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Foreword

The Malta Resources Authority (MRA) was set up layliBment through the Malta Resources
Authority Act of 2000 as the regulator for energgter and mineral resources.

The Authority is composed of a chairman, deputyiramn, and five members. The Authority
exercises its functions through Sections and Urdts established and vested with
responsibilities by the Authority and under the ralleresponsibility of the Chief Executive
Officer.

The MRA mission:

The Malta Resources Authority seeks to serve tad tmmmunity through effective, coherent,
holistic and transparent regulation of energy, maleand water resource sectors of the
economy, ensuring their advancement and sustainalsle to support the integrated
environmental, social, economic and business dpustot in the Maltese Islands. It further
seeks to contribute to and participate in ongoirgggional development and assist in the
nation’s efforts to fulfil its international obligens in these spheres

This report covers the MRA’s annual reporting olltign to the European Commission, in
accordance with the requirements of Directive 2028 C concerning common rules for the
internal market in electricity, Directive 2005/8@Eoncerning measures to safeguard security
of electricity supply and infrastructure investmesntd Directive 2009/73/EC concerning
common rules for the internal market in gas.

In view of the fact that there is no natural gaskeg the report focuses mainly on the internal
electricity market and covers the calendar yeaB201
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2.2

Main developmentsin the Gas and Electricity Markets

This section provides a summary of the key devetmin the electricity market in Malta
during the year 2013.

Implementation of Directive 2009/72/EC

The Electricity Market Regulations (S.L. 423.229nspose Directive 2009/72/EC and take into
account the derogations granted to Malta by viduArticle 44 of Directive 2009/72/EC from
the requirements of the following articles:

Article 9: Unbundling of transmission systems éirahsmission system operators
Article 26: Unbundling of distribution system optras

Article 32: Third-party access

Article 33: Market opening and reciprocity

The retail of electricity is not open to competiticEnemalta Corporation remains the only
licensed supplier of electricity to final customers

There is no wholesale market for electricity.

All customers of electricity are on a regulatedailetariff and there were no changes in the
electricity tariffs in the year under review. Irew of the fact that there is only one supplier of
electricity it is not possible to implement custaorawitching.

The Enemalta Corporation performs the functionhsf distribution system operator (DSO).
There are no transmission systems and no transmisgstem operators in Malta.

The electricity generation market is open to coitipet and generators may produce for their
own consumption and/or sell to Enemalta Corporation

I nfrastructure investments

Electricity | nterconnector Malta-Sicily

The Authority continued to monitor the progress mday Enemalta Corporation in the
implementation of the 200MW HVAC electricity intemnector between Malta and Sicily.
Progress was registered with respect to permiftiogp the Italian Authorities however at the
end of the year part of the permits required onStudlian side were still pending. During the
year 2013 works were undertaken on land in Malte Tying of the marine cable in Malta
towards Sicily started in December 2013.
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Smart metersroll-out

The smart metering project being implemented byniaia Corporation continued during
2013. The number of smart meters installed by the ef the year was 236296 of which
117383 integrated in the remote billing system. Téq@acement of the remaining electricity
meters with smart meters complete with the remetding and billing function continues
during the year 2014.

Security of supply

Development in gener ation investments and fuel diversification

During the year under review there were no addstiohfossil fuel generation capacity and the
Authority did not receive any applications for autisation or license for new fossil fuel

generation plants. The nominal fossil fuel generattapacity connected to the network
remained at 620MW. The highest hourly demand calbyefossil fuel generation during 2013
was 408MW.

By the end of 2013 the total installed generatiapacity from renewable energy sources
reached 29,25KWp of which 93% were solar photovoltaic instakets. The major increase
in RES capacity took place in the residential sedtiven mainly by the capital grant schemes.
The latest PV grant scheme for households was teathin May 2013.

In 2013, the government of Malta agreed to the taoson, by private investors, of a new
215MW CCGT power plant using a LNG floating Storaget (FSU) permanently berthed at
Delimara (or from a new pipeline if developed).

