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Letter to stakeholders

The Social Report 2010 illustrates the Poste Italiane Group’s
commitment to social responsibility via sustainable development policies
applied in its relations with stakeholders. The concept of corporate
social responsibility is firmly rooted in the “collective conscience”, in
addition to being familiar to companies and academics, and marks the
close link between businesses and community interests. A clear and
accurate analysis of this link is not only a way of putting into practice
the principles of transparency and fairness that form the basis of our
day-to-day operations, but is also a means of reporting to stakeholders
on Poste ltaliane’s ethical profile.

In a world that is increasingly concerned by climate change, resulting
in ever tougher rules and restrictions, a commitment to energy saving
or the introduction of less polluting vehicles is not only ethically
correct, but can, above all over the medium to long term, translate
into a competitive advantage for a company. In the same way,
identifying and experimenting with regulatory and operating tools that
enable employees to improve their work-life balance make it easier
to get the most out of the 150 thousand people who work for Poste
Italiane, deploy them effectively and achieve the Group’s objectives.
Furthermore, working with central and local government to transform
technology into an e-government tool of use to everyone, thus bridging
the digital divide and extending security to the “virtual” world, opens
up a range of opportunities for members of the public and businesses
alike. Commitments such as these again formed the basis of Poste
taliane’s strategies in 2010, together with other initiatives and
activities described in this document: many significant as, for example,
the Group’s partnerships with overseas postal service providers, such
as Russian Post, Egypt Post, India Post and Posta Shgiptare.

Taken as a whole and viewed in the light of the size of our Company,
the initiatives and activities described in this Social Report will make a
substantial contribution to improving the lives of our fellow citizens and
to the sustainable development of our economy.
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Methodology

As in previous years, the Social Report has been prepared in order to
meet the need to keep interested parties informed about the social,
environmental and economic importance of Poste Italiane’s activities.
This form of voluntary reporting supplements the financial report
already published by the Group. For this reason, the reporting period
and the financial disclosures in this Report are consistent with those in
the separate and consolidated financial statements produced by the
Parent Company, Poste Italiane SpA, and the Group.

Where not specifically mentioned, the basis of preparation covers the
actions of the Parent Company.

The desire to provide a document structured in such a way as to be
readily accessible to external parties has led to the decision to use a
reporting format that complies with the Global Reporting Initiative - GRI3.

This ensures that Poste Italiane’s Social Report is comparable with
those of other companies that adopt the above reporting format.

The attention paid to the reporting process over time has enabled us to
achieve a significant degree of compliance with GRI guidelines, which
in previous reports was self-assessed. The GRI indicators included in
this year’s Social Report place the degree of compliance at level B,
representing the intermediate GRI application level (out of A, B, C).

We are committed to further extending and adapting the information
provided in future editions, whilst at the same time maintaining the
basic structure of the document used in previous years.

As usual, in preparing the Social Report we have complied with the
social reporting standards laid down in the relevant guidelines. Via the
system for gathering information, we have involved all departments
within the Group, who have played an active part in the preparation and
internal review of the document.

The Social Report is not currently subject to external independent
assurance. However, the above-mentioned description of the
preparation process is proof of our commitment to reviewing our
performance and evaluating potential improvements in accordance
with the guidelines referred to.
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Corporate identity

1862. Poste Italiane:
foundation coincides with the birth of the country
in which the Company has a deeply rooted presence

Italy’s largest service company

The only non-US company to be part of the
New York Electronic Crime Task Force

Over 150,000 people

work for Poste Italiane

14,000

post offices



Our history

In 1862, one year after proclamation of the Kingdom of Italy, the National Postal
Law was enacted. Amongst other provisions, this legislation decreed that the postal
service was to be operated under a state monopoly. The date of Poste ltaliane’s
foundation is symbolic, coinciding as it does with the birth of the country, in which
it has established a deeply rooted presence.

The importance of the postal service was immediately recognised by the
nascent Kingdom, leading to the creation in 1889 of the Ministry of Post and
Telecommunications, alongside the introduction of cash on delivery, letter-
cards, postal orders, and express and urgent express mail. Over approximately
150 years in existence, Poste Italiane has continued to serve the Italian public
in bad as well as good times. During the Great War the Military Postal Service
made it possible for soldiers to communicate with their families and for orders
and dispatches to be sent between the various command posts, at times using
carrier pigeons.

