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Abstract
The solution proposed by the Platone project and, specifically by the Italian Demo, places the enduser (customer) at the centre of the local flexibility mechanisms. Within the Italian Demo, specific
activities and strategies have been implemented for the purpose of customer-involvement, also
including actions aimed at engaging key stakeholders who can support the customer-engagement
process.
The “Report of customer involvement” describes the methodology applied, specific activities carried
out and results achieved for customer involvement within the Italian Demo. Aim of these activities has
been informing and making customers aware of their key role in providing flexibility to support the
grid, therefore enhancing the stability and security of the electric system and boosting the
decarbonization process.
The Report shows how customers respond to the project and to its approach. It explains in detail the
strategy adopted for the customer engagement and all the actions taken to involve different groups
of users (stakeholders, commercial and residential customers) in project activities. The selected
strategy is based on Design Thinking methodology, according to a project coordinated approach,
which led to the realisation of two user-engagement Virtual Workshops: the first one addressing
selected local stakeholders and commercial prosumers, as preliminary to the latter, addressing
residential customers. Activities were implemented following a systemic approach, aimed at exploiting
the results obtained through the interaction activated with key stakeholders, for preparing and carrying
out an effective customer-involvement strategy. Specific coordination, monitoring and evaluation
strategies put in place are documented in this report.
Finally, the results achieved and described are instrumental in launching the trial phase and obtaining
formal interest from customers in taking part in the Italian Demo, to really assess the potential for local
flexibility of medium and low voltage users.
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All information provided reflects the status of the Platone project at the time of writing and may be
subject to change. All information reflects only the author’s view and the Innovation and Networks
Executive Agency (INEA) is not responsible for any use that may be made of the information
contained in this deliverable.
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Executive Summary
The solution proposed by Platone project and, specifically by the Italian Demo, aims to test local
flexibility mechanisms where the customer (end-user) has a central role. In the project concept, the
customer gets an active role as a “partner” who can make her/his flexibility available to the market. By
modulating her/his energy consumption, the customer can help the Distribution System Operator (DSO)
to efficiently manage its distribution grid. This supports the DSO when facing criticalities that can affect
the stability and security of the network, caused by the increasing penetration of non-programmable
renewable energy sources and by the enhanced electrification. As a pivotal player of the future energy
market, the customer needs to be made aware of this new role and its related benefits, in order to enable
active participation and conscious involvement in helping the energy system to be more secure, stable
and sustainable.
In preparation of the launch of the Italian trial operation by the third quarter of 2021, after the release of
the complete System Architecture (by end of May 2021), its test and entry into operation, specific
activities and strategies have been implemented within the Italian Demo for the purpose of customerinvolvement, also including actions aimed at engaging key stakeholders who can support the customerengagement process.
The aim of those activities was to reach a first group of users for involving them in project actions
according to a participatory and multi-stakeholder approach. The “Design thinking” including the user
centric design was selected as the project coordinated methodology at the basis of customerinvolvement strategy at different Demo levels.
A co-creation preparatory path, realized by Acea Energia in synergy with B.A.U.M. and Areti, led to the
identification of a blended strategy for customer-involvement, based on principles of both the
participatory process and the interdisciplinary approach.
According to this view and considering the different clusters of users identified as to be reached, two
concatenated user-engagement workshops were planned with different linked aims, respectively
addressing: 1) local key-stakeholders and large commercial prosumers; 2) residential customers
(prosumers and consumers). This two-step structure was identified as easier and more effective for
setting the ground for starting discussion forums to collect field needs and define together an effective
customer-involvement strategy, while obtaining first expressions of interest for taking part in the trial.
The first workshop was held in virtual modality as a two-session event (informative and interactive), on
the 18th and 25th of June 2020. It was focused on “Optimized grid management approaches and the
prosumer’s role”. The remote meeting was a great opportunity to introduce the project and its Italian
Demo to a variegated audience composed of external representatives of research centres, technical
and sector experts from companies operating in the energy production field, electrical storage providers,
local administrators and organizations operating in the energy renewables sector (30+ attendees joined
the event).
The virtual event ended with two thematic focus groups dedicated to “The transition towards greater
energy awareness” and to the "Ways for remunerating flexibility”, during which all the participants shared
their valuable feedback and experiences. The debate mainly focused on possible levers to stimulate
customers to adopt more responsible energy behaviours and to be more aware of their energy
consumption. This was considered as a fundamental building-block for discussing the flexibility issue.
The opportunity that can be offered by flexibility as a mean of exchange for additional services, favouring
circular and sharing economy-based logics, was one of the main highlights shared by attendees together
with the need to minimize the impact on customers’ daily life through smart and home devices.
The insights gained during the first workshop guided the preparation of informative materials for the
following event.
The first workshop was also the starting point for a series of bilateral focus meetings, leading to the
achievement of important results in terms of synergies built-up for the participation in the trial.
Specifically, a formal cooperation started with the Italian National Agency for New Technologies, Energy
and Sustainable Economic Development – ENEA, for involving the Energy Community it coordinates,
located in the “Centocelle” district area in Rome.
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Following the workshop, another important participation in the trial was confirmed by Acea Produzione,
which will take part in the Italian Demo pilot testing with the Cogeneration Plant located in the Tor Di
Valle area. Technical implementation activities followed for allowing the cogeneration plant to exchange
data with the Light Node apparatus developed by the Italian Demo.
An informative campaign was consequently launched addressing a first group of about 150 grid
residential customers, including 3 building managers representing additional end-users, selected based
on the analysis and segmentation of portions of the grid underlying the target areas of Centocelle and
Tor di Valle. This first group was introduced to the project through an informative letter. A group of 25
customers responded to the invitation to ask for more information about the initiative and the 10
residential end-users of the Centocelle community were also reached with on-site visits, also useful for
technical assessment related to the possibility to install storages and photovoltaic panels at
householders’ premises.
Interested customers were invited to join the new virtual Workshop with the title “Participating in the
Platone project and supporting the network in becoming Greener” which was held on the 2nd of March
2021. The event was a great opportunity to present the project focusing on a customer-centric approach
and assess residential customers’ interests and reactions. Special interest by customers was highlighted
regarding the possibility of obtaining savings in their bills or be provided with equipment such as storages
or photovoltaic panels. Great interest was also addressed to the “Flessibili” mobile App that will be
released at the end of 2021, as the gateway to the local flexibility market, allowing customers to monitor
their energy consumption in real time and view their flexibility requests. Attendees were provided with
the Italian Demo Participation Form for formalizing their interest in taking part in the trail execution and
with an ad hoc Privacy Policy Informative Document. First formal participations signed by customers
have already started to be received and the collection is still open. Further follow-up activities are
currently under implementation to continue to get in contact with all the customers reached and enlarging
the audience of residential customers to involve.
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1