During 2013, the gas project proposed by Malta isting of a floating LNG terminal,
connected to Malta and Sicily pipeline was includadthe list of Projects of Common
European Interest (PCI).

The MRA continued to participate in working groupvélved in the selection of candidate
projects for identification as projects of Europeammon interest (PCI) in the North-South
gas interconnections in Western Europe ("NSI Wess"5corridor. The participation of the
MRA was in line with its role as the energy regafain Malta and as required by the energy
infrastructure regulation. The input of the MRAthe selection process was mainly related to
the natural gas project proposed by Malta as fatthe@ EU PCI. The Authority continued to
provide information to ACER on both the electridityerconnector and gas PCI project.

! The figure for the total RES MWp capacity instelis provisional.
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Regulation

Network Code

During 2013 MRA approved a request by Enemalta Qarpn for an amendment to the

Network Code. The change in the Network Code corezbthe steady-state tolerance (upper
limit) for the 11kV voltage level which was raiséom +2% to +5%. Prior to the approval of

the MRA the proposed amendment to the Network Geale subject to public consultation and

notification to the EU Commission in accordancehwittie notification procedure prescribed by
Directive 98/34.
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3.11

3.1.2
3.1.21

3.1.2.2

The Electricity Market

Network Regulation

Unbundling

There are no transmission systems or transmisgiiem operators in Malta. All the electricity
customers are served through one distribution sysiperated by Enemalta Corporation the
only distribution system operator. In line with ite 44-Derogations, the requirements of
Article 9 (Unbundling of the transmission systemsl @aransmission system operator) and
Article 26 (Unbundling of distribution system optma) do not apply to Malta.

During the year under review, there were no reguiesthe Authority for the designation and/or
certification of transmission system owners or af@s.

Technical functioning
Balancing services

The balancing between generation and demand is ldpfmemalta Corporation as part of its
daily generation dispatching operations to meetigreand.

In the absence of large independent producers thane market for balancing and ancillary
services and as such both of these services avidpdoby the facilities owned by Enemalta
Corporation. There are no separate charges toroess for these services.

Security and reliability standards

Enemalta Corporation as the distribution systemraipe (DSO) is responsible for the

operational network security of the distributionst®m in Malta. In this role, Enemalta

Corporation is responsible for the design andrsgttif the protection system to ensure stability
of the system when faults occur in the generatiod #he distribution systems. The lack of
electricity interconnections together with the dnsite and structure makes the electricity
system vulnerable in terms of fault riding capapilunder certain conditions, in particular

when faults lead to loss of generation capacity.

In the distribution system there is currently (nFddlundancy on all 132kV circuits and on 85%
and 95% of the 33kV and 11KkV circuits respectivdlgere is (n-1) redundancy on 67% of the
132kV/33kV transformers, on 79% of the 33kV/1lk\arnsformers and on 50% of the
32kV/11kV transformers. This network reliabilityasis corresponds to the highest system
demand peak ever recorded in Malta which occumetthé summer season of 2007 when the
demand in July peaked at 434MW.
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The investment plans for the reinforcement of teevork aim to reach the (n-1) reliability on
the entire distribution network. Voltage controdareactive power management is done partly
by the control rooms in the power stations wheeedispatching takes place and partly by the
automatic voltage regulators available on the faangers at the 132kV and 33KV level.

The Network Code provides the technical rules astdldishes the minimum technical design
and operational requirements for the connectiorthe system of generating installations,
distribution systems, directly connected consumegsiipment, interconnection equipment and
direct lines.

Electricity system performance

The continuity of supply data provided by Enemdaltarporation to the MRA on an annual
basis is based on supply interruption data availabkubstation level down to 11kV. Based on
the electricity system interruption data for 208 overall minutes lost per customer per year
are estimated at 421,09 minutes of which 170,75meswvere lost due to incidents on the
generation side.