Post offices also played their part in the modernisation of the country, with
postal current accounts being introduced in 1917. The Ministry of Commu-
nications was established in 1924, incorporating the Autonomous Post and
Telegraph Agency and the entity responsible for State Telephone Services. In the 1970s a new Postal Law was passed,
reforming the previous legislation and regulations governing the service. In 1994 modernisation of the Italian postal system
began with its breakdown into two separate organisations: the Ministry of Post and Telecommunications, responsible for
strategy and control, and the economic public agency, Poste Italiane, which was assigned responsibility for operations.

On 28 February 1998 the economic public agency, Poste Italiane, was converted into a joint-stock company, giving rise
to Poste Italiane SpA and marking the start of the Company’s restructuring and turnaround. This involved the implemen-
tation of over 200 improvement initiatives designed to radically change the way in which Poste Italiane operates: a new
organisational structure, new job definitions, new technologies, new products and services, new access and distribution
channels. The “Posta Prioritaria” (Priority Mail) service was launched in June 1999, offering 24-hour delivery for mail within
Italy. The following year saw the introduction of “Conto BancoPosta” (a form of current account) and the development of
the Company’s financial services got underway. In just a few years, Poste Italiane is now the Italian leader in this market,
thanks to its ability to build and retain a large market share by offering products guaranteeing immediate access to funds
and managed electronically, thus enabling customers to carry out online transactions with the utmost security.

After fifty years in the red, Poste Italiane reported its first profit in 2002, building on this performance in subsequent years
and, in 2006, paying its first ever dividend. The Company today offers a wide range of innovative logistics and financial
products and services and, since November 2007, mobile communications. The validity of the Group’s strategy, which
aims to guarantee ongoing improvements in quality not only in terms of new products and services, but also with regard to
financial, social and environmental reporting, has been recognised with Poste Italiane being awarded the prestigious “Oscar
for Corporate Reporting” in 2008 in the “Companies and Large Enterprises” category. This prize, which is awarded by FERPI
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(the Italian Federation of Public Relations), is given to companies who have distinguished themselves for the quality and
transparency of their financial reporting.

During 2009 Poste Italiane was assigned a “Postal Technology International Award” as the best service provider in 2009.
This award, promoted by Postal Technology, is given to one of the world’s leading postal services providers in recognition
of outstanding process research, development and innovation over the year.

Our ability to offer innovative services was also acknowledged by a panel of top international managers, enabling Poste
Italiane to improve its ranking in the list of the World’s Most Admired Companies prepared by the American magazine
Fortune, moving up from eighth to fifth place in the global logistics-postal sector, a position confirmed in 2010.

Further proof of the Group’s commitment to expanding its product and service offering was provided by the launch of Poste
Assicura SpA on 1 April 2010. The new non-life insurance company achieved excellent commercial results in its first nine
months in operation, confirming the attractiveness of the Group’s offerings to customers.

Our Group

The Poste Italiane Group offers integrated communication, logistics and financial services and products across Italy,
through a network of around 14 thousand post offices, its website and the Contact Centre. Poste Italiane SpA, which is
Italy’s largest service company, also provides the country’s Universal Postal Service®. The Group offers a growing range of
integrated services and innovative solutions to the general public, to businesses and Public Sector entities (central and local
government) by taking advantage of its distribution channels, as well as the multiple and complementary capabilities of its
organisational structure.

The Group also supplies Public Sector entities with a variety Poste Italiane in figures
of collection, payment and reporting services, in keeping

with the development of e-government processes. Via its An average workforce of

post office network the Group also provides socially relevant 152 thousand

services by enabling access to public services of an adminis- 43 thousand vehicles

trative and financial nature, such as the “Reti Amiche” project 14 thousand post offices

and the “Social Card” initiative. 6.6 million

debit and credit cards

The business is organised into the three segments described Total revenue

below: Postal Services, Financial Services and Insurance of 22 billion euros
Services: 10 Italian
) . ' . ' airports used for air mail
= Postal Serwcesl, mcIudmg .I\./Ia|l, Express Delivery and 776 thousand PosteMobile SIM cards
Parcels, and Philately activities carried out hy Poste sold in 2010

Italiane SpA and certain subsidiaries (SDA Express Courier
SpA, the Postel Group, Mistral Air Srl, Consorzio Logistica
Pacchi ScpA and Italia Logistica Srl);

= Financial Services, including the activities of BancoPosta and the subsidiary Poste Tutela SpA;

= Insurance Services, including the activities carried out by Poste Vita SpA (whose products are distributed through post
offices) and its subsidiary Poste Assicura SpA.

