesa Spain and Portugal is composed of various companies
that, due to legal requirements, are independent:

Endesa Generacién

Endesa Generacion encompasses ENDESA’s generation and
mining assets in Spain, in addition to assets that previously
belonged to Endesa Europe in Portugal which are now part
of the Spain and Portugal division, assets in Ireland and
Morocco (which fall under Other countries) and assets
belonging to Endesa Cogeneracion y Renovables (ECyR).

Endesa Red

Endesa Red was created following the merger of ENDESA’s
regional distribution companies in Spain. The company
includes:

e Endesa Distribucion Eléctrica, S.L.: regulated power
transmission and distribution activities.

e Endesa Gas, S.A.. the Company’s holdings in
regulated natural gas market companies. Endesa Gas
distributes natural gas via its stakes in Distribucién y
Comercializacion de Gas Extremadura, Gasificadora
Regional Canaria and Gas Extremadura Transportista.

Endesa Energia

ENDESA carries out supply activities on the deregulated
market, responding to the demands of Spanish electricity
market deregulation. The Company’s core businesses are the
supply of power and value-added services to those customers
who exercise their right to choose an energy supplier and
receive services on the deregulated market.

e Energy Management Department. This department
mainly focuses on trading and fuel management.

e Nuclear Energy Department. This department comprises
Endesa Operaciones y Servicios Comerciales, S.L. and
provides sales support for ENDESA’s power companies.

* Support units. Provide support services for ENDESA’s
investees:

— Strategy and Development

— Systems and Telecommunications
— Economic-financial

— Human Resources and Organisation
— Legal

— Communication

2.1.2. Latin America Business Unit

This business unit oversees an extensive number of Latin
American companies operating in Chile, Argentina, Brazil,
Colombia and Peru, in which ENDESA holds a controlling
shareholding position.

2.2. Energy business

2.2.1.Spain

At the close of 2012, ENDESA had 22,027 MW of ordinary
regime capacity in Spain and Portugal, with net output of
77,386 GWh.

In Spain, ENDESA had total net output of 74,484 GWh
between mainland ordinary regime and non-mainland
generation, an increase of 2.5% compared to 2011.



CENTRAL AMERICA

SIEPAC Project (11.1%)
Construction of a 1,800-km
power interconnection (230
kV with 600 MW capacity) to
link the power grids of Central
American countries
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COLOMBIA
Emgesa (48.48%)

PERU

Edegel (83.60%)
1,464 MW

Chinango (80%)
194 MW

Piura (96.5%)
116 MW

Edelnor (75.68%)

1.2 million Customers
I —

CHILE
Endesa Chile (59.98%)
5,961 MW
Chilectra (99.09%)
1.7 million customers
-

2,914 MW
Codensa (48.48%)
2.7 million customers

BRAZIL
Endesa Fortaleza (100%)
322 MW
Cachoeira Dourada (99.61%)
665 MW
Cien (100%)
(Argentina-Brazil interconnection)
1,000 km
2,100 MW
Ampla (99.64%)
2.7 million customers
Coelce (58.87%)
3.3 million customers

ARGENTINA
Dock Sud (69.99%)
870 MW
Endesa Costanera (69.76%)
2,324 MW

The Company supplied 102,766 GWh of power and had 11.4
million customers.

ENDESA also operates in the natural gas business. Its
natural gas customer portfolio (excluding sales for electricity
generation) at the end of 2012 was made up of 1.3 million
supply points, with an annual consumption of 43.9 TWh, an
increase of 5.2% on 2011.

“ENDESA: Spanish electricity market leader in
supply and customers.”

El Chocén (67.67%)
1,328 MW
Edesur (99.45%)
2.4 million customers
Yacylec (22.22%)
282 km
507 kV

2.2.2.Portugal

At the end of 2012, ENDESA had installed capacity of 1,095
MW under the ordinary regime (244 MW at Tejo Energia and
851 MW at Elecgas). The Pego plant produced 3,497 GWh
(1,360 GWh corresponding to ENDESA’s 38.9% stake), which
represented 7.1% of Portugal’s total electricity consumption.

ENDESA remains the second largest operator in the
Portuguese deregulated electricity market, with a share of
close to 25% At year-end 2012, the Company’s customer

15
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portfolio in the electricity market saw demand of 6,163 GWh/
year, with 3,687 medium voltage supply points, 3,545 special
low voltage supply points and 115,490 low voltage supply
points.

In the Portuguese gas market, ENDESA supplied 4,358 GWh/
year.

2.2.3. Latin America

ENDESA is the leading private electricity multinational in
Latin America and the largest utility in Chile, Argentina,
Colombia and Peru. It also has a solid position in Brazil.

The Company supplies electricity to five of the region’s six
largest cities (Buenos Aires, Bogot4, Santiago, Lima and Rio
de Janeiro), owns the CIEN interconnection line between
Argentina and Brazil, and has astake in the STEPAC electricity
interconnection system that will eventually link six Central
American countries.

ENDESA investee companies in Latin America had total
installed capacity of 16,158 MW at year-end 2012, generating
63,118 GWh and selling 59,724 GWh, with a total of 14 million
customers (357,000 more than in 2011).

In Latin America, the Company had 409.03 MW of renewables
capacity in 2012: 330.88 MW in mini-hydro plants with
capacity of less than 50 MW and 78.15 MW of wind power
capacity.

ENDESA operates in Latin America through its 60.62%
ownership interest in Chilean multinational Enersis and its
direct holdings in other electric utilities in the region.

“ENDESA: the leading private power
multinational in Latin America.”

2.2.4. Business in other countries

In 2012, ENDESA’s main businesses outside Spain and
Portugal and Latin America were as follows:

2.2.4.1. Ireland

At the end of 2010, ENDESA started proceedings for the sale
of its 100% stake in Endesa Ireland Limited. The company
was sold to SSE Generation Ltd. in October 2012 for Euro 286
million.

Endesa Ireland Limited owned four sites with a total
operating capacity of 1,068 MW: Tarbert, a fuel oil plant
with total installed capacity of 620 MW; Great Island, a
fuel oil plant with total installed capacity of 240 MW; and
Tawnaghmore and Rhode, each with two gas oil units and
104 MW capacity. Up to the date of the sale, it had generated
24.1 GWh.

2.2.4.2. Morocco

ENDESA operates in Morocco through its 32% stake in
Energie Electrique de Tahaddart, the company that owns
a 384 MW CCGT plant in Tahaddart. In 2012, the plant had
an output of 2,830 GWh (906 GWh of which corresponded to
ENDESA’s 32% stake).

In 2012, Energie Electrique de Tahaddart paid a dividend
against 2011 earnings, of which Euro 4.3 million (net) was
payable to ENDESA.

2.2.5. Enel Green Power Espana

Enel Green Power Espafia was founded in 2010 as a result
of the integration of the renewable assets of Endesa
Cogeneracion y Renovables, S.A.U. in Spain and Portugal with
those of Enel Green Power in the same area.

Enel Green Power Espafia, S.L., manages and develops all
the renewable assets of ENDESA and Enel in Spain and
Portugal. It is 40% owned by ENDESA and 60% by Enel
Green Power, which is wholly owned by Enel and is involved
in the development of renewable energies throughout the
world.

At 31 December 2012, Enel Green Power Espafia had total
net installed capacity of 1,680.5 MW in renewable energies,
with the following breakdown: 1,568.106 MW in wind energy,
56.56 MW mini-hydro capacity, 22.7 MW in biomass plants,
13.41 MW solar energy plants and 19.728 MW in cogeneration
plants.

3. Commitment to sustainability

All environmental, economic and social opportunities are
integrated into ENDESA’s sustainability strategy and day-
to-day management. To do this, the Company establishes a
series of business objectives that include long-term value
creation for the communities in which it operates.



3.1. Mission, vision and values

The principles of sustainability are reflected in the Company’s
values, business mission, vision and decision-making
processes.

To maximise the value of our shareholders’ investments.
Mission To serve our markets and exceed customers' expectations.
To contribute to the development of our employees.

ENDESA is an energy sector operator and provider of associated
services, focused on electricity.

Vision A responsible, efficient and competitive multinational company,
committed to safety, health and the environment.
A company ready to compete on a global level.

People: we ensure development opportunities for all company
employees, based on merit and professional contributions made.
Health and safety: we make a firm commitment to occupational health
and safety by promoting a preventive culture.

Team work: we encourage working towards achieving a common goal,
sharing information and knowledge.

Ethical behaviour: we encourage professionalism, moral integrity,
loyalty and respect for others.

Customer focus: we aim to boost customer satisfaction by providing
competitive, high-quality solutions.

Innovation: we strive constantly to improve and find innovative solutions
to meet maximum profitability criteria.

Focus on results: our activities are aimed at achieving the objectives of
our business project and profitability for our shareholders, endeavouring
to exceed their expectations.

Community and the environment: we have made a social and cultural
commitment to the community and adapt our business strategies to
protecting the environment.

Values

This commitment to sustainability extends to all Group
companies and employees. It also explicitly includes
economic remuneration systems and codes of conduct, and
is extended to partners and other agents that work with
ENDESA or on its behalf.

ENDESA’s sustainability policy is based on the Seven
Commitments for Sustainable Development that the
company published in 2003. These commitments to ethical
conduct and transparency, technical innovation, energy
efficiency and the environment are made voluntarily to our
customers, shareholders, employees and the communities
where ENDESA operates.

ENDESA’s Seven Commitments

Opportunities arising from the
climate change challenge

Commitment to the environment

Commitment to good governance and
ethical behaviour

CHALLENGES IN 2008-2012

Commitment to the health, safety and
personal and professional
development of our employees

Strengthening ties with
local communities

| ENVIRONMENTAL

SOCIAL
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4. ENDESA’s 2008-2012
Sustainability Plan

ENDESA’s sustainable development strategy is included
in the 2008-2012 Sustainability Plan, which concluded in
2012, having achieved the full inclusion of all economic,
social and environmental aspects, as well as long term value
generation.

The 2008-2012 Sustainability Plan was designed based on the
Company’s Sustainability Policy and its Seven Commitments
to Sustainable Development, and builds on the results
achieved in the 2003-2007 Strategic Environment and
Sustainable Development Plan.

It was structured according to the importance to ENDESA
of the issues it covers and the scope for improvement. It is
based on seven main lines and two challenges, showing the
Company’s real commitment to sustainability through over
250 programmes and initiatives, including the monitoring of
indicators and specific objectives.

One unique feature of the plan is that it has undergone
changes over the last five years (2008-2012), to adjust for
actual situations and progress at any given time, making this
an evolving and constantly relevant plan.

ENDESA’S 2008-2012 SUSTAINABILITY PLAN

OVERVIEW

* Our customers: commitment to service quality.

* Our investors and shareholders: commitment to creating value and profitability.

© Our people: commitment to the health, safety, and personal and professional
development of our employees.

* Our conduct: commitment to corporate governance, ethical behaviour and
transparency.

© Our environment: commitment to the environment.

* Innovation: commitment to efficiency.

* Commitment to our partners.

CHALLENGES

* The climate change challenge.
* Strengthening ties with local communities and the Company's legitimacy in the
areas where it operates.

Commitment to efficiency

Commitment to creating value and
returns
ECONOMIC

Commitment to the development of
the societies in which we operate

Commitment to service quality
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“More than 250 programmes and initiatives
form part of ENDESA’s 2008-2012
Sustainability Plan.”

Commitment to our customers

ENDESA aims to be the best perceived electricity company,
both for its service quality and excellent engagement with
customers. To reach this goal, four strategic targets have been
set out:

¢ Improving its perception as a reliable supplier, avoiding
reputational crises.

e Achieving commercial excellence.

¢ Ensuring that each interaction with the customer has a
positive effect.

¢ Promotingvalue-added products and services and making
ENDESA abenchmark in the sector.

Commitment to our employees

ENDESA aspires to be one of the most desirable companies to
work for among the top professionals in its sector. To achieve
this, the Company has set four strategic objectives:

e To ensure sustained improvement in preventing labour
risks and the health of both its own staff and contractors,
to be recognised as aleader in the global electricity sector.

¢ Toconsolidate alabour relations model based on dialogue
with employees and their representatives, adjusting to
the laws and the peculiarities of each country, aligned
with the Company’s strategy and business needs.

¢ To promote a culture of respect for individuals and their
diversity, of social responsibility and commitment to
the organisation, positioning ourselves as an attractive
company to work for.

e To establish a unique and global model for managing
leadership and talent, to guarantee the professional
development of staff based on merit, generating high-
quality management and ensuring the Company’s future
sustainability.

Commitment to good governance

ENDESA aims to set the highest standards in good corporate
governance and to ensure that all practices are permeated by
its commitment to sustainability and corporate integrity. To
this end it has set two strategic objectives:

¢ To maintain its position as a world leader in good
governance and transparency.

* Tobecome astandard bearer in the sector for compliance
with codes of ethics and the fight against fraud and
corruption.

Commitment to our investors

ENDESA aims to be the power company most often included
in the portfolios of those institutional investors who take
social, environmental and ethical considerations into
account when choosing investments, and to be the preferred
electricity company for investors concerned by climate
change. To achieve this, three strategic objectives have been
set:

* To continue setting the standard for transparency in the
investor community.

e Tobuild greater awareness among investors of ENDESA’s
sustainability initiatives.

e Tobeamodelfor clarity of information, with an accessible
and fully updated website.

Commitment to the Environment

Due to its strategic importance, climate change has become
a sufficiently important challenge to warrant being given
specific attention.

Excellence in environmental management includes:

e Improving water management through an integrated
management system.

e Achieving a balance between assumable risks and
investment costs.

e Further developing environmental management systems.

e Advancing towards certification of the management
systems at 100% of its facilities.

e Improving management of biodiversity conservation

Commitment to Innovation
and Technology

ENDESA aspires to be a technological leader in the electricity
industry and, to achieve this, has set four strategic objectives:

e To maintain a portfolio of R&D projects which meet the
challenges faced by each business in terms of the type and
volume of investment.

e To become a leader in technology, underpinning and
enabling the Group’s strategic vision.

e To promote ENDESA’s internal image as a highly
innovative company.

e To ensure that ENDESA is recognised externally for its
technology and innovation.



Commitment to our Partners

ENDESA aspirestobe asectorleader due to the sophistication
and excellence of its procurement processes and the
management of its relations with suppliers and contractors.
To this end, the Company has set the following strategic
objectives:

¢ To promote and encourage workplace safety at
contractors and suppliers.

¢ To extend sustainability commitments along the entire
supply chain.

¢ To guarantee the supply of goods and services.

The Climate Change challenge

ENDESA aspires to take a leading role in combating climate
change. To this end the Company has set the following
strategic objectives:

¢ To analyse new eco-efficient systems leading to a
reduction in CO, emissions.

¢ To participate actively in the development of renewable
energies.

¢ To develop energy efficiency and cogeneration
opportunities.

¢ To contribute to the development of a sustainable
transport model based on electric vehicles.

¢ To create a portfolio of CDMs.

The challenge of strengthening ties
with local communities

ENDESA aspires to be seen as involved in the social
concerns of the countries and regions where it operates and
as an indispensable partner in their economic, social and
environmental development. To this end, the Company has
set the following strategic objectives:

¢ To complement its function as a provider of a basic
service: access to electricity.

e To develop projects linked to the nature and
characteristics of the Company’s businesses, allowing it
to apply its know-how.

¢ To provide access to goods and services that are related
to electricity.

¢ To respond to the needs of the main communities with
which ENDESA deals.

¢ To realise ENDESA’s potential to help create wealth and
employment.

¢ Tobe sustainable over time and able to replicate the most
successful measures.

Sustainability Report
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e Toaddress the needs of underprivileged groups, including
rural communities and displaced urban communities.

e To work with the social representatives of the
communities involved in projects.

e Accountability - through systematic, transparent
communication with society.

4.1. Real results

In2012,thefifth and final year of the 2008-2012 Sustainability
Plan, the associated initiatives were significantly developed,
with most of the plan’s established objectives being met. The
progress of the sustainability strategy was also built on in the
different locations in which the Company operates, through
individual country plans (Argentina, Brazil, Colombia, Chile
and Peru) and regional plans (Andalusia and Extremadura,
Aragon, the Balearic Islands, the Canary Islands and
Catalonia) and the different committees that coordinate
these initiatives.

98%

2012 target
100
80% - 2011 target
—
63%
60 i = - 2010 target
38%
40 2 - = . 2009 target
19%
20
[ — - 2008 target
2008 2009 2010 . —

1
2011 2012

“98% compliance with the Sustainability Plan
in 2012.”

The 2008-2012 Sustainability Plan comprises a total of 67
tracking indicators, of which 52 feature on the Sustainability
Scorecard, which is submitted to senior management every
six months.

Thebalance and measurement of the programmes and actions
making up the plan reveal an overall level of compliance of
98%, slightly below the established target.

98%
o Climate rengthening SN
Core actions RNange ks Communication
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The greatest progress made within the Sustainability Plan,
with much more activity than originally planned, related
to action taken by the Company to forge ties with local
communities, followed by communications activities. Almost
99% of objectives were met in the Core Actions section of the
plan, which encompasses the initiatives related to ENDESA’s
seven commitments. Lastly, the least progress was made in
relation to initiatives to fight against climate change.

¢ Core Actions: Slightly below target. 100% or more of the
objectives in the areas of Customers, People, Investors,
Technology and Innovation and Partners were met. In
the areas of Good Governance and the Environment this
figure was slightly lower, although in line with the target
for the latter.

¢ Combating Climate Change: Progress on meeting
objectives slowed to 92%. Highlights include the
Renewable Energies and Energy Efficiency projects,
where were slightly below target (at 98%) and Sustainable
Transport.

¢ Strengthening ties with local communities: Above
target (102%). Progress was on target or above target in
the implementation of the sustainability strategy in all
countries and regions, in the area of social initiatives and
in relation to the metering system as part of the Enabling
Electricity project. Progress was slightly below target
(95%) in the implementation of the social action strategy.

¢ Communication: Targets were met in all areas.
Expectations were surpassed in the areas of
communication, raising awareness and unlocking the
value of sustainability issues.

This report demonstrates, for each of the sections, the
progress made by the Company in the field of sustainability
in 2012, detailing the actions taken and results achieved in
each area.

5. Compliance with international
benchmarks for sustainable
management

As a key player in establishing a new, global and sustainable
energy model, ENDESA subscribes to the main international
agreements for sustainable management. The Company is
firmly committed to the United Nations Global Compact and
its 10 basic principles, the OECD principles and the United
Nations Millennium Goals.
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In 2012, ENDESA and Enel once again played an active
role in Global Compact LEAD, the corporate sustainability
leadership platform developed by the UN Global Compact in
2011 comprising the 57 leading companies in sustainability,
committed to developing the “Blueprint for Corporate
Sustainability Leadership”, a programme that encompasses
50 specific initiatives aimed at making sustainability an
integral part of the business model.

For one further year, the Company maintained a strong
commitment to local Global Compact networks in the
countries where it operates, carrying out different roles in
the corresponding executive committees. At the same time,
the Company further strengthened its activities at a regional
level through its role as a founding member of the Regional
Global Compact Centre for Latin America and the Caribbean.

In addition to this institutional activity, ENDESA and its
subsidiaries have been extremely active within the different
areas of the Global Compact:

At an international level, ENDESA and Enel took part in
various activities during the Rio+20 Corporate Sustainability
Forum organised by the Global Compact in Rio de Janeiro
as part of the UN Conference on Sustainable Development,
Rio+20. The two companies took the opportunity to
showcase their smart metering and energy distribution
solutions, in addition to committing to the social and
economic development of the regions where they operate.
Further, ENDESA and Enel also took part in several working
groups organised by the Global Compact LEAD, including
Sustainable Energy for All and Engagement with Indigenous
People.

ENDESA also continued to develop several Global
Compact initiatives, such as Caring for Climate or Women’s
Empowerment Principles (WEPs). Along these lines, in 2012
ENDESA took part in the Gender Equality for Sustainable
Business: 4th Annual Women’s Empowerment Principles
event organised by UN Women and the Global Compact
in New York, where it had the opportunity to share the
Company’s progress in its firm commitment to equality in the
areas of business, government and civil society in general.

On aregional level, it is worth noting ENDESA’s collaboration
on the study entitled “Principles of social investment:
experiences of participants of the Global Compact in Latin
America and the Caribbean”, drawn up by the Regional
Support Centre for the Global Compact in Latin America and
Caribbean, and the presentation of this study at the Rio+20
Corporate Sustainability Forum. The study includes the
different initiatives being undertaken by ENDESA in Latin
America aimed at fostering social and economic growth in the
communities in which it operates.



At local level, ENDESA continued to play an active role in
different workshops, working groups and activities organised
by the Global Compact in Spain. We would also highlight
the Company’s involvement in the seminars organised by
the Spanish Network in both Madrid and Rio de Janeiro
in tandem with the Rio+20 summit, with the presentation
of various smartcity projects being rolled out in Europe
and Latin America in reflection of its commitment to
sustainable development. At the same time, Endesa Brazil, in
collaboration with other signatories of the Global Compact
in Brazil, signed the 10 business commitments to promote
transition to a green and inclusive economy, spearheaded by
the Brazilian network. Additionally, ENDESA’s subsidiaries
in Peru took part in the second Global Compact Business
Forum held in Lima. At this event, participants were informed
about the progress being made in terms of compliance with
environmental principles and the fight against corruption.
Lastly, ENDESA’s subsidiaries in Colombia and Argentina
played a key role at various seminars, committee meetings
and working groups organised by their respective local
networks during the year.

In 2012, ENDESA, Enel and its eight subsidiaries in Latin
America (Endesa Chile, Chilectra, Endesa Brazil, Coelce,
Ampla, Cachoeira Dourada, Endesa CIEN and Endesa
Fortaleza) achieved United Nations Global Compact
advanced level, the highest category awarded to progress
reports detailing the advances made each year for companies
implementing the 10 principles of the Global Compact.
Advanced level is awarded to those companies who
demonstrate a high level of sustainability performance and
which adopt and report on a range of sustainability strategy,

Compliance with the Global Compact, GRI and Millennium Goal indicators

GLOBAL COMPACT PRINCIPLES | GRIINDICATORS | GRIINDICATORS MILLENIUM DEVELOPMENT INITIATIVES PLANNED IN 2012
(direct relevance) | (indirect relevance) GOALS
ety

©

HUMAN RIGHTS
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governance and management practices. Therefore, ENDESA
and its subsidiaries have renewed their commitment to this
initiative to move forward in compliance with the principles
of the Global Compact.

“ENDESA and its eight subsidiaries in Latin
America have achieved United Nations Global
Compact advanced level.”

ENDESA will uphold its commitment to the Global
Compact and to the United Nations as it considers that
these institutions provide efficient tools to broaden the
impact of the individual initiatives undertaken by companies
and inspire other players to work towards sustainable
development, enabling balanced and respectful advances to
be made in the field of human rights and the environment.
And this is the Company’s ultimate goal, as it is impossible to
dobusiness in societies that do not advance. Therefore, in line
with the provisions of Criterion 41 of the UN Global Compact’s
Advanced COP, one area in which the Company considers the
Global Compact should continue to advance is in achieving
the involvement of different players (civil society, investors,
companies, academia) in the joint search for solutions. The
neutrality of the Global Compact makes it ideally positioned
to achieve this goal. Moreover, its independence from the
other agents involved and specifically, its work in identifying
international financing resources to broaden the impact of
the sustainability initiatives carried out by companies, may
be crucial.

Principle 1. Businesses should

Goal 1: To eradicate extreme poverty

support and respect the protection HR1-9 LA4, LA13, and hunger.

of internationally proclaimed human LA14, SO1 Goal 2: To achieve universal primary

rights. gi:(:a;lc% romote gender equality and e Cooperation and cultural, educational and environmental
empom‘/er vfomen g quality measures as part of ENDESA's commitment to social
Goal 4: To reduce child mortality. developrpent. N .

.  See section on Strengthening ties with local
Principle 2. Businesses should make Goal 5: To improve maternal health.l communities.
sure that they are not complicitin | . | oo Goal 6: To combat HIV/AIDS, malaria , go <ection 1, point 5.1 Global Compact Annual

human rights abuses.

and other diseases.
Goal 7: To ensure environmental
sustainability.

Communication on Progress (COP).

Goal 8: To develop a global partnership
for development.
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GLOBAL COMPACT PRINCIPLES | GRIINDICATORS | GRI INDICATORS MILLENIUM DEVELOPMENT INITIATIVES PLANNED IN 201
(direct relevance) | (indirect relevance) GOALS

LABOUR STANDARDS
Principle 3. Businesses should
uphold the freedom of association ® See section on our Commitment to Employees.
and the effective recognition of the HR5, LA4, LAS « Development of Plan Senda, one of the objectives
right to collective bargaining. of which is to continue developing a culture of social
responsibility in people management.
Principle 4. Businesses should  Occupational Health and Safety management via the
uphold the elimination of all forms of HR7 HR1-3 Goal 2: To achi . o Delfos System.
forced and compulsory labour. e(;’:cat'ior? achieve universalprimary  , g304 of ENDESA employees work in OSHAS 18001
L . | rtified work centres.
Principle 5. Companies should Goal 3: To promote gender equality and o, . )
uphold the effective abolition of child HR6 HR1-3 empower women. * ENDESA Group companies in Chile and Colombia have
labour. been certified as family-friendly enterprises
* Continuation of the plan for the integration of people with
Principle 6. Businesses should disabilities in Spain.
uphold the elimination of HR4. LA2, LA13, HR1-2, EC5 * 93.98% of staff are covered by collective bargaining
discrimination in respect of LA14 EC7, LA3 agreements in Spain and Portugal, and 80% in Latin
employment and occupation. America.
THE ENVIRONMENT
Principle 7. Businesses should ® See chapter on Commitment to environmental protection
support a precautionary approach to  4.11 EC2 and climate change.
environmental challenges. * Ongoing programme for introduction and certification of

environmental management systems at main facilities.