Table 1: Duration of interruption for an averagstomer 2010-2013

SAIDI 2010 | 2011 2012 2013

Planned interruptions(customer minutes lost): 72,669 80,4 61,04

Unplanned interruptions(customer minutes lost)y 0,62 191 286,2 360,04

Overall (customer minutes lost): 6932 260 3666 1,82

Monitoring of time taken to connect andaiep

The MRA monitors the time taken for the Enemaltarpdoation to provide new service
connections and the time taken to connect RES gamsrto the grid.

The average time for the provision of a new sere@enection not requiring a new substation
reported by the Enemalta Corporation for the y€d132s 20,7 days.

The average time taken for the provision of a sendgonnection requiring a substation is 242
days from the date of signature of the contractherservice. The average time for this type of
service connection normally includes the time respiifor the clearance of the planning and
trenching permits and civil works related to thesation.

The average time taken for connecting RES generaimrthe distribution system which
includes the provision of the necessary meteringpegent reported by Enemalta Corporation
for the year 2013 is 16,3 days.
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RES regulatory framework

The Electricity Market Regulations (S.L.423.22) jmab to fulfilment of the requirements
related to the maintenance of the reliability, sasnd stability of the distribution system and
based on transparent and non-discriminatory caitesi defined by the MRA, state that the DSO
is obliged to

(a) guarantee the distribution of electricity progdidrom renewable energy sources wherever
technically feasible and with regard to systemititgp

(b) provide for priority access to the distributisystem of electricity produced from renewable
energy sources;

(c) give priority to generating installations usingnewable energy sources in so far as the
secure operation of the national electricity sysparmits and based on transparent and non-
discriminatory criteria.

(d) ensure that appropriate distribution system aradket-related operational measures are
taken in order to minimise the curtailment of ety produced from renewable energy
sources.

(e) report to the regulator if any significant reeges are taken to curtail the renewable energy
sources in order to guarantee the security of titeomal electricity system and security of
energy supply and indicate corrective measures Wilhtbe taken to avoid inappropriate
curtailment.

Generators producing electricity from renewablergynesources are not obliged to provide
balancing or ancillary services.

Network tariffs for connection and access

Network tariffs

The MRA, as the regulator, has the duty and thbaxity to fix or approve the methodologies
used to calculate or establish the terms and donditfor connection and access to the
distribution system. The regulator may also requine DSO to change the tariffs or
methodologies used for determining the distributaniffs to ensure that these are proportional
and non discriminatory. The applicable tariffs amgthodologies for connection to the
distribution system are published in the Electyi@upply Regulations (S.L.423.01).

The network tariff for the use of the electricitgtwork by other generating companies has not
been published yet. Presently the existing indepeng@roducers consist of small generators
producing electricity from renewable energy souraed these are either auto-producers and/or
produce to sell to Enemalta Corporation. Furtheemamder the derogation granted to Malta
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from Article 32 (Third Party Access) of Directive(09/72/EC) any other local generating
company which is connected to the distribution rmekwis obliged to sell all electricity
produced and not consumed on site to Enemalta €atipo.

The retail tariff paid by consumers for electricitgvers the costs and revenues pertaining to
the operation of the distribution network aparinirthose related to the generation and supply
activities. All consumers of electricity are onegjulated tariff which is approved by the MRA.

No changes in the tariffs or the methodologies usechlculate the charges for connection to
the network occurred during the year under review.

Tariffs for balancing services and accessdss border infrastructure

The MRA is responsible for approving the methodm@egused to calculate or establish the
terms and conditions for the provision of balancisgrvices and access to cross-border
infrastructures including the procedure for theoadlttion of capacity and congestion
management. The MRA has not been required to fiapprove any methodologies or terms
and conditions related to the provision of balagceervices or access to cross-border
infrastructure.

Any party having a complaint on a decision takentiiy MRA pursuant to its powers and

duties under article 37 of the Directive 2009/72/E@y submit such complaint within two

months from the publication of the decision or lire tcase where a proposal of decision is
issued for consultation when such proposal is phbli for consultation.