* Responsihility for the Universal Service was assigned to Poste italiane SpA by Legislative Decree 261/1999 (art. 23, paragraph 2). The Universal Postal
Service regulator subsequently confirmed the concession in the Ministerial Decree of 17 April 2000 for a maximum period of fifteen years. This term may
be reduced in relation to the pace of deregulation at European level.

Legislative Decree 58/2011 has recently renewed Poste ltaliane’s Universal Service concession for a further fifteen years, introducing five-yearly checks
on the degree of efficiency achieved in providing the service.

Corporate identity
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Other complementary activities carried out by Poste Italiane SpA, as well as those conducted by certain Group companies
(BancoPosta Fondi SpA SGR, EGI SpA, Postecom SpA, PosteShop SpA, Poste Link Scrl, PosteMobile SpA, Poste Energia SpA
and Consorzio per i Servizi di Telefonia Mobile ScpA), are allocated to the Other Services segment. Furthermore, the Global
Cyber Security Centre Foundation was set up in 2010. Its activities range from the training of Cyber Security specialists
to the sharing of research and development laboratories, and from the management of research projects financed by
European institutional bodies to the exchange of information through an IT platform.

Thanks to the efforts of everyone at the Company, Poste Italiane is today a leading financial services provider, with 5.5
million current accounts opened and 6.8 million prepaid cards in circulation.

The main factors that have enabled the Group to achieve these results are:
= involvement of the people who work for Poste Italiane;
= the widespread nature of the post office network (14,005 at 31 December 2010);

= the decision to create a diversified Group, establishing companies specialising in the provision of particular products or
services.
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Structure of the Poste Italiane Group

Posteitaliane
|
100% 100% 100% ‘ 51%
Postel Postecom SDA Express CLP Mistral Air Europa Gestioni
SpA SpA Courier SpA ®) ScpA Srl 100%| Immobiliari SpA  55%
39% 5% 5% 45%
10% 70%
Poste Tributi E 10% Poste Tutela Poste Vita
ScpA 15% | 70% SpA 100% SpA 100%
Poste Link Kipoint
15% Scrl 100% SpA PosteShop 100%
PostelPrint SpA 100%|  poste Assicura
o SpA
100% SPA ltalia Logistica _| —_—_.
50% Srl SpA T00%
Docutel
85% SpA . )
Uptime PosteMabile BancoPosta
28.57% SpA SpA 100%| Fondi SpA SGR  100%
Docugest
37% SpA J, 49%
1 37% Consorzio per
i Servizi di T 5106]
C-GLOBAL Telefonia Mobile
17% SpA ScpA
Address Telma-Sapienza
51%  Software Srl Scarl ** 32.45%
4 0.25%
Postel do Brasil Innovazione
99.75% Ltda e Progetti ScpA  15%

®  On 31 December 2010 Poste Italiane Trasporti SpA was merged with and into SDA Express Courier SpA.

®% On 5 November 2010 Poste Italiane SpA subscribed a capital increase carried out by Telma-Sapienza Scarl, thus becoming a member of the
consortium.

Main Poste Italiane Group companies

Postel Group (Postel SpA and PostelPrint SpA)

The Group provides communications services for businesses and Public Sector entities. In addition to printing and enveloping
mail, which traditionally represents the Group’s core business, its service offering includes Mass Printing, Direct Mailing,
Door-to-Door and Electronic Document Management, by which it offers its customers traditional optical acquisition and storage
services, as well as new services such as backup optical filing and electronic billing, and e-procurement. Postel SpA has adopted
a Social Responsibility Management System certified to the SA8000 Standard (certification was obtained on 11 September
2008), convinced that its economic and social role and responsibilities extend not just to the financial performance of its
products and services, but also to a vision based on ethical principles, which holds the quality of life to be an important corporate
objective. Awareness of its social role also derives from the fact that adoption of the Social Responsibility Management System
has driven the Group to make improvements as a result of the internal audit procedures that tend to be involved and the related
assessment processes.

Corporate identity



SDA Express Courier SpA

As well as being one of the leading operators in the Italian Express Delivery sector, especially regarding distribution of
the postal products, domestic and international Paccocelere, Standard and J+3 Parcels and Home Box, SDA also offers
integrated solutions for distribution, logistics and catalogue sales.

Certain corporate actions described below were undertaken in 2010 as part of the rationalisation of the Group to maximise
synergies among Group companies.

A capital increase was approved on 17 March 2010 in connection with the conferment of 100% of the shares held by Poste
taliane SpA in Poste Italiane Trasporti SpA. Subsequently, in December 2010, Poste Italiane Trasporti SpA was merged with
and into SDA Express Courier?. Then, on 23 June 2010, Kipoint SpA, a wholly owned subsidiary of SDA Express Courier, was
incorporated. In November 2010, the Kipoint Franchising Division of PosteShop SpA was demerged into Kipoint.