Introduction

The “PLATform for Operation of distribution Networks – Platone” project aims to develop an architecture
for testing and implementing a data acquisition system based on a two-layer approach (an access layer
for customers and a distribution system operator (DSO) observability layer) that will allow greater
stakeholder involvement and will enable an efficient and smart network management.
The tools used for this purpose will be based on platforms able to receive data from different sources,
such as weather forecasting systems or distributed smart devices spread all over the urban area. These
platforms, by talking to each other and exchanging data, will allow the collection and the elaboration of
useful information for DSOs, transmission system operators (TSOs), Market, customers and
aggregators.
In particular, the DSO will invest in a standard, open, non-discriminatory blockchain-based
infrastructure, to give to both the customers and to the aggregators the possibility to more easily become
flexibility market players. This solution will see the DSO evolve into a new form: a market enabler for
end users and a smarter observer of the distribution network. By defining this innovative two-layer
architecture, Platone removes technical barriers to the achievement of a carbon-free society by 2050
[1], creating the ecosystem for new market mechanisms for a rapid roll out among DSOs and for a large
involvement of customers in the active management of grids and in the flexibility markets.
The increase in renewable energy sources, which are more difficult to control, combined with the
increased electrification of consumption, requires the involvement of the end-user and the usage of
distributed energy resources for optimal grid management. End-users, by becoming active actors in
energy market can contribute to this purpose.
Specifically, the aim of Italian Demo is to realize a fully functional system that enables distributed
resources connected in medium and low voltage to provide grid services in different flexibility market
models which include all the stakeholders (TSO, DSO, aggregators and end-users). The main goals of
this WP are:
•
•
•
•

Use of Blockchain technology for an efficient, democratic and non-discriminatory market model
for exploitation of local flexibility in the Rome area;
Improve and promote the consumer access thanks to Blockchain infrastructure and to the
presence of Aggregators;
Use of local flexibility to solve criticalities which can affect the distribution grid in terms of stability
and security;
Increase the grid observability for improving the network management.

To address these aims, specific activities have been carried out and are under implementation: the
involvement of both stakeholders - who can facilitate an effective interaction with customers (end-users)
- and customers (commercial and domestic end-users) for making available their flexibility power within
the Italian trial, and to enable them to become effective as partners.

1.1 Task 3.4
Task 3.4 is one of the project tasks composing WP3 – Italian Demo. Identified as “Solutions to enable
Aggregators to provide flexibility: Aggregator platform and customer involvement”, Task 3.4 is
coordinated by Areti in cooperation with Siemens, Engineering, Acea Energia and B.A.U.M. It includes
different activities aimed at developing a local flexibility market in which end-users can be considered
as market actors of the DSO, thanks also to the role of the Aggregator.
The sub-activities composing the Task 3.4 are reported below:
•
•
•

Aggregator Platform development and integration, led by Siemens
Solutions to enable local flexibility market, led by Areti
Customer engagement techniques led by Acea Energia in cooperation with B.A.U.M.

Customer engagement techniques sub-task, in particular, has the objective to involve end users to make
available their flexibility power within the trial, laying a stable ground for effective strategies and engaging
partners (customers but also local stakeholder groups, etc.). Customer engagement techniques subtask foresees the realization of a series of workshops with the participation of different groups of users
(stakeholders and customers), to jointly develop customer-engagement models and solutions with a
Platone – GA No 864300
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higher chance of acceptance by their peers. The aim is not only stimulating their participation in the
Italian trial during its operation, but also favouring the creation of a well-informed and aware customer
base who can promote the highly innovative solution proposed by the project, which put the customer
as grid user at the centre. This sub-task is led by Acea Energia in close synergy with Areti and with the
active participation of B.A.U.M.
The present document outlines main actions, implementation methodologies and results linked to
Customer engagement sub-task within Task 3.4, led by Acea Energia in close synergy with Areti and
with the active participation of B.A.U.M., in a view of Demos harmonisation and coordinated approach
at project level.

1.2 Objectives of the work reported in this deliverable
The D3.7 Report of customer involvement aims to identify and describe the strategic approach used in
the Italian Demo to encourage the involvement of groups of local stakeholders and customers for their
participation in the Italian trial and for promoting the solution proposed by the project among their peers.
. The Deliverable will then report about the results achieved in the two User-engagement Workshops.
Furthermore, it elaborates on the specific methodology selected for leading the activities and on the
forthcoming actions and next steps for consolidating the Platone community and the participation of endusers/customers in project activities, for a proper testing phase of the Italian Demo System Architecture.

1.3 Outline of the deliverable
This introductory chapter explains the Platone reference context and the specific project task linked to
the present deliverable, also providing indications about the objectives and characteristics of the
document. Chapter 2 titled “Defining a strategic approach to user-engagement” will provide a systemic
presentation of the preparatory activities implemented for the set-up and launch of the customerengagement strategy. Chapter 3 is dedicated to the two User-Engagement Workshops realised by the
Italian Demo, and their respective objectives, concepts, target audience and results achieved.
Dissemination activities implemented for spreading specific results, materials prepared, and synergies
empowered with other Demos on the matters are presented in the third chapter as well. Chapter 4 offers
an overview regarding Follow-up activities and next steps planned for ensuring customers’ continuous
participation (regarding the target reached) and for enlarging the community with further cluster of
customers. Chapter 5 closes the document with conclusions. It is followed by the list of figures, the list
of references and the list of Annexes to this document showing main outputs and materials used during
the customer-engagement activities.