Prevention of cross-subsidies

The Electricity Market Regulations (S.L.423.22)tstathat electricity undertakings shall keep
in their internal accounting separate accountsefach of their generation, distribution and
supply activities as if these activities were bemgyried out separately in view to avoid
discrimination, cross subsidization and distort@incompetition. In addition, auditing of the
published company accounts of such electricity wa#tergs have to verify compliance with
the requirement to avoid cross subsidization.

Only Enemalta Corporation is licensed to carry alltthe three activities of generation,
distribution and supply together.

The requirement for the separation of the genearatiistribution and supply activities at
internal accounts level is reflected in the licempanted to Enemalta Corporation for the
carrying out of these three activities. The licemsmitoring reports include the requirement for
submission by Enemalta Corporation of separatetmoél loss accounts and balance for sheets
for each of the three activities.

Cross-border issues

As previously stated there are no interconnectwitis other countries. The MRA continued to
monitor the progress being made by Enemalta Cotiporan the implementation of the Malta-

10



3.15

3.151

3.15.2

Sicily electricity interconnector. The contract fiie implementation of the HVAC submarine
interconnector between Malta and Sicily was awaide2D10. During 2013, the works on the
interconnector included the following:

. Granting by the ltalian Authorities of part of thermits related to the works on the
Sicilian side;
. Completion of the trenching works and shore-entiigion the Maltese side;

. Works on the Maghtab Terminal Station on the Maltsisle including installation of
switchgear and transformers;

. The commencement of the laying of the submarinéedabm Malta to Sicily.

Compliance

Compliance of regulatory authorities withding decisions of the Agency and the Commission

The MRA is obliged by the Electricity Market Regtitgs (S.L.423.22) to abide by the
decisions issued by Agency for the Cooperation oerBy Regulators (ACER) and the
European Commission.

There are no interconnections with other counttiesrefore there are no cross-border
compliance issues to report.

There are no transmission system operators (TS©OMhplta.

Power to carry out investigations and irepogasures to promote competition etc.

Article 4(1)(d) of the Malta Resources Authority tA@Cap. 423) provides as one of the

functions of the MRA, the obligation to ensure feempetition in all practices, operations and

activities. In performing this function the MRA enfes the energy sector specific regulations
and in doing so plays an ex-ante role.

In accordance with the Electricity Market Reguas (S.L.423.22), the MRA in carrying out
its regulatory tasks is obliged to take all reabdmaneasures, in close consultation with other
national competent authorities, to reach amongrsttiee objective of ensuring that customers
benefit through the efficient functioning of the tioaal market, promoting effective
competition and helping to ensure consumer praecti

The role of the MRA in the promotion of competitionthe electricity sector is more of an ex-
ante nature.

The national competition authority in Malta is @&ice for Competition which is headed by a
Director General. This office forms part of the k&alCompetition and Consumer Affairs

11
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Authority (MCCAA).? Within the Office for Competition, a Directoratashbeen set up to deal
with issues which relate to specific sectors ingigdenergy’

The responsibilities of the Office for Competitiorclude the investigation determination and
suppression of restrictive practices, the exanmomatind control of concentrations between
undertakings in terms of their effect on the swoetof competition on the market, and the
exercise of the powers conferred upon it underGbenpetition Act and under the Malta
Competition and Consumer Affairs Authorigt®. The Director General in the exercise of his
responsibilities under competition law acts indegeetily’. In doing so, however, the Director
General is required to ensure that the policiedgdhe MCCAA Board are implemented and
that government policy is put into effect.