Mistral Air Srl

Mistral Air Srl provides air mail services to Poste Italiane SpA (in conjunction with the Consorzio Logistica Pacchi ScpA) in
addition to air mail, air freight and passenger flights for other customers, in order to cover its overheads. Operations during
the year focused on continuation of the strategic repositioning begun last year. In this context, the new activities defined in
the company’s development plan were stepped up, resulting in an increase in the number of air mail flights, since it is now
the Parent Company’s sole air carrier. After a slow start, passenger traffic recovered sufficiently to make it necessary in May
to lease two Boeing 737’s on a seasonal basis. As an airline company, Mistral Air is all too aware of environmental issues
and carefully monitors changes in regulations governing air (the containment of carbon emissions) and noise pollution.

Consorzio Logistica Pacchi ScpA

The consortium coordinates, supplements and supervises consortium members’ operating activities, and engages in
activities relating to the sorting, handling and delivery of Parcels that Poste Italiane SpA, in its role as a Universal Service
provider, is required to carry out. The consortium is also responsible for the transport of air mail and newspapers (night
flights) between certain Italian airports provided by the consortium member Mistral Air, and for the integrated logistics and
records management services provided by the consortium member Italia Logistica Srl.

Italia Logistica Srl

The company, which is held 50:50 by SDA Express Courier and FS Logistica SpA (Italian State Railways Group), provides
integrated and multi-modal logistics services to non-Group companies.

Since its establishment, the company has integrated its business management system with an environmental management

2The legal effectiveness of the merger was deferred to 31 December 2010, whereas the effective date for tax and accounting purposes was backdated
to 1 January 2010.
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system that meets international ISO 14001:2004 standards, in the belief that a strategy that takes account of environmen-
tal issues and the health and safety of its employees and the community is key to the company’s future growth.

The process of obtaining external certification continued in 2010, with the company also obtaining OHSAS 18001:2007
certification for its Monticelli d’Ongina logistics platform, in addition to receiving confirmation for Roma Pescaccio, Aprilia,
Avezzano and Vignate.

Poste Tutela SpA

Poste Tutela provides complementary security services, comprising the following:

= money transfer (transport, security escorts, safe custody, counting of valuables);
= fixed and mobile surveillance;

= the protection of sensitive information.

In line with the strategy of exploiting the expertise gained in the management, monitoring and control of the complemen-
tary security services provided to the Parent Company’s operating units, the company now provides the services offered
to Group companies to companies outside the Group. Poste Tutela’s provision of secure, logistics services to non-Group
companies has resulted in important commercial relationships, thus cementing its market position.

BancoPosta Fondi SpA SGR

BancoPosta Fondi SpA SGR is the Poste Italiane Group company engaged in the management of collective investment funds
(the promotion of BancoPosta funds and marketing of third-party funds) and of Individual Investment Portfolios.

Europa Gestioni Immobiliari SpA

The company operates in the real estate sector in order to manage and develop property assets transferred from the Parent
Company. Due to the type of assets owned, the service is mainly provided to large customers, often Public Sector entities.

Postecom SpA

Postecom SpA is the Poste Italiane Group company engaged in technological innovation, specialising in the development,
operation and integration of internet, intranet and digital certification services. The most important areas of specialisation
relate to digital certification and communications, e-payments and e-commerce, document management, e-government
projects, particularly for health services and local taxation, e-procurement and e-learning, in addition to advanced IT
security services.

PosteShop SpA

PosteShop SpA is the Group company that distributes commercial products and services in post offices either through direct
or catalogue sales of stationery and the merchandising by Poste Italiane of books, CD, and other products. The company
also runs 214 “Shop in Shop” outlets, which are actual shops set up in the public area of main post offices, web www.
posteshop.it, a telephone sales group and the MondoBancoPosta channel.

Products were also sold through a network of franchised KiPoint sales outlets until October 2010. On 25 October 2010,
however, the transfer of the Kipoint Franchising Division from PosteShop to Kipoint SpA was finalised.

Poste Link Scrl

The company is a limited liability consortium, which acts on its own behalf and in the interests of consortium partners (Poste
Italiane SpA, Postecom SpA and Postel SpA), providing IT, electronic document management, internet, Contact Centre and
direct marketing services.