* Development of the Strategic Biodiversity Conservation
Programme.

¢ Development of a corporate Carbon Footprint
management system.

* Development of the Global Energy Efficiency Plan for
2010-2014 (PGES3).

¢ Foster sustainable mobility and development and
implementation of the electric vehicle in Spain and
Portugal and Latin America.

¢ Active participation in the development of renewable

Principle 9. Businesses should EN2. EN5-7 energies.

encourage the development and i ' * ENDESA and Enel lead the world carbon market

diffusion of environmentally friendly EN10, EN18, rankings, with a combined portfolio of 118 CDM projects.

; EN26-27 - . K X

technologies. * Evaluation of the environmental impact of different
business lines.

¢ Monitoring and control of the consumption of natural
resources.

¢ Measurement of consumption indicators with
environmental impact.

EC2, EN1, EN3-4,
EN8-9, EN11-12,
EN15-17, EN19-20,
EN23-25, EN28-29,
PR3-4

EN2, EN5-7, EN10,
EN13-14, EN18,
EN21-22, EN26-27,
EN30

Principle 8. Businesses should
undertake initiatives to promote
greater environmental responsibility.

Goal 7: To ensure environmental
sustainability.

FIGHT AGAINST CORRUPTION

¢ In 2010, ENDESA drew up a new Code of Ethics and
Zero Tolerance Plan Against Corruption, which states
its commitments and ethical responsibilities in the
management of its operations and business activities.
* The Company has an Employee Code of Conduct, a
Principle 10. Businesses should work Charter governing senior management and a Charter
against corruption in all its forms, S02-4 S05-6 governing executives.
including extortion and bribery. ® 83.5% of complaints filed through the Ethics Channel
in 2012 were resolved, representing an increase of 6%
on 2009.
* Programmes to strengthen culture of integrity.
¢ Development of channels for dialogue with stakeholders.
* Development of the Shareholders' Office.
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6. Protection of Human
Rights

ENDESA has an ongoing commitment to respect and
protect human rights. This commitment is reflected in the
Company’s mission, vision and values and evidenced in
its adherence to the UN Global Compact, which advocates
support and respect for the protection of human rights and
the intolerance of any breach of these rights in its first two
principles. A commitment that was once again expressly and
publicly ratified at the 60th anniversary of the Universal
Human Rights Declaration when ENDESA, together with
another 156 global companies, took part in the “Declaration
of CEOs” published in all international editions of the
Financial Times on 10 December 2008. The text included

was as follows:

“On the occasion of the 60th anniversary of the Universal
Declaration of Human Rights, we, business leaders from all
corners of the world, call on governments to implement fully
their human rights obligations. We also reiterate our own
commitment to respect and support human rights within our
sphere of influence. Human Rights are universal and are an
important business concern all over the globe”™.

The commitment adhered to by ENDESA is still in place four
years after this declaration and both the Company’s policy and
successive sustainability programmes promote compliance
with these principles, directly or through the value chain (for
more information see the section on Our Partners).

Today, as part of the Enel Group, the Company is developing a
human rights policy to formally adapt this commitment to the
new international framework established in 2011 through the
report published by the Special Representative of the General
Secretary for Human Rights and transnational companies,
John Ruggie. This policy is expected to be approved at the
highest level in early 2013.

However, as part of its commitment to Human Rights,
ENDESA has been continually rolling out processes
to identify risks and their potential impact in the area
of human rights. Therefore, in 2007, a process was
undertaken to ensure the systematic compliance with
the principles of the Global Compact which included an
overall analysis of the risk of non-compliance with these
principles in each country and a specific analysis of the
real and potential impact of each company. This internal
control and monitoring mechanism included a country

Sustainability Report
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risk analysis, an analysis of international benchmarks,
an internal compliance assessment, proposed corrective
actions and subsequent verification which was carried out
in 2012, marking the completion of the internal audit to
verify the soundness of the system and degree of progress
made in implementing the corrective measures.

Additionally, as part of the more general framework of
the Enel Group’s Human Rights Policy, the analysis of the
Company’s real and potential impact on human rights
was updated in 2012. As a subsidiary of the Enel Group,
ENDESA’s human rights policy falls into the framework
of the main guidelines for companies and Human Rights:
to put into practice the “protect, respect and remedy”
framework approved by the UN General Assembly Human
Rights Council. In reflection of this framework, principles
17 to 21 refer to the need for companies to assess the real and
potential impact of their activities on Human Rights, the
conclusions drawn and activities proposed in connection
with these conclusions. The human rights policy developed
by ENDESA, as an Enel Group subsidiary, expressly
recognises these factors.

At the same time, in relation to specific processes identified
as critical, ENDESA takes extra care in assessing the real
and potential impact of the Company’s activities on human
rights. Therefore, two initiatives developed in 2012 should
be highlighted. These were aimed at improving the quality of
the analysis of the real and potential impact of the Company’s
activities on human rights. First, in the development of new
infrastructure projects a procedure is being implemented to
complement the highly demanding community relationship
processes already existing. Second, in relation to another
critical factor associated with the Company’s activities on
human rights, i.e. the coal supply chain, ENDESA, as part of
the Enel Group, continues to participate in the Bettercoal
initiative, designed to improve corporate responsibility in the
coal supply chain while improving business practices through
developing relations with stakeholders and based on jointly-
established standards.

This is a key issue in the Company’s sustainable management
and subsequently, the policy is supervised, implemented
and monitored at the most senior executive level. The Risk
Control Committee has been tasked with supervising the
policy and overseeing any potential amendments. It will
also supervise the due diligence process. The Sustainability
unit will be in charge of planning and coordinating the
implementation of this process in concert with the other
units involved in their respective areas of responsibility,
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reporting to the Risk Control Committee and contributing
annually to the Sustainability Report.

However, tools have been developed to monitor the
effectiveness of respect for human rights in the Company’s
performance such as the afore-mentioned Global Compact
assurance process, which is audited internally. Regular audits
and assessments in the area of human rights are also carried
out among suppliers. The Human Rights Policy also calls for
the development of additional processes to address incidents
in the area of human rights. These mechanisms will be used
to complement existing tools such as the Ethics Channel,
an independent channel through which any violations of
Human Rights, among others, may be reported. If this occurs,
an investigation into the potential incident is launched and
the appropriate measures to be implemented to address it are
determined.

ENDESA expressly condemns child labour and forced labour
in its Code of Ethics, committing to rigorous compliance with
international standards such as the UN Global Compact, with
the aim of creating a working environment that is respectful
of human rights in all the countries in which it operates.
Furthermore, ENDESA extends this approach to all of its
contractor companies, suppliers and business partners. In
line with this ideology, no complaints referring to human
rights issues were submitted in 2012 and no incidents
occurred that affected human rights among indigenous
communities.

7. ENDESA and its
stakeholders

A knowledge of the views of its stakeholders is a cornerstone
of ENDESA’s sustainability strategy. The goal is to develop
innovative, exhaustive and pioneering approaches to
anticipate events and seek differentiation.

“ENDESA has carried out internal
and external surveys to ascertain
the demands of its stakeholders
in all countries where it operates.”
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In line with its sustainability policy, ENDESA aims to
incorporate stakeholders’ expectations in a structured
manner and in alignment with its strategy. This approach is
intended to identify drivers which will make safe, sustainable
and competitive energy models viable.

Although the Company has been developing mechanisms
to include the opinions of stakeholder groups since the
late 1990s, the process was first systematically applied and
extended to all areas in 2007, as part of the development of
the ENDESA 2008-2012 Sustainability Plan.

Different stakeholder groups were consulted with a view
to establishing priorities for the proposals included in the
ENDESA 2008-2012 Sustainability Plan. The consultation
helped the organisation to identify key sustainability issues
and their importance for pursuing business goals and to
assess perceived performance.

Over the past year, significant progress has been made in
managing the Company’s relations with its stakeholders.
ENDESA has conducted several internal and external
opinion polls via telephone interview campaigns, focus
groups and detailed interviews. It has also responded to
and maintained fluid relations with the leading analysts
responsible for creating the most relevant sustainability
indices in the world.

“ENDESA has achieved the highest score
in the “Stakeholder engagement”
section of the Dow Jones
Sustainability Index.”

The Company’s approach in this area is not limited to the
corporate environment. ENDESA is a pioneer in this area,
adept at identifying the concerns of its stakeholders in all
countries in which it operates. In the analyses conducted
in 2012, ENDESA consulted public opinion through
questionnaires and established a solid process of dialogue
with leading individuals within the field of sustainability and
social responsibility in all countries where it operates. The
aim was to identify areas for improvement and understand
the key challenges the Company faces, integrating these into
its management models.

As in 2011, the Company’s focus on steady and fluid dialogue
with stakeholders once again earned recognition from
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socially responsible investment analysts. In 2012, ENDESA
was awarded the highest rating in the ‘Engagement with
Stakeholders’ section by the SAM agency (Sustainable Asset
Management) responsible for assessing companies electing
to join the Dow Jones Sustainability Index. The strengths
identified by analysts were as follows:

¢ Identification of key issues for stakeholders.

¢ Risk and opportunities analysis through engagement
with stakeholders.

¢ Feedback to stakeholders and members of ENDESA
senior management.

¢ Publication of results and main conclusions drawn from
consultations with stakeholder groups.

ENDESA’s stakeholders

Planning for the ENDESA 2008-2012 Sustainability Plan
began with strategic reflection to identify the key factors
behind the Company’s performance on sustainability
issues. Within this context, extensive work was undertaken
to identify and understand the expectations of ENDESA’s

Sustainability Strategic
Plan 2008-2012

main stakeholder groups with regard to sustainability
commitments.

This first attempt to draw up a map of stakeholders involved
the following steps:

e An analysis of ENDESA’s prior positioning on
sustainabilityissues. Detailed studies of DJSI, Storebrand,
EIRIS and SiRi rankings, and general surveys such as
press reports and positioning in advertising campaigns.

» Expectations of key external and internal stakeholders
and opinion leaders. In-depth interviews with opinion
leaders, including experts in sustainable development
and journalists specialising in sustainability issues.

e Expectations and opinions of ENDESA employees.
In-depth of ENDESA’s
management and the Sustainability Group members and
field studies in different regions and countries.

interviews with members

e Public opinion and expectations. Opinion surveys among
the wider public and customers in Spain and Latin
America.

The results of this approach are now fundamental to the
Company’s strategy regarding stakeholders. ENDESA’s
stakeholder map was drawn up on the basis of these results
and regular updates.
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In 2012, the stakeholder map drawn up the previous year was
maintained. This map was drawn up in conjunction with the
2008-2012 Strategic Sustainability Plan and included 11 of
ENDESA’s stakeholders according to two variables:

e Strategic importance to ENDESA.
¢ Level of confidence held for ENDESA.

Revised map of ENDESA stakeholders

High_

© Shareholders
g ® Investors
© ® Universities and
> R&D centres
L °
% X Social Social organisations
® Media ® and opinion leaders
= °
(2] Union org.
Low
Low Confidence of the stakeholder group High

This methodology is also applied in all countries where the
Company operates, making it more detailed and therefore
more useful for drawing up effective solutions.

Map of ENDESA stakeholders in Chile (2012)

High_

°
Customers

S o
= Community
S Communication media
o )
g Market ® ¢ Suppliers
5 ® | ocal government
=
(2]
Low
Low Confidence of the stakeholder group High
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An approach to management based on
the most advanced principles

Over the last few years, ENDESA has been working to bring
its stakeholder management approach into line with the
AA1000 APS standard.

The aim of this standard is to guide organisations in
the strategic management of their engagement with
stakeholders, based on the correct identification of these
stakeholders (principle of inclusivity), prioritising the issues
that merit particular attention from the Company (principle
of materiality) and designing a response (principle of
responsiveness) to the expectations of greatest value for the
Company and the community it serves.

The Company therefore intends to:

e More accurately identify company stakeholders on the
stakeholder map (principle of inclusivity).

e Define a mechanism for dynamically assessing and
prioritising issues in different areas (principle of
materiality).

e Standardising response processes, including information
compiled in consultation processes in relation to strategic
plans, and specific communications on sustainability
(principle of responsiveness).

a) More accurate identification of company
stakeholders on the stakeholder map

‘>‘>‘>‘>‘

In 2012, stakeholder groups were prioritised, dialogue
strategies were designed and implemented, consultations
were carried out among stakeholders and opinions on
management strategies collected. These measures were all
considered to be key to the Company’s success, as:

e theyhelp improve risk management
e theyboost confidence

e they help decision-making and the performance of
actions that affect the Company and society at large

e theybuild synergies
e theyunlock opportunities for improvement and business

In 2012, ENDESA’s segmentation of stakeholders was
unchanged from 2011, on the basis of the opinions of the
different areas consulted:
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Stakeholder Sub-group Stakeholder Sub-group

General public

Enel

Companies Other institutional investors
Customers Shareholders and investors
Large companies Private investors
Financial analysts
Senior Management Financial journalists or journalists specialised in energy
Managers Academics/professors
Social organisations and opinion leaders —
People managers Politicians
Employees Other employees Opinion leaders

Employees with temporary agency contracts

Interns Suppliers and contractors

Early retired

Large companies

Medium-sized companies
SMEs

Union leaders (Latin America)

Federations (Spain)

State union sections (Spain)

Union organisations Union delegates (Spain and Latin America)

Business committees (Spain)

Employee representatives (Spain)

Occupational risk prevention representatives
and their counterparts in Latin America

Public universities

Business schools and Private universities

education centres

Business schools

Communication media

Printed general interest newspapers

Printed financial newspapers

National printed press

International printed press

Local printed press

General interest radio

Financial news radio

Online media

National television channels

Regional television channels

Professional training schools

R&D and innovation centres

Social groups without resources or at risk of
exclusion

Cultural or culture-promoting organisations

Local, national and international authorities

Education centres

Society

Organisations promoting environmental

awareness

Voluntary staff

Customers with social conscience

b) Dynamic assessment and prioritisation of material
issues: 2012 Materiality Study

The Company’s permanent bidirectional communications
channels with different stakeholder groups enables it to
consistently monitor the materiality of different issues for
each stakeholder group.

Additionally, in tandem with the completion of the 2008-
2012 Sustainability Plan in 2012, over the course of the year
ENDESA carried out a series of actions to analyse the degree
of progress achieved in the Company’s internalisation of this
concept over the past five years, in addition to an analysis of
its development at corporate level and in other international
organisations, and at company level in all countries where
ENDESA operates, comparing this with the results set out in
2007 when the plan was drawn up.

Akeypoint of these actions was to identify those issues which,
due to their degree of maturity or significance, had played
a decisive role in the period or will play a decisive role over
the next few years. The identification of these issues is the

basis for defining ENDESA’s strategy for the next few years,
as this must be focused on providing a satisfactory response
to issues that are important for the Company’s stakeholders.

Therefore, the Company is able to combine the information
on stakeholder expectations it obtains via ordinary channels
with the results of specific analyses, enabling it to identify the
key challenges and main issues for each group in the areas of
ethics, economics, the environment and society.

1. SUSTAINABLE DRIVERS

2. BUSINESS DRIVERS

Market environment
Regulatory Framework
Technological maturity

1.1 INTERNAL 1.2 EXTERNAL
PERSPECTIVE PERSPECTIVE

Analysis key Benchmarking analysis
issues 2011
Rating analysis

Country's sustainable agenda

Analysis key
indicators performance

— Reputational crises
Analysis internal

perception Analysis of opinion makers

KEY ISSUES
2012
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The breakdown of the different methodologies employed
in each of these analyses to determine materiality is as
follows:

Internal perspective

¢ Review of material issues included in the 2011
Sustainability Report. Analysis of the material issues
identified in 2011, changes in their perceived relevance
and the responses provided.

¢ Analysis of the performance of key indicators.
A detailed analysis of all key performance indicators
contained in the Sustainability Plan over the five years
and an assessment of the performance of each one
measured through the main international, regional and
national benchmark sustainability indices.

¢ Internal interviews with senior management
personnel and focus groups in Spain and Portugal,
Argentina, Brazil, Chile, Colombia and Peru. These
included:

— 7 interviews with regional general managers.

— 7 individual interviews with general managers and
business managers in each country.

— 11 working groups held with corporate, regional and
country-specific sustainability committees.

— 25 individual interviews with senior management
personnel.

The objective is to identify significant and material issues
and the skills necessary within the company to address
these issues and to analyse the degree of compliance with
Sustainability Plan targets in order to respond to the
expectations detected in the prior period.

External perspective

¢ Analysis of the objectives included in the
Sustainability plans of different sector companies
in Europe, Latin America and the USA. Analysis of
the sustainability strategies, policies and management
models developed by the leading international market
players (7 companies) and in the major Latin American
markets: Peru, Colombia, Brazil, Argentina and Chile (10
companies).

The objective is to assess the maturity, objectives and
timescale of companies’ CSR strategies to learn about the
trends and priorities of market leaders. The qualitative and
quantitative objectives of each company have also been
studied and compared to ENDESA’s targets.
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e Phone survey of 5,000 people in the Company’s main
markets. A quantitative survey carried out to assess
the relevance and awareness of different sustainability
factors among the general public and assessment of the
Company’s performance compared to other enterprises.

e Analysis of ratings agency requirements. Issues
assessed by different observatories, specialist analysts,
proxy advisors, and rating agencies (e.g. DJSI, Oekom,
Vigeo, EIRIS, Observatorio RSE, etc.) have been analysed
to identify issues of particular relevance, changes in
relevance of specific issues and to assess ENDESA’s
performance in comparison with its competitors and in
absolute terms.

* Review of the relevance assigned by the media to
sustainability issues related to the electricity sector
in general and ENDESA in particular, in all markets
in which the Company operates. Positive, negative and
neutral mentions have been analysed in addition to the
key topics appearing in the press relating to the energy
sector in general and ENDESA in particular in order to
identify the issues sparking the most interest and factors
that are best perceived by the media.

o Interviews with 25 experts in sustainability and
the energy sector in Spain and Latin America. To
complete the quantitative analysis of the perceived
relevance of different issues and ENDESA’s performance
in relation to its peers, a qualitative analysis has also
been carried out through individual interviews with
experts and opinion-makers in Spain and Latin America.
These include journalists, entrepreneurs, scientists and
university professors, authorities and experts in the
subject, association representatives, etc.

e Internal and external analysis of energy sector
performance and trends. The different possible
scenarios have been studied and simulated in
consideration of alternative regulatory and market
contexts, etc. with the aim of creating a likely business
scenario in which the sustainability strategy can be
focused directly on business.

Performance of material issues

The analysis described above produced a wealth of
information concerning the materiality and relevance
of different issues and enabled the Company to file the
conclusions thrown up in different categories.

First, in relation to the materiality of the issues identified in
the 2008-2012 Sustainability Plan that concluded this year,
the following trend was observed:
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Commitments and challenges 2008-2012 (increase or decrease in relevance, 08-12)

CUSTOMERS A
PEOPLE A
THE ENVIRONMENT =
PARTNERS A

TECHNOLOGY AND INNOVATION

GOOD GOVERNANCE

€|>

INVESTORS

From customer management to shared value creation

Attracting and retaining talent and pride of belonging to the
Company

From reporting to an active and public commitment

From closed doors to open doors - ecosystems and water

Joint and long-term work assessments

From generation to distribution

From words to action

The analysis permitted the material issues for the different
stakeholders in relation to the commitments and challenges
contained in the 2008-2012 Sustainability Plan to be
reviewed. ENDESA upholds these commitments as they

have a direct impact on meeting the expectations of its
stakeholders. In this sense, by updating the material issues
for each stakeholder group the analysis for the new strategy
plan was performed. All these issues are shown in detail in the
corresponding section of this report.

c¢) Standardising response processes, including
information compiled in consultation processes
for strategic plans, and specific communications
on sustainability. ENDESA’s response to the priorities
expressed by its stakeholders are included in the 2008-
2012 Strategic Sustainability Plan. Each year, through
the channels of engagement described above, appropriate
tactics are devised on both a corporate and country level.
These plans, which are being developed for Argentina,
Brazil, Chile, Colombia and Peru, are aligned with
corporate strategic objectives and the key challenges and
strategic projects. Through these plans, the Company’s
response is strengthened and applied uniformly in all
geographical areas to establish robust objectives and
work programmes that better respond to the monitoring
indicators in place.

Meanwhile, a procedure has been devised that allows
ENDESA’s various business areas to carry out regular risk
and opportunity assessments for the issues detailed in its
sustainability commitments. This procedure establishes
replicable assessment criteria, enabling the Company to
identify and assess information relevant to decision making
in a thorough, balanced manner. The goal is to generate
tangible and comparable results and to incorporate these into
its strategic planning.

To identify the key social and environmental expectations for
stakeholders ENDESA uses different channels depending on
the group in question. Furthermore, the aim is to supplement
established channels at the Company with analysis tools to
reinforce and give consistency to the Company’s engagement
with stakeholders. The procedure, therefore, aims to identify
the following factors for each stakeholder group:

e General perception of ENDESAs sustainability
commitments.

» Assessment of key aspects of sustainability issues.

e Assessment of the Company’s performance.

e Identification of areas for improvement.

7.1. Engagement with communities
involved in the El Quimbo project

The El Quimbo hydroelectric plant is ENDESA’s largest
project in Colombia. It will supply 5% of the country’s
demand. The El Quimbo plant, together with the Betania
plant, also located in the Hulia area, will allow the Company
to supply 8% of the country’s energy demand in this region,
for an estimated investment of USD 837 million.

El Quimbo is not only an energy generation initiative, but
also asocial and economic development project for the region
and country, since during its construction and subsequent
operation, it will provide significant economic resources
for industrial and commercial enterprises. Due to enter
into operation in December 2014, this hydroelectric plant
will raise the energy security and stability of the Colombian
electricity system.
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El Quimbo will have installed capacity of 400 MW and
generate close to 2,216 GWh/year. It will cover an area of
8,536 hectares, over six municipal areas.

PHASES OF THE EL QUIMBO PROJECT

EOHS!I’UC!IOH O auxnllary aam

2012 Resettlement programmes and development
2013 of social and environmental programmes

2014 Machinery building, filling of reservoir.
Commercial operations to begin in December

In 2012, progress was made on the execution of the main
contracts included in this project and highlights included
the completion of the civil works for the diversion tunnel
allowing the Magdalena River to be rerouted earlier than
expected, in March 2012.

Socio-environmental management plan

Main initiatives include:

¢ Relocation of specific groups: in 2012 the certificate
of Public Utility and Social Interest was obtained for the
land on which the communities of La Escalereta (Agrado
municipal area) and Balseadero (Garzon municipal area)
will be relocated. For the Escalereta community, the
infrastructure and a community area were designed to
house the relocated dwellings.

¢ Individual relocations: four individual relocations
were carried out, which in addition to those carried out in
2011, make a total of eight. An Agriculture and Livestock
Production Plan was drawn up to restore the economic
activities of the families affected by the individual
relocations and technical assistance is being provided.

¢ Monetary compensation: there were 118 cases of
monetary compensation paid to the families owning or
holding land of less than 5 hectares in size.

Employment programme and plan to assist local
fishermen between Puerto Seco and La Jagua

This programme was started to compensate the non-
resident population through the Escuela para el Desarrollo
development initiative. The following milestones were
achieved as part of this project:

e 90% of the non-resident population are in agreement
with the compensation measure (1,152 persons).

e Start up of training initiatives at the sustainable
development school (Escuela para el Desarrollo
Sustentable; EDS).
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e Production units have been linked to commercial
networks to foster product sales.

e Investmentin home purchases orimprovements forolder
adults or people at risk due to their living conditions.

e Investment in land purchases to allow the community in
question to develop agriculture and livestock projects.

e Increased capital available to existing production units
for non-owner residents.

NR Production lines

. Services 22% . Livestock 11%

. Others 8% . Agriculture 32%

. Housing 27%

/ Supply 6%
\ Production 2%

The following milestones were also achieved:

e Progress in tender processes for the project to exploit
forestry resources, the pilot restoration scheme and the
scheme to rehabilitate habitats of fauna.

e Support for municipal development plans as part of the
institutional development programme.

e Execution of detailed engineering work to restore
infrastructure for housing construction, irrigation
districts and the replacement of power lines in the area.

e Progress in the tender processes for the construction of
alternatives routes, including a viaduct linking the towns
of Garzén and El Agrado.

Communications plan

The main objective of the Communications Plan executed
in 2012 was to allocate responsibility for the development
of the Project in order to build a perception of the Company
based on respect and trust among regional and national
stakeholders.

Institutional relations

Dialogue was stepped up with both national and regional
authorities and with other stakeholders, who were informed
of the social, environmental and technical progress achieved.
An average of eight meetings a month were held.