The role of the Director General is primarily toatl&vith ex-post competition issues whereby
the Director General either of his own initiative following an allegation of a breach of the
competition rules may investigate and put a stopestrictive practices. The Director General
has the exclusive competence to apply and enfarcerovisions of the Competition Act.7 The
two core provisions under the Competition Act rielgitto the protection of competition in the
market are Article 5, (which prohibits any agreetmeroncerted practice between undertakings
and any decision by an association of undertakivigsh has the object or effect of preventing,
restricting or distorting competition in Malta) aAdticle 9 which prohibits any abuse by one or
more undertakings of a dominant position in MaKgicles 5 and 9 of the Competition Act are
modelled on Articles 101 and 102 of the Treatytwmn Functioning of the European Union. The
Director General may apply Articles 101 and 102 rghtbe said restrictive practices or abusive
conduct has an effect on tritletween Malta and another Member State/s.

Power to ask any information from electyicindertakings

The MRA has the power to ask for any informatioonirelectricity undertakings and this is
reflected in the Electricity Market Regulationsl{(823.22) and license conditions.

Promoting competition

Wholesale markets

There are no wholesale electricity markets in Malta

2 See Malta Competition and Consumer Affairs ActjCa10 of the Laws of Malta], article 13 et seaeréof.

3 Ibid see Fourth Schedule to the Act. The Diredtoia question also deals with the Communicatidinansport and
Financial Services Sectors.

4 Chapter 379 of the Laws of Malta.

5 MCCAA article 14(1) thereof.

5 MCCAA article 7(3) thereof.

" Competition Act article 3 thereof.

8 Regulation 1/2003 article 5 thereof and CA artf(8) and 9(4) thereof.

12
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Retail market

Enemalta Corporation has effectively 100% sharh@felectricity retail market. The electricity
retail market is not open to competition and therefit is not possible to implement customer
switching in Malta.

MRA is responsible for the fixing and approvinggorithe entry into force at the least the
methodologies used to calculate or establish thensteand conditions for the supply of

electricity to final consumers. The principles urigag the determination and approval of the
retails tariffs are published on the MRA web3ifdl consumers of electricity are on regulated
tariffs which are approved by MRA and publishedtoe Enemalta Corporation website and the
Authority’s website.

There were no changes in the methodologies useeéteymine the tariffs or the retail tariffs
themselves during the year 2013.

Monitoring the level of transparency, inchglicompliance with transparency obligations, and
the level and effectiveness of the market openimbampetition

The electricity retail market is not open to conipen.

Recommendations on supply prices, investige and measures to promote effective
competition

The MRA is responsible for fixing or approving timeethodologies used to calculate or
establish the terms and conditions for the supplglectricity to customers. The supply prices
are established by law and published on the MRAgbsite and that of Enemalta Corporation
and of Automated Revenue Management Services LIRM3 Ltd). In the event of a review of
the electricity tariffs the authority publishes it website the documents related to the review
process.

All consumers of electricity are on regulated fetariffs which consist mainly of a fixed
annual service charge and a kWh tariff structure.

The fixed annual service charge differentiates betwa single phase service and a three phase
service and also between residential/domestic &sniand non-residential premises. In
addition, all consumers with a service connectiapacity exceeding 60Amps/phase have to
pay a maximum demand tariff.

The kWh tariff structure consists of a number dardi of consumption bands with the

corresponding kWh tariff. The kWh tariff structumpplicable for the consumption of

electricity differentiates between primary residesicdomestic premises and non-residential
premises.

® MRA website: www.mra.org.mt

13
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Household consumers may benefit from a percentage reduction on their electricity
consumption bill on one registered primary resiéeas follows:

* households composed of two or more persons mayfibémen a two tier eco reduction
mechanism provided that the consumption per pedes not exceed 1750kWh per
annum. A reduction of 25% in the consumption lsilppssible if the consumption does not
exceed 1000kwWh per person for the first tier. Teeosd tier consists of a reduction of
15% in the bill on the next 750 kWh per person/etwadd,

* single person households enjoy a reduction of 2b%eir consumption bill if their annual
electricity consumption does not exceed the 2000kWHum.

The domestic tariffs are applicable for electrictynsumed in premises intended for domestic
use and which are not registered as a primaryeaséal

The non-residential tariffs are applicable for &liedty consumed in all the other premises
which are not registered either as a primary resider as domestic premises.