1.4 How to read this document
This document is auto consistent, and it can be read independently from other Platone’s deliverables.
Interesting links for deepening the understanding of the progress and evolution of the selected approach
throughout the project from its start as of today, can be made with the following Platone deliverables:
•

•

D3.1 Internal operational plan and WP3 roadmap, released by Areti on Month 3 (November
2019) as confidential detailed work plan and roadmap for kick starting WP3. Within D3.1, a first
strategy for leading customer-involvement activities had been traced. As specified below, the
strategy was then discussed and reshaped, to ensure full involvement of stakeholders and endusers;
D8.4 Intermediate report on the stakeholder engagement, exploitation, dissemination,
communication and standardization activities, led by B.A.U.M., to be released in Month 24
(August 2021), that will assess the measures taken to raise awareness of Platone project.
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2

Defining a strategic approach to user-engagement

This chapter aims to describe all the preparatory steps which led to the definition of the methodology
and related approach selected for the realisation of user-engagement workshops within the Italian Demo
(sub-chapter 2.1). Moreover, it describes the preparatory action taken for ensuring compliance with
privacy regulations related to customers’ personal data and proper respect of antitrust regulation during
customer-engagement activities (sub-chapter 2.2).

2.1 Preparatory steps to the user-engagement activities
1) Capacity Building Workshop
On the 4th and 5th of November 2019, B.A.U.M. as WP8 coordinator and leader of the Task 1.5
Harmonisation with customers and partners needs and expectations, B.A.U.M. organised in Berlin a
Platone-internal workshop on capacity building with representatives of all project partners with special
regard to Demo leaders.
The internal workshop marked the start of a series of co-creation events for a user and target grouporiented design process, with regard specific objectives of Task 1.5 and the activities behind the user
involvement within both the Demo WPs and WP8.
During the event, project partners were introduced to user centric design to learn basics of Design
Thinking, brainstorming methods as well as to get insights into user comprehension, rapid prototyping
and testing of concepts. The aim was to prepare specific innovation activities to get innovation with
sustainable economic, environmental and social impact, and set the ground for the development and
assessment of Platone solution.
Specifically, project partners were introduced to the Design Thinking methodology, including the user
centric design, which is primarily based on user’s needs and expectations and their comprehension.
Indeed, the Design Thinking methodology is based on six different steps:
•
•
•
•
•
•

Understand: challenge is analysed, useful information for the implementation of the activity are
acquired;
Observation: point of view and behaviour of the users is analysed and acquired;
Point Of View: a POV is developed in order to connect the challenge with the behaviour of the
user;
Ideate: a solution to address discovered challenge is generated
Prototyping: a tool for interaction, or prototype, is elaborated;
Test: prototype is tested in order to reframe solution and improve it.

The focus of Design Thinking in the Platone project is the “Understanding of end-users”, in the
abovementioned user centric design, i.e. to identify their needs, expectations and anxieties.
The following image graphically summarizes the steps of this methodology:

Figure 1 Strategic approach to user-engagement
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During the capacity-building workshop, two different approaches were suggested:
1. the participatory co-creation approach, based on which users’ representatives are involved in
the organisation of workshops/engagement event by providing their needs and expectations;
2. the interdisciplinary team approach which relies on the mix of different competences for the
organisation of workshops without the direct involvement of the end-user in this phase.
Different types of target users, including consumers, were identified based on Demo’s point of view, as
represented in Figure 2:

Figure 2 Type of users

The capacity-building workshops was realised with the direct participation of the three demos, who had
the opportunity to share their ideas regarding the strategy and roadmap for customer-engagement to be
developed in their respective demo, discuss proposed methodologies, receive feedback on workshop
objectives and timeline, according to a co-creation approach and a common view at project level.
An initial strategy for customer-engagement implementation in the Italian Demo was presented, as also
explained in the first WP3 deliverable D3.1 Internal operational plan and WP3 roadmap, envisaging the
realisation of three distinct workshops addressed to three different target groups: Commercial
Prosumers; Residential Prosumer; and Residential Consumers.
2) Coordinated path for the selection of the user-engagement approach
During the first General Assembly, held in Rome on January 21 and 22, 2020, a new internal co-creation
event completely dedicated to the Italian Demo was organised by Acea Energia and B.A.U.M. The new
co-creation moment led to a revision and update of the strategy initially designed for the Italian Demo
(three workshops respectively addressed to Commercial Prosumers, Residential Prosumers and
Residential Consumers). The outcome was instead opting for the application of principles of both the
participatory process and the interdisciplinary approach, through the organisation of two userengagement Workshops, with the following characteristics:
1. First user-engagement workshop addressed to local key-stakeholders
2. Second user-engagement workshop addressed to customers (consumers and
prosumers)
This choice was made with the specific aim to raise the effectiveness of engagement activities targeted
to consumers, by exploiting the results and insights previously collected during the first workshop
addressed to local stakeholders as key-representatives of different categories of players. This approach
allowed to gather stakeholders’ points of view for building-up a winning strategy for involving consumers
during the execution of the trial. Additionally, this two-step structure was identified as a good basis for
starting discussion forums to collect field needs and define together an effective prosumers and
consumers-involvement strategy.
Interactive activities, also using dedicated tools and participatory methodologies such as role-play and
gamification, were preferred for involving stakeholders as facilitators in achieving direct contacts,
leveraging on shared strategies, with the consumers.
Furthermore, regarding the “Customer” (prosumer and consumer) target group, the two workshops
initially envisaged were merged, given the similarities between the two types of categories considered
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(Residential Consumer and Residential Prosumer) in terms of information needs about the project and
considering the opportunity promoted by Areti to enlarge the participation in the trial to consumers in
addition to prosumers, which can be equipped with smart tools and assets (storage and photovoltaic).
3) Building-up parallel synergies for the trial
In addition to the planned two Workshops aimed at reaching customers located in the target area of the
Capital for their involvement in the Italian Demo, through the consolidation of existing synergies, Areti
identified 4 main target areas, as shown in Figure 3, in which to examine the potential of flexibility that
can be offered to the grid. Three of these areas are related to industrial consumption representing
commercial prosumers whose involvement since the first workshop was instrumental in obtaining
indications for the involvement of residential end-users, being business prosumer more aware of
possible approaches enabling flexibility options. The fourth area is residential, identified through a grid
portion analysis; it was involved both through collaboration with ENEA and through on-site visits and
letters explaining the project and encouraging participation. The ground was set for cooperation with
important players for their participation in the trial as retail and business customers:
•
•
•
•

The Co-Generation plant managed by Acea Produzione S.p.A., located in the Tor di Valle
district, connected to a huge Water treatment Plant and services offices and apartments in
district heating;
An Energy Community located in the Centocelle district coordinated by ENEA – Italian National
Agency for New Technologies, Energy and Sustainable Economic Development;
A Smart Building owned by ENEA, located in the Casaccia area in the north of Rome;
The Electric Vehicle Pool Site owned by Acea, located in the Ostiense district.
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Figure 3 The four target areas identified by the Italian Demo for the trial implementation