Elsewhere, meetings with journalists and opinion leaders
were held to share information on the project and establish
direct communication with the Company. Visits to the work
area were also arranged, giving different stakeholder groups
the opportunity to see for themselves the advances being
made at El Quimbo. Approximately 15 visits were organised
in 2012.

External communications

The Company increased news coverage in El Huila relating to
the progress being made on the El Quimbo project through its
own news items, issuing 24 press releases in 2012.

Communications channels

Channels of communications with the communities affected
by the Project were strengthened and increased to provide
permanent and direct information about El Quimbo:

¢ Digital newsletter

e Website

e Radio programme: La Buena Energia de E1 Quimbo

e Social networks: @ProyectoQuimbo is the project’s
official Twitter site

¢ Printed press

Additionally, in 2012, the main opposition group to the
project, Asoquimbo, launched an intensive mud-slinging
campaign against the Company. In addition to being
extremely active on social networking sites, this opposition
group attended popular demonstrations and blockades,
occupied land, etc, to disrupt the construction work on
the project. Early in the year, demonstrators prompted
by Asoquimbo blockaded accesses to the project site and
work camp for 17 days, jeopardising the work to divert the
Magdalena River, key for complying with the time schedule
and normal development of the works.

On various occasions the Company stated its willingness to
talk.

Further, in 2012 peace talks were initiated between the
national Government and the outlawed FARC group. During
the initial attempts at dialogue, the FARC publicly stated its
opposition to the infrastructure projects being carried out
in the country under the mining energy policy developed by
the Juan Manuel Santos administration - including the El
Quimbo hydroelectric project.
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7.2. ENDESA and social networks

In 2012, ENDESA increased its presence on the social
networks, expanding its existing channels on Facebook,
Twitter, YouTube and Slideshare.

Anew customer service channel was alsolaunched on Twitter,
(@endesaclientes, in addition to an institutional channel,
@endesainforma. The objective of the first channel is to use
new media to address any commercial queries expressed
by customers. The second channel supplies information on
ENDESA’s main achievements and provides additional direct
support in crisis periods.

The overriding objective is to maintain a steady and direct
dialogue with stakeholders. Therefore, a new institutional
channel and associated channels will be launched shortly on
the main social networking sites.

8. About this report
Aims of the Report

This is the twelfth ENDESA Sustainability Report and
contains detailed information on the Company’s activities
and performance over 2012.

The report aims to provide an accurate, balanced and
comprehensive view of the Company’s performance in
issues related to its sustainability policy. This report
is complemented by other annual reports issued by
the Company, including the Operations Review, Legal
documentation, and Corporate Governance report, and by
the contents of the “Sustainability” area on the ENDESA
website.

Scope of the Report

The Group keeps a corporate record permanently updated
with information on all its stake holdings, whether direct
or indirect, as well as details of any company it may be able
to exercise control over. This corporate record is overseen
and updated in accordance with procedures governed by
the corporate regulation “ENDESA Corporate Records
Management”.

ENDESA’s consolidation scope is determined monthly

by the Economic and Financial Department, based on
the information available in the Corporate Records, in
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accordance with the criteria stipulated by International
Accounting Standards (IAS) 27, 28 and 31, under SIC 12 and
other local accounting regulations.

The information contained in this report corresponds to
ENDESA, S.A. and its investee companies in the Iberian
Peninsula (Spain and Portugal), Latin America (Chile,
Argentina, Brazil, Colombia and Peru) and other countries
(Morocco and Ireland).

As a rule, for environmental data, 100% of those facilities
majority-owned by ENDESA are included and where it
therefore controls operations. Data are also included for
certain facilities which are not majority-owned and for which
the percentage owned is reported. These include nuclear
power stations, the thermal power station at Pego (Portugal),
and the combined cycle plant in Atacama (Chile).

Data for employees refers to companies managed by
ENDESA and investees in countries where it operates. The
employees of investees in France, Holland and Germany are
also included.

In the area of safety, data are included for the employees
of companies majority-owned by ENDESA and where it is
therefore responsible for operations.

Information concerning social programmes relates to the
activities of ENDESA, its foundations and subsidiaries in
Spain, Portugal and Latin America.

The Report indicates individual cases where the scope
of the information differs from the above criteria. This
document has been prepared following GRI G3.1 guidelines,
a new version of the G3 indicators for sustainability reports
launched by the Global Reporting Initiative in 2010.

The report also includes the specific Electric Utilities Sector
Supplement from the GRI and all the principles of the AA1000
APS standards (2008).

The AA1000 APS standard is intended to guide organisations
when identifying and responding to the expectations and
concerns of their main stakeholders. This generally applied
standard makes it possible to evaluate, confirm and reinforce
the credibility and quality of an organisation’s sustainability
report in line with its main processes, systems and ability
to respond to the expectations of stakeholders. The main
principles governing this standard are inclusivity, materiality
and responsiveness.

A brief description is given below of how ENDESA responds

to the principles governing the GRI G3.1 standards and of the
Electric Utilities Sector Supplement.
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ENDESA’s commitment to sustainability is part of the
Company’s vision to be a competitive, effective and
responsible multinational operator, providing a basic service
for the community at large.

The Company’s commitment and the methods used to
implement the same are reflected in the challenges identified
by the group, its results presentations and the new targets set
for business management and its sustainable development
strategy.

The development stage of the 2008-2012 Sustainability
Plan included a process of strategic reflection to determine
the position of companies in the sector from the viewpoint
of sustainability. The 2008-2012 Sustainability Plan was
completed in 2012.

Materiality (AA1000 APS) - Materiality
(GRI G3.1)

Our first approach to formulating the ENDESA stakeholder
map enabled us to identify key issues and opportunities for
improvement to determine the priorities to be included in
strategic planning for sustainability.

The 2008-2012 Sustainability Plan is the main framework for
tackling the most important sustainability challenges. The
Plan’s overall aim is to lay foundations for ENDESA to turn its
commitment to sustainability into a tool which can generate
distinctive abilities and unique advantages, a tool which can
create confidence among stakeholder groups, be a part of
business development and underscore the achievement of
the Company’s medium- and long-term aims.

The following activities are of special importance in
determining the relevance of the issues identified:

e Identifying of priority issues for ENDESA’s positioning in
sustainability.

* Identifying potential sustainabilityissues which can affect
ENDESA’s reputation and positioning in communication.

e Prioritising measures in different areas of sustainability.

By implementing the Sustainability Plan, the Company
began transferring its strategy to the various regions
where it operates, via country plans (Argentina, Brazil,
Colombia, Chile and Peru) and regional plans (Andalusia



and Extremadura, Aragon, the Balearic Islands, the Canary
Islands and Catalonia).

Through the Materiality Study conducted in 2012, ENDESA
continued the process started in 2011 to define a new
framework to identify and assess its performance and define
its commitments in the area of sustainability. This coincided
with the completion of the 2008-2012 Sustainability
Plan. Therefore, the Company has made a preliminary
identification of the main economic, environmental,
social and ethical challenges that it must address, as far as
possible. To do this, the Company takes sources such as the
requirements of the leading Sustainability indexes, internal
and external opinion polls and external assessments.

The Principle of Responsiveness
(AA1000 APS)

ENDESA’s response to the principal sustainability challenges
laid out by its stakeholders has come in the design and
deployment of ENDESA’s 2008-2012 Sustainability Plan.
This is what this report has aimed to demonstrate.

Thanks to the 2008-2012 Sustainability Plan, the Company
is meeting its commitment to transparency and trust in its
relations with social stakeholders, in every area of corporate
activity and in all geographical locations.

The Company is planning a large-scale consultation process
with its global stakeholders. The main actions include
on-line surveys, roundtable discussions with energy and
sustainability experts, internal roundtables and interviews
with opinion leaders and experts in the field.

The Plan’s overall aim is to lay the foundations for
ENDESA to turn its commitment to sustainability into
responsible growth, incorporating environmental and social
opportunities in management models and strategies.

Specific efforts have been made to incorporate regional
perspectives into the Plan. These will be applied in greater
detail to the country and regional plans. This has been based
on four working areas: understanding the commitments,
threats and opportunities, integration of opportunities and
definition of programmes and indicators.

Completeness (GRI G3.1)

In the section “Scope of the Report” details are given of the
scope of the information it includes.

Sustainability Report
ENDESA, a leading group in the global electricity market

Principles of information quality (GRI G3.1)

e Precision and clarity: The report contains numerous
tables, charts and diagrams, with the level of detail
thought necessary to allow the Company’s performance
to be fairly assessed.

¢ Timeliness of the information: ENDESA reports
annually on its financial, social and environmental
performance. This information is also published on
its website (www.endesa.com), which is permanently
updated, while the Company publishes its annual
Sustainability Report along with its Operations Review,
financial information (balance sheet, income statements
and management reports) and Corporate Governance
report.

e Reliability: This Report includes an independent review
by Ernst&Young S.L. in accordance with the guidelines
issued by the Instituto de Censores Jurados de Cuentas
de Espana (ICJCE) and ISAE 3000, as a limited assurance
engagement.

e Balance: The report spans positive and negative aspects
in order to present an unbiased image of the issues
addressed.

e Comparability: The information included in the report
has been organised to provide an understanding of any
changes in comparison with previous years. As far as
possible all information is presented in a way consistent
with that used by companies in the same sector.

Principle of sustainability context

ENDESA’s commitment to sustainability is part of the
Company’s vision of itself as a competitive, effective and
responsible multinational, providing a basic service for the
community at large.

The commitment is reflected in the challenges identified by
the group, its results presentations, and the new targets set
for business management and its sustainable development
strategy.

Principle of completeness

The Report gives priority to information considered to be
material, and all social, economic and environmental impacts
are included using a standard system of data collection
in all ENDESA’s business areas and including significant
information for stakeholders.
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ENDESA strives to ensure that The Company has a Code of Ethics and a
as many people as possible Zero Tolerance Plan Against Corruption,
have access to power with the as well as an Employees’ Code of Conduct,
highest standards of quality, a Charter governing senior management

and a Charter governing executives, which
outline employees’ and partners’ ethical
responsibilities and commitments in
managing its operations.

security and efficiency.

254 12.12. ..o.45 200,000

e-billing contracts,
68% more than in
2011

million customers fewer registered million calls
across the world complaints received by the call

centres

Highlights of the 2008-2012 Sustainability Plan

2009 The social rate ("bono social") is 2010 A number of initiatives are 2011 The Customer Service Excellence 2012 ENDESA opens its first personal-
created for last resort tariff (LRT) undertaken to boost access to Plan is developed. service point in Oporto to
customers electricity in Latin America, such as strengthen its foothold in the

"Electricity for all" (Luz para todos) Portuguese market.

and the social rate at Endesa Brazil.

Priority issues - 2012 materiality study ENDESA's response in the report

Our customers chapter:

Transparency in security and quality of supply (commitments and performance) 1. Quality of electricity supply as a priority

Our customers chapter:

Responsible and efficient management of customer relationships 2. Excellence in ENDESA's customer service

Our customers chapter:

Commitment to increasing customer energy efficiency 4. Efficient products and services

Our customers chapter:

Customer satisfaction monitoring and management . .
¥ Y 3. Customer satisfaction

Our customers chapter:

RS Y 2.3. Responsibility for informing customers about ENDESA's products and services
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2012 challenges Actions taken

Developing technological projects in our distribution processes.

Network projects (HV, MV/LV substations and DENISE) and network operations (ICONO).

Planning and implementing measures to strengthen the network, ensuring all areas adhere
to regulatory quality standards.

37 plans carried out and 40 scheduled. Three delays due to problems with permits.

Drawing up a Supply Guarantee Plan to offset the effect of emergencies that could cause
charging disasters of over 50 MW.

Supply Guarantee Plan drafted and budgets executed to provide the necessary assets to
mitigate high-impact contingencies.

Remote management project:

- Moving forward with widespread installation and remote operation.
- Carrying out pilot studies to provide additional consumer information.

3 million meters and more than 15,000 concentrators installed at year-end 2012.
1,600,000 contracts managed remotely from the control centre.

Ensuring incidents are dealt with swiftly to minimise the time customers are without power.

Action protocol and contingency plan for major power failures.
Monitoring of time elapsed before the first steps are taken.

Streamlining the administrative process, improving scheduled work and establishing
quality indicators.

Quality indicator procedures followed in medium-voltage (MV) and low-voltage (LV),
substation, high-voltage (HV) transmission line and engineering tenders.

Key figures 2008-2012 Sustainability Plan

e — e Lot e

Number of customers around the world (million) 25.2 25.4
Number of e-billing contracts — - 425,000 550,000
Registered customers on www.endesaonline.com 420,000 550,000 725,000 800,000
Number of social rate ("bono social") customers 1,140,646 1,076,677 1,029,408 984,948

In 2013 we propose

Remote management project: To move forward with widespread installation and remote operation.

Remote management-related applications: To improve management of faults in LV, standardising the customer-grid relationship.

To identify unexpected outages and restore service to customers as quickly as possible.

To remain the leader in the electricity market and the second largest operator in the gas market.

To become the benchmark provider of products and value added services.

To be the benchmark in customer service based on excellence in our processes.

37



Endesa
Annual report 2012

1. Quality of electricity supply
as a priority

Guaranteeing access to electricity supply, continuity, security,
efficiency and quality are some of the priorities at ENDESA,
which works to develop the infrastructure required to make
these conditions possible, particularly in those areas where
access to supply is more difficult.

“11 million customers in Spain and Portugal
and 14 million in Latin America.”

The number of distribution customers increased by 0.2% in
2012 to 11 million in Spain and Portugal, and 18 million in
Latin America.

1.1. Spain and Portugal

In Spain, ENDESA distributes electricity in 20 provinces
across nine autonomous regions (Catalonia, Andalusia, the
Balearic Islands, the Canary Islands, Aragon, Extremadura,
Castile-Leon, Navarre and Valencia), covering a total area of
192,790 km? with a total population of nearly 22 million.

ENDESA’s network supplied 115,390 GWh of power in 2012
measured at busbar cost. This represented 43% of Spain’s
total demand of 266,635 GWh in the year, according to the
Spanish transmission system operator.

ENDESA in the Spanish and Portuguese supply market

% chg
2012-2011

Number of regulated market

customers (thousands) 9,537 9,046 8,463 645
Number of deregulated market 2155 2.418 2.845 15.01
customers (thousands)

Power supplied to the

regulated market (GWh) 28,765 26,000 23,600 9.23
Power supplied to the

deregulated market (GWh) 71,882 72,000 70,700 9.36
Electricity sales (GWh) 106,894 105,241 102,766 2.4
Length of distribution-grid 317,275 321,463 325,295 1.19

lines (km)
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1.1.1. Development and improvement
of distribution infrastructure

In 2012, ENDESA extended the lines making up its
distribution grids in Spain by 1.2% to 325,295 km, of which
40% were underground lines.

“1.2% extension of ENDESA’s distribution
grid lines in Spain.”

During the year, nine new HV and MV substations came on
stream, raising the total to 1,255 at year-end.

In addition to the development of this infrastructure,
ENDESA also undertook a large number of initiatives
to improve quality of supply. These included increasing
maintenance work, upgrading facilities and improving
the automation of the HV and MV networks. Regarding
automation, in 2012 the Company continued to roll out its
Medium Voltage Grid Automation Plan, ending the year with
atotal of 27,836 remote-controlled elements.

Other initiatives focused on reducing the environmental
impact of the grids and developing specific plans, backed by
respective local governments.

ENDESA distribution facilities in Spain and Portugal

% chg

High voltage overhead lines

18,200 18,311 18,815 3%
(km)
ngh voltage underground 680 711 796 2%
lines (km)
Medlum voltage overhead 80,570 79.539 79.469 0%
lines (km)
Medlum voltage underground 38,008 39,261 40,164 29
lines (km)
Low*voltage overhead lines 94,752 95,921 96.201 0%
(km)
Ifow voltaf;e underground 84,974 87.721 89,830 29
lines (km)
Substations (no.) 1,242 1,240 1,255 1%
Substations (MVA) 82,727 82,526 83,569 1%
Transformer centres (no.) 127,843 130,858 131,850 1%

* The length of the low voltage network is estimated



ENDESA installs a new medium voltage line in
Almeria

In March 2012, ENDESA technicians completed the work
and commissioning of the new MV distribution line in the
Los Vélez region in northern Almeria. The new line
improved overall service quality in this part of the region,
and especially in the towns of Vélez Rubio, Vélez Blanco,
Maria and Chirivel.

The new installation benefits ENDESA's 11,000 customers
in the area, where the total population is around 35,000.

1.1.2. Continuity of supply

ENDESA’s distribution grid is designed, operated and
maintained to ensure the continuity of electricity supply to
its more than 11 million customers in Spain.

“ENDESA set a new record for continuity of
supply in 2012, with a TIEPI of 52 minutes.”

Supply continuity is gauged through two main indices,
TIEPI and NIEPI, which measure, respectively, the time and
number of supply interruptions (in terms of equivalent power
interrupted). The calculation procedure for these indexes
is regulated by Royal Decree 1955/2000 and the results are
audited annually by an independent company.

In 2012, the TIEPI in markets supplied by ENDESA was
52 minutes, an 8-minute improvement on 2011. This level
also marks record availability of service by ENDESA for its
customers, representing reliability of 99.99% of total hours
for the year. The 2012 NIEPI was 1.3, an improvement of 0.1
from 1.4 in 2011.

Improvements were made in practically all the autonomous
communities in which ENDESA provides service. Record
quality levels were set in Catalonia, Andalusia and
Extremadura in 2012, with improvements of 15%, 20% and
36%, respectively, in the year. Figures did not improve for
the Balearic Islands, Aragon and the Canary Islands in 2012,
but all still showed excellent equivalent power interruption
indices.

Sustainability Report
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Total of equivalent supply interruptions (TIEPI) in ENDESA's
network in Spain (minutes)

] ] Change
Interruption time 2010 2011 2012 2012-2011
106 75 60

Andalusia -20%
Aragén 66 49 54 10%
Balearic Islands 38 35 44 26%
Canary Islands 54 39 43 10%
Catalonia 54 55 47 -15%
Extremadura 106 66 42 -36%
ENDESA 75 60 52 -13%

The cities supplied by ENDESA enjoy excellent levels of
service quality. ENDESA has average interruption times of
under 30 minutes in half of the regional capital cities, with 13
minutes in Teruel, 15 minutes in Las Palmas de Gran Canaria,
16 minutes in Zaragoza and 17 minutes in Almeria.

ENDESA restores electricity supply
for users affected by the fires at Alt Emporda in
record time

ENDESA restored the supply of electricity to the 21
towns affected by the fire in Alt Emporda (Girona) in July
2012. More than 150 technicians went to the area, while
a similar number of technicians worked from the control
centre and others on standby were called in.

The fire was started at around 1pm on 22 July and
spread rapidly across 14,000 hectares, destroying 91 km
of MV lines (500 supports), 38 distribution centres and
41 km of LV lines (200 supports).

Power was restored thanks to work on the distribution
grid and the use of 26 electricity generators at points
where no other alternatives for supply were possible. Of
the 4,241 customers affected by the blackout, half had
their power back on within 24 hours and only 62 were
without electricity after 36 hours. By 7pm on 24 July, the
entire market had power once again.

The Catalonian regional interior minister, Felip Puig,
personally thanked ENDESA for its efforts to restore
electricity service.
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1.2. Latin America

ENDESA is the leading private electricity company in Latin
America, ranking first in Chile, Argentina, Colombia and
Peru, and third in Brazil.

The Company signed up 357,000 new customers in Latin
America in 2012, bringing the total to 14.02 million in five
countries. Overall demand in the region increased by 4.6% in
the year.

ENDESA's customers in Latin America (thousands of customers)

% chg
1.7

Chile 1,610 1,638 1,659

Argentina 2,353 2,389 2,389 0.5
Colombia 2,547 2,617 2,713 2.7
Peru 1,098 1,144 1,203 -4.2
Brazil 5,665 5,868 6,051 3.6
TOTAL 13,273 13,656 14,015 29

ENDESA'’s sales in Latin America (GWh)

0
Electricity sales (GWh) “ 2012 20?;:31 1

Chile 11,959 12,485

Argentina 14,280 14,758 3.3
Peru 6,017 6,288 4.5
Colombia 8,041 8,193 1.9
Brazil 16,798 18,000 7.2
TOTAL 57,095 59,724 4.6

1.2.1. Development and improvement of
distribution infrastructure

ENDESA has interests in distribution companies in Latin
America with a total concession area of 213,057 km?
equivalent to 42% of the total surface area in Spain.

Installed capacity at substations owned by these companies
increased by 27,938 MVA or 47% in 2012 to 63,598 MVA at
year-end.

HV lines had a total length of 11,651 km at year-end 2012,
an increase of 139 km year-on-year, while MV and LV lines
totalled 155,030 km and 146,023 km, respectively, with
increases of 3,000 km and 7,103 km, respectively, compared
to 2011.

Endesa Brazil distribution companies invested in improving
service quality in 2012. Highlights include extension of the
distribution network and the installation of new substations.
This infrastructure improves security of supply.
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ENDESA’s transmission and distribution lines in Brazil
were expanded by 2.6% in the year. Its HV lines added 124.1
km, giving a total of 9,062 km of overhead and 48.8 km of
underground lines. The LV lines had a total length at the year-
end of 65,817.8 km (2,243 km more than in 2011, of which 150
are underground) and the MYV lines a length of 115,253 km
(2,412 more than in 2011, of which 53.9 km are underground).

ENDESA distribution facilities in Latin America

% chg

High voltage lines (km) 11.512 11.651
Medium voltage lines (km) 152.033 155.030 2
Low voltage lines (km) 138.920 146.023 5

Installed capacity for

substations (MVA) 35.660 63.598 47

1.2.2. ENDESA supply-quality indicators
in Latin America in 2012

ENDESA supply-quality indicators in Latin America in 2012

SAIDI (System Average % chg
N g o o o
Interruptlon_Duratlon Index) 2010 2011 2012 2012-2011
(minutes)

Argentina (*) 2,170 1,378 2,198 59.5
Chile 171 2.62 247 -5.73
Colombia 772 783 662.6 -15.37
Brazil - Ampla 1,429 1,154 1,052 -8.84
Brazil - Coelce 452 559 484 -53.99
Peru -10.94
SAIF| (System Average
Interruption Frequency Index) 2012 % chg
Argentina (**) 8.54 6.46 -43.7
Chile 1.55 1.28 1.4 9.38
Colombia 9.71 10.93 10.97 0.37
Brazil - Ampla 12.74 9.83 9.25 -6.01
Brazil - Coelce 5.61 6.04 4.62 -23.51
Peru 4.86 4.49 3.86 -14.03

(*) These values differ from those reported in ENDESA's 2010 and 2011 Sustainability
Reports to bring them in line with the new calculation methodology.
(**) 2012 corresponds to January-October

“Supply quality in general
has improved

in all countries of Latin America.”

In Latin America, other indicators are used to measure the
quality of supply. Although they are similar to the TIEPI
and the NIEPI, data are not comparable due to the different
local regulations applied to calculating interruptions (causes,
origins, duration and installations considered). To measure

supply quality, the System Average Interruption Duration



Index (SAIDI) and the System Average Interruption
Frequency Index (SAIFI) are used.

In Argentina, the distributor started Winter Plan 2012 and
Summer Plan 2012-2013 to face these critical periods with a
series of preventive actions, including:

e The “Special Contingency Plan”, designed to achieve
a prompt, efficient and coordinated response to
incidents affecting continuity and quality of supply,
while placing special emphasis on customers considered
to be “sensitive”. These include healthcare centres,
government departments, senior citizens’ homes,
electricity-dependent customers, etc.

¢ Preventive and corrective maintenance at HV/MV/
LV plants and networks (inspections, thermal imaging,
surveys, pruning) to minimise the risk of outages and
interruptions. Work was concentrated on the MV network
with a view to enhancing reliability ahead of the increase
in summer demand, especially over the Christmas and
New Year holidays.

e Atotal of 200 electricity generators (105 owned, 45 leased
and 50 of ENARSA) are located at critical points to ease
the demands of the network and prevent overloads.

In addition, to reduce the time required to restore power
and to improve service quality indicators, worked continued
during the year on the Medium Voltage Network Remote
Control Project begun in 2011. This project has reduced
operating times, in turn reducing outage duration. And this
means greater security in operations and higher energy sales.

In Brazil, power supply quality indicators improved
considerably in 2012. At Coelce, the Equivalent Interruption
Duration per Consumer Unit (DEC) was 8.06 hours in
2012 (9.3 hours in 2011) and the Equivalent Interruption
Frequency per Consumer Unit (FEC) was 4.6 times (6.0 times
in 2011).

Ampla, meanwhile, set new positive records in the year,
achieving an FEC below 10 times for the second time ever,
at 9.25 times (9.83 times in 2011) and an 8.8% decrease in its
DEC to 17.54 hours (19.24 hours in 2011).