Details of the applicable tariffs may be found & tEnemalta Corporation and the MRA
websites.

Security of supply

Monitoring balance of supply and demand

The MRA is responsible for monitoring the contipugecurity and quality of supply. Enemalta
Corporation in its function as the Distribution &m Operator in Malta is obliged to draw up a
report on security of supply prospects and subina the Authority. In addition, on a monthly
basis Enemalta Corporation provides the Authoritthvinformation on generation capacity
availability, faults on the generation side, peakndnd and electricity generated among other
information.

By the end of 2013, the fossil fuel nominal genieratcapacity of the two power stations
owned by Enemalta amounted to 620MW as shown iie b

In the absence of a natural gas supply electrigtyeration from fossil fuels depends on the use
of heavy fuel oil and gas oil. During 2013 the fb&gel generation mix on average consisted of
88% heavy fuel oil and 12% gasoil. The total eleitir generated by the two power stations
was 2,2TWh which represents a 2,37% decrease irldwtricity generated from fossil fuel
when compare the 2,268TWh generated in 2012.

14
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Table 2 — Installed nominal fossil fuel capacity feehnology as the end of the year 2012

Technology Installed Nominal Capacity(MW)
Steam Turbine 250
Open Cycle Gas Turbine 111
Combined Cycle Gas Turbine 110
Combined cycle diesel engines 149
Total 620

Source: Enemalta Corporation

The electricity generation capacity from renewadergy sources installed by the end of 2013
was 29, 257MWp and is mainly composed of solar @hataic installations as may be seen
from table 3.

Table 3- Installed capacity renewable energy agtiteof the year 2013

Renewable ener gy technology Capacity installed™
Solar photovoltaic systems 27,26MWp
Micro wind 0,0698MWp
Biogas plants 1,927MWp

Source: MRA and Enemalta Corporation records

The maximum peak demand recorded in the poweroswtin 2013 was 408MW and this
occurred on the 30July 2013 at 12:00 pm however this does not ireltié demand covered
by the generators producing electricity from rengl@senergy sources. It is estimated that a
total capacity of 19MWp of solar photovoltaic inton was connected during the peak
however the exact contribution to the demand is kmmtwn. The total fossil fuel electricity
generation capacity available on the day of peahashel was 587MW.

Expected future demand and available suppglielitional capacity

The 200MW HVAC interconnection between Malta andil$i which is currently under
construction is expected to be completed by thea#itD14. The remaining steam generation
capacity at Marsa Power Station with a nominal capaf 130MW is due to be shut down by
the end of 2015. In addition, it is planned th&dtal of 120MW steam plant operating on heavy
fuel oil at Delimara Power is shut down once th@aeement capacity is available.

19 The figure for the total RES MWp capacity instelis provisional.

15
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A generation plant with a nominal capacity of 2A6Monsisting of high efficiency CCGT
together with the infrastructure required for thevsion of natural gas in Malta will be
provided by private investors.

There are also plans to convert the 149MW(diesehengant commissioned in 2012 to natural
gas once this fuel is available at the Delimara €&td®tation.

For an interim period natural gas for electricigngration will be provided by a LNG floating
Storage Unit (FSU) permanently berthed at Delim®wwer Station with onshore re-
gasification unit.

A natural gas pipeline interconnection with Italy @lso being considered as a long term
solution for the provision of natural gas. The §& project proposed by Malta and approved
by the EU Commission consists of a 150 km pipetiaenecting Malta to from Gela in Sicily
and to an offshore Floating Storage and Re-gasificdJnit located some 12 miles off Malta
connected to Malta and to the natural gas interection. The final design of the project will
depend on the outcome of the cost-benefit and Wiiggistudy which are currently being
carried out.

The above mentioned developments would bring tleetetity nominal supply capacity to
770MW by 2015. This capacity does not take intooaat the de-rating of the generation plant
due to high temperatures in the summer season @esl bt include the generation capacity
producing electricity from renewable energy sourdess not expected that there will be any
new fossil fuel generation capacity additions owrieterconnectors in the time frame 2015 to
20109.