2.2 Regulatory compliance
During the preparatory steps of the customer-engagement activities, Acea Energia and Areti deepened
the understanding of legislative and regulatory framework concerning possible aspects and issues
related to the involvement of customers. The need to trace a clear path regarding the communication of
users' consumption data between project partners was highlighted, in order to ensure full compliance
with privacy regulations (EU Regulation 2016/679 and Legislative Decree no. 196 of 30 June 2003,
which was modified and integrated by Legislative Decree no. 101 of 10 August 2018) and antitrust
provisions (Italian Law no. 287, 10 October 1990).
A possible risk to be prevented was identified regarding the trial phase, concerning the need of the
Italian demo partners to communicate and exchange information related to customers’ consumption
data. This could be directly linked to personal data, with impacts on privacy-related aspects. It was very
important to clarify these aspects before starting a customer-engagement path.
Customers’ consumption data are already available to the DSO (Areti) based on the existing energy
distribution contract (already in place) with users serviced by Areti’s network. It was observed that,
without a dedicated prevention strategy, the situation could lead to another potential risk of noncompliance with unbundling and antitrust provisions during the pilot testing execution. This risk
concerned the possible exchange between the DSO (Areti) and the Aggregator (Acea Energia) of
information that could have been considered as commercially sensitive, with an involuntary undue
advantage in favour to Acea Energia, which is also an energy trader in the free market.
To prevent these potential risks and any misunderstanding of effective aims within the project, dedicated
discussion tables involving the Legal & Compliance and Regulatory Functions of Acea Energia and
Areti, together with the Privacy Responsible of Acea S.p.A. were activated.
This focus led to internally define methods and conduct rules for managing users’ personal data
exchange during the pilot implementation and during customer-engagement activities:
•

•
•

It was established that a dedicated information document should be prepared in accordance
with Articles 13 and 14 of the GDPR, presenting Platone’s aims, the methodology and the
purpose of the personal data processing, specifying that they will be managed anonymously
during the implementation of the project. So that it is not possible for any of the partners or subcontractors involved (excepting Areti, who already has such information by virtue of its
concession as DSO) to identify the holder of consumption data referred to each point of delivery.
This informative document has to be shared among target customers for specifically informing
them before expressly giving their consent to the participation in the trial;
the preparation of a template for collecting expressions of interest in participating in the trial and
therefore the acquisition of consent to the processing of data for the abovementioned purpose
is a required steps;
The direct contact for engaging customers interested in participating in the Italian Demo trial
(including the invitation to join workshops and information events) is formally performed by Areti,
who will ensure the anonymization of the data in all contacts and project meetings with the
customers themselves.
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3

User-Engagement Workshops

This chapter aims to present the two user-engagement workshops held by the Italian Demo, with
respective objectives and characteristics and main results achieved.
Due to the COVID-19 pandemic, both workshops were held in virtually through digital platforms.

3.1 First workshop: stakeholder-engagement
On 18th and 25th of June 2020, the Italian Demo partners held the first stakeholder-engagement virtual
workshop with the title “Optimized grid management and flexibility market: the prosumer’s role”.

Figure 4 English version of the Cover of the 1st session of the 1st Virtual Workshop

More than 30 participants from 20 organizations joined the first Platone Stakeholder-Engagement
Workshop, held in Italy as a two-session virtual event. The remote meeting was a great opportunity
to present the project and its Italian Demo. The two virtual events were attended by a diverse audience
of selected Italian stakeholders, coming from companies of the energy sector and research
organizations. The audience was engaged through interactive discussions of topics such as the safety
and flexibility issues that will affect the electricity grid in the coming years as well as of new market roles
in the power sector, in particular the new role of the Aggregator.
The first Workshop was organized by Acea Energia in synergy with B.A.U.M. Through a series of weekly
coordination meetings during the months prior to the event, the concept was defined together with the
related approach, agenda, contents, and materials for interaction to be prepared. According to the
internal rules identified for ensuring compliance with unbundling and antitrust rules (see section 2.2),
Areti was step by step informed about the organisation of the event and was committed to formally invite
target participants (see Annex C, the “Invitation to the Virtual workshop _Italian Demo”)
A synergic process and continuous coordination allowed the effective realisation of the first workshop.
To ensure the effective participation of all the attendees involved despite the necessary distancing due
to the COVID19 health crisis, the potential of the digital platforms and tools was exploited to the highest
level. The partners made a strategic use of the Miro Platform (Figure 5) an online collaborative
whiteboard tool that enables distributed teams to work effectively together like in a phase-to-phase
session. The Zoom platform was used to lead the event virtually and ensure the possibility of grouping
participants in different breakout virtual rooms for switching from plenary moment to thematic focus
groups.
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Figure 5 An extract from the Informative Session. The Miro Platform

The workshop was organised as a two-session event with distinct purposes for each day:
1. Day 1: informative session, introducing the Platone project, the objectives pursued and the
expected results, addressing specific questions to the participants for selecting discussion
topics for the following session and collecting requests for clarifications;
2. Day 2: interactive session, for directly involving attendees in thematic focus groups and in
role-play activities through a gamification approach in order to stimulate an open discussion on
the issues tackled by Platone project.
Considering the local and national nature of attendees, project partners agreed on the Italian as official
language, to ensure attention, real participation and effective comprehension of the topics presented
during the event.

3.1.1

Objectives of the Stakeholder-Engagement Workshop

The first workshop of the Italian Demo was designed as a preliminary event aimed at gathering main
stakeholders’ points of view and setting the ground for starting discussion forums to collect field needs
and define together an effective prosumers and consumers-involvement strategy. A two-session
approach was selected allowing attendees to clearly understand the project and the solution proposed,
the concept of flexibility, the importance of different roles played by all the market players involved within
the Platone system (DSO, TSO, Aggregator, customers etc.), as well as to request for clarifications and
get prepared for the interactive session.
The stakeholder-engagement workshop was the first of a series of initiatives for effective information
and active engagement of customers. The objective was to raise their awareness of Platone and Italian
Demo’s aims as well as their (future) role in the energy system.
The event focused on the Prosumer’s role for an optimized management of the network. Specific
questions were formulated to attendees for collecting their considerations and assessing how the
flexibility concept is clear to different categories of players, including sector experts.
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3.1.2 Target group
A variated group of local and national stakeholders was invited to the first workshop of the Italian Demo,
representing several categories of users presented in Figure 2 – Type of Users:
•
•
•
•

Commercial prosumers;
Supplier of ICT;
Utility Employee (Technical);
Others such as policy makers, asset providers, research centres.