To obtain greater control over power loss in Peru, the
concession area was divided up into eight zones (based on
the power demarcation by radius of service of the 60/10
KV transformers). Approximately 148,000 inspections
were conducted and 21.3 GWh of unregistered electricity
consumption was charged. In addition, 1,000 magnifier boxes
were installed to ensure the quality of power of the totalisers
and street lighting.
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Residential disconnections for non-payment, broken down
by duration of disconnection and by regulatory regime (number)

SEEmEE Latin America Total
Portugal

Residential disconnections 524,814 2,289,285 2,814,099
Residential disconnections lasting less 270,614 1,609,791 1,880,405
than 48 hours

Residential disconnections lasting 48 52,717 302774 375,491
hours - 1 week

Residential disconnections lasting 1 61,359 265,875 307.234
week - 1 month

Residential disconnections lasting 1 19.773 153,244 173,017
month - 1 year

Residential disconnections lasting more 0 112 112

than 1 year

Residential customers reconnected

within 24 hours 288,766 2,378,641 2,667,407

Residential customers reconnected

after 24 hours and less than 1 week 115,135 56,708 170,843

Residential customers reconnected

after more than 1 week 550 5,217 5,767

Coelce tops service quality ranking

Coelce, ENDESA’s electricity distribution subsidiary in
Brazil, was chosen as the top energy distribution
company in the first annual service quality ranking
published by Aneel (Agencia Nacional de Energia
Eléctrica — the National Electric Energy Agency). Coelce
was chosen from among the 63 companies evaluated in
2011.

The ranking was based on the Global Continuity
Performance (GCP) indicator, which compares limits for
a number of parameters set by Aneel. These indicators
measure the duration and frequency of interruptions to
supply per consumer unit (DEC and FEC) over a
particular time period ranging from one month to one
year.

1.3.0Operations in other countries

ENDESA had over 120,000 supply points in Portugal at the
end of 2012, broken down as follows: 3,687 at medium voltage,
3,545 at special low voltage and over 115,490 at normal low
voltage. A total of 6,163 GWh were supplied in the year. The
Company also supplied 4,358 GWh of gas in 2012, ending the
year with 32 active supply points.

In France, ENDESA supplied 5,993 GWh of gas in 2012, an
increase of 80% on 2011. At the end of the year, it had 458
active gas supply points.
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“ENDESA supplied 5,993 GWh of gas
in France in 2012, an increase of 80%
from the year before.”

In Germany, ENDESA supplied 1,417 GWh of electricity in
2012, an increase of 62%, and ended the year with 236 active
supply points.

In the Netherlands, the Company supplied 571 GWh of
electricity and 28 GWh of gas, with 49 electricity and 3 gas
supply points in operation at the end of the year.

Lastly, in Andorra, ENDESA supplied 286 GWh of power to
the local utility FEDA in 2012.

1.4 Programmes to improve or
maintain access to electricity

In 2012, ENDESA maintained access to electricity for
disadvantaged and low-income social groups in the countries
where it has operations. In Spain, it continued to apply the
social rate (bono social).

1.4.1. Spain and Portugal

In Spain, ENDESA continued to apply the social rate to
customers with supplies below 3 kW, pensioners, large
families and families where all members of working age are
unemployed.

“084,948 customers eligible for the
social rate at the end of 2012”

The social rate consists of a freeze on electricity prices at the
rateinforce at 30 June 2009. With this rate, eligible customers

have not had their electricity prices go up over the past three
years. At the end of 2012, a total of 984,948 customers were
on the social rate, of which 83% are eligible automatically
and the remainder (163,534 customers) for family, work or
economic circumstances.

1.4.2. Latin America

In Latin America, programmes and initiatives aimed
specifically at improving electricity access have been
implemented.

In Peru, for example, work continued on formalising
contracts during the year. The project entails providing
power to families without contracts (energy theft). Since the
project began in 2010, the contracts of approximately 15,000
families in the fastest growing areas (northern cone and east
of Lima) have been formalised.

As part of the mass electrification programme in Peru, power
was provided to 349 new areas and villages in 2012, covering a
total of 36,565 families.

In Brazil, the social rate benefits rural and residential
customers, with a reduction of up to 100% on the normal
rate. This rate is charged to 49.9% of customers in Ceara (1.2
million).

Rural high-voltage customers receive an additional 10%
discount to the social rates applied to other groups (industry
and trade) and up to 90% for irrigation and agriculture. For
rural low-voltage customers, the rate is roughly 40% lower,
with discounts of up to 73% for irrigation and agriculture.

In Argentina, the Framework Agreement entered into by
Edesur, the federal government and the regional government
to supply depressed areas of the capital and the greater
Buenos Aires area, remained in force. Under this agreement,
customers can apply for financing through their electricity
bill.

For further information, refer to the chapter
Strengthening ties with local communities. Enabling
Electricity

Estimated population unserved in ENDESA's distribution areas in Latin America

Population without electricity supply-2010 (no. of people) 280,000 5,313 40,516 389,844 94,285
Population without electricity supply-2011 (no. of people) 285,000 5,330 7,180 321,029 91,369
Population without electricity supply-2012 (no. of people) 290,000 5,928 8,000 175,872 74,245
% of total population-2010 3.8 0.1 0.27 8.19 0.90
% of total population-2011 3.8 0.1 0.04 6.13 0.86
% of total population-2012 3.8 0.1 0.054 3 0.70

(*) 100% of the population in Argentina has access to the grid. In EDESUR's concession area, only 4% of the population lives in settlements where the buildings fail to meet the requirements for
development of the distribution network. These cases fall under the scope of the Framework Agreement with the CABA, Buenos Aires y Nacion governments, whereby EDESUR provides power through
one or more MV/LV transformers. The residents carry out the LV connections, and therefore are not charged -invoices are paid by the authorities-.
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2. ENDESA’s customer service
excellence plan

Excellence is a key value guiding ENDESA in its relationship
with customers. The Company constantly seeks maximum
efficiency in customer services channels, tools and platforms
through innovation and continuous improvement.

2.1 Customer Services Excellence
Plan

To offer its customers the best possible service, ENDESA
has had a Customer Service Excellence Plan since 2003,
whose main objective is to improve the leading indicators of
customer satisfaction year after year.

In 2012, ENDESA’s Customer Excellence Plan focused on
the quality of its customer service (telephone, personal
and online assistance and complaint management) and the
quality of its operations (automation and streamlining of
invoicing processes).

“The length of the registration process
in the deregulated market decreased
by 11% in 2012.”

The results featured the following:

¢ Rate of callers hanging up on the mass call centre firmly
below 3.5%.

e 9%reduction in average waiting time at sales offices.

¢ 11% reduction in the length of the registration process
for the deregulated market through personal service
channels.

e 7% increase in satisfaction among business customers
with the commercial call centre.

To ensure that the improvements identified in the Plan are
made, 10 key performance indicators are monitored monthly
to verify the impact on the improvement of ENDESA’s sales
quality.

“9% reduction in waiting time
at sales offices.”

Sustainability Report
Our customers

ENDESA’s Customer Service Department wins
Contact Center Quality Award 2012

ENDESA’s Customer Service Department won a Contact
Center Quality Award 2012 given by the Contact Center
magazine for the application of innovating solutions that
improve customer service in the industry.

The award recognises the work carried out since 2010 by
the Customer Service Department, with the help of
Commercial Systems, in rolling out IT solutions to listen to
customers and identifying areas of improvement through
the Speech Analytics tool, which indexes call recordings by
ENDESA customers phonetically.

More than 250,000 calls have been analysed so far,
enabling the company to:

e Know and quantify why customers call and how they are
handled by mass market, companies and large
customers services.

e |dentify, prioritise and implement continuous
improvement in customer service initiatives.

This award is bestowed by an independent panel of
experts that assesses the candidacies submitted.

Jorge Sanchez Mayoral, Deputy Director CRM, Internet and Innovation, at the
award ceremony.

From left to right: Enrique Gaya, CRM, Internet and Innovation; Marta Duque,
CRM, Internet and Innovation; and David Garcia Coronado, Commercial
Systems-Telephone Channel.
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International customer service excellence

ENDESA also stands out for excellence in the service it
provides to customers in various markets.

In 2012, the Ampla customer service department
received the CRM and Lojas Amigos do Cliente seals of
approval from the Brazilian Institute for Customer
Relationship Management (IBRC).

These seals recognise initiatives, projects and
campaigns focused on the quality of service provided by
the service channels.

In Chile, two major projects on the customer service
front were carried out in 2012:

e The Chilectra Experience: the aim of this project is to
develop, provide training on and implement
standardised service protocols for all customer
contact points and achieve service excellence. Nine
protocols were drafted covering all customer service
channels and the various operational areas of
commercial and technical management. Nearly 800
contractors received training in 2012 on direct contact
with customers.

¢ Together, we give better service: this is a programme
of guided tours for workers in all areas of Chilectra
where they can learn all the company's processes that
imply direct contact with customers. The objective is
for Chilectra customers to experience service through
direct customer contact so they can learn the
importance of their day-to-day work in achieving
satisfaction with the Company.

2.1.1. Personal contact

ENDESA’s personal sales service is structured depending on
the customer segment:

¢ Large customers and companies: ENDESA’s
management team is organised by sector as well as by
territory. This gives the Company in-depth knowledge of
customer needs and allows it to offer them customised
competitive solutions. The Company has over 300
personal sales managers throughout the country, in
addition to a telephone hotline and a dedicated website.

¢ General public: ENDESA has 25 sales offices and 351
service points in Spain, which are complemented by call
centres (CAT for its initials in Spanish) and the virtual
office (www.endesaonline.com)-
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“351 service points
and 25 sales offices.”

ENDESA opens its first personal-service point
in Oporto to strengthen its
foothold in the Portuguese market

ENDESA opened its first commercial office to provide
personal service in Oporto in 2012 and is now Portugal's
second largest electric utility. The office is located in Loja
do Cidadao, where it provides both sales and customer
services.

The new office responds to ENDESA's growing presence
in the country's recently deregulated power market, and
comes after the Company opened an office in Lisbon.

ENDESA has over 59,000 customers in Portugal, giving
it a 16.2% share of the market. This ranks second based
on data published in August 2011 by the Portuguese
energy watchdog, ERSE (the Energy Services Regulatory
Authority).

ENDESA also ranks second by consumption, with 6,000
GWh per year, giving it a 26.3% share of a market with
an annual consumption of around 22,902 GWh.

In Brazil, the customer service model of the offices aims
to provide greater transparency and clarity of information
analysed: it is a “shoulder-to-shoulder” service model where
the customers sit next to personal service staff when filling
out applications. The contact centres are equipped with
video technology, enabling customers to interact remotely
via videoconferencing and to send and receive documents
through a printer and scanner.

Coelce’s two mobile units, which are hooked up to Coelce’s
system, visit neighbourhoods where they can provide service
to customers directly in their communities. During contact,
they provide feedback and discuss campaigns, log the main
requests and send statements to the call centre, which is
available to handle their queries promptly.

In Peru, three training programmes were carried out in
2012 for commercial office personnel designed to enhance
customerservice quality: the “Customer Service Programme”,
for internal trainers; “Leadership”, for call centre managers



Trends in ENDESA’s personal service network in Spain
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2 30 32 2 29 31 1 26 27

Aragoén

Catalonia 4 125 129 4 109 113 4 88 92
Balearic Islands 1 24 25 1 24 25 1 23 24
Andalusia-Extremadura 15 130 145 12 125 137 12 110 122
Canary Islands 3 31 34 3 31 34 3 28 31
Own distribution market 25 340 365 22 318 340 21 275 296
Outside distribution market 4 73 7 4 80 84 4 76 80
TOTAL 29 413 442 26 398 424 25 351 376

and commercial coordinators, and “Sharing the best of
our energy”, designed to seek solutions to problems with
customers during initial contact and increase their level of
satisfaction.

In Colombia, the service offering of the Builder Call Centre
was revamped and expanded. The office ended its first
year of operation with seven technical consultancy rooms
where project electricity designs are reviewed. The waiting
area was enlarged and now offers Wi-Fi for customers,
while an additional service point was set up, taking the
total to three.

Another highlight was the launch of Likinormas, a website
where building companies and electrical project designers
can consult, intelligently and dynamically, Codense’s
technical rules and regulations as the network operator.
Rolled out in February, the website had 68,563 hits,
396,557 page views and 1,626 registrations in 2012. Users
can view queries and participate in debates on rules and
regulations.

Also in 2012, Chilectra’s Mobile Office made 198 visits and
met nearly 10,000 customers, while Ampla and Coelce carried
out 9.7 million service actions through the Relations Centre
and 5.9 million at the commercial offices.

2.1.2. Call Centres (CATs)

In 2012, ENDESA’s call centres in Spain and Portugal received
almost 45 million calls, of which 16.7 million were from Spain
and Portugal, marking a considerable increase on the year
before.

“45 million calls received by the
call centres.”

The increase in interactions with customers was driven
mainly by the adoption of free call numbers for services
provided by the supplier in Spain in the year’s second half,
which improved customers’ perception of the Company.

Strategic projects carried out in the year included efforts
to reinforce the offshore call centre which had more than 3
million contacts.

More importantly, the quality levels of the offshore platforms
were similar to those offered from ENDESA’s work centres,
which, on the whole, improved in terms of customer
perception in 2012.

Helping improve customer service was the redesign of key
service processes to make them more customer-centric. This
was carried out at the CAT, making it easier and simpler for
customers to interact with the channel.

At the same time, in Portugal, the number of interactions was
broadly maintained from 2011, with no significant changes in
activity noted.

Calls received by ENDESA call centres (million)

Spain and Portugal 17.16 15.1 16.7
Latin America 25.8 245 28
TOTAL 43.5 41.3 44.8

Call Centre in Spain and Portugal

| o ] v [ ooz ]

Percentage of calls received (%) 96.15 96.92 96.52
Average resolution time for queries

received from industrial customers 394 367 368
(seconds)

Average resolution time for queries

received from private customers 274 273 324
(seconds)

Training given to call centre operators 69 124 192

(hours)
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Internationally, excellence was also the common
denominator of ENDESA’s telephone customer service. In
2012, Ampla’s Relations Centre won the 12th ABT Award
given by the Brazilian Teleservices Association for Anjos na
Central (Angels at the Centre), a programme recognising
outstanding employees and those who receive training and
transfer their knowledge.

In Peru, the Regional Call Center Service tender was held.
Allus won the contract and will begin operations in the second
quarter of 2013. The new management model should boost
the satisfaction of our customers through improvements in
the service manager training and specialisation process, in the
ability to respond to contingencies and in the management of
quality.

2.1.3. Online service

The www.endesaonline.com virtual office continued to
expand rapidly in 2012, extending the trend begun a few years
ago. This is now a powerful channel for boosting not only the
sale and contracting of products and services, but also for
achieving excellence in customer service. It also shows strong
potential to continue growing in coming years.

At the end of 2012, there were some 800,000 registered
customers (35% more than in 2011), with over 1,500,000
contracts. More than 220,000 new registered users signed up
during the year. There were nearly 10 million interactions by
these users on www.endesaonline.com.

“800,000 registered users of
www.endesaonline.com.”

In 2012, e-billing also received a significant boost. At the end
of the year, there were 550,000 e-billing contracts in force,
68% more than in 2011.

“A 68% increase in e-billing
customers to 550,000.”

Other online initiatives developed included remote
contracting or the launch of new digital customer relationship
channels (chat, twitter @ ENDESAclientes, click to call, etc.).

Internationally, Ampla (Brazil) ended the year with more than
60,000 followers and 8.2 million page views in its Facebook
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account, and an average of 44,000 mentions on Twitter.
On twitter, the aim is to handle and respond to customers
searching for the “Claim here” (“reclame Aqui”) site.

ENDESA launches web chat
customer service channel

ENDESA, as part of its plan to improve perceived quality
by customers on Internet, has launched the chat
customer service channel. This new communication
system springs from the aim of achieving a different type
of relationship with customers which focuses on
personalised care and advice through modern digital
channels.

Through this initiative, ENDESA wishes to enhance the
experience of customers who access www.endesa.es.,
while at the same attempting to ensure customers'
needs are met at the very moment of contact. The chat
can be accessed through the online office by clicking on
a direct link. This will set up a written real-time
conversation between a call centre agent and a
customer.

As part of its plan to improve perceived quality by
customers online, ENDESA will also launch a customer
care channel on Twitter through which Twitter users can
send their comments and queries.

Meanwhile the Codensa (Colombia) website received 2.5
million visits in 2012, with an average of 209,950 a month. It
ended 2012 with more than 140,000 Facebook fans, receiving
some 9,000 mentions a day throughout the year.

2.1.4. Customer database

In line with its pursuit of commercial excellence, ENDESA
has a large customer database, using the data to better adapt
to customer demands and market trends.

The database uses an Oracle/Siebel CRM system and
an Oracle-SaaS CRM system, with all reports defined by
customer demand and market trend criteria. It allows users
to disaggregate customer data by a number of parameters,
such as: long-term sales trends, purchases of products/
services, geographic segmentations, profits generated, type
of customisation, potential value of permanence for the
business, lifestyle, industrial sector, customer service cost
and value (as a combination of different factors).



2.2 Quick solutions for complaints
and new-contract applications

At ENDESA, complaints are managed centrally by the
Complaints Unit and via the people who work in the six
existing Regional Complaints Units. Their responsibilities
mainly consist of detecting the reasons for interruptions to
normal commercial activity, establishing measures to resolve
these and determining improvements to the management
systems. They should also resolve complaints in the shortest
time possible and act as intermediaries with public or private
ombudsmen.

The number of complaints received fell 12.12% to 550,558 in
2012 from 616,738 in 2011. Of these, 100.4% were resolved,
reducing the number of outstanding complaints compared
to the year before. This decrease means quicker solutions to
complaints.

“Complaints received in 2012
decreased by 12.12%.”

Complaints sent to other distribution companies rose in 2012
to 36,069 due to the increase in the portfolio of customers in
areas that are not ENDESA distribution areas.

Regarding processes, collection complaints decreased by
41% and billing complaints by 71,000 compared to 2011.
However, there were 38,000 more complaints about sales and
contracting processes.

By business line, there were 3% more complaints about
gas than electricity. The current complaint ratio is 80%
electricity to 20% gas.

The average time for the first written response to all
complaints was 11.6 days. In 2012, there were also 11,120
complaints by Coral customers stemming form Gas Natural’s
divestments in Madrid and the transfer of customers to
ENDESA.

Customer communications have also been improved and
reinforced both in terms of managing information and closing
cases. Writing courses for those in charge of responding to
complaints were given during the year.

A new organisation was also created based on four lines of
action: Management of Regional Complaints Centre, Process
Management, Management of Complaints from Senior
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Management and a cross-disciplinary team for Process
Management and Efficiency.

Internationally, there were 11% fewer complaints in Brazil in
2012, down from 48,600 to 43,340 at both Ampla and Coelce.

2.2.1. ENDESA’s Customer Ombudsman

ENDESA’s Customer Ombudsman, the only one in the
Spanish electricity market, works independently from the
Company’s management teams and was appointed to provide
customers with an additional means of dialogue in connection
with the services that ENDESA provides in the market;
listening to external and in-house representatives and
proposing immediately to the Company recommendations
for ascertaining customers’ needs and expectations and
improving quality service.

2012 was the 10th year of operations of the Ombudsman. Over
this period, it has received approximately 12,000 complaints,
6,582 of which were handled within its remit.

2.2.1.1. Spain and Portugal

José Luis Oller Arifo was appointed ENDESA Customer
Ombudsman in 2005. In 2012, the Customer Ombudsman
received 1,920 complaints, 8% fewer than in 2011. Of these,
1,157 fell within the Ombudsman’s remit. These basically
related to the sales cycle (55%), the quality of supply (23%),
access and meter readings (16%), and miscellaneous issues
(6%).

Some 86% of the complaints were resolved, fully or partially,
in favour of the customer, with 59% resolved by an agreement
between the customer and the Company and 41% by a
resolution by the Ombudsman.

“86% of complaints resolved
satisfactorily.”

During the course of 2012, the Ombudsman recommended a
series of improvements regarding the following items:

e Improve the commercial documentation relating to

gas maintenance service agreements and the effects of
cancelling such contracts before they expire.
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Improve information to customers in the deregulated market
on general contractual terms and conditions, specifically
regarding supply cut-offs due to payment defaults.

Provide information to customers on how incidents
involving their meters and having an effect on billing are
handled.

General considerations on how to improve information,
service and the sales policy regarding the impact of
the elimination of the last resort tariff on residential
customers.

Launch of the European "Zero Unsatisfied
Clients" project proposed by ENDESA's
Customer Ombudsman

ENDESA Customer Ombudsman José Luis Oller
submitted a proposal to the European Energy
Ombudsman Group (EEOG) for a joint project under the
slogan "Zero Unsatisfied Clients". The new plan, which
was debated in Paris in December 2012, was inspired by
the Enel Group's "Zero accident" project. The objective
is to ensure that every single customer who contacts any

European energy company customer ombudsman or
mediator is satisfied with their intervention and that the
customer's confidence in the company is restored.

(See point 03. Customer satisfaction in this section for
more information.

The EEOG is the only independent, non-profit
association made up of ombudsmen from the EU's
leading energy companies. It aims to ensure consumers’
rights are efficiently safeguarded, promoting mediation
between companies and consumers in the energy sector
as an alternative means to settling disputes, as well as
fostering good customer services practices.

Caption: 10th anniversary of ENDESA’s Customer Ombudsman, coinciding with World
Consumer Rights Day.

. Within Ombudsman’s remit

Table at which the new Zero Unsatisfied Clients project was debated.

. Outside Ombudsman’s remit

1,400

1,200

2.2.1.2. Latin America

1,000 S ENDESA has a Customer Ombudsman or similar function in

the five countries where it operates in Latin America. In 2012,

800
the number of complaints received decreased by 0.5%.

600 Ampla’s Customer Ombudsman (Ouvidoria), in charge of

handling requests made by Aneel and consumer protection
bodies, began monitoring written communication channels
in 2012 to guarantee the quality of service provided. It
obtained a 19 percentage-point improvement in customer
perception in the year.

400

200

. Supply cycle 55% . Mediation 59%
. Quality of supply 23%
. Access and meter reading 16%

. Others 6%

@ within Ombudsman's remit 60.26% (1,157)

@ 1ot within Ombudsman's remit 39.74% (763) @ Resolution 41%
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At Coelce, this channel held 15 community events in 2012
designed to bring the company closer to customers, listen
to consumers questions and clarify the company’s services.
Of all customers surveyed in 2012, 98.5% said that Coelce’s
image was Good or Excellent after the service provided by the
Customer Ombudsman.

2.3. Responsibility for informing
customers about ENDESA’s
products and services

For ENDESA, ensuring customers can exercise their rights
to full information on the products and services that they
purchase is crucial. Therefore, the Company complies with
regulatory requirements regarding the information provided
to customers at all stages of the commercial cycle. These
regulations state that:

¢ When a supply contract is signed or amended, customers
must be informed about the different tariffs available and
the power rating most suited to their needs.

¢ When power supplies are interrupted because of
programmed work on the grid, customers and the general
public must be given sufficient advance warning,

¢ If a customer’s supply is to be cut off because bills have
not been paid they must be informed in advance. The
company must have proof that this has been done before
proceeding to cut off supplies.

¢ There are also other circumstances in which time limits
for providing information are prescribed, such as giving
estimates for new supplies and dealing with customer
complaints.

In the deregulated market, ENDESA complies strictly
with disclosure requirements regarding the source of the
electricity supplied.

ENDESA goes beyond the legal requirements to achieve
excellence in the provision of information to customers.

Thus, in 2009 the Company created a business unit to
manage relations with consumers’ associations and public
bodies, which has been strengthened since then. The unit
held regular meetings and took part in consumers’ forums to
communicate the measures taken by ENDESA with regard to
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its customers and to find out what their main concerns are, in
order to be able to take the most appropriate measures.

In Chile, the Company adhered to the Code of Conduct of
the Chilean Advertising Agency Association (ACHAP) and
its corporate publicity complies with the Chilean Code of
Advertising Ethics, which is based on the International
Code of Advertising Practices of the Paris International
Chamber of Commerce. This takes into consideration any
extensions, amendments and updates proposed by the
associations comprising the Advertising Self-Regulation
Code (CONAR).

In Brazil, the Rules of Professional Conduct in
Communication were updated in 2012 in a document
drafted in accordance with CONAR, the Child Rights Law
(Estatuto del Nifio y del Adolescente) and the Universal
Declaration of Human Rights. Certain rules were
established regarding the use of Internet in general and
social networks in particular.

ENDESA companies in Argentina adhere to the Global
Compact and follow the guidelines of the Code of Ethics
applied to ENDESA companies worldwide. It requires the
same of its largest contractors, inviting them also to join the
Global Compact.

Standardisation in electricity bills

As a result of the adjustments derived from the Supreme
Court orders of February and March 2012, the Spanish
Ministry of Industry, Tourism and Trade ordered
electricity utilities to review access rates charged to
customers between October 2011 and March 2012. In
addition, new quarterly energy prices were set on 26
April.

Accordingly, ENDESA said it was would review the
amounts billed to all customers between October 2011
and 26 April 2012. Any adjustments will appear on the
bills between 1 August and 31 December this year.

To make it easier for customers to pay, the amounts will
be divided up equally in the bills issued until the end of
the year.

This affects all customers with electricity contracts in
force at any given time during the period from 1 October
to 26 April and that, at the time of the adjustment, had
an electricity supply contract with any supplier. Not
included are customers on the social rate during that
period.
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2.3.1 Eliminating barriers

ENDESA also strives to eliminate potential barriers in the
information on its products or services, whether physical,
social or language-related.

For instance, all commercial and informative
communications sent to ENDESA’s customers in Spain,
including bills and leaflets, are produced in Spanish and
Catalan. The different service channels (telephone and
face-to-face) also work in these two languages. There is also
a project underway to develop the capacity to send bills in
other languages.