As part of a broader reorganisation of the Group’s customer services, which commenced a few years ago, the mergers,
pursuant to art. 2501 et seq. of the Italian Civil Code, of Consorzio Poste Contact with and into Poste Link and of Poste
Voice SpA with and into Poste Link were completed in February 2010 and June 2010, respectively. As a result of these
mergers, the company has taken over responsibility for the call centre services previously handled by Poste Voice and Poste
Contact, including: the UCO (Ufficio Centrale Operativo) call centre service supplied on behalf of the Ministry of Transport,
which provides information and help regarding driving licence points, duplicate licences and car ownership documents and
changes in address, or the service carried out for ENPAPI (Ente Nazionale di Previdenza e Assistenza della Professione
Infermieristica), the body that manages the nurses’ pension fund.

During 2010 Poste Link, as the head of a Temporary Consortium of Companies that manages the INPS/INAIL contract,
provided the two institutes with Contact Centre services relating to the “Mettiamoci la faccia” (“Let’s give ourselves a face”)
project, an initiative promoted and coordinated by the Ministry for the Public Administration and Innovation, in collaboration
with national entities and local authorities. The aim is to systematically gather the opinions of the public and users on the
services provided by Public Sector entities.

il

Poste Vita Group (Poste Vita SpA and Poste Assicura SpA)

The insurance business is run by Poste Vita SpA, a wholly owned subsidiary of Poste Italiane SpA, and Poste Assicura SpA,
a wholly owned subsidiary of Poste Vita SpA.

Poste Vita SpA is permitted to engage in ministerial Life Insurance Branches |, Ill and V and ministerial Non-life Branches
| and Il (accident and medical) and, in addition to the shareholding in Poste Assicura, has a 45% shareholding in Europa
Gestioni Immobiliari SpA (controlled by Poste Italiane SpA).

Poste Assicura SpA, which began operating in April 2010, is the new company authorised to sell non-life policies providing
personal injury and medical insurance, general liability insurance, fire and other damage insurance, care insurance, and
legal protection and financial loss insurance. As a result of the formation of the new company, Poste Vita is now the parent
of the Poste Vita Insurance Group, a registered insurance group.

PosteMobile SpA

This company is an MVNO (Mobile Virtual Network Operator). It operates in the telecommunications sector as a mobile
Enhanced Service Provider.

In 2010, the company became increasingly engaged in all the activities needed to develop its market share through the
expansion of its customer base. The number of SIM cards sold during the year was 776 thousand, 724 thousand of which
to consumers and 52 thousand to businesses (670 thousand sold in the previous year, with 643 thousand to consumers
and 27 thousand to businesses).

Products offered to consumers were intended to strengthen the high-value strategy through measures designed to promote
MNP (Mobile Number Portability) and acquire new pay-as-you-go customers.
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The range of value-added services offered in 2010 saw a major evolution of the company’s position in the mobile payment
services market. The value of transactions in 2010 totalled 138 million euros (up 91% on 2009), with approximately one
million customers linking their SIM card to a payment tool, representing 58% of all customers (1.7 million lines at the end
of 2010 versus 1 million for 2009).

Again with respect to value-added services, the company consolidated its position in the mobile commerce market in 2010
by concluding agreements with major companies offering differing types of products. The agreements mean that customers
can now purchase products such as books, DVDs or mobile telephones directly over the internet. For the first time in Italy,
SIM cards can now be used for payments and e-commerce in absolute security in an extremely easy manner.

Poste Energia SpA

Poste Energia is the Group company set up to procure electrical energy from the national grid in order to meet the needs
of the Parent Company and the subsidiaries, SDA Express Courier and Europa Gestioni Immobiliari.

Poste Energia provided power procurement advisory services to Postel and its subsidiary, Docutel, because of their unusual
pattern of power consumption caused by production scheduling and a limited number of offtake points. The advisory
services entail sales analyses and power consumption reports at each offtake point.

During the year the company continued to pursue its pre-established targets, primarily relating to energy procurement,
contract management and the provision of value-added energy services.

Global Cyber Security Centre Foundation

Aware of the importance of issues regarding the security of IT and telecommunications networks, which are increasingly
subject to attack or attempts at hacking, Poste Italiane promoted the establishment of an international non-profit foundation,
the Global Cyber Security Centre, the purpose of which is to promote and carry out studies, research, projects and initiatives
relating to cyber security.

The Centre’s aim is to play a leading role at international level in the fight against cyber crime and in the prevention of IT and
digital security threats. The first two projects were started in 2010 in connection with critical infrastructure and networks.

Corporate identity
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Mission and values

Poste Italiane’s mission is to offer high value-added services,
meet customer needs, leverage our key assets and contribute to
Italy’s development.