In addition to all the Italian Demo partners (Acea Energia, Areti and B.A.U.M. as co-organiser, Apio,
Engineering, Siemens and RSE), the workshop was joined by external stakeholders from local
institutions, research centres, sector companies, storage technology providers, organizations operating
in the energy renewables sector, consultancy firms and energy managers and energy management
experts from the Acea Group.
Table 1 Role and related stakeholders involved in 1st Virtual Workshop

Stakeholder

Role

ENEA

Research Center

Rome Municipality

Local Authority

Indra

Technologies Provider

Acea S.p.A.

Sector Company

Acea Ambiente

Sector Company

Acea Produzione

Sector Company

Smart City Efficiency

Organization operating in the
energy renewables sector

Cooperativa èNostra

Organization operating in the
energy renewables sector

Sonnen

Storage Technologies
provider

Aton

Storage Technologies
provider

Publiacqua

Sector Company

BIP

Consultancy

Acquedotto del Fiora

Sector Company

The mix of stakeholders ensured knowledge-sharing and collection of different points of view and
experiences on the matter of customer-engagement and flexibility mechanisms. This was useful for
creating precious synergies for the trial and for developing a coordinated engagement strategy
addressed to customers to stimulate their participation in the following testing activities.
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3.1.3 Day 1: Informative Session
The Informative Session of the Workshop was held on 18th of June 2020 and was attended by 30+
stakeholders from 20 different organisations. The session was handled by Acea Energia’s speakers with
the support of B.A.U.M. Consult and the external consulting company BIP, via Zoom platform.
This session was prepared with the objective of presenting to the relevant stakeholders the main aspects
and goals of Platone, thus including side-topics, such as the distribution-level flexibility, the new role of
aggregators, evolution needs in the regulation framework etc.
Attendees were introduced to the solution promoted by the project, as well as to the Italian pilot testing
and its technological and innovative mechanisms for enabling local flexibility measures.
The agenda of the informative session is reported Figure 6:

Figure 6 English version of the Agenda of the 1st session of the 1st Virtual Workshop

The presentation given during the session was structured in 4 main parts:
1. Introduction to the Platone project (Figure 7): general information on EU funding and reference
programme, challenges and approach of the project, as well as on the partnership and the
whole community of stakeholders and existing synergies at a European level (e.g.
participation in Bridge and ETIP SNET initiatives) with other innovative projects, supporting
the project's implementation. The section also introduced the Italian Demo objectives and
activities. Finally, the paradigm shift concerning the role of the customer/end-user was
represented: from the point of view of the “consumer” in the energy value chain (provided with
services) to the role of “active partner” (which also provides services), capable to contribute
to the stability of the network by participating in a local flexibility market.
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Figure 7 Extract from the 1st Virtual Workshop

2. The new role of flexibility in the electricity system (Figure 8): the flexibility concept was
explained starting from the need to face counter-effects on the stability of the electrical system
deriving from the increasing Renewable Energy Sources for energy generation, which are
more difficult to be controlled, and the transition to the electric vector. Local flexibility, with the
widespread use of Distributed Energy Resources (DERs), such as Co-generation plants,
storage, electric vehicles etc. can be a precious solution and an opportunity at the same time
for customers.
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Figure 8 Extract from the 1st Virtual Workshop

In particular, in the Workshop the risks and opportunities of this new business model was
shown, focusing the attention on how technological progress opens new perspectives for the
end users, who can play an important role in guaranteeing flexibility solutions, being able to
offer their own energy to the market.
3. The Platone’s approach to local flexibility: the local flexibility provided by DERs is the means
to ensure network stability. To harness this energy, the Platone’s Italian Demo has the
objective to test on the field tools and methodologies for favouring the flexible management
of electrical loads. Therewith the stability of the network and the continuity of operation will be
improved with a view to the increase in loads expected by 2030, due to the transition to the
electric vector and to electric mobility. Considering within this context also the digitalization
and technological transformation of the electricity sector, it is expected that the role of
customers (end-users) will become increasingly active and pivotal.
4. The Italian trial: the next steps after the release of the Italian Demo System Architecture
(planned to be released by end of May 2021) were presented, describing the timeline for kickstarting the execution of the trial with the real involvement of customers (prosumers and
consumers) to be invited in a new dedicated Workshop.
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3.1.4 Day 2: Interactive Session
The Interactive Session of the Workshop was held on 25th of June 2020 virtually, using the Zoom
platform and Miro digital board.
Here below it is reported the agenda of the event:

Figure 9 English version of the Agenda of the 2nd Session of the 1st Virtual Workshop

The meeting was divided in two main sections:
1. Game of Platone: during the meeting, participants took the chance to experience the exchange
flows between all the actors involved in the Platone model according to the dynamics proposed
by the Italian Demo in a simplified manner. The mode chosen by the organisers was the roleplay methodology with a simulation called Game of Platone. The gamification approach was
selected to better explain the key-steps needed in order to realize the innovative solution
proposed by Platone. The game was structured in different rounds, starting from the “status
quo” and then introducing in each round a “key-element” needed for the realization of a fully
functioning local flexibility market. The key-elements identified are the following:
a. The aggregator, in order to gather together small-scale flexibility at the residential and
industrial level;
b. The local flexibility market itself, which allows the offer-request flexibility matching.
Furthermore, an additional round of game was developed to show to the participants the
complexity of the temporal dimension, meaning that flexibility requests and offers may be placed
in different moments of the day, and that this temporal lag might bring to a negative outcome
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from the market. This method allowed people to learn about the Platone solution in an interactive
and participatory way.

Figure 10 Extract from Game of Platone, the role play of the 2nd Interactive Session

2. Focus Groups: The virtual event ended with two thematic focus groups (Figure 11) dedicated
respectively to “The transition towards greater energy awareness” and to the "Ways for
remunerating flexibility”, during which all the participants shared their valuable feedback. The
debate mainly focused on possible levers to stimulate end-users to adopt more responsible
energy behaviours and to approach the flexibility issue.