In Brazil, customers who are visually impaired receive
their bills in Braille, while the Relations Centres have
a free hotline for hearing-impaired customers. Several
commercial offices provide service in English and Brazilian
sign language (known as “Libras”) for people with ahearing
impairment.

New commercial offices and service agencies in this
country have access ramps and bathrooms for people with
limited mobility, while existing units are being adapted
gradually so that they can install these facilities. There
are signs indicating preferential seating for the elderly,
pregnant women and people with disabilities. Some
customer telephones used to contact the call centre have
been adapted at certain commercial offices for use by
people in wheelchairs.

Visually-impaired customers in Argentina also receive bills
in Braille while others can opt for bills by e-mail with audio.

In Colombia, Codensa’s service centres provide a variety of
services to people with disabilities, the elderly and pregnant
women, such as special signposts, exclusive attention points,
preferential service and collection lines, and access ramps.
Offices being remodelled are adding bathrooms for people
with disabilities and those in wheelchairs.

3. Customer satisfaction

3.1. Spain and Portugal

In 2012, ENDESA remained committed to excellence in
the quality of service it provides to customers. In line with
this objective, the Company closely monitored customer
satisfaction with its products, services and the customer
service provided through its sales channels, as well as sales
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to the mass market and to small-scale customers. The
customer satisfaction index in Spain and Portugal for the
year was 7.6.

Customer satisfaction in Spain was measured through more
than 78,000 telephone/online customer surveys, expanding
the scope from previous years in terms of processes (by
supply and tariff), channels (ENDESA Online) and customer

segment.

“ENDESA conducted more
than 78,000 telephone/online
customer surveys.”

The main approach to gauging customer satisfaction is
telephone surveys, although in 2012 a major project began to
define the procedures and standards applicable to the online
method for carrying out service quality studies at ENDESA.
This project was applied mostly in 2012 to evaluate the
Corporate or Large Customers segments, where the approach

works better.

ENDESA was again the leader in customer satisfaction in the
mass market in the electricity sector in 2012, achieving a 6%
higher rating than its peers. ENDESA’s image as the leader
in the energy market was reinforced, achieving a 17% higher
rating than its peers, while its rating for advice given was also
higher (12% above that of its peers).

“ENDESA’s image as the leader
in the energy market was reinforced,
achieving a 17% higher rating
than its peers.”

The improvement in satisfaction in 2012 drove a positive
trend in loyalty (+5%), company recommendations (+2%)
and supply (+3%).

Among small-scale customers, ENDESA’s overall customer
satisfaction rating improved by 4% in 2012, extending the
trend seen over the past two years. The improvement is
underpinned by the better perception of the quality of supply,
the absence of mistakes in invoices and the advice provided by
the Company. Loyalty and recommendation levels improved
by 8% and 3%, respectively.



Service channels

Customers continued to rate ENDESA’s service channels
highly, with high marks for both offices and service points.
The personal service channels’ strengths were clarity in
explanations (+4%), knowledge of staff (+3%) and waiting
time (+6%).

The rating of the call centres was steady, with ratings
of treatment, knowledge and clarity in explanations of
personnel all above 7.

Segments

Satisfaction among small-scale customers with their
assigned management was its highest of the last five years,
with ratings exceeding above average. Noteworthy in 2012
was the improvement in manager proactivity (+3%). Thanks
to the service provided by ENDESA to customers through
personalised managers, their overall satisfaction with the
Company improved 3% from 2011.

Processes

Customer perception of ENDESA’s processes included high
marks for promptness (+4%) and ease of contracting in the
deregulated market (+3%). Contracting gas supply through
the service points was especially rated highly, with a 15%
improvement on 2011. Satisfaction of small-scale customers
requesting information also performed well (+5%) in 2012.

Assessments of value-added projects

The service offered by ENDESA in terms of personalised
customer products and services achieved an excellent rating.
When asked whether ENDESA has complied with OHS
standards in carrying out a project, customers polled said the
performance was excellent. The largest improvement in 2012
(+8%) was in the question on advice given.

Customer Ombudsman

Satisfaction with the service provided by the ENDESA
Ombudsman improved in 2012 (+4%).
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Next year

In line with its objective of measuring the quality provided
in all customer contact channels, ENDESA has begun
monitoring the quality offered by the sales channels to mass
customers and individuals in 2013.

3.2. Latin America

In 2012, for the fourthyearinarow, Coelce customerswere the
most satisfied in Brazil according to a study by the Brazilian
Association of Power Distributors (Abradee) focused on the
city residential segment. Coelce was once again named the
Leading Electricity Distribution Company in Brazil, while it
also topped the customer satisfaction ranking. For excellence
in its customer relationship programmes, the company
achieved the highest Perceived Quality Satisfaction Index
(ISQP), with arating of 89.5, well above the average calculated
by Abradee.

In Peru, two new monthly surveys were added in June
2012: a regional satisfaction survey based on a qualitative
exploratory model with a sample of 100 customers which
produces the Perceived Quality Satisfaction Index (ISCAL),
and “Knee-jerk survey” of customers who have just had an
experience with service through the commercial offices or
the “Fonocliente” call centre.

In Chile, Chilectra added new measurements in 2012 to
monitor processes and services that were not being assessed
—damaged devices, scheduled power cuts, sales process
for heat pumps, information on rights and obligations, in-
depth look at issues involving large customers (corporate
customers)— with a view to identifying areas that can be
improved.

In 2011, ENDESA’s subsidiaries in Argentina took part in the
ERSC CIER 2011 regional survey on residential customer
satisfaction, achieving an overall score of 7.15. A local survey
was also conducted that year and in 2012 as part of the
regional survey on ENDESA’s Latin American companies.

In Colombia, there is a tool for monitoring market perception
regarding the quality and competitiveness of the product
and service offering called the Perceived Quality System.
At present, 19 products and 97% of transactions involving
interaction with customers are evaluated. For this purpose,
2,500 monthly surveys are conducted and 150 annual reports
on customer satisfaction with products are prepared.
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Customer satisfaction index*

I TR BT T
8.1 7.4 7.6

Spain

Argentina 7.6 7.15 7.15
Chile 7.4 7.3 6.76
Brazil 8.3 8.2 7.65
Peru 7 7.9 6.4
Colombia 7.75 8.2 7.6

Minimum=1; Maximum=10
' Average indices, Ampla: 63.5%; Coelce 89.5%.

Number of complaints received per regulated and deregulated
market (thousand)

0y
NN
Spain n/a 54.69 51.59 -6
Argentina 0.1 6.1 6.7 -9
Brazil 48.8 48.6 43.3 -1
Chile 25 20 17.7 -11.5
Colombia 27.98 38.94 44.61 12.7
Peru 8 4.4 4.6 -4.3
TOTAL 104.1 111.8 111.2 -0.5

COELCE, Ibero-American Quality Award 2012

ENDESA’s subsidiary in Brazil, Coelce, received the
Ibero-American Quality Award 2012 bestowed by the
Ibero-American Foundation for Quality Management for
management excellence.

This award, granted in the Gold category (the most
prestigious granted by the Foundation), is in addition to
the National Award for Quality obtained last year which
helped pave the way to being evaluated for this most
recent award.

The award, accepted by Abel Rochihna, Head of
Distribution at Coelce, was presented in Jerez de la
Frontera at the 8th Business Congress prior to the 22nd
Ibero-American Summit being held in Cadiz.

4. Efficient products
and services

4.1. Spain and Portugal

In 2012, ENDESA continued to strengthen its range of value
added products and services (VAPS) designed for the efficient
use of energy which it supplies to private homes and small,
medium and large businesses.
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One of the main drivers of the Company’s value added
products and services is the ENDESA Energy Efficiency Plan
(PE3), which covers three main areas of activity:

¢ Regulator management: to work jointly on developing and
implementing standards, programmes and agreements
focused on moderating consumption and responsible
production.

e Commercial initiatives (VAPS): products and services
that help customers engage in responsible consumption.

e Communication actions: to foster efficient use of energy
among customers and show the Company’s strong
commitment to saving energy.

ENDESA’s VAPS cover three clearly distinct areas:

» Distributed energy and thermal solutions:
— Photovoltaic solar energy.
— Solar thermal energy.
— Inverter air conditioning and thermal fluids.
— Cogeneration-Trigeneration-Microgeneration.
— Condensingboilers.
— Biogas.

e Energy efficiency:
— Lighting.
— Energy audits.
— Condenser batteries.
— Domotics.
— Vehicular Natural Gas.
— E-mobility.
— Monitoring and control of electricity consumption.

e Other:

— Provision of electrical equipment such as resettable
differentials, protection, emitters, etc.

— Electrical and gas projects.

— Installations (UPS, generating sets).

— Maintenance (electricity, gas and climate control).

— Advisory and consulting services (environment,
tariffs, subsidies, implementation of ISO 14001/9001,
quality, management of CO,, waste management, etc.).

The initiatives carried out in 2012 included the development
of monitoring solutions and electricity consumption control
in the home.

The Company considers that the sale of these products and
services can lead to energy savings that reduce demand by
between 15% and 85% and that the system’s load curve can be
shifted towards cheaper periods of demand.

(More information on the chapter Innovation:
Commitment to Efficiency, point 02. Technology
Leadership Model).



4.2, Latin America

In Brazil, ENDESA invested Euro 10.9 million in energy
efficiency initiatives in 2012. As a result, a total of 96,283
customers in the Brazilian states of Rio de Janeiro and
Ceara had their old refrigerators replaced with new, more
efficient appliances, their incandescent light bulbs replaced
with fluorescent lamps, and the electrical installations
at their homes upgraded. Another initiative focused on
improvements to lighting and heating/air conditioning
systems at healthcare centres, benefiting seven hospitals and
one senior citizens’ home. Ampla’s initiatives fall under the
umbrella of its Consciéncia Ampla Eficiente (Ampla Efficiency
Awareness) project. And at Coelce, under its Troca Eficiente
(Efficient Trade) programme.

“More than 96,000 customers have new
refrigerators, light bulbs and electricity
circuits.”

The new appliances are “Class A” certified under the National
Energy Conservation Programme (Procel) and consume up
to 70% less than the old appliances.

4.3 Raising customer awareness
of efficient energy use

4.3.1. Spain and Portugal

“Twenergy has 34,000 users and
received more than a million visits in 2012.”

ENDESA conducts communication campaigns to raise
awareness about the efficient use of energy. These include:

e Twenergy: this has become the most important online
community in the world for sustainability and energy
efficiency. Launched in 2009, it has more than 34,000
registered users and received more than a million visits
in 2012. Twenergy is based on a web page and its own
profiles on the main social networks: Facebook, twitter,
YouTube, vimeo and flickr.

Two events with bloggers were held in 2012 to raise
Twenergy’s profile both externally and internally. One,
which also involved ENDESA personnel, featured the
participation of Eduardo Punset and was a trending topic
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on Twitter, with more than 700,000 posts. The other was
dedicated to e-mobility.

The TW Colaboradores (“TW Partners”) section was also
launched and currently has the full-time participation
of five partners, led by journalist Alicia Sornosa, who
has embarked on a journey throughout the Americas
by motorbike. Meanwhile, work continued to develop
content of interest, such as digital conferences with
experts, product comparison tools (lighting and air-
conditioning) and practical tools, including one that
calculates the carbon footprint of transportation.

(More information: http://twenergy.com)

REDUCIR TU FACTURA

DE LUZ y GAS
FSTA EN TUS MANOS

LY

|

. [
[~ Al g e

¢ ENDESA Welcome Pack: provides information on the fuse
box and recommendations on maintaining it correctly
and protecting the home. It also gives advice on the
proper use of domestic appliances such as refrigerators,
washing machines, air conditioning, etc.

e Advice on bills: a space is reserved on the back of bills to
inform customers on how to save energy and protect their
power installations.

* Specific communications to customers in their first year
of the contract:

— Book with useful information on the light and gas
installations, usage recommendations and advice on
light and gas savings.

— Gas guide: informative leaflet on the safe use of gas.

— Savings calculation: estimated saving made by the
application of the advice on efficient energy use.

* Three-page leaflets with advice on better use of energy (at
service points and inserts).

4.3.2. Latin America
In Chile, the Company held a total of 216 educational
workshops in 2012 for neighbourhood communities, which

benefited some 6,000 people. 10,000 efficient light bulbs were
handed out to those attending the workshops.
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Since 2011, within the “Chilectra en tu Barrio” (Chilectra
in your neighbourhood) programme, neighbourhood
communities were invited to bid for partnership projects.
In 2012, seven such communities were awarded contracts to

develop educational projects on energy efficiency.

In Colombia, the Company carried out a number of
awareness-raising initiatives in 2012. It gave out diplomas
to 12,857 children from 147 schools, including Vigias de la
Energia Codensa, after attending talks on the importance of
the responsible and efficient use of energy and appliances, the
“Paseo Itinerante” (Travelling Exhibit), a fun-learning lab
entailing nine interactive types of exhibits designed to teach
students and the community at large more about the energy
process. A total of 18,744 people took part in the year.

The Company also carried out, for the third year in a row,
the “Siembra Energia” (Sowing energy) schame. The
objective is for Codensa to be perceived and appreciated as an
environmentally-conscious company.

The advertising and promotional campaign kicked off in
May. Meetings were held with population groups interested
in learning more about the responsible use of electricity
and household appliances, at which 911 talks were given. At
the each, 2,000 lighting kits were raffled off as a strategy for
promoting efficient appliance usage.

In Argentina, a corporate communication was sent to
medium-sized and large customers in 2012 promoting the
advantages of the use of LED lighting.

In Brazil, ENDESA spearheads educational programmes
that spread knowledge and foster best practices in energy
consumption, while promoting professional learning
and revenue-generation opportunities. These includes
projects such as Consciéncia Ampla Oportunidade (Ampla
Opportunity Awareness), Consciéncia Ampla Futuro (Ampla
Awareness of the Future), Consciéncia Ampla Saber (Ampla
Knowledge Awareness) and Consciéncia Ampla com Arte
(Ampla Art Awareness). A number of recreational activities
with children and teenagers were carried out at the mobile
units Consciéncia Ampla sobre Rodas (Ampla Awareness on
Wheels) and Nave Coelce (The Coelce Warehouse). These
are vehicles that travel across the concession areas and
offer interactive activities related to power generation and
responsible electricity consumption.

In Peru, Edelnor embarked on the ‘Mundogar’ project
designed to reach agreements with the leading suppliers of
household appliances that are considered basic and have a
far-reaching impact on people’s lives, enabling customers
to acquire them and improve their quality of life. As of 31
December 2012, some 663,000 appliances had been sold.

(More information in the “Establishing ties with local
communities” chapter, section 0.2 Social initiatives).
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5. Safety and ongoing
improvement in all stages of
the life cycle of ENDESA’s
products and services

ENDESA has the mechanisms and tools required to ensure
the safety of its customers and the general population, paying
special attention to the distribution and consumption of

electricity.

Electricity distribution

All of ENDESA’s electrical installations comply with safety

legislation and regulations in force.

Installations connected to HV/HV and HV/MV substations
feature safety devices to isolate any defects that arise. MV
lines are equipped with intermediary protective devices
such as lightning conductors and automatic valves to prevent

surges caused by atmospheric discharges.

All HV and MV installations are inspected three times a year
for safety and suitability, and are remotely monitored. MV
and LV transformer centres and LV lines feature similar

safety measures.

Link installations for network supply connections are also

fully protected, in accordance with current legislation.

In addition, in line with current regulations, there are self-
protection handbooks at all thermal and hydroelectric plants
in Spain, addressing potential emergency situations that
could affect both people and property, and the implications of
business risks (e.g. fires) or external risks (e.g. earthquakes).

In Chile, the Company monitors the magnetic field,
electricity and noise emissions and radio interference in the
subtransmission system at all times. The final general results
were substantially lower than the general public exposure
levels recommended by the International Commission on
Non-Ionizing Radiation Protection (ICNIRP).

In addition, all the plants have Emergency Action Plans
designed not only for worker safety, but also for the safety of
neighbouring communities.

In Peru, the priority of the 2012 connection maintenance
plan was customer safety. Nearly 135,000 supply connections
were reviewed and adapted where necessary. Preventive

maintenance was carried out at over 64,000 supplies.



Distribution and use of gas

¢ Everysupplylineisfitted with safety valves at distribution
regulation and measuring stations to prevent excess
pressure or pipe breakages. Inspections are carried out
twice a year, checking the general condition of the facility
and the operation of safety devices.

e Distribution, regulating and measuring stations are
equipped with a remote monitoring system connected
to the Gas Control Centre so that key operating variables
can be determined at all times.

¢ In distribution grids, the channelling route is inspected
every two years for possible leaks.

¢ Overhead parts and electrical equipment at regulating
and measuring stations are earthed to avoid surge issues
and to eliminate the risk of electrical discharges from
contact with employees.

¢ ENDESA has a system to detect leaks at transport,
distribution and delivery points and liquefied natural gas
(LNG) plants.

¢ The Company also has emergency plans in place for
transport and distribution networks, as well as self-
protection plans for LNG plants.

ENDESA’s management of disasters
and emergencies

The management of emergencies at nuclear sites is organised
through regional nuclear emergency plans which are in turn
based on the Basic Nuclear Emergency Plan (PLABEN).

These plans are specifically for regions with nuclear
installations and are only applied in the event of nuclear
emergencies. They are drawn up by the Directorate General
for Civil Protection and Emergencies of the Ministry of
the Interior and involve all relevant parties: governments
(national and regional), the Nuclear Safety Council (CSN),
security forces, nuclear facilities, etc.

Nuclear facilities also have their own internal emergency
plans for each site. These plans are coordinated with the
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nuclear emergency plans and are intended to organise the
facility’s response in the first stages of a possible emergency.

Simulations of internal emergencies are held at all nuclear
sites every year with recreations of emergencies of varying
scope covered by external plans held at various intervals.

By means of these simulations the effectiveness and response
capability of the different organisations involved in the event
of a nuclear emergency can be checked. Based on the results,
adjustments can be made to emergency procedures and, if
appropriate, the emergency plans.

Belowis adescription of the incidents registered at ENDESA’s
nuclear plants in 2012.

Testing of the reactor protection system and safeguarding
measures at Asco I and IT uncovered a switching malfunction
(P11) in the event of a low pressure in the pressuriser, which
would have automatically blocked the safety injection line
and the isolation of main steam lines, rather than triggering
a manual block according to its design. This anomaly was
classified as Level 1 on the International Nuclear and
Radiological Event Scale (INES).

Elsewhere, the “Reactor coolant leak” technical specification
limiting condition for operation was breached at the
Ascoé 1 power plant. During the post-charging electrical
standardisation process, there was a power loss at the air
sampling pump of the radiation particle and gas surveillance
system of the Containment Building and the air sampling
pump of the radiation surveillance system of the Auxiliary
Building smoke stack.

At Vandellos II, the reviews showed that certain root valves
for instruments related to a number of safety systems were
open during normal operation, instead of being closed
according to the piping and instrumentation diagrams. This
anomaly was classified as INES Level 1.

Lastly, at the Almaraz I and II plants, an analysis of the
applicability of NRC IN-2012-01 Seismic Considerations-
Principally Issues Involving Tanks indicated that, due to
the plants’ design, when the refuelling water storage tank is
aligned with the purification system for purification and for
taking samples from the water refuelling tank, the refuelling
water tank, whose design is seismic, is connected to the
purification system, which is not fully seismic.
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At ENDESA being committed In 2012, the Company introduced a safety
to our employees is paramount survey in its Workplace Satisfaction
in building a culture of safety Survey, to ascertain the culture of safety

H

and align its efforts to cement its Safety

health and diversity. As well as
Plan. The Company pays constant

a_lmmg to be one of the best attention to equality, work-life balance
firms to work for, the Company and respect for human rights. It has also

strives to guarantee respect, cemented Enel’s leadership model to
equality and a work-life balance promote occupational health and safety.
among all its employees.

Lowest accident
9 8% of 2010 ra(l)t‘Z: jn?lflll)g;A's 9 8 5’0 O O 2 8%

training hours at
ENDESA Group
companies

of new hires were
women in 2012

Action Plan measures history
implemented

Highlights 2008-2012 Sustainability Plan

2008 ENDESA approves 2009 Delfos OHS 2010 Global and Country 2011 Safety Plan 2012 1,353 new hires in
Equality and Work-life management system, Senda Plans drawn up. 2011-2015 groups all 2012.
Balance Plan begun in 2007, rolled OHS initiatives in a
out to all countries. single Strategic Plan.

Priority issues-materiality study 2012 ENDESA's response in the report

Our People Chapter:

5. Employee satisfaction, one of our priorities;
Diversity and equal opportunities (initiatives and reporting) 5.1. Senda Plan progress;

5.1.1. ENDESA’s strong commitment to equality;

5.1.3. Commitment to differently-abled people

Our People Chapter:

S el 2. ENDESA: a safe and healthy workplace.

Our People Chapter:

Specific reporting relating to occupational health and safety. 5. ENDESA: a safe and healthy workplace

Our People Chapter:

Managing health and wellbeing 2. ENDESA: a safe and healthy workplace

Our People Chapter:
Commitment to employment stability, creating employment and responsible 3. People leadership and development,
management of reorganisations 3.3. Attracting and retaining talent;

4. Responsible people management at ENDESA.
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Challenges in 2012 Actions taken

To continue implementing programmes to achieve the "Zero accidents"
objective.

Carried out as planned:

e Plan 5+1 ( Culture and OHS training at partners, communication,
innovation and infrastructure for safety, large works and health).
Delfos (E-Mobility OAPI, DELFOS training and upgrades).

Plan Safety (partners, communication, culture and training, health and
supply).

One Safety project (introduction of One Safety at various sites with a
certain number of field observations).

* 161,778 occupational risk prevention training hours.

e "Management and Safety" programme.

To continue developing the Human Resources Sustainability Plan (Senda
Plan) in every country.

Roll out and development of objectives, measures and actions to be taken
for Senda Plan in all countries where the Company operates: Family-friendly
company model, teleworking, communications plan, targets for female hires,
training, work-life balance, diversity, etc.: over 65 activities carried out.

To continue the introduction of teleworking in all the countries in which the
Company operates.

Teleworking in all countries in Latin America: Argentina, Chile, Brasil,
Colombia and Peru with 347 participants.

To consolidate the family-friendly company model.

Family-friendly company model consolidated and model introduced to Chile
and Colombia.

To consolidate training programmes for talent development.

Specific communication measures, leadership book, leadership videos, BARs
and 360° assessments extended to other groups (Top Management).

To continue dialogue with employees using our ForORH tool.

Random online surveys in Spain, Portugal and Latin America. Focus Group
carried out in Spain. 2012 Workplace Satisfaction and Safety survey and
Global HRO Survey, annual seminars and events.

All ENDESA investment fund and plan managers signed up to the UN
principles for responsible investment (PRI).

In December 2011, ENDESA's Employee Pension Plan manager became a
formal signatory to the United Nations Principles for Responsible Investment
(UNPRI). These specific criteria were incorporated for the first time in 2012.

Key figures 2008-2012 Sustainability Plan

Employees 26,305 24,732 22,877 22,807
New hires - 1,585 1,811 1,353
Training hours 1,302,271 1,091,099 1,091,304 985,789
% female employees 20% 20.4% 21% 21.2%
% workforce with permanent contract 95.9% 96.3% 98.4% 97.06%
Combined frequency rate 4.96 4.62 3.80 2.89
Combined seriousness rate 0.100 0.104 0.13 0.12

In 2013 we propose

To continue implementing programmes to achieve the "Zero accidents" objective.

Implementing action plans based on the 2012 Workplace Satisfaction Survey.

Work-Life balance: introducing teleworking throughout ENDESA.

Rolling out measures based on equal opportunities diagnosis.

Continuing targets to hire more women.

Promoting geographical and functional mobility.

Promoting change management.
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1. ENDESA’s workforce

At 31 December 2012, ENDESA had a total of 22,807
employees worldwide: 11,535 in Spain and Portugal, 11,270 in
Latin America and two in other countries.

“22,807 employees and 1,353 new
hires in 2012”.

In 2012, the workforce at the consolidated ENDESA Group
increased 0.19% compared to 2011 (excluding the departure
of113 employees at Endesa Ireland, which was sold in October
2012). This is an indication of the stability of our workforce.

In 2012, there were 1,353 new hires whilst 1,423 contracts
were terminated.

ENDESA’s diverse workforce combines youth and
experience, with 65.93% of its employees aged between 35

and 54 years old.

The Company offers its employees competitive working
conditions, which are above the market average in all the
countries where it operates. This is shown by 97.06% of

ENDESA’s workforce at 31 December

% change

Spain and Portugal 12,194 11,702 11,535 -1.43%
Latin America 12,427 11,060 11,270 1.90%
Other countries * 111 115 2 —98.26%
TOTAL 24,732 22,877 22,807 -0.31%

(*) In2011, 113 employees from Endesa Ireland were included (sold in October 2012) and
at the end of 2012 there were only two employees at Energie Eléctrique de Tahaddart in
Morocco.

Average workforce by location

% change

Spain and Portugal 12,990 12,046 11,698 —2.89%
Latin America 12,423 11,208 11,211 0.03%
Other countries * 167 112 87 —22%
Total 25,579 23,366 22,995 -1.59%

(*) In 2012, 85 employees at Endesa Ireland (sold in October 2012) were included.

contracts being permanent, 1.33% lower than in 2011. The
average employee stays with the Company for 16.53 years,
while 64.26% of the workforce have worked for us for over 10
years. The majority of our employees are full-time.