The vital tools for achieving these goals include use of the latest
technology and the Company’s nationwide network, which enable
provision of a wide range of integrated services to meet the
requirements of different customer segments throughout Italy.

Due to its size and the large number of people it comes into daily
contact with (the workforce, customers, suppliers), Poste Italiane
plays a leading role in the Italian economy. This has led us to
draw up a number of codes of conduct to be applied by all Group
companies:

= the Code of Ethics, containing key principles that every
member of the workforce is required to be aware of and comply
with, as well as helping to promote the Code’s dissemination
as an important tool for regulating relations between the Group
and its stakeholders;

= the Suppliers and Partners Code of Conduct, which has
established ethical and social guidelines to be followed by all
suppliers. This will become an integral part of all contracts and
agreements entered into by companies and consortia forming
part of the Group;

= the Managerial Model, a tool that defines the guiding
principles to be adopted by the Company’s executives in
pursuing the Group’s business objectives.

In addition, as reported in greater detail below, two new documents
were developed in 2010: the Values Charter and the Charter of
Environmental Values:

= the Values Charter is the result of the first phase of the
“CantiereValori” project and expresses the ideals on which
everyone who works for the Group is expected to base their
conduct, providing a starting point for the creation of a culture
in keeping with the Company’s traditions and history. As more
fully described below, the conduct of the people who help to
build on the values contained in the Charter is representative
and the result of the involvement of over 3 thousand Poste
Italiane employees;

= the Charter of Environmental Values, which is aimed at
all members of the Group’s workforce, is the first step in
implementing the Group’s environmental strategies, setting
out the principles behind our approach to social responsibility
and the related objectives.
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Code of Ethics

Honesty
Transparency
Confidentiality
Moral integrity
Impartiality
Reliability
Mutual respect
Responsibility
Fairness
Loyalty

Values Charter

Customer satisfaction
Trust

Ethics

Integration
Professionalism
Commitment
Innovation

Managerial Model

Customer centred
Value creation

People development
Integration and synergy
Change management

Charter of Environmental Values

Saving

Recovery — Recycling
Sustainable innovation
Safety



Strategic approach

In order to respond to the difficult market environment, continue to improve the level satisfaction of our internal and external
stakeholders and help to boost the country’s rate of growth, over the period between 2011 and 2013 Poste Italiane will
continue to drive innovation and the development of high-value services.

The strategy for traditional services aims to respond to the market contraction caused by a combination of reduced
customer demand and the progressive digitalisation of communications, which has accelerated as a result of the economic
downturn, and an increase in competition.

This has led, for example, to the adoption of strategies designed to boost electronic communication services, by extending
the availability of traditional communication products to the new channels and developing new digital services, including
those that enable people to communicate securely thanks to certification technologies.

In line with the approach adopted in recent years, the Group continues to invest in ICT, permitting us to further develop a
modular, integrated ICT network capable of supporting a range of services and effectively meeting customer needs.

Work on the network will enable us to meet our strategic objectives, without having to compromise our ability to meet
efficiency targets and respond rapidly to change.

The challenges resulting from tougher competition and the need to rationalise have also led to a reorganisation, designed
to make the network model more efficient and capable of responding to the reduction in volumes and supporting the
development of new high-value services. Remodelling of the delivery network has enabled us to further optimise fleet
operating costs and cut our environmental impact, partly thanks to reduced fuel consumption. At the same time, extending
the working hours of postmen and women in major urban centres has improved access to innovative services.

In order to improve the quality of delivery services, over the coming years the Group will expand the use of palmtop
computers by postmen and women, thereby adding new functions that will enable us to fully meet the goal of computerising
the services provided and giving us a technology platform capable of supporting the development of additional services.

Another key element in the 2011-2013 Plan is linked to Poste Italiane’s commitment to developing technologically advanced
infrastructure and its role as a “Third-party guarantor” for secure communications and transactions. The creation of the
Global Cyber Security Centre Foundation forms part of the Company’s secure digital communications strategy.

Poste Italiane’s expertise in the field of cyber security is acknowledged throughout the world and we are the only non-US
company to be part of the New York Electronic Crime Task Force. In 2009 the Company established the Rome-based
European Electronic Crime Task Force with the US Secret Service and the Italian Ministry of the Interior. The European
Electronic Crime Task Force is now fully operational with regard to the continuous monitoring of the latest developments
relating to cyber crime, using a special platform capable of making unstructured information available in five different
languages (ltalian, English, Chinese, Hebrew and Russian), the transmission of data via a dedicated web portal and the
publication of a periodic cyber crime report and a bi-monthly newsletter covering the latest cyber threats.