Figure 11 Extract from Focus Group session from the 1st Virtual Workshop

3.1.5 Results of the first workshop
The workshop involved 30 participants from 20 different organisations with diverse expertise. The two
sessions, making use of participatory methods such as the role-play methodology and carrying out two
focus-groups, made possible to achieve practical results useful for building-up an effective customerengagement strategy and creating concrete synergies.
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The list of all attendees has been archived by Acea Energia together with the recording of the Workshop,
authorized by the participants during the meeting, for the purpose of extrapolating materials for
dissemination activities.
Main insights and points of view shared by attendees are summarized below:
•

Technology providers highlighted that two types of change are needed: the first regards the
utilities: they need to re-position themselves as end-to-end service providers. The second
involves the government with the aim of raising awareness through information campaign and
incentives to favour end-users.

•

In addition, the remuneration of energy flexibility was a key topic. Different participants
expressed their ideas about how the aggregator can act as a technical facilitator to enable
energy flexibility in local communities, and thus elaborating on the concept of energy
communities as a starting point of a more virtuous cycle from a socio-economic
perspective. Starting from peer-to-peer exchange of energy flexibility, a broader circular
economy concept could be implemented involving the exchange of services and goods and
reinforcing the concept of local communities, stepping out of the energy sphere.

•

Several participants in the informative session stressed the existence of a gap between the
knowledge of experts of the energy sector and the end-user. A basic user of the electric grid,
simply consuming energy, is in most cases not aware of its consumption, of which appliances
are more energy intensive. Therefore, a key-element is the need for awareness-raising
campaign to fill the knowledge gap. If the user is directly involved as a market player, the
knowledge of the energy topics is the first step to build an open non-discriminatory local flexibility
market.

•

It should be taken into account that to facilitate the customer involvement in the project activities
it is necessary to minimise the impact on their daily life. Smart home devices can facilitate
the interaction between users and the network, increase awareness of their consumption
and thus make the user an actor in the energy market. On the other hand, participants from the
workshop highlight the need for the project to design solutions that can lower the impact of the
flexibility-service provision on the daily life of the end-user.

The Stakeholder-Engagement allowed acquiring useful indications and contacts for the following Virtual
Workshop addressed to customers, strengthening and facilitating the path to reach residential
customers.
Furthermore, the interactions that took place in the first virtual workshop established the ground for
bilateral meetings and discussion groups, which led to achieve important results in terms of synergies
activated.
The synergy with the Italian National Agency for New Technologies, Energy and Sustainable Economic
Development – ENEA has been consolidated for helping reach customers from the Energy Community
of Centocelle interested in taking part in the Italian trial, with several formal participations already
received.
Following the workshop, another important participation in the trial was confirmed by Acea Produzione,
which will take part in the Italian Demo pilot testing with the Cogeneration Plant located in the Tor Di
Valle area. Technical implementation activities have been already completed for allowing the
cogeneration plant to exchange data with the Light Node apparatus developed by the Italian Demo.
An analysis of the electricity grid and its portions interested by the project in the Tor di Valle and
Centocelle areas were consequently carried out for selecting the first group of residential customers to
be reached by the informative campaign launched at the end of 2020. About 150 residential users were
reached by the informative letter sent by Areti (see Annex D).
Finally, within the project partnership, the experience of the first workshop of the Italian Demo and the
co-creation approach built-up with B.A.U.M. were adopted as a good practice also for inspiring the
organisation of the first workshop of the Greek Demo. To facilitate the replication of this practice, areti
shared the results of its first Virtual Workshop and also ensured its participation in the 1st StakeholderEngagement of the Greek Demo.
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3.1.6 Dissemination of Stakeholder-Engagement Workshop results
In order to disseminate the results achieved, social media tools and web communication were exploited
using official project accounts (project web site, Twitter page, LinkedIn group etc.) while also
representing the results of the first workshop on a visual level.
A factsheet (Figure 12) was elaborated, containing the main information of the Workshop, such as the
participants, the keywords used and the objectives of the initiative, together with the main insights
gathered through the event.

Figure 12 Factsheet of the 1st Workshop results

The factsheet was posted on the LinkedIn and Twitter pages of the Platone project, as shown in Figure
13. They included a hyperlink to the official Platone website, where a dedicated news and materials
were
published
(https://www.platone-h2020.eu/News/2196/First-stakeholder-engagement-virtualworkshop-of-the-Italian-Demo).
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Figure 13 Twitter post on the 1st Workshop results

3.2 Second workshop: customer-engagement
On 2nd of March 2021, the Italian Demo partners held the second customer-engagement virtual
Workshop with the title “Virtual workshop of the Italian Demo: Participating in the Platone project
and supporting the network in becoming Greener”.
The Workshop was organized and coordinated by Acea Energia, in synergy with Areti, engaging ENEA
as speaker, and with the cooperation of B.A.U.M. Consult and the external consultancy BIP.

3.2.1 Preparatory activities
The second Virtual Workshop was organised based on the analysis of the portion of the grid underlying
the target areas covered by the project. The secondary substations in the Centocelle district were
identified and portions of the Tor di Valle grid was analysed.
An informative campaign was consequently launched addressing a first group of about 150 grid
residential customers identified based on the analysis and segmentation of portions of the grid
underlying the target areas of Centocelle and Tor di Valle. This first group was introduced to the project
through an informative campaign with a dedicated letter (see Annex D), prepared by a mixed team of
technicians and communication experts to convey technical information in a straightforward language
comprehensible to customers.
A group of 25 customers responded to the campaign and to the direct invitation to ask for more
information about the initiative through the dedicated email project account of the Italian Demo.
10 residential end-users from the Centocelle community were also reached with on-site visits by Areti’s
technical experts, also useful for technical assessment related to the possibility to install storages and
photovoltaic panels at householders’ premises, currently under evaluation.
3 building managers representing additional end-users in the target areas were also contacted and
informed about the project.
Interested residential customers were formally invited by Areti to join the new virtual Workshop
“Participating in the Platone project and supporting the network in becoming Greener”.
To ensure the effective participation of all the users involved despite the necessary distancing due to
the health crisis from Covid19, the potential of the digital platforms and tools was exploited to the highest
level. The partnership made use of Google Meet, to ensure the possibility of displaying the project
information document through screen sharing.
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3.2.2 Objectives of the Customer-Engagement Workshop
The aim of the Customer-Engagement Workshop was to involve residential customers in the Platone
project and in the Italian trial, representing its challenges, objectives and expected results.
By means of a user-friendly presentation, attendees were guided through the local flexibility processes
that guarantee the DSO optimal network management. The new role of the end-user was particularly
stressed, as a partner of the Distribution System Operator in solving grid congestion with benefits.
The final purpose of the event was also to invite interested customers to join the Italian trial starting from
the second semester of 2021, explaining modalities, advantages and impacts on daily life. A special
focus was dedicated to the installation of smart equipment such as the Light Node apparatus, the
possibility to become prosumers and the use of a dedicated mobile App allowing to monitor their
consumption and flexibility requests based on the system needs.