Workforce age pyramid

3.84%

32.20%

33.73%

100%

Age pyramid by professional category

Management

Middle management

42.49%

19.49%

100%

@ Over 60 ® 551059 @ 45t054

60

100%
@ 35t044

Manual workers
0.85

Administrative and office staff

39.40%

100% 100%

® 28t034 @ Under 28



20.66%

100%

@® Over3s @® 30to 34 @ 201029

@ 10to19 @ Under 10

“97% of the workforce has permanent
contracts”.

Of ENDESA’s total workforce, 55.8% are administrative and
office staff, followed by middle managers, who make up 34.1%.

By gender, 78.8% of the workforce is male and 21.2% female.

ENDESA continues to take steps to increase the number of
women in the Company and also to facilitate their access to
management and positions of responsibility.

Permanent hires by gender Temporary hires by gender

© Male 79.02% © Male 71.80%

@ remale 20.98%

@ remale 28.20%
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Distribution of workforce at 31/12/12 by professional category

. Management 2.4%

. Administrative and office staff 55.8%
‘ Middle management 34.1%

. Operarios 7.7%

Average distribution of the workforce by professional category

In order to promote employment among the younger
population and provide access to the job market, in 2012
ENDESA offered 1,132 people internships or scholarships;
121 of these were in Spain and 1,011 in Latin America.

. Management 2.4%

. Administrative and office staff 55.7%
. Middle management 34.1%

. Manual workers 7.8%

Some 50,083 personnel provide services to ENDESA in Spain
and Latin America through contractors.

Part-time hires by gender Full-time hires by gender

© wMale 78.4% © Male 78.82%

@ remale 21.6% @ remale 21.17%

Contractors on full-time contracts by region

‘ Espafia y Portugal 28.76%

. Latinoamérica 71.23%

Contractors on part-time contracts by region

. Espafia y Portugal 83.67%
. Latinoamérica 16.32%
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Breakdown of workforce by gender*

. Male
. Female

88%
85.17%

72.07% 72.44%
12.92%

26.95% 27.23%
12%

2011 2012 2011 0012
Management

Middle management

* Based on workforce at 31 December.

Employees eligible to retire in the coming years by category (%)

81.54% 81.52%

75.84%

|223‘/

2012

Manual workers

69.79%

23.02%
17.45%

2om 2012 2011

16.49%

Administrative and
office staff

Next 10 years

o [ e [ e | e [ e [ e
6.2 8.1 21.1

Management 1.4 21.6 20.2

Middle management 1.4 5.6 4.1 8.9 6.5 7.4
Administrative and office staff 0.8 7.3 4.0 17.6 9.0 13.4
Manual workers 0.7 30.0 0.9 1.7 20.0 1.7
TOTAL 1.1 6.7 3.9 14.6 8.1 1.4

ENDESA has improved its ties with contractors by
developing corporate IT tools which facilitate the exchange
of information and documentation regarding the legal and
preventative aspects of its employees’ contracts. In fact, use
of the Colabora website has been cemented and the Company
has rolled out a management module for contractors’
employees (CHR)

2. ENDESA: a safe and healthy
workplace

For ENDESA, safety means zero accidents and health means
personal well-being. The Company is fully aware that both
objectives are a standard that cannot be renounced and
should be within the reach of all people that work for the
Company. Our OHS activities make no distinction between
our own personnel and employees of our collaborators.
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“The 2011-2015 Safety Plan incorporates
all the action lines developed to date
to encourage the exchange of best practices
and synergies”.

The Company continues to develop OHS initiatives through
its 2011-2015 Safety Plan, which forms an integral part of
the occupational health and safety strategy of Enel, our core
shareholder.

Under this plan, lines of action related to occupational health
and safety are being increasingly standardised in Latin
America, Spain and Portugal, optimising efforts in this areas
across ENDESA’s entire workforce and creating the synergies
that are needed to greatly reduce accident rates and allow the
group to meet its “zero accidents” target while at the same
time carefully looking after its employees’ health.

Enel’s One Safety health and safety project has been adopted
in two key areas: assuming Enel’s key priority of promoting



occupational health and safety and applying, adhering to
the culture of zero negligence and observing workplace
behaviour, ongoing improvement plans to correct dangerous
or unhealthy working practices and promote safe and healthy
conducts.

The 5+1 Plan, a set of long-term strategic initiatives to
radically improve occupational health and safety, also
remains in place. This scheme is being led by ENDESA’s
senior management and is structured around six working
groups with the prevention services playing a coordination
and integration role.

Based on this positive experience, in 2012 the plan became the
5+1 Global Improvement Areas, taking on a more global focus
and being applied to all the countries where the Enel Group
is present. This year a working group for health matters has
been added.

The main objectives
of the 5+1 Plan are:

¢ Raising safety awareness and developing new training
methods which convey the importance of safety at work.

¢ Integrating safety in all management processes at
partner companies and sharing the Enel Group’s OHS
standards. To this end, we are working to appraise our
partners through the Vendor Rating project, which
includes audits, closer monitoring of work and the design
of alternatives to penalties.

¢ Implementing innovative communication instruments
and campaigns to encourage the integration of OHS concepts
across the Group. This includes the organisation of public
events (World Day for Safety and Health at Work, Safety
Week); collaboration in the definition and dissemination
of public health and awareness raising and incentivisation
messages; the development of communications media; and
incorporation of OHS content into the Company’s internal
communication channels.

¢ Developing innovative instruments to constantly
improve safety.

¢ Promoting OHS management processesat the Enel
Group’s main work centres.
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e Fostering health and well-being programmes and
prevention campaigns.

2.1. Common occupational health
and safety management

Delfos is ENDESA’s corporate application for managing
issues related to occupational health and safety and is the
Enel Group’s corporate system. This has been rolled out to
all the countries where ENDESA is active (Spain, Argentina,
Brazil, Chile, Colombia and Peru).

“The process for obtaining official accident
rate data for ENDESA via Delfos’ automatic
reporting system was cemented in 2012”.

The main objective of Delfos is to offer Group companies and
businesses an efficient OHS management tool and integrate
information as well as helping encourage a common culture
of managing OHS issues while taking into account local
issues.

The process for obtaining official accident rate data for
ENDESA via Delfos’ automatic reporting system was
cemented in 2012. This has enabled us to standardise and
simplify the process in all countries. Delfos has also been
extended to Romania, significant advances have been made
at Enel Green Power Latinoamérica and the system’s global
requirements have been defined to incorporate it in Enel’s
Global H&S 2.0.

As risk prevention cuts across all areas of ENDESA’s activity,
we have also started to integrate the Business Lines into
Delfos to manage their own OHS activity, as they have adopted
the same safety inspection formats used by the prevention
departments (the Occupational Accident Prediction Index).

This large number of consistently implemented inspections
is also now being used as a basis for appraising contractors
under the Vendor Rating project.

Delfos Mobile allows onsite safety inspections to be carried
out with information (photos, texts, geographic coordinates,
etc.) being relayed in real time to the Delfos System and all
employees involved in the process.

Finally, thanks to reliable online results, problems can be
dealt with as soon as they are identified.
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The inspection information is described in the following
chart:

Approximately 83% of ENDESAs workforce (18,930
employees) are employed in OHSAS 18001-certified
workplaces.

Number of employees working in OHSAS certified workplaces

Spain 9,753
Argentina 2,975
Brazil 1,629
Chile 1,813
Colombia 1,899
Peru 934
TOTAL LATIN AMERICA 9,250
TOTAL ENDESA 19,003
“Globally, ENDESA has

19,003 employees working in OHSAS
18001-certified workplaces”.

2.2. Occupational health and safety,
training and inspections

In 2012, 160,765 hours of OHS training were organised for
staff.

“In 2012, ENDESA organised 160,765 hours of
OHS training for staff”.

Some 42,821 health and safety inspections were performed
in the year on work and projects carried out by Company
employees and contractors’ employees which had a significant
impact on reducing the number of accidents.
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Technical procedures and Policy for working at height were
approved, and now apply to all contractor companies and
Group personnel.

In Peru, the OHS structure and monitoring mechanisms
have been defined for the launch of the Cold Reserve project.
ENDESA’s strategy has been extended to Siemens, the
company implementing the project where a safety awareness
campaign has been launched. Employees who are committed
to safety issues also received awards.

In Colombia construction work has now begun on the
“El Quimbo” hydroelectric plant, the first power station
developed by a private group in the country. With
approximately six million man-hours of work, the combined
accident frequency index stood at 2.69 in 2012. Occupational
Accident Prevention Index inspections were carried out daily
and management carried out weekly Safety Walks.

2.3. Promoting a culture of
occupational health and safety

AtENDESA, employee safety and well-being are of paramount
importance. Prevention is encouraged by promoting a culture
of occupational health and safety among all employees.

ENDESA promotes initiatives to help reduce the number of
accidents in our operating processes, including:

e Management and Safety Programme.

e One Safety (an Enel Group programme).
e Influenza prevention campaigns.

e Awareness-raising workshops.

* Preventative Observatory meetings.

Some of the programmes implemented to improve safety
include MASS (Distribution and Supply Spain), Saber Vivir
(Brazil), Safe STAR (Peru), Life and Health Protection
(Colombia), Safety Culture Communication Campaign
(Chile), My eyes were opened (Argentina) and 24/7 (Global).
These programmes are designed for both our own and
contractors’ employees.

A clear example of the efforts being made by the Company
to integrate safety into our working culture is the inclusion
in 2012 of a Safety Survey in the group wide Workplace
Satisfaction Survey. The survey aims to ascertain how safetyis
viewed at various levels within the organisation and measure
the initiatives implemented at Enel Group companies. It
also aims to identify those areas with the lowest score and
define action plans which will have a greater impact on our



employees’ and managers’ commitment to occupational
health and safety.

=i ¥

lu seguridad no

1S Iy | s
LLESTION @ ¢
i e el ) g Pt B [y ) el e B g i o ety Pl

In November 2012 the 5th International Safety Week was
held at Enel. Within the framework of this initiative, close to
300 activities were carried out in Spain and Latin America
(workshops, conferences, information-giving sessions, etc.)
involving over 17,000 employees.

“Over 17,000 employees participated
in Enel’s International Safety Week in Spain
and Latin America”.

More than 32,371 medical check ups were also performed on
our staff to improve their health and prevent risks.

“More than 32,000 medical examinations and
check ups carried out in 2012”.

Medical examinations and check ups, 2012

Spain 18,332
Argentina 8,254
Brazil 1,104
Chile 4,433
Colombia 0
Peru 248
TOTAL 32,371
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Endesa Energia holds its first MAS+S
conferences on occupational health and safety

In May 2012, Endesa Energia held its first MAS+S
seminars on occupational health and safety at its
headquarters in Madrid, Barcelona and Seville with 42
people attending.

The MAS+S Project is part of the 2011-2015 Safety
Plan, and is the Company's scheme to foster a
preventative culture to improve occupational health and
safety among all its employees. The seminar comprised
four sessions: an extensive first day where inadequate
safety practices were identified, followed by three
workshops analysing these practices.

The seminar's main objective was to improve
employees' attitudes towards occupational health and
safety using the causes of workplace accidents and
incidents as a starting point by observing and analysing
dangerous behaviour and inappropriate conduct.

2.4. Occupational Health and Safety
Committees

All of the Company’s employees are represented on formal
OHS Committees.

Within the ENDESA Group, workers are consulted on and
involved in OHS issues through their Occupational Risk
Prevention Delegates in the following bodies:

a) The Management Participation and Control of Preventive
Activities Commission.

b) Territorial or Regional Occupational Health and Safety
Committees.

¢) Provincial or Local Occupational Health and Safety
Committees.
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d) Singular Building Occupational Health and Safety
Committees.

e) Power Plant Occupational Health and Safety Committees.

f) Mining Occupational Health and Safety Committees.

g) Gas Company Occupational Health and Safety
Committees.

The way that this systemis structured and operates is detailed
in ENDESA’s Third Framework Collective Agreement.

In Argentina, each of the generation companies has a
health and safety committee involving the main union, the
supervisors union and company representatives which meets
monthly.

In Chile, each company has a joint committee for every
facility with more than 25 employees. Each of these has a
one-year work programme, controlled and monitored by
an occupational risk prevention expert. These Committees
feature elected workers’ representatives and representatives
appointed by management. The Committees are subject to
applicable current legislation in the country in which they
operate. The Group currently has 18 OHS Committees at its
companies.

Peru has the following committees: an OHS Executive
Committee, a Contractors’ Monthly Committee, a Security
Committee Conference Call, a Joint Committee, a
Technical and Commercial Management Committee for the

Distribution business and an Operations and Maintenance
Committee for the Generation Business.

Monthly OHS committee meetings are held in Brazil with
management as well as meetings with the emergency services
and fire brigade.

Colombia held 11 meetings each of the Joint Committees for
the Distribution and Generation businesses. A further eight
inspection committee meetings were held at all contractors
in the country.

2.5. Lower accident rates

ENDESA’s commitment to occupational health and safety has
led to a significant reduction in accidents in recent years.

“Lower accident rates at Endesa Group

companies”.

This trend continued in 2012:

e The combined accident frequency index for ENDESA
and its sub-contractors stood at 2.89, down by 23.9% from
3.801in 2011.

Index of seriousness®

Index of frequency?

Number of accidents’

Spain 270.1 164.7 4.52 3.01 0.18 0.17
Endesa employees 38.4 229 1.93 1.19 0.13 0.07
Contractor workers 231.7 141.8 5.85 4.07 0.21 0.22

Argentina 75 7 3.58 3.96 0.12 0.20
Endesa employees 35 47 5.35 6.68 0.21 0.28
Contractor workers 31 24 2.56 2.20 0.08 0.14

Brazil 75 55.0 1.80 1.49 0.10 0.10
Endesa employees 9 2.0 1.29 0.36 0.07 0.01
Contractor workers 66 53.0 1.91 1.69 0.11 0.11

Chile 101 64 3.68 3.14 0.09 0.08
Endesa employees 1 4 0.18 0.72 0 0.01
Contractor workers 100 60 4.58 4.03 0.12 0.10

Colombia 203.1 137.2 5.98 4.19 0.06 0.07
Endesa employees 4 6.0 0.88 1.73 0.07 0.04
Contractor workers 199.1 131.2 6.56 4.48 0.06 0.08

Peru 21.0 17.0 1.64 1.26 0.07 0.05
Endesa employees 0 1 0 0.53 0 0.01
Contractor workers 21.0 16.0 1.98 1.38 0.07 0.05

Total 729.1 508.8 3.80 2.89 0.12 0.12
Endesa employees 87.4 82.8 1.97 1.99 0.11 0.08
Contractor workers 648.8 426 4.39 3.21 0.12 0.13

(1) Includes fatal accidents.

(2) Total number of accidents excluding journeys to and from work vs. total number of hours worked multiplied by 1,000,000.
(3) Total number of days lost to accidents, excluding journeys to and from work, vs. total number of hours worked multiplied by 1,000.



Accident frequency index 2 for employees by gender '

The combined
unchanged at 0.12.

index of seriousness

remained

The absenteeism rate fell by 16% to 4,096.10 days lost due
to absence during the year.
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ENDESA absenteeism rate ' (A.R.?)

Spain and Portugal 6,119.96 6,225.64 4,598.56
Argentina 6,827.39 7,110.14 7,302.89
Chile 5,485.75 2,131.92 2,605.70
Brazil 6,373.03 3,348.63 1,246.58
Peru 1,791.06 2,467 1,701.28
Colombia 2,115.49 1,509.15 1,766.95
Ireland 7,625.67 4,833.51 n/a
TOTAL 5,686.58 4,875.99 4,096.10

(1) The days lost through absenteeism do not include vacations, public holidays, authorised
absences (maternity and paternity leave, etc.), or absences for training.

(2) Total number of working days lost due to absenteeism during the year vs. the total
number of days worked during the same period, multiplied by 200,000 (50 working weeks
of 40 hours for every 100 employees).

n/a: not applicable

Days lost through absenteeism of ENDESA employees in the year

Spain and Portugal 86,876 70,867 58,113
Argentina 24,372 29,958 33,995
Chile 17,810 7,003 7,496
Brazil 19,580 14,649 4,293
Peru 2,197 3,001 2,037
Colombia 4,253 2,757 3,269
Ireland 1,091 602 n/a

Spain and Portugal 1.92 1.19
Male 2.16 1.09
Female 0.82 1.66

Argentina 5.26 6.68
Male 5.59 7.74
Female 3.23 0

Brazil 1.30 0.36
Male 1.34 0.48
Female 1.19 0

Chile 0.18 0.72
Male 0.23 0.89
Female 0 0

Colombia 1.23 1.73
Male 1.01 1.90
Female 1.94 1.19

Peru 0 0.52
Male 0 0.71
Female 0 0

(1) Includes fatal accidents.
(2) Total number of accidents excluding journeys to and from work vs. total number of hours
worked multiplied by 100.

Fatal accidents

e The total combined number of accidents fell by 31.02%
to 505.8. The number of serious accidents also declined
by 45% to 17, and the number of minor accidents was 31%
lower at 485.8. There were six fatal accidents, two more
than in 2011.

No. serious accidents (100%)* Number of minor accidents '

Spain 1 1 12 4 253.1 159.7
Endesa employees 1 1 37.4 21.9
Contractor workers 1 1 11 3 215.7 137.8

Argentina 1 4 3 60 65
Endesa employees 1 2 34 45
Contractor workers 1 3 1 26 20

Brazil 3 1 4 72 48
Endesa employees 9 2
Contractor workers 3 1 4 63 46

Chile 1 1 5 3 95 60
Endesa employees 1 4
Contractor workers 1 1 5 3 94 56

Colombia 1 1 4 3 197.1 133.2
Endesa employees 4 6
Contractor workers 1 1 4 3 193.1 127.2

Peru 5 21 17
Endesa employees 1
Contractor workers 5 21 16

TOTAL 4 6 31 17 701.4 485.8
Endesa employees 2 3 85.4 79.8
Contractor workers 4 6 29 14 616 406

(1) Includes accidents with sick leave of 1-30 days.
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2011

o | we | an | ar | ar |  wz
Spain 0 0 1 1 374 21.9
Male 0 0 1 1 34.4 15.9
Female 0 0 0 0 3 6
Argentina 0 0 1 2 34 45
Male 0 0 1 2 31 45
Female 0 0 0 0 3 0
Brazil 0 0 0 0 9 2
Male 0 0 0 0 7 2
Female 0 0 0 0 2 0
Chile 0 0 0 0 1 4
Male 0 0 0 0 1 4
Female 0 0 0 0 0 0
Colombia 0 0 0 0 4 6
Male 0 0 0 0 25 5
Female 0 0 0 0 1.5 1
Peru 0 0 0 0 0 1
Male 0 0 0 0 0 1
Female 0 0 0 0 0 0
TOTAL 0 0 2 86 79.8
Male 0 0 2 3 77 73
Female 0 0 0 0 9 7

"Information is only provided on our own employees, as no gender breakdown for employees of contractor companies is available.

2.6. Recognition for our work

In 2012, ENDESA received the following awards for its
occupational health and safety efforts in Spain:

e At the 10th International Conference on Occupational
Risk Prevention held in Bilbao, ENDESA was awarded
the AENOR prize for “excellence in the implementation
of the OHSAS 18001:2007 management system across the
Spanish business sector”.

“ENDESA received three Safety Awards at the
Enel 5th International Safety Week.”

¢ At the 5th edition of the International Health and Safety
Week organised by the Enel Group, ENDESA was awarded
three of the annual prizes conferred in the area of OHS:
two in the “One Safety” category were awarded to Endesa
Generacion and the Colombian distribution company,
Codensa, and the third, in the Health category, was
awarded to ENDESA’s stress prevention and management
plan.

Ampla (Ist prize) and Elecnor (3rd prize) were awarded the
Eloy Chaves medal in 2012, conferred by the Asociacion
Brasilefia de Concesionarias de Energia Eléctrica (ABCE) for

the excellent results in OHS achieved in 2011. Ampla won
this prize the previous year for its results in 2010.

Endesa Chile was awarded three prizes by the Chilean
National Security Council:

e An award for the lowest accident frequency rate in its
category (electricity, gas and water).

e The Excelencia Award for Risk Prevention awarded to
companies that have maintained a zero accident rate for
two or more consecutive years in this category (electricity,
gas and water).

¢ The award for 2,000,000 manhours with no work-related
accidents over a full year.

3. Leadership and people
development

ENDESA seeks to identify its outstanding employees and
to guide them so that they can contribute to making the
Company the sector leader. To achieve this objective, the
Company’s Leadership and Management models ensure that
people are developed based on their merit and on quality
leadership.



3.1. Leadership Model

Our Leadership Model is a set of behaviours that the Company
expects of its employees worldwide, so that they work
consistently towards their objectives and the Company’s
mission, contributing to our business leadership.

These behaviours are based on seven factors that are geared
to continuous improvement and promoting change and
innovation, whilst giving priority to occupational health and
safety. These are:

¢ Prioritise health and safety.

¢ Feel and act like a citizen of the group.
e Direct change.

¢ Assume responsibilities and risk.

e Dominate your work.

¢ Make your colleagues grow.

e Focusonresults.

The behaviours described in this Leadership Model are used
to appraise the performance of employees.

In 2012, a range of actions were implemented to involve
ENDESA’s employees in this Leadership Model. Seven videos
featuring employees were filmed and broadcast, all showing
practical examples of how these leadership factors are applied
in their daily work.

BARS appraisal

This appraisal system evaluates employee behaviour grouped
around seven factors which comprise the Group’s Leadership
Model. Some 10,617 Group employees were appraised in 2012.

“4.1% more BARs appraisals
in 2012”,

Regular performance and professional
development appraisals

In 2012, 59.78% of our employees received a regular
performance and professional development appraisal. These
appraisals involved more male employees than female ones
(76.32% of those appraised using the various processes
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Number of performance and professional development appraisals

10,617

7,803
@ 2010 7,306

7,025
@ 2011

® 2012

2,873
2,536 2,814

Spain and Portugal . .
Latin America TOTAL

were men while 23.68% were women). Of the 13,634 people
appraised, over 7,100 were middle managers, and more than
5,900 were administrative and office employees.

“59.78% of employees
received performance and professional
development appraisals”.

Employee appraisal

In 2012, a Potential Appraisal was carried out on 2437
employees in Spain, Portugal and Latin America. This
appraisal is carried out every two years on executives and
employees.

Following these appraisals, individual development plans for
the next two years are prepared with the employees with the
greatest potential in the Company.

360° appraisal

In 2012, 86 employees took part in this form of appraisal
which includes those in the first three levels of the
Managerial Model (SVPs, EVPs and VPs) and people in the
Talent Pool (Pool 1). The results of this appraisal will be
used in calculating their annual variable remuneration. A
total of 1,500 people were involved in this process between
assessors and managers.
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Coverage of regular (at least once a year) performance and development appraisals

Spain and Argentina Chile Colombia TOTAL
Portugal

2010 26.05 38.88 89.50 92.87 94.57 82.70 51.24
Employees receiving regular
performance and development % 2011 2419 85.45 89.70 96.24 97.10 90.62 56.24
appraisals
2012 29.02 83.02 92.24 99.17 96.38 92.03 59.78
Employees receiving regular
performance and development % 2012 70.64 84.31 79.21 75.11 73.78 72.50 76.32
appraisals (male)
Employees receiving regular
performance and development % 2012 29.36 15.69 20.79 24.89 26.55 27.50 23.68
appraisals (female)
2010 3,177 1,269 2,729 2,736 1,132 1,630 12,673
Total number of employees appraised number 2011 2,831 2,937 2,150 2,660 838 1,449 12,865
2012 3,348 2,963 2,270 2,636 904 1,513 13,634
2010 383 36 97 32 22 24 594
Executives appraised number 2011 290 35 76 27 15 23 466
2012 337 32 92 26 18 26 531
2010 2,480 477 1,656 1,217 580 949 7,359
Middle management appraised number 2011 2,239 472 1,466 1,200 474 878 6,729
2012 2,373 478 1,498 1,316 526 932 7,123
2010 307 756 976 1,478 528 649 4,694
Administrative and office staff appraised number 2011 293 2,428 608 1,428 349 541 5,647
2012 609 2,451 680 1,294 360 549 5,943
2010 7 0 0 9 2 8 26
Manual workers appraised number 2011 9 2 0 5 0 7 23
2012 29 2 0 0 0 6 37

Performance Management

Performance Management is one of the systems in our
Talent Management Model, and measures the individual
contribution of each person to the Company’s results. In
2012, 9,013 people were appraised, 493 more than in 2011. For
4,905 of these employees, variable remuneration is directly
linked to this performance appraisal while for the other
4,108 employees, this appraisal is linked to their professional
development. Of those employees appraised for the first time
in 2012, 84% were not entitled to variable remuneration as
the appraisal was intended more as a development tool.

Individual development interviews

These interviews take place between the employee and
an expert in professional development in order to define,
propose and execute an individual action plan whereby the
employee can grow within the organisation.
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At these voluntary interviews the employee’s interests and
skills are ascertained as well as the possibility of international
and functional mobility. These interviews are aimed at
critical groups in the Company and are carried out at various
career points: appointments/promotions/horizontal moves,
individual development plans relating to talent management,
international secondments and the talent pool.