Malta has an obligation to reach 10% share of rabésvenergy in the gross energy

consumption by 2020 and part of this target is etquk to be achieved though electricity

generation from renewable energy sources. Thereleae indications that the projected solar

photovoltaic installation capacity of 28MW by 20201 be exceeded in 2014. On the other

hand, the planned large scale wind farms and wasteergy projects have been delayed. The
delays in the large scale wind farms projects aaaiy related to environmental issues. These
developments led to the need for a revision ef Nlational Renewable Energy Action Plan

(NREAP) submitted by Malta in 2009 which is nowaim advanced stage.

Measures to cover peak demand or shortféksippliers
There is only one supplier of electricity in Malta

Regulators role in authorisations/licensing of geximn capacity

The Electricity Market Regulations (S.L.423.22ptst that no generation plant may be
constructed without an authorisation from the MRA.addition, a license is required to
produce electricity for own consumption and/or selEnemalta Corporation.

Generators with a capacity not larger than 16Amgp producing electricity from renewable
energy sources and combined heat and power plaatex@mpted from the requirement to
obtain an authorisation and a license. In the chtkese generators only a notification to the

16



MRA prior to construction is necessary. Generasonaller than 500kVA intended for standby
operation are also exempted from the requiremeabtain an authorisation and a license.

During the year under review 147 authorisationsaastruct with total capacity of 22,685MWp
and 90 licenses with total capacity of 4,23MWp wvehesued by the MRA. The authorisation
and licenses concerned solar photovoltaic instatiat

17



GasMarket

Presently there is no natural gas supply in Mattd @0 natural gas market. This situation is
expected to change in the medium term with theipi@v of natural gas for power plants by a
floating LNG terminal and in the long term with tbenstruction of a natural gas interconnector
between Malta and Sicily as already described ¢ctices 2.2 and 3.3.2.

Both the LNG floating terminal and the natural gaterconnector will be regulated under the
Natural Gas Market Regulations (S.L.423.21) whidnsposes Directive 2009/73/EC and
Regulation 715/2009 on conditions for access tam#taral gas transmission networks.

18
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Consumer protection

Compliance with Annex | of Directive 2009/72/EC

The Electricity Market Regulations transpose theasnees related to customer protection
provided in Annex | of Directive 2009/72 and estsibithe obligation to provide universal
service to all household customers by Enemalta @atjpn. The Electricity Market
Regulations state that the electricity supplieestarprovide information on the energy sources
mix and environmental impact to household customedeged to the electricity supplied.

In general, the terms and conditions for the elgtgrsupply service are currently implemented
through legislative instruments, in particular tBkectricity Supply Regulations (S.L.423.01)
which specify inter alia the services and mainteeaprovided, applicable tariffs, and
conditions for termination and renewal.

In view of the fact that there is only one supptiee contract of supply is automatically of an
indefinite nature. In the absence of an open atgtytisupply market customer switching is not
possible to implement.

Consumer access to consumption data andniafiion

The bills invoiced to the consumers include contdetails of ARMS Ltd which is a
subcontractor that carries out meter reading,ngjllidebt collections, and provides customer
relationship services for Enemalta Corporation vehihe licensed supplier.

In general, households receive bills calculatedanal consumption at least every six months.
In the case of households already provided withmars meter connected to the Automatic
Metering Management (AMM) bills based on actualdiegs are more frequently. The
frequency of actual bills for non-household constiamaries from one month to six months.
The bill includes a breakdown of the calculatiosal electricity consumption for the period
covered by the bill, the average consumption pgr dpplicable tariffs and C{emissions. The
bill also includes the consumption related to tihevipus year and projections for electricity
annual consumption.

Where the consumer is also a producer of elegtritie bill includes the number of units
generated and exported together with a breakdowheotalculation of the revenue due from
the sale of the electricity to Enemalta Corporatidainly, the electricity production by

consumers concerns solar photovoltaic systems.