Corporate identity



Between 2011 and 2013 the Company will continue to strengthen its role in partnering the Public Sector and businesses
in improving the efficiency of processes and document management.

Via the Sportello Amico network within post offices and the PosteGov online platform, Poste Italiane is able to offer citizens
multi-channel access to public services, helping to simplify and improve their availability. The Company has also developed
a new online platform for the Ministry for the Public Administration and Innovation, providing the public with a secure line
of communication to government entities, with the aim of offering a new channel for accessing public services normally
provided at government offices. In the future the aim is to continually and progressively extend Poste Italiane’s online
services for the Public Sector in order to provide a full range of value-added e-government services (e.g. electronic medical
records and the payment of school fees).

During the 2011-2013 period Poste Italiane will continue to focus on being a people-centred organisation, with the ongoing
aim of making attentive and optimal use of its workforce.

Over the three years covered by the Plan the Company will implement initiatives designed to simplify the organisation,
review the operating models for its more labour-intensive activities, such as delivery and financial back-office functions, and
create a Competence Centre, providing shared business support services. Time to market will be speeded up by delegating
more responsibility to local management, thereby improving and streamlining decision-making. Special training and career
development programmes and salary scales will be devised for high-potential staff.

To support business, organisational and process innovation and to ensure that the workforce and the Company have access
to the necessary skills, the Company aims to create training programmes capable of facilitating the development of roles
and skills and implementing professional retraining programmes in line with the Company’s strategic objectives.

Internal communication continues to play a key part in developing the corporate culture and in workforce engagement,
motivation and the internal climate. The various initiatives aim to keep staff informed about strategies, objectives and the
Company’s values and to promote interaction and dialogue with people, constantly monitoring the level of engagement and
measuring the degree of effectiveness and popularity of specific initiatives. In carrying out its functions, taking advantage
of innovative suggestions and facilitating the free exchange of information, internal communication makes use of new
technologies and new channels that enable it to reach out to the workforce in real time.

Our stakeholders

Stakeholder map and relations

Stakeholder relations are based on compliance with the codes adopted by the Company and are essential in managing
relations with the various categories of stakeholder, taking into account the different expectations, weighing them up and
integrating them within corporate strategies.

The mapping of stakeholders, and key issues on which Poste Italiane intends to promote their involvement, highlights all
the categories of people, authorities and institutions that play an active part in achieving the corporate mission, or who are
interested in or influenced by the activities carried out and the results aimed for.

This Social Report includes a description of actions and results regarding information sharing, dialogue and ongoing efforts
made during 2010, which are the foundation for continuing the process of improvement and growth that has been in
progress for several years.

Stakeholders have been classified within two broad categories: internal and external.
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Our stakeholders

Our people

Internal

Shareholders

Customers

Suppliers

Capital providers

Supervisory and
regulatory authorities

Representative
associations

External

Institutional partners

Information providers

Community

The environment

Corporate identity

Who they are

Staff and their representatives

Ministry of the Economy and Finance and Cassa
Depositi e Prestiti

All end users of the Group’s services and products
(people, companies, the Public Sector, other postal
systems)

Companies that supply raw materials, goods and
services, at national and international level

Banks and other parties that provide borrowed capital

Court of Auditors, Ministry of Communications,
Supervisory Authority and other institutional bodies
(Bank of Italy, Consob, Isvap, Covip, Data Protection
Authority, Antitrust Authority)

Consumers’ and savers’ associations, trade unions

Institutions, associations, national and international
working groups, including Confindustria, PostEurop,
Social Dialogue Committee, UPU, IPC

International and local newspapers

All ltalian and foreign nationals who may have
contacts with Poste Italiane and be influenced
by its activities, non-profit organisations (Italian
and international) and cultural and philanthropic
associations, local communities

External environmental context (ecological and
geographical), as well as future generations

Their expectations and needs

= Stability

= Fairness

= Mutual respect

= Valuing people

= Health and safety
= Equal opportunities
= Training

Work-life balance

Transparency
Fair business management
= Returns

= Fairness

= Quality

= Transparency

= Security

= Reliability

= Efficiency

= Risk management

= Communication and information
= Competitiveness

= Accessibility

= Continuity
= Fairness

= Qualification
= Equality

= Transparency
= Balance sheet strength

= Fairness

= Transparency
= Promptness
= Collaboration

= Security
= Collaboration

= Collaboration
= Partnership

= Transparency
= Collaboration

= Participation
= Support
= Collaboration
= Sharing

= Protection

= Development and innovation

= Renewable energy sources

= Caring for the environment

= Responsibility towards future
generations



Stakeholder engagement

Engagement and responsibilisation initiatives regarding social issues in their diverse and
nuanced forms (communication, surveys, dialogue and partnership) raise awareness of
stakeholders’ actual needs and expectations and enable the Company to improve the ef-
fectiveness of its activities and their socio-environmental impact.