In 2012, a total of 71 employees took part in these interviews,
20 in Latin America and 51 in Spain. The individual
development interviews are related to talent management
and the talent pool.

Coaching at ENDESA

ENDESA is firmly committed to coaching as a personal,
professional and team development tool.

Two forms of coaching are offered:

e Internal coaching carried out by Company experts
from the ENDESA Coaching Network. This network



comprises 28 professionals in all the countries where
ENDESA operates, who are all accredited members of the
International Coach Federation. Their objectives include
supervising the internal coaching process for executives,
senior managers and other groups within the Company
arising from the various development processes.

In 2012, 10 of the network’s coaches were involved in 54
coaching processes for various groups, 23 of which are
now completed and were rated very highly (4.9 out of 5)
by the participants.

A total of 130 workshops were held in the year (67 in Latin
America and 63 in Spain), with 1,497 participants (718 in
Latin America and 779 in Spain). This initiative was rated
highly by all participants, receiving an average rating of
5.27 out of 6.

e External coaching by renowned executive coaches is also
offered in all the countries where ENDESA operates and
is aimed at individual coaching for managers and people
in the talent pool.

In 2012, coaching was offered to 37 managers from the
talent group in the various countries where ENDESA
operates and to two natural ENDESA groups.

¢ Global Professional System - GPS

In 2012, work began on designing the Global Professional
System which is intended to define the professional
profiles within the Enel Group according to their
technical competencies. The system will assess all Group
professionals based on the technical skills required
for their job and can be used to determine any training
requirements, carry out selection processes, establish
succession and mobility plans, etc.

Summary overall figures

Total hours of classroom
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The system also helps identify the Company’s Key
Professional Roles, in other words employees whose
knowledge and impact on the business are vital and
strategic for the Group and who must be recognised and
retained.

3.2. Training, the key to personal
development

The Training team develops a wide range of activities across
the ENDESA Group’s departments which are designed
and provided to contribute to implementing and fulfilling
Endesa’s 2011-2015 Strategic Plan. With this goal in mind, a
Global Training Plan was prepared:

e Priority was given to risk prevention and occupational
health and safety, group-wide international training,
English classes and training for technical personnel.

e Technical training in the business areas and among staff
was bolstered.

e Online training, primarily focused on occupational
health and safety.

In 2012, a total of 985,789 training hours were given at
ENDESA Group companies, which equates to an average of
43.38 training hours per employee. The success of the various
efficiency initiatives was clearly evident in the lower training
costs which declined from Euro 12.10/hr in 2010 to Euro
10.69/hr in 2012.

“985,789 training hours
in 2012 with an average of 43.38 hours per
employee”.

Country and distance (online) People trained Participation Number of events Investment in training
training
Argentina 30,242 1,644 3,161 404 201,084
Brazil 166,423 2,255 6,384 678 170,962
Chile 147,355 2,054 6,510 967 170,556
Colombia 106,055 1,564 6,364 452 79,321
Spain 499,280 9,347 37,120 3,231 1,061,338
Peru 36,434 828 3,675 525 54,371
OVERALL RESULT 985,789 17,692 63,215 6,178 1,737,632
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The various training initiatives in 2012 offered the following

content:

Hours per content

Techniques for business professionals 300,640
Techniques for support staff 153,835
Cross-discipline techniques 344,758
Management and leadership skills 24,799
Occupational health and safety 160,765
TOTAL 985,789

Number of training hours by type

2010 15,882 21,086 36,968
Online management 7,908 9,011 17,009
training

2012 3,746 13,404 17,150

2010 52,626 78,165 130,791
Classroom 75 g 35,923 99,110 135,032
management training

2012 36,289 56,953 93,242

2010 114,965 40,772 155,737
Online technical/ 13 108,817 35,007 143,914
specific training

2012 137,988 43,740 181,728

2010 360,983 389,259 750,242
Classroom technical/ ™, 14 345,181 450169 795,350
specific training

2012 321,257 372,413 693,670

Atotal of Euro 10,547,804 was earmarked to training in 2012,
an average of Euro 468 per employee. Of these initiatives,
80% took place in the classroom while 20% were online
courses.

A total 0f 17,692 employees received training during the year,
77.57% of the workforce. Of these, 78% were men and 22%
women.

3.2.1. International training

International training comprises courses developed in
coordination with the Enel University and available to
all ENDESA and Enel Group employees worldwide. The
main programmes offered to ENDESA employees in 2012
include:

¢ Leadership for Energy Management Programme.
This training programme is aimed at non-executives
showing talent and potential and has been developed with
the TESE and SDA Bocconi business schools. A total of 34
people from ENDESA attended in 2012.

Average hours of training per employee, by gender and professional category

Executive training

2011 67.63 59.24 107.4 62.41 116.76 62.59 71.68
Male 64.41 57.29 106.32 61.64 124.68 60.37 69.64
Female 87.47 87.5 112.64 74.8 7715 81.51 87.85

2012 156.48 13.27 191.19 87.73 185.28 75.05 135.25
Male 160.19 13.40 205.55 84.79 197.98 62.33 137.03
Female 131.82 12.00 128.00 141.80 83.67 122.75 122.25

Middle management training

2011 67.38 27.89 127.26 75.83 52.10 49.91 74.13
Male 66.80 26.73 129.19 78.66 54.12 50.74 74.55
Female 67.38 32.41 123.31 64.57 48.70 47.06 73.10

2012 57.22 11.14 81.55 64.90 75.53 52.19 61.69
Male 47.72 9.70 80.76 65.59 80.56 51.583 57.91
Female 81.48 17.10 83.12 62.32 66.12 54.49 71.75

Administrative and office staff training

2011 50.61 25.47 68.36 79.41 57.10 26.35 50.79
Male 52.55 27.57 70.44 86.76 58.18 27.15 52.85
Female 40.41 11.75 57.94 53.45 52.34 24.91 40.55

2012 37.37 7.99 40.71 45.52 44.54 16.50 30.78
Male 40.02 8.97 43.69 48.46 43.24 14.40 32.54
Female 25.35 2.13 25.61 34.97 50.44 21.15 22.56

Manual worker training

2011 32.45 13 35.15 0 13.76 0 32.09
Male 36.51 13 35.15 0 13.97 0 36
Female 19.13 0 0 0 9.02 0 19.10

2012 21.65 6.75 0 0 12.33 0 21.57
Male 23.44 6.75 0.00 0.00 14.80 0.00 23.35
Female 15.61 0.00 0.00 0.00 0.00 0.00 15.53
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¢ Leadership for Energy Executive Programme.
This training programme is aimed at group executives
and others showing talent and potential; it was jointly
developed with the Harvard Business School. One course
programme was held in 2012, involving 20 people from
ENDESA.

¢ Junior Enel International Training Program. This
programme is intended for employees who have recently
joined the group, holding degrees or similar qualifications
and having a maximum of two years’ previous professional
experience. The programme is divided into two parts with
a year elapsing between both. In 2012, there were nine
editions of the second part of the programme involving
43 ENDESA employees and 11 editions of the first part
involving 69 ENDESA employees.

3.2.2. Energy School

As part of its commitment to employees, ENDESA’s Energy
School continued to train key personnel, building a network
of knowledge and talent that contributes to the development
of its technological leadership.

The Energy School focuses on four inter-related areas.

e Nurturing and selecting talent. Around 20 young
engineers a year are selected and trained to join ENDESA.
Some 130 former engineering students who were trained
at ENDESA’s Energy School are currently working in all
the countries where the Enel Group is present.

¢ A link in facilitating ENDESA’s relationship with
universities. Optimising ENDESA’s relationships with
universities, research centres, foundations etc.

¢ Research tool. The Energy School has sponsored all the
Novare awards both for employees and for the scientific
community. Various research projects which have go
on to offer solutions to the Company’s real technical
problems have been born from these awards.

¢ Technical Knowledge Management. Here, various
initiatives and programmes stand out:

— The ENDESA-ICAI Electrical Technology Master’s
Degree (6 editions).

— The Master in Nuclear Energy with the Polytechnic
University of Catalonia (2 editions), as part of the
European Institute of Technology’s EMINE Master’s
Degree.
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— The Higher Energy Course at Madrids Civil
Engineering College (2 editions).

— Master’s Degree in Project Management, Regulation,
Markets and Legal Aspects in collaboration with the
San Pablo CEU University (September 2013).

— Master’s Degree in ITC and Remote Management
in collaboration with the University of Seville (3
editions).

— Collaboration with the first Master’s Degree in Electric
Vehicles run by the EOI in Madrid (2 editions).

— Collaboration with the Master’s degree in Energy
Efficiency of La Salle in Barcelona (5 editions).

— Collaboration with Madrid’s Polytechnic University
on the first Master’s degree in hybrid and electric
vehicles (2 editions).

— The launch, at the end of 2012, of the ENDESA Energy
School’s postgraduate courses aimed at ENDESA
employees: energy regulation, economics and markets
and project management in Spain and Latin America.

— Technology conferences (27 conferences).

— Ongoing collaboration with Spanish universities in
designing new energy degrees in line with the Bologna
Process (Granada, Carlos III, San Jorge etc.).

3.2.3. Training by countries

3.2.3.1 Training in Spain and Portugal

In 2012, a total of 499,280 training hours were offered spread
over 3,231 events (37,120 participations) involving 9,347
people (81.03% of our total workforce).

The courses offered covered languages, negotiation
techniques, project management, basic finance, efficient
Power Point presentations, people management and project
finance.

Training at businesses and corporate areas

The various businesses and corporate areas also organised
their own specific training courses, covering the following:

* Generation business
The most important training offered included the Safety
Culture Programme and adapting to new professional
qualifications at hydro facilities.

¢ EndesaRed
In this area, initiatives included those related to New
Supplies, preparing new operators at Medium Voltage
Control Centres and Maintaining Operating Capacity of
personnel who are currently office-based but who could
return to the field.
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e Supply
In addition to the programmes at the Sales School and
the new Call Centre School, the training initiatives
which support the business’ two main objectives should
be noted: roll out of the new EVEREST sales model and
accreditation of the Supply business’ OHS system.

¢ Energy Management
In 2012, the Energy Management business area developed
various training initiatives related to employee potential
and business-related issues such as training at ports,
finance, research and specific systems for the power
industry.

e Strategy, Regulation, the Environment and Sustainable
Development
In 2012, ENDESA’s Environment System Committee
offered an online course onthe Integrated Environmental,
Energy Efficiency and Indoor Air Quality Management
System at the Company’s headquarters to inform
employees of the behaviour expected of them pursuant
to the implementation of the Integrated Environmental,
Energy Efficiency and Indoor Air Quality Management
System and its direct implications.

The Higher CSR Management Programme which will run
until May 2013 also stands out.

Occupational health and safety training

“Over 160,000 hours of OHS training”.

In 2012, ENDESA offered 160,765 hours of OHS training, an
average of 7.04 hours per employee. This is intended to make
ENDESA “the best Company in the world with regard to
occupational health and safety” as stated by Enel’s Chairman,
Fulvio Conti, at International Safety Week 2011.

The One Safety Enel programme was developed to foster
leadership in safety among managers and promote safe
behaviour and responsibility for safety across the entire

Training in Sustainability, Health and Safety and the Environment

workforce to achieve our objective of “zero accidents”. To
this end, in Spain 25 editions of the course were offered
with internal monitors and over 200 “navigators” trained to
observe and monitor this behaviour.

Over 100 people attended the Root Cause Analysis safety
course designed by the Enel University, which teaches
participants RCA methodology and analysis tools to ascertain
the causes of serious and fatal accidents.

Helped by social representatives, various online prevention
courses were developed to meet the basic needs in terms of
OHS: basic risk prevention, risk prevention management,
specific risks, first aid, professional risks, psychosocial risks
and workstation ergonomics.

A specific course was designed and rolled out covering
risk prevention for sales visits to raise awareness among
sales managers of the risks inherent in their jobs and the
preventative measures which can be taken.

3.2.3.2. Training in Latin America

In 2012, in Latin America a total of 486,509 training hours
were given at 3,026 events (26,094 participations) to 8,345
people.

e In Argentina work continued on the content of the
agreement signed in 2007 between Edesur, the
Employment Ministry and trades unions regarding
certification of employment skills entailing designing
skills programmes geared towards the specific needs of
each person.

e InBrazil, the Saber Vivir programme aimed at developing
an OHS culture stands out.

e Chile offered a support programme in certifying the skills
of contractors’ employees to ensure quality, continuity
and, above all, safety in the electricity system.

e In Colombia, 50 workers from the generation business
obtained diplomas in operating hydro faculties, while
three othersreceived diplomasinelectricitymaintenance.

Spain and Argentina Chile Colombia TOTAL
Portugal

Average training hours in 2010 10.14 3.00 5.38 6.89 7.47 8.06 8.00

sustainability (environment, 2011 11.86 3.68 8.18 8.82 3.39 463 8.99

health and safety, etc.) per

employee 2012 10.52 2.65 4.41 9.19 8.50 11.86 8.45
2010 133,204 9,624 16,986 20,206 8,893 15,507 204,420

I:;i'i:;’“m of sustainability 2011 138,812 12,641 19,618 24,375 2,925 7,406 205,777
2012 120,479 9,444 10,853 24,427 7,969 19,497 192,669
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In the distribution business, 38 workers were awarded
diplomas in supervising the maintenance of distribution
grids.

¢ In Peru, the customer service improvement programme
identified the main improvement areas among employees
in the customer service area.

3.2.4. Training for support staff

¢ Economic and Financial Department
In 2012, the Company developed financial analysis
and accounting courses as well as others on the energy
business and finance adapted to the functions of this
business area in the energy sector.

e Procurements
In 2012, the procurement department programmed
courses aimed at spreading costs across the board, in
accordance with criteria regarding the impact on the
business and the market, as well as breaking down costs.

¢ Systems and Telecommunications
The Systems and Telecommunications department
developed programmes on professional qualifications
in SAP, TIBCO technologies, Professional Project
Management, Information Security, Function Points
and courses for local managers on the new Econtact
application.

¢ Organisation and Human Resources
Here, the initiatives for contractor companies regarding
risks and consulting the management system (Colabora)
should be noted, as well as encouraging OHS management
via the DELFOS System. In this regard, in 2012 training
was offered in the R/3 Delfos System and Business
Warehouse (BW).

Courses were also offered on the Nostrum/BIW
application for HR administration, organisation and
development matters.

3.2.5. Outsourcing training management

In its bid to constantly innovate HR management, ENDESA
outsourced training for management support, administration
and logistics services. The contractor carried out its work as
an inplant at ENDESA’s training centres in Spain and as an
outplant/inplant for all other activities, collaborating in all
the different stages.
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By outsourcing these functions, we are able to guarantee
appropriate standards, quality in the processes and optimal
response times, thereby improving the service offered for all
ENDESA employees in Spain.

3.3. Attracting and retaining talent

In order to attract the best talent, ENDESA focused on
Employer Branding to promote itself as an attractive place
to work in all the markets where it is present, especially
among those profiles that are in most demand. Job fairs
were attended in person and online, working with a number
of institutions to boost the Internship and Scholarship Plan,
and trade fairs attended.

In 2012, ENDESA hired 1,353 employees, 95.56% of whom are
local employees. Of these new employees, 32% were in Spain
and Portugal, with the remaining 67.7% in Latin America.
And of these new employees, 47.15% were managers and
middle managers.

“1,353 new hires in 2012”,

Of these new employees, 72% were men, 39% of them were
under 30 years old and 54% were in the 30 to 50 age range.

With regard to departures, in 2012, 1,314 contracts
terminated, of which 841 were retirements, 54 were for
voluntary redundancy, 219 were resignations and 200 were
dismissals. Of the contracts that terminated, 600 were in
Spain and Portugal, with the remainder in Latin America.

Employees hired

1,811

® 2010
@ 2011
. sot2 1,006 1129
917

676

488
433
Spain and Latin America 1 i‘s’ -
Portugal Other TOTAL

() The criteria applied for this indicator are the total number of external persons hired,
the number of employees returning from leave and secondments for middle managers
and (local) executives in 2012.
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New hires New hires age pyramid

© Male 72%
@ remale 28%

38.6%

100%

@ Over 50 ® 30to050 @ Under 30

Contract termination, by gender

Spain a Argentina Colombia Morocco
Portugal

Total women leaving workforce 2010 168
(resignation, redundancy and 2011 191 42 185 137 71 162 1 789
retirement) 2012 45 4 18 n/a 3 18 n/a 88
Total men leaving workforce 2010 1,100 136 293 218 99 134 n/a 1,980
(resignation, redundancy and 2011 981 160 742 289 332 372 1 2,877
retirement) (no.) 2012 342 29 74 n/a 25 34 n/a 504
2010 7.02 4.91 10.20 9.09 753 10.50 n/a 7.89
Total women leaving compared to 2011 78 8.6 38.2 20.2 31.4 38.2 100 16.6
women in workforce (%) . . . - . . .
2012 1.84 0.75 3.53 0 1.24 4.02 0 1.8
2010 11.31 4.86 11.95 9.97 10.78 9.38 n/a 10.06
Total men leaving compared to men ™5, 4 10.66 5.4 38.8 13.85 52.12 31.66 100 15.9
in workforce (%)
2012 3.79 0.95 3.79 0 3.59 2.85 0 2.80

Contract termination, by age

Spain and e Chile Peru Colombia TOTAL
Portugal

Total number of employees aged under 2010 116 1
30 leaving the company (resignation, number 2011 50 35 161 106 79 181 n/a 0 612
redundanoy and retirement) 2012 1 5 18 n/a 4 13 n/a n/a 41
Total number of employees aged 2010 172 52 21 139 131 0 0 705
between 30 and 50 leaving the company number 2011 263 92 639 247 269 329 n/a 2 1,841
(resignation, redundancy and retirement) 2012 108 10 66 n/a 23 38 n/a n/a 245
Total number of employees aged over 2010 1,098 7 64 2 17 0 0 1,322
50 leaving the company (resignation, number 2011 859 75 127 73 55 24 n/a 0 1,213
redundancy and retirement) 2012 278 18 8 n/a 1 1 n/a n/a 306
2010 1,730 500 549 501 104 482 109 2 3,977
Total number of employees under number 2011 612 602 252 420 49 201 193 Nofigures 2,049
30 years old available
2012 407 568 187 349 69 143 n/a n/a 1,723
2010 6,984 1,852 1,865 1,988 818 1,314 0 0 14,821
Total number of employees between |\ o 5011 738 1,886 1,532 1,860 561 1193  Nofigures 2 14272
30 and 50 years old available
2012 6,893 1,810 1,567 1,643 539 1,229 n/a 2 13,683
2010 3,400 912 635 457 275 175 0 0 5,934
)T,::'S”;g’be' of employees over 50 number 2011 3,777 949 580 483 252 190 0 0 6,231
2012 4,235 1,191 707 666 330 272 n/a n/a 7,401
Total number of employees leaving 2010 8.96 7.20 20.22 15.17 0.00 11.20 50.46 0.00 12.25
company (resignation, redundancy and 0% 201 8.18 5.81 63.89 25.24 161.22 90.05 0.00 n/a 27.22
retirement) aged under 30 compared to
total workforce in this age group 2012 0.25 0.88 9.63 0 5.80 9.09 n/a n/a 2.38
Total number of employees leaving 2010 2.46 2.81 11.31 6.99 0.00 9.97 n/a n/a 4.76
company (resignation, redundancy and 2011 3.63 4.88 41.71 13.28 47.95 27.58 n/a 100.00 12.90
retirement) aged under between 30 and %
50 compared to total workforce in this 2012 159 0.55 4.21 0.00 427 3.09 n/a 0 1.79
age group
Total number of employees leaving 2010 31.55 7.79 10.08 15.75 0.00 9.71 n/a n/a 22.28
company (resignation, redundancy and o 2011 2274 7.90 21.90 15.11 21.83 12.63 n/a n/a 19.47
retirement) aged over 50 compared to
total workforce in this age group 2012 6.56 1.51 113 0 0.30 0.37 n/a n/a 413
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Changes in category or level in 2012
(% of total employees)

6.65

2.98

0.39

1 0 0

Argentina Chile °

Spain i
Brasil Peru Colombia

Wherever possible, ENDESA covers vacancies through
internal promotions, giving priority to employees who
have performed exceptionally. In 2012, 16 new executives
were appointed in ENDESA, 88% of which were internal
promotions.

“88% of executives come from internal
promotions”.

3.3.1. Hiring

ENDESA encourages participation in its hiring processes,
encouraging internal mobility and providing opportunities
for people looking for new learning and professional
development opportunities according to their interests
and personal motivation. To this end, all job offers are
first published internally. In 2012, 826 in-house selection
processes were completed (632 in Spain, 7 in Argentina, 89
in Brazil, 74 in Chile, 22 in Colombia and 2 in Peru), involving
4,707 employees.

This not only occurs in each countrybut, on certain occasions,
international mobility has been encourage among certain
professionals. This has become even more possible since the
incorporation into the Enel Group.

In cases where internal promotion is not possible, ENDESA
contacts those people who have already had direct links
with the Company’s activities, such as interns, scholarships
or specific contracts and various databases may also be
consulted. More than 334,000 people are in the Group’s
various databases and over 101,000 of them were hired in the
pastyear.
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In 2012, there was practically the same number of internal
and external selection processes with 82.7% carried out
in Latin America (152 in Argentina, 83 in Brazil, 227 in
Chile, 130 in Colombia and 91 in Peru), an indication of the
contrasting economic situation between Spain and Latin
America.

3.3 1.1. Temporary hiring

There are anumber of generally unpredictable circumstances
(such as absences, illness, peak work loads and specific
projects) that require us to take on additional staff
responsively and flexibly to meet our needs.

In these situations, ENDESA hires the people needed to
facilitate its business continuity. In 2012, 341 specific support
needs were identified. These situations require a rapid
response and are handled through specialist employment
agencies.

3.3.1.2. International mobility

ENDESA’s commitment to mobility, as part of the Enel
Group, is resulting in an increase in international mobility
with professional exchange programmes, international
secondments and, most importantly, worldwide job offers.
Our groupwide International Mobility Policy has established
the conditions for international assignments, and employees
wishing to embark on such a challenge now have a clear and
standardised reference allowing them to ascertain what such
amove involves.

The number of countries and business areas running
professional exchange programmes through the Twin
Programme also increased in 2012 while the international
development programme was launched, involving 30
individuals.

This year the Company also structured and finalised its
international selection processes with 107 available to all

Enel Group employees worldwide. Of these, 28 were for
positions included in the Management Model.

3.3.2. Employment Forums

ENDESA aims to position the Company as an attractive place
to work in order to attract the best talent.

In 2012, 5 job fairs were attended in Spain, Colombia and
Peru, 2 in Brazil and 16 in Chile.
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To attract young talent, ENDESA has a scholarship
programme in place to help train recently-graduated young
people and facilitate their inclusion in the business world and
also collaborates with various universities so that students
can gain work experience during their course and discover
the realities of the workplace.

In 2012, a total of 1,132 students and graduates took part in
our scholarship and work placement programmes with 121
scholarships and 424 placements in Spain, 17 in Argentina,
401 in Brazil, 213 in Chile, 211 in Colombia and 169 in Peru.

3.3.3. Pension Plan

The Company has contracted out all its pension commitments
in those countries where this is mandatory. The ENDESA
pension plan amounts to Euro 2,591 million for 22,772
participants and beneficiaries. In 2012, ENDESA contributed
Euro 41.3 million to this plan.

Other obligations contracted out relate to commitments for
headcount reduction plans through insurance policies in
Spain.

Outside of Spain, ENDESA has a pension plan in Brazil worth

Euro 781 million with 11,812 participants and beneficiaries.
The Company contributed Euro 19 million in 2012.

Social benefits not required by law (Euro)

ENDESA offers social benefits and pension plans in all
the countries where it operates, in accordance with local
legislation and collective bargaining processes.

In December 2011, ENDESA’s Employee Pension Plan
manager became a formal signatory to the United Nations
Principles for Responsible Investment (UNPRI) with
these specific criteria being incorporated for the first time
in 2012.

“ENDESA’s Employee Pension Plan manager
has become a formal signatory to the United
Nations Principles for Responsible Investment
(UNPRI).”

The socially responsible investment aspects of this initiative
fit into the Company’s Strategic Sustainability Plan and its
Corporate Social Responsibility Plan for Human Resources
(the Senda Plan), one of the objectives of which is to continue
developing a culture of social responsibility in people
management.