Customers have the possibility to register on tRWS Ltd portal to have access to a detailed
breakdown of unpaid bills and history of previoiltskand payments.
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5.1.2

5.1.3

Bill payment options

The bill invoiced to customers includes informatmmthe different payment methods available
which include the following:

. Direct debit;
. Payment by credit cards;
. Payment by cheque by post;

. Payment in person either postal office sub-brandreat ARMS Ltd offices or local
councils office;

. Payment through ATM’s.

Consumer complaints settlement

In practice complaints related to billing are sutbed to ARMS Ltd and claims on damages
from incidents on the electricity systems and otb@nsumer issues have to be submitted to
Enemalta Corporation.

Complaints related to billing and claims on damaigesh incidents and other consumer issues
can also be referred to either the Ombudsman amdiA. Both the Ombudsman and MRA
perform a mediatory role between the complainawt Bnemalta Corporation to assist in the
settlement of the issue. The Ombudsman is not emysuiMo issue binding decisions. On the
other hand the MRA is empowered to issue a bindiegision on such complaints and in
general to act as a dispute settlement authorityatters related to the regulated activities.

In 2013 the MRA received 21 complaints and all ctzimps were resolved through mediation
between the customers and Enemalta Corporatioroutithe need for formal dispute
resolution.

The complaints submitted can be categorised aswsll connection charges, quality of supply,
metering, billing and tariff application.

Enemalta Corporation is required as part of theditmmms of the license to report to the MRA
data related to disconnections for non-paymersttoroer minutes lost and complaints received
related to quality of supply, billing, connectiamthe grid, metering and customer service. The
complaints registered by Enemalta Corporation dutire year 2013 are shown in table 4 and
include complaints from household and non-housebosdomers.
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5.2

Table 4: Customer complaints by category registegeEnemalta Corporation for 2013

Complaints by Number of

category complaints | Percentage
Quality of supply 11440 22,9%
Connection to grid 197¢ 4,0%
Metering 2801 5,6%
Tariff 20 0,0%
Billing*? 33812 67,6%

Vulnerable consumers

Vulnerable customers are catered for within theadqaolicy framework. The social policy
department has established the criteria whereligioerategories of energy consumers become
eligible to receive energy benefits. The energyeffien take the form of vouchers which are
used by the consumers to pay part of their elegtriend water bills. In certain cases the
vouchers cover also part of the Liquid Petroleurs G#G) bills.

The consumers that benefit from energy vouchersidecfamilies with low income, persons
with a disability, families on social assistanecespecial unemployment benefit, and persons on
an a pension or a carer’s pension.

During 2013, the consumer accounts that receivedggrbenefits amounted to 24,416 which
account for 10,8% household consumers.

In addition, customers who are unable to pay thdis when they are due are allowed by
Enemalta Corporation to pay their bill in instaliteeso as to avoid disconnection. The total
number of disconnections for non payment duringytbar 2013 was 570 which represent an
increase of 16,8% over 2012. This number inclugeséholds and non-households consumers.

Dispute settlement on issuesrelated to the distribution system operator

Complaints related to the distribution system ofmranay be referred to the MRA. MRA is
obliged to issue a decision within two months frtre date that a complaint is lodged. The
timeframe for the issue of the decision may beredee with the agreement of the complainant.
Before a decision is issued the MRA discusses ¢ingptaint with the parties involved who are
allowed to make any submissions that they deemssecg

In general the MRA can act as a dispute settlemetttority in relation to issues arising from
activities regulated under the MRA Act.

1 The data excludes faults related to the strebtitig
2 The complaints related to electricity billing mglude also complaints related to water billingcsi
the both water and electricity bills are integraitethe same invoice.
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Any decision taken by the MRA is binding unlessrovked on appeal. An appeal on a decision
taken by the MRA can be lodged to the AdministafReview Tribunal.

No binding decisions related to the issues arifiogn the electricity market were issued by the
MRA during 2013.
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