Whilst specific details of stakeholder engagement actions and their outcomes will be given
in subsequent sections, the types of initiative that primarily concerned two of the three
categories of the Group’s strategic stakeholders during the year are dealt with here: our
people and our customers.

Regarding actions aimed at the workforce, the Climate Analysis 2010 was carried out during
the year. Two years on from the last survey, the process this time involved all the Company’s
employees. As we report in greater detail below, to maintain anonymity and thus arrive at a
true assessment of people’s satisfaction and motivation, the questionnaire was only made
available online, via the postal intranet, positions used for e-learning and the internet, with
a special website accessible from any position outside the Company.

The first phase of the “CantiereValori” project came to an end in 2010. This initiative has
defined new Group values and identified associated conduct via the structured engagement
of human resources, resulting in creation of the Group’s Values Charter. The second phase,
which aims to promote adoption of the values at all the various workplaces, also got
underway.

In keeping with previous years, we continued to consult our customers through customer
satisfaction surveys, which primarily focused on Contact Centre services and complaints
management.

We also proceeded to engage with consumer associations as part of the conciliation
procedures for postal, financial and insurance (Poste Vita) services and, in November,
signed a memorandum of understanding with the associations covering extension of the
conciliation procedure to include PosteMobile’s services.

The third edition of the project entitled “Dialogando con i consumatori — Un rapporto che
cresce” (“Talking to consumers — A growing relationship”) was also run. This initiative, which
was launched in 2010, involved the local branches of consumer associations (approximately
320 local representatives) in a series of meetings at national level. The aim was to arrive at
a joint assessment of postal services in each area and the related critical issues. Finally, the
Company worked in partnership with Federconsumatori (a consumer association) to produce
the “Guida ai Diritti dei consumatori” (a guide to consumers’ rights), a manual translated into
eight languages and aimed above all at immigrants.

Focus on our institutional partners

During 2010 Poste Italiane continued to work with various institutional partners, engaging in new relationships and
strengthening existing ones. We continued to take part in the activities of international bodies, including the Universal
Postal Union (UPU), the Association of European public postal operators (PostEurop), the IPC-International Post Corporation
(a cooperative association bringing together the world’s leading postal services providers), and other institutions operating

at European Union level, such as the Social Dialogue Committee (SDC).
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Cooperation with other postal operators

During 2010 Poste Italiane entered into important partnerships with a number of overseas postal service providers. The
agreements with Russian Post, Egypt Post, India Post and Posta Shqjiptare became operational during the year itself.

In Egypt and Russia the partnerships involve the modernisation and optimisation of postal logistics in the two countries,
which are still engaged in automating their delivery and express courier services. In Russia an agreement was also signed
that will see Poste ltaliane advise Russian Post on the modernisation of its post office network and development of a service
platform that will enable the Russian company to launch new financial products.

In Egypt, in addition to a team of young engineers from Poste Italiane who are working on a reorganisation of the delivery
network, a number of further projects of social interest are planned: new postal channels for international money transfers,
aimed at making it easier for emigrants to send money home (in line with the goal of reducing the cost of remittances
launched in 2009 at the G8 in L'Aquila), the issue of co-branded prepaid cards for migrants and the development of public
services to be offered by the local Ministry of Labour and Social Security.

In India cooperation, which began with the launch of prepaid cards, is being extended to include various aspects, such as
innovation and IT security and the launch of new financial and insurance services.

After a positive period of cooperation in Albania, which saw the launch of digital signature and secure electronic commu-
nication services, we are now looking at the possibility of the joint issue of prepaid cards and a partnership leading to the
launch of new financial services.

Finally, in September 2010, Poste Italiane joined with another 13 Mediterranean countries (France, Turkey, Morocco, Egypt,
Slovenia, Greece, Jordan, Lebanon, the Palestinian Authority, Syria, Cyprus, Malta, the Principality of Monaco) to found the
Euromed Postal Community. This body brings together, within the scope of the UPU, a number of the area’s leading postal
operators with the aim of establishing a multilateral partnership to develop innovative platforms and services