ENDESA’s employees also enjoy a range of social benefits that
are not required by law:

Spain and . q .
_ Portugal m“m-

2010 5,494.6 5,494.6 4,132.2 8,650.3 318.1 573.1 No figures available 24,663.1
Medical care 2011 5,020.3 200,075.0 3,5678.5 10,709.4 166.3 1,016 No figures available 220,565.7

2012 3,873.8 304,910.5 3,873.8 8,315.1 202.0 1,030 No figures available 322,205.4

2010 161.0 0.0 3,303,0 No figures available 470.4 429.3 No figures available 4,363.7
:;Iﬁiiaelsand recreational 2011 751.1 0.0 2,810.5 No figures available 564.7 525 No figures available 4,651.5

2012 892.5 0.0 2,923.7 No figures available 685.7 524 No figures available 5,026.1

2010 22,2154 0.0 810.5 No figures available 2.3 399.0 No figures available 23,427.2
Financing of electricity 2011 11,760.3 0.0 nfa  Nofigures available 0.0 107 Nofigures available 11,867
consumption

2012 14,366.2 0.0 n/a No figures available 0.0 119 No figures available 14,485.7

2010 973.9 973.9 1,382.4 352.9 0.0 40.4 No figures available 3,723.5
Non-occupational accident 2011 2,854.1 161,953.8 na 418.0 0.0 62  Nofiguesavalable  165,287.7
insurance

2012 1,647.8 51,780.7 No figures available 301.3 0.0 209 No figures available 53,939

2010 65,178.5 0.0 807.9 0.0 0.0 2,766.6 No figures available 68,753.0
Pension funds 2011 66,558.8 0.0 1,431.9 No figures available 0.0 3,479 No figures available 71,469.4

2012 57,587.4 0.0 1,368.6 No figures available 0.0 4,125 No figures available 63,081

L 2010 16,335.8 16,335.8 1,638.5 No figures available 213.3 2,678.8 No figures available 37,202.1

Others (for example: seniority
bonus, wedding and housing 2011 17,107.4 500,968.0 1,527.5 No figures available 490.1 2,380 No figures available 522,473
allowances, etc.) , B 3 ;

2012 16,693.8 0.0 655.5 No figures available 433.2 3,116 No figures available 20,898.2

2010 12,697.5 12,697.5 3,158.0 2,713.0 1,196.0 1,412 No figures available 33,874.1
Number of employees 2011 10,800.4 2,849.0 2,268.0 2,761.0 860.0 1485  Nofiguesavalable  21,023.4
benefiting from these policies

2012 10,512.0 3,487.0 2,461.0 No figures available 938.0 1,526 No figures available 21,586.0
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3.3.4. Remuneration policy

In 2012, ENDESA was able to establish a framework for
the Individual Management Group (IMG) (managers,
senior management and senior representatives) to ensure
common objectives are met. In this regard, the progress
made in standardising the Enel-ENDESA remuneration
systems should be noted, in addition to the benefits
implemented in the Executive Management Model as a key
tool in the professional development of employees given that
remuneration is an extremely powerful motivator.

In 2012, the Company also integrated its remuneration
processes and established standard structures for managers,

executives and senior management as well as ensuring

Average fixed salary of male employees by professional category (1)
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continuity between the various levels and coordination with
Enel.

A preliminary evaluation of the socioeconomic situation
in the countries and sectors where the Company is present
was also carried out. The situation in Spain and Portugal is
extremely different to the situation in Latin America which
means the data obtained from the salary studies used for
remuneration systems has had to be carefully studied. The
current economic situation and past and future regulatory
developments in the sector mean that these data must be
adapted accordingly.

All remuneration processes are based on merit, performance
and the attainment of concrete and tangible targets and
results. Following the 2012 salary review, remuneration for

Spain and Argentina Chile Brazil Peru Colombia Ireland Morocco
Portugal

2010 185,153 84,426 123,302 112,266 84,587 109,519 178,730 91,579
Management 2011 172,837 103,526 162,342 108,270 96,802 122,087 158,124 86,100
2012 166,372 118,007 160,154 163,941 181,682 131,049 0 121,234
2010 72,712 27,819 36,592 43,154 21,497 29,646 131,165 119,932
Middle management 2011 67,597 34,112 48,177 41,618 24,601 33,048 163,798 0
2012 65,877 41,427 51,182 89,030 33,944 37,636 160,338 0
2010 52,003 16,521 18,266 22,347 12,054 9,185 0 0
g‘;’;ﬁniwaﬁve andoffice =514 44,999 20,259 24,049 21,552 13,795 10,239 0 0
2012 52,611 22,967 25,961 32,306 21,807 12,924 104,198 0
2010 39,407 8,149 10,609 15,407 13,467 6,634 102,265 0
Manual workers 2011 34,412 9,093 13,968 14,859 15,412 7,396 106,705 0
2012 35,864 1,049 0 0 0 12,554 0 0
2010 59,413 19,059 33,310 29,817 17,526 20,288 105,469 110,481
Average 2011 52,760 23,371 43,856 28,756 20,057 22,616 111,981 86,100
2012 56,921 22,468 41,671 26,640 33,194 30,143 108,990 121,234

(1) Average salary, only including fixed compensation, excluding variable remuneration and similar.

Average fixed salary of female employees by professional category’

Spain and Argentina Chile Brazil Peru Colombia Ireland Morocco
Portugal

2010 157,060 62,543 86,137 117,392 90,305 89,309 178,730

Management 2011 132,459 76,602 113,409 113,213 103,345 99,557 158,124 86,100
2012 129,190 86,762 119,371 147,286 121,399 110,998 309,569 121,234
2010 62,228 24,188 29,400 40,408 17,052 26,574 0 0

Middle management 2011 59,690 29,660 38,708 38,970 19,515 29,624 0 0
2012 57,547 37,004 40,834 80,726 29,946 33,195 0 0
2010 47,952 15,001 15,838 16,835 11,769 9,610 0 0

Q‘;’;ﬁ”is”aﬁve and office =514 44,653 18,394 20,852 16,235 13,468 10,713 0 0
2012 46,893 20,261 24,198 26,368 17,280 12,725 104,259 0
2010 37,635 5,287 0 10,267 19,230 5,923 102,265 0

Manual workers 2011 35,956 6,483 0 9,902 22,007 6,603 106,705 0
2012 37,283 0 0 0 0 8,552 0 0
2010 52,488 17,447 23,587 30,420 16,146 22,262 108,147 0

Average 2011 49,529 21,393 31,055 29,337 18,477 24,817 110,483 86,100
2012 50,420 23,138 35,137 25,043 25,722 29,123 118,667 121,234

(1) Average salary, only including fixed compensation, excluding variable remuneration and similar.
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Average fixed salary of women compared to men (%)

Spain and Argentina Chile Colombia Total
Portugal

2010 No figures available
Management 2011 77 74 70 105 107 82 100 100 No figures available

2012 78 7 72 90 83 79 0 100 110

2010 86 87 80 94 79 90 0 0 No figures available
Middle management 2011 88 87 80 94 79 90 0 0 No figures available

2012 87 89 80 91 88 83 0 No figures available 46

2010 92 91 87 75 98 105 0 0 No figures available
g:ir:ei”g:;ﬁve and 2011 99 91 87 75 98 105 0 0 No figures available

2012 89 88 93 81 79 98 100 No figures available 75

2010 96 65 0 67 143 89 100 0 No figures available
Manual workers 2011 105 65 0 67 143 89 100 0 No figures available

2012 104 0 0 0 0 64 No figures available No figures available 17

2010 88 92 7 102 92 110 103 0 No figures available
Average 2011 94 92 71 102 92 110 99 100 No figures available

2012 89 103 84 94 78 95 109 100 86

managers is, on average, in line with market conditions in
each country.

In 2012, the 3rd ENDESA Loyalty Plan programme was
launched, providing long-term incentives for 2012-2014,
conditional on achieving the Company’s objectives. This
programme is aimed at 1,300 executives and selected
ENDESA personnel worldwide.

4. Responsible people
management at ENDESA

ENDESA aims to create a healthy, well-balanced working
environment, where respect and personal consideration
take priority; an environment that offers professional
development opportunities based on merit and ability.

ENDESA is committed to responsible people management
with all its initiatives outlined it its CSR Plan for Human
Resources (the Senda Plan). The objective is to continue
developing a culture of social responsibility, taking into
account the integration of various groups, employee
satisfaction and respect and professional advancement. In
short, a more human, efficient and productive approach to

talent management.

“The Senda Plan aspires to promote
responsible people management.”
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Employees from human resources, the various business and
support areas such as procurement and sustainability took
part in drawing up the Senda Plan in 2010. It is now widely
accepted by all employees and embedded in the corporate
culture.

As part of our Human Resources and Organisation
communications strategy and based on the previous year’s
experience, work continued on developing the InteRHactua
dialogue channel,which isheaded up by the Human Resources
and Organisation Department. The objective is to provide
approachable, transparent and easily-accessible interaction
with ENDESA employees, involving them as participants
in the projects and activities of the Human Resources and
Organisation Department.

“In 2012, ENDESA maintained dialogue with
its employee stakeholder group”.

In conjunction with the Sustainability business area, the
Company maintained dialogue with its employee stakeholder
group via two initiatives:

e A sustainability survey was carried out among random
employees in Spain to gauge the Company’s commitment
in this area.

e Focus groups were set up across Spain where groups of
employees were asked about ENDESA’s performance as a
sustainable company and, more specifically, about, inter
alia, economic aspects, ethical behaviour, occupational
health and safety, gender diversity and work-life balance.



5. Employee satisfaction, one of
our priorities

ENDESA strives to achieve the highest possible satisfaction

of its employees, providing them with opportunities under

conditions of equality, respecting the balance between their

personal and work lives, and encouraging dialogue as a means
for resolving disputes and continuous improvement.

5.1. Senda Plan Progress

rlaen senda

Various activities were conducted throughout 2012 under
ENDESA’s plan focusing on social responsibility towards
people, the Senda Plan, in the following areas:

¢ Managing diversity and equal opportunities

¢ Work-life balance and flexibility

¢ Integration of disabled persons and people at risk of
social exclusion.

¢ Encouragement of volunteering.

e Socially responsible investment.

The main objective of the Senda Plan, which is aligned with
ENDESA’s Sustainability Plan, is to continue developing
a culture of social responsibility, taking into account the
integration of various groups, employee satisfaction and
respect and professional advancement.

The Senda Plan, implemented at a local level through
country-specific plans, is founded on an overarching plan
and includes country-specific elements. Global and country-
specific targets are set each year and performance indicators
are used to measure the results obtained and ensure the plan
is successfully implemented.

Various activities were conducted throughout 2012 under the
Senda Plan, including;:
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e A communication and awareness campaign on certain
aspects of the Plan using information videos relating,
at first-hand, employees’ experiences of the practices
followed with regard to equal opportunities, the
integration of people with disabilities, voluntary work
and the flexible working conditions offered to allow
employees to achieve a work-life balance.

e Anonline course offering content on:

— People with disabilities: finding out more on how
to treat these people and what other skills they can
develop.

— Striking a balance between personal and professional
life: benefits for the employee, manager and company.

— Diversity: the various types of diversity and what they
can offer companies.

5.1.1. ENDESA’s strong commitment to equality

ENDESA is firmly committed to the principles of gender
equality and non-discrimination and, through the Senda
Plan, aims to be a company which respects and manages
differences among its employees, guaranteeing equal
treatment and opportunities.

There were no incidents relating to discrimination in the
Company in 2012.

As in previous years, in 2011 objectives were set to increase
the percentage of women hired. The results show a positive
trend as the overall index of female hire compared to total
hires improved by 1.5 points in 2012, rising from 26.5% in
2010 to 28% in 2012.

“In 2012, 28% of new hires were women,
1.5% higher than in 2011”.

In Spain, 34.40% of new hires were women while in Latin
America this figure was 25% (Argentina Distribucion 33%,
Colombia 37.1% and Brazil 32.3%).

Furthermore, the number of women in executive and middle-
management posts increased to 26.3%. In total, female
employees at ENDESA account for 21% of the workforce.

In 2012, ENDESA embarked on the groundwork to perform

a group-wide quantitative diagnosis of gender diversity to
compare with the diagnoses carried out in 2007 and 20009.
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This will be used to prepare a specific action plan covering
vertical and horizontal diversity issues.

A six-monthly gender diversity report with data from Spain
and Latin America which includes information and trends
from across the business lines was also prepared.

ENDESA has also signed up to the programme rolled out by
Spain’s Ministry of Health, Social Services and Equality to
foster a society free of domestic violence. This demonstrates
the Company’s pledge to help eradicate such crimes and it
has offered to help the Ministry by launching awareness
and prevention campaigns. The initiative complements
the Company’s own measures laid down in the Collective
Bargaining Agreement in Spain.

Furthermore, in Spain, the measures envisaged under
the Equality Plan were included in ENDESA’s Third
Framework Collective Agreement. This Plan is evaluated
and monitored by company management and trade unions
through the joint equal opportunities commission provided
for in the collective bargaining agreement. The agreement
was abrogated in September 2012 and is currently being
renegotiated.

In addition, as a result of the Ministry of Health, Social Policy
and Equality’s 2010 award to ENDESA of the “Equality in the
Workplace” seal, at the end of 2012 the Company prepared
the second annual monitoring report needed to maintain this
recognition.

In Latin America, Enersis, Endesa Chile and Chilectraall hold
the Iguala Seal which is awarded by the National Women’s
Service of Chile (Sernam) in recognition of the public and
private organisations which have introduced the best gender
practices to their HR management processes.

In 2012, ENDESA also took part in the fourth annual event
organised by the United Nations and UN Women on Women’s
Empowerment Principles entitled Gender Equality for
Sustainable Business, which took place in New York on 6 - 7
March. ENDESA has been a signatory to these principles
since 2010.

L,
o

EMPRESAS POR LMNA
SOCIEDAD LIBRE DE

VIOLENCIA DE GENERO:
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Women executives and middle managers compared to total
executives and middle managers

Spain and Portugal 26.44
Argentina 18.75
Chile 20.25
Brazil 32.96
Peru 22.26
Colombia 33.61
Ireland 0
TOTAL 26.30

5.1.2. Striking a balance between professional,
personal and family life

ENDESA continues to take steps to reinforce a flexible
working environment and seeks to enable its employees to
strike a balance between personal, family and professional
life.

In 2012, ENDESA set up new initiatives such as measures for
efficient time management and efficient use of meeting time.

“New initiatives to help achieve
awork-life balance.”

In Spain (in Barcelona, Madrid and Seville), the Company
provides breast-feeding rooms for nursing mothers who
do not wish to give up this practice once they return to the
workplace. These rooms are in addition to those already in
place in Colombia, Peru and Chile.

Work also continued on previous initiatives which have
proved to be very popular among employees:

The “Entrénate” programme

This programme aims to encourage ENDESA employees
to improve their physical, psychological and social health
through regular, voluntary sports activity, making them
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more effective in their everyday activities, thus increasing
productivity.

Depending on the country, the programme consists of
organising sporting activities for employees or co-financing
such activities, with Euro 832,194 already having been
invested.

Special offers channel

This channel has been renovated in order to improve service
and offer added value products and services related to
wellbeing, leisure and consumption for ENDESA employees
and their families at reduced prices. This has been moved
from a website that could only be accessed from ENDESA’s
Intranet to one that now can be accessed using any Internet
connection, making it easier for employees to use at home.
The project has also been extended to all of the Company’s
employees.

certificado en
L
efr| s

In addition, our “Day off school” programmes and camps have
continued to offer alternative and healthy leisure activities
for our employees’ children, offering a solution for holiday
days or periods when the employee has to work and needs to
balance their professional, personal and family life.

From Spain, where ENDESA is certified as a Family-Friendly
Company, it has promoted activities to spread the concept of
work-life balance to all the countries where it operates.

This concept is also being applied to our companies in Latin
America, with Chile and Colombia receiving accreditation in
2012. Group-scale steps are taken under this model to foster
efficient time management and efficient use of meeting time,
which will be addressed in a communications campaign in
2013.

“ENDESA Group companies in Chile and
Colombia have been certified as family-friendly
enterprises.”
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In Spain, 51.2% of employees took part in the work-life
balance survey, 24.5% more than in 2010. ENDESA offers
stress management and change tools and has organised
various sessions for its employees in Spain.

Colombia offers a wide range of initiatives to strike a healthy
work-life balance, such as offering employees one day off
every four months to compensate for any extra hours worked.
A total of 177 people have benefited from this. This initiative
also exists in Peru as well as a scheme allowing women to
stagger their return to work after maternity leave.

The efforts made in Chile have once again been recognised
with ENDESA being included among the “Ten Best
Companies for Working Parents”.

“In 2012, ENDESA in Chile was included
among the “Ten Best Companies
for Working Parents.”

Another step taken by ENDESA in its commitment to
maintaining and improving awork-life balance is teleworking.

Teleworking programmes were successfully rolled out in
Argentina, Brazil, Colombia and Peru in 2012 while Chile has
launched a pilot scheme. This initiative has been very highly
rated by employees in all countries involved and in Brazil the
satisfaction rate among participants, the team and managers
is 90%.
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Employees returning to work and retained following maternity or paternity leave, by gender in 2012

SEEMETE || i Chile Colombia Total
Portugal
282 NA 1 n/a 14 67 314

Employees taking paternity leave

Employees taking maternity leave 94 1 35 27 8 25 190
Employees returning to work following paternity leave 237 n/a 1 n/a 14 42 294
Employees returning to work following maternity leave 92 27 24 17 8 67 235
Num?er of employees returrTlng to work following paternity leave still 236 wa 1 n/a 14 a8 289
working 12 months after their return

Number of employees returning to work following maternity leave still 86 27 23 No figures available 8 23 167

working 12 months after their return

5.1.3. Commitment to people with different
capabilities

ENDESA has various programmes to integrate people with
disabilities in the workplace. At present, 96 disabled people
are employed in Spain, which has the highest number by far,
followed by Brazil (54), Argentina (29) and Chile (16).

“ENDESA has 200 people with disabilities
in its headcount. The Senda Plan aims
to increase this presence.”

In this regard, in Spain the following actions were carried out
under the Senda Plan.

¢ A new collaboration agreement was signed with the
Prodis Foundation under which the Company will hire
people with disabilities for work placements. This is in
addition to other existing agreements with the Adecco,
Randstad and Prevent Foundations. In 2012, two people
are currently on work experience with the Company.

¢ Involvement in the Sixth Scholarship Programme of
the Universia Foundation offering 146 scholarships

People with disabilities by professional category
(%)

. Management

. Administrative and office staff
. Middle management

' Manual workers

0.96%

2% 19.23%

51.04%

23.96%
67.31%
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to disabled students in Spanish universities to which
ENDESA contributed Euro 21,300.

e Fun workshops for the disabled children of employees
in collaboration with the Randstad Foundation which
aim to promote interaction between people with and
without disabilities to improve social relations and
communication.

* ENDESA has a suggestions and queries mailbox where
any employee or employee relative with a disability can
seek advice and resolve any doubts they may have in this
regard.

e As alternatives to direct hiring, ENDESA’s efforts have
mainly focused on indirect hiring through the purchase
of goods and services from special employment centres
for Euro 3,386,943, which is an increase of 30% over 2009.

e Continuity of the family plan implemented by the Adecco
Foundation, with the participation of 87 families in 2012,
compared to 65 families the previous year. This Plan
offers advice and various therapies to ENDESA employee
family members with disabilities.

ENDESA’s companies in Latin America also have various
measures to helpintegrate disabled people into the workforce.

e In Argentina, in order to promote art and culture and to
integrate people with different abilities, Edesur provides
an alternative space for artistic expression in its sales
offices and holds exhibitions under its “EDESUR and
Culture” programme.

e The Group’s “Entrance programme” offers disabled
students work placements at its various companies in
Chile. Rolled out three years ago, this programme aims
to to help students join the workplace and provide them
with the necessary tools for their future working life.



¢ Endesa Brasil has signed an agreement with the Brazilian
Institute for the Rights of the Disabled and together they
are looking at the vacancies within the company and the
possibility of hiring employees with disabilities. The
Company also supports sportsmen and women with
disabilities in Fortaleza (Cear3d) .

e In Peru, the Company has organised diversity
management workshops about involving the disabled
with the support of the CONADIS Institute.

¢ In Colombia, training areas have been set up with the
backing of SENA (the National Learning Service) to
enable 20 visually-impaired students to study a technical
administrative assistance degree.

The Senda Plan also helps people at risk of social exclusion.
Here, ENDESA pursued the programme to help get young
people into work arranged by the Adecco Foundation and
ENDESA in 2011. This four-year scheme is designed to find
jobs for young people aged 17 to 24 who are at risk of social
exclusion in Latin America and Spain.

crecer +

Underthe scheme, participantscanattend variousorientation
and training workshops to help improve their possibilities of

entering the job market.
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ENDESA is promoting the integration of people
with disabilities through its website

ENDESA has signed a collaboration agreement with the
Foundation of the CNSE (State Confederation of Deaf
Persons) to increase hearing-impaired persons' access
to digital media. The CNSE Foundation’s mission is to
coordinate projects that help the hearing impaired attain
full participation in society, contribute to a greater
awareness of the Spanish sign language and
disseminate its proper use.

As part of the agreement, ENDESA has begun to place
sign-language videos in the areas of its webpage www.
endesa.es most commonly visited by customers.

Hearing-impaired persons can now access infovideos on
new contracts, on-line billing services and last resort
tariff (LRT). ENDESA is thus strengthening its
commitment to persons with disabilities, making it easier
for them to access its website.
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5.1.4. Support for volunteers

ENDESA encourages corporate volunteering among its
employees. It is committed to the development of the
communities in which it operates and contributes to the
cultural, educational, environmental and social development
of these communities.

(For more information see the Chapter “Establishing ties
with local communities”, 02.1.1.1.) Corporate volunteers)

5.2. Workplace environment

In December 2010, ENDESA launched the first Enel Group
Workplace Environment Survey, achieving 83% participation.
Using the results, the Company drew up an action plan with
two complementary initiatives aimed at improving the
areas identified in the survey. These improvements were
introduced in 2011 and 2012 and include:
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¢ Workplace Environment Action Plan: these globally-
identified plans are grouped into two large action areas.
the first are groupwide areas for improvement which were
identified and approved by ENDESA’s CEO. A total of 29
action points were defined regarding knowledge about
Enel as well as feedback and recognition of personal
contribution. To date, 87% of the initiatives have been
rolled out. Specific Workplace Environment Action
Plans were identified in various departments and 218
actions rolled out. Of these, 98% have been carried out
already.

¢ Management unit activities: these are measures
devised by management to respond to the critical areas
revealed through the Workplace Environment Survey for
each business unit. At ENDESA, a total of 1,368 measures
were identified and introduced, with 71% carried out
already. The remainder will be implemented in 2013 and
in may cases will become standard practice in day-to-day
management.

“98% of the measures included
in the Workplace Environment Action Plan
have been rolled out.”
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In sum, during 2011 and 2102 progress has been made on
rolling out 1,604 initiatives across the Company.

A new Workplace Environment and Safety survey was
conducted simultaneously throughout the Enel Group in
November 2012 among 75,000 employees in 40 countries.
In the survey, participation at ENDESA was 76%. The results
from the various business units should be available in March
2013.
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5.3. Social dialogue

Working conditions at ENDESA are regulated by collective
bargaining agreements that generally improve the labour
regulations in the fields where the Company operates. The
Company guarantees the right to freedom of association
for its employees and for all its contractors, suppliers and
business partners.

5.3.1. Spain and Portugal

There were five collective bargaining agreements in effect
in Spain and Portugal at the end of 2012, covering 10,841
people, 93.98% of the workforce. A CBA that will cover 10,091
employees is currently being negotiated.

“ENDESA guarantees freedom of association
for its workers.”

Some of the main negotiations regarding CBAs in 2012
include:

e Negotiation on implementing the One Company Project .

e Negotiation on implementing the Rio Tajo Project:
outsourcing accounting activities.

The Company also abrogated the Third ENDESA Master
Collective Bargaining Agreement, kicking off new
negotiations to draw up the Fourth ENDESA Master
Collective Bargaining Agreement in Spain.

UGT is the main trade union at ENDESA and represents
52.45% of the workforce, followed by CCOO with 35.18% and
SIE with 11.56%, putting average union membership among
the ENDESA workforce in Spain at 47.41%.

In Spain, Chapter XVII of ENDESA’s Framework Collective
Agreement on Prevention of Occupational Risks, establishes
anumber of consultative and participatorybodies for workers
for the prevention of occupational risks: = Commission
of Management Participation and Control of Preventive
Activities, Territorial or Regional Occupational Health and
Safety Committees, Provincial or Local Occupational Health
and Safety Committees, Singular Building Occupational
Health and Safety Committees, Power Plant Occupational
Health and Safety Committees and Mining Occupational
Health and Safety Committees.



The subjects to be addressed and agreed with trade unions
include: personal protective equipment, participation of
workers’ representatives in inspections, analysis of training
to be provided to workers for specific job risks, etc.

Inevery country, collective bargaining agreements include, as
a minimum, observance of local laws on occupational health
and safety and agreements with workers’ representatives
specifically for health support.

5.3.2. Latin America

There are a total of 43 collective bargaining agreements
in place at ENDESA’s companies in Latin America, 8 in
Argentina, 10 in Brazil, 15 in Chile, 3 in Colombia, 6 in Peru
and one which, although it has been signed in Spain, affects
employees working for the parent company in Latin America.
In total, these agreements regulate the working conditions of
8,839 employees.

“ENDESA’s companies in
Latin America have
43 CBAs.”

A total of 13 CBAs were signed in 2012. Of these, 4 were
in Argentina,l in Brazil, 7 in Chile and 1 in Peru. These
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agreements cover 1,021 employees in Latin America, 9.05% of
the workforce.

The CBAs signed in 2012 in all countries require the Company
to monitor objectives set via the performance management
tool, comply with all obligations relating to occupational
health and safety, covering issues such as joint occupational
health and safety, training and individual protection
equipment committees, among others.

Percentage of employees covered by CBAs

. Covered
. Excluded

6%

Spain Latin America

6. Protection of Human Rights

More information in the Chapter. “ENDESA, a benchmark
group on the global market”: 06. Protection of human
rights