3.2.3 Target group
The workshop was addressed to those residential customers who had showed great interest in receiving
more information following the informative campaign launched at the end of 2020 in the Centocelle area
(where an Energy Community composed of 10 LV residential users already involved in an active training
and awareness-raising process for the sustainable use of energy is located) and in the Tor di Valle area
in the south of Rome.

3.2.4 The Customer-Engagement Workshop
The Customer-Engagement Workshop was held on 2nd of March 2021 in virtual modality under the
coordination of Acea Energia and Areti, in synergy with B.A.U.M. Consult, the consulting company BIP
and the Italian research centre ENEA.

Figure 14 English version of the Cover of the 2nd Virtual Workshop
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Figure 15 English version of the Agenda of the 2nd Virtual Workshop

The agenda of the meeting was divided into 4 main sections:
1. The European project Platone: in this section, the partnership described the project Platone
in by providing general information on challenges and approach, as well as on the partnership.
The section also introduces the Italian Demo as one of the target areas of the project; objectives
and expected results are indicated. Finally, the paradigm shift in the role of the user is
represented: from end-user in the energy value chain to a partner in the market, able to
contribute to the stability of the network by providing its flexibility;
2. The role of the user in the demo testing: this section outlines the role and opportunities for user
involvement in the testing of the Italian Demo of Platone. The impact on the user's daily life and
the forms of interaction are described. It also indicates the equipment that can be provided
to users to participate in the trial, distinguishing the effects produced on the user's
consumption. One point of interest is certainly the introduction of the Flessibili App. The app
will be the gateway to a dialogue between the user and the network operators, Distributor and
Aggregator, in order to exchange flexibility quotas for optimal grid management.

Figure 16 Extract from the section “The role of the user in the trial”

Specifically, two possible scenarios of installation were shown: the first one with an installation
of a storage and the second one with an installation of a storage and a micro photovoltaic.
3. Smart Home Enea 2.0: the involvement of ENEA has led to the widening of the audience
of reachable users, by the identification of the users of the Citizen Energy Community of
Centocelle. The Smart Home Enea 2.0 project is the project that, in synergy with Platone, can
contribute to the monitoring of consumption and energy supply in the local flexibility market.
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4. Timeline of the activities and Terms of accession: the section represents the timeline for the
experimentation phase, illustrating the different activities enabling user involvement,
from the on-site visits to the provision of equipment. The documentation that the user has
to sign in order to join the Platone project is indicated in this part of the presentation.

Figure 17 Extract from the section "Terms of Accession"

During the workshop, Participation form for the trial was presented and alongside with the
forthcoming phases.

3.2.5 Results of the second workshop
The second workshop reached 10+ residential customers actually interested in taking part in the Italian
Demo, from the Centocelle and Tor di Valle district areas.
10 residential customers from the Centocelle Energy Community were also reached through on-site
visits, for assessing the possibility to equip them with storages and photovoltaic and 3 building managers
representing additional end-users were also provided with project information and materials.
The users, having acquired more knowledge about the Platone project and their role in the local flexibility
market, had the opportunity to directly make questions and considerations during the Q&A session at
the end of the Workshop. Most of the information requests regarded the possibility for customers of
obtaining savings on their bills even after the end of the trial, even by keeping the equipment provided
through the Platone project. Questions formulated by attendees have been collected to be duly analysed
and considered for driving the strategy.
During the event, the customers showed great interest in the “Flessibili” mobile App. The app will be
released at the end of 2021 and is the tool through which customers involved in the trial will be able to
monitor their energy consumption in real time and view their flexibility requests. The app will be the
gateway to the local flexibility market, allowing the user to accept or reject scheduled flexibility requests
from the Distributor.
An image of the presentation of the App extrapolated from the Workshop is reported below:
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Figure 18 Extract from the section "The role of the user in the trial"

After the Workshop, all materials presented were sent to attendees by Areti, together with the
Participation Form for Customers and the Privacy Policy Informative Document. The first formal
participations signed by customers have already started to be received (as of today 9 participations have
been signed) and the collection phase is still open. Further follow-up activities are currently under
implementation, in order to continue establishing contact with all the customers reached and trace the
path for enlarging the audience and the target customers to inform and involve them in the trial.
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4

Follow-up and next steps

The strategy put in place by the Italian Demo for customer-engagement made possible to carry out all
the activities planned with the achievement of important results. Nevertheless, for the realisation of
engagement activities specifically addressed to residential customers a step by step approach was
considered to be applied, opting for sending the informative letter only to a first group of 30 target
customers, including 3 building managers representing additional end-users, for their participation in the
virtual workshop and for on-site visits.
Next steps and follow-up activities have been planned to be addressed to the first group of interested
customers:
•
•
•

Conclusion of the collection of formal participations signed by the first group of target customers
by April 2021;
Additional on-site visits will be carried out at the interested end users’ houses in order to assess
the technical possibility to install storage and photovoltaic;
The trial will start in the second semester of 2021 (June/August).

Areti will be the focal point for the implementation of the abovementioned activities.
On-going results will be shared with involved customers every six months until the end of the project, by
dedicated newsletters sent through the project account of the Italian Demo and direct contacts with
equipped with storages and photovoltaic plants.
According to this approach, the informative letter will be progressively sent in the following months to
new groups of target customers, who will be provided with information materials and invited to join new
events, with the aim to enlarge the number of possible participants in the trial and reach a wider audience
to be made aware of project topics.
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5

Conclusion

The work realized so far for the implementation of user and customer-engagement within the Italian
Demo took the form of synergic activities coordinated by Acea Energia in cooperation with Areti and
B.A.U.M., with the involvement of multiple external stakeholders with different competences, aimed at
reaching a wider range of commercial users and residential customers.
The activities carried out contributed to a major awareness of the Platone project and its approach for
enabling flexibility mechanisms among local key-stakeholders, including ENEA which coordinates the
“Centocelle” Energy Community, energy sector experts and companies, organisations operating in the
energy renewables field, representatives of the Rome municipality, commercial prosumers and a first
group of residential customers, with concrete results in terms of synergies built-up and expression of
interest collected for making the execution of the trial in real-life possible.
Specifically, the first virtual workshop led to the confirmation of the cooperation between Areti and ENEA
for involving the Energy Community located in the “Centocelle” area coordinated by ENEA, and for the
participation of the ENEA’s smart building located in the “Casaccia” area, already equipped with the
most advanced automation technologies for the production and sustainable use of energy. Smart
buildings will be a provider of flexibility within the oncoming demonstration activities.
Another important result of the 1st virtual workshop is the collaboration with Acea Produzione, managing
entity of the Tor di Valle Cogeneration Plant. With the technical implementation of the project activities,
Tor di Valle Cogeneration Plant will be able to communicate with the Light Node.
The contact activated with storage providers was also particularly useful for assessing technical parties’
interest with respect to the flexibility matters and to collect first technical information preliminary to the
realisation of market analysis for evaluating the possibility to provide groups of consumers with storages
within the trial.
In addition, the first Virtual Workshop involved the Municipality of Rome. This synergy was further
strengthened by the possible commonalities between the Platone project and the Platoon project, of
which the municipality of Rome is a partner. Both projects are also part of the Bridge Initiative. Possible
levers for favouring customers’ understanding of flexibility mechanisms were identified thanks to the
direct participation in the customer-involvement process of multiple stakeholders and by directly
collecting questions and points of view from the first group of customers reached. Specifically, it was
observed that the benefit lever is particularly interesting for customers, especially considering the
possibility to obtain direct savings in their electric bill or be equipped with RES equipment such as
storages or photovoltaic plants in order to become prosumers. Public incentives are an important mean
for helping this transition, together with additional services which can be enabled jointly with the flexibility
mechanisms based on share-economy and circular logics. Flexibility mechanisms are not immediately
easy to understand for the community at large and a necessary preliminary step requires to help
customers to become more aware of their energy consumption and of their pivotal role in the future
energy market. The role of the aggregator with energy communities or the possibility to leveraging on
the support of local is needed. Smart modalities and tools for monitor energy consumption are
particularly appreciated.
Based on the insights collected, the strategy for allowing customers to take part in the Italian trial with
their flexibility has been designed, focusing on the release of the “Flessibili” mobile App by the end of
2021, allowing customers to monitor their consumption in real-time and their flexibility requests and
preferences. The engagement of the Centocelle Citizen energy community already involved in
information path towards sustainable energy behaviours and of building managers for helping to reach
additional end-users are also key element of the strategy. The possibility to provide a group of
consumers with storages and photovoltaic under free of loan agreements, where technically possible,
and to enable the provision of benefits to participant customers is currently under evaluation for defining
the best solution. Consumers who cannot have the possibility to be equipped with storage or
photovoltaic for technical issue can take part in the trail by modulating their consumption and interacting
with the Flessibili App.
This will help to drive follow-up activities a new engagement initiative together with the collection of
formal participations in the trial, planned for the 3rd quarter of 2021 (June/August), after the release of
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the complete System Architecture of the Italian Demo with all its functioning components. Reached
customers and building managers will continue to be involved not only as beneficiaries of the
testing activities but also as “forerunner users”, ambassadors of the project and facilitator of word
of mouth activities. Recurrent updates will be ensured to customers involved and a new informative
campaign will be launched staring from the end of 2021 for enlarging the base of participant customers.
This represents the next steps in a strategy that aims to involve users and make them market actors at
the centre of the future energy market.

Platone – GA No 864300

Page 31 (46)

Deliverable D3.7

6

List of Figures

Figure 1 Strategic approach to user-engagement ................................................................................. 10
Figure 2 Type of users........................................................................................................................... 11
Figure 3 The four target areas identified by the Italian Demo for the trial implementation ................... 13
Figure 4 English version of the Cover of the 1st session of the 1st Virtual Workshop ........................... 14
Figure 5 An extract from the Informative Session. The Miro Platform .................................................. 15
Figure 6 English version of the Agenda of the 1st session of the 1st Virtual Workshop ......................... 17
Figure 7 Extract from the 1st Virtual Workshop ..................................................................................... 18
Figure 8 Extract from the 1st Virtual Workshop ..................................................................................... 19
Figure 9 English version of the Agenda of the 2nd Session of the 1st Virtual Workshop ....................... 20
Figure 10 Extract from Game of Platone, the role play of the 2nd Interactive Session .......................... 21
Figure 11 Extract from Focus Group session from the 1st Virtual Workshop ........................................ 21
Figure 12 Factsheet of the 1st Workshop results ................................................................................... 23
Figure 13 Twitter post on the 1st Workshop results ............................................................................... 24
Figure 14 English version of the Cover of the 2nd Virtual Workshop ..................................................... 25
Figure 15 English version of the Agenda of the 2nd Virtual Workshop .................................................. 26
Figure 16 Extract from the section “The role of the user in the trial” ..................................................... 26
Figure 17 Extract from the section "Terms of Accession" ..................................................................... 27
Figure 18 Extract from the section "The role of the user in the trial" ..................................................... 28

Platone – GA No 864300

Page 32 (46)

Deliverable D3.7

7
[1]

List of References
European
Commission,
“2050
long-term
https://ec.europa.eu/clima/policies/strategies/2050_en.

Platone – GA No 864300

strategy”,

[Online].

Available:

Page 33 (46)

Deliverable D3.7

8

List of Abbreviations

Abbreviation

Term

Aggregator

An aggregator is a new type of energy service provider which can aggregate
multiple distributed energy resources to provide flexibility services to DSO,
TSO or to the electricity market.

Distributed Energy It refers to small-scale generating or consuming units that are generally
Resources
located in the distribution grid.
Light Node

The Light Node is an edge device that is able to interact to several Energy
Management Systems and Meters Technologies.

Prostormer

When the prosumer is provided with a storage system, he/she can
accumulate the energy from the grid and reuse it in a second moment.

Prosumer

In the energy market, the prosumer is the consumer that owns or manages
generation units therefore also producing electricity beyond consuming it.
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Annex A Participation Form (Original Version in Italian and
English Version)
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Annex B

Privacy Policy (Original Version in Italian)
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Annex C Invitation letter to 1st Virtual Workshop (Original Version
in Italian)
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Annex D

Customer-Engagement Letter (Original Version in Italian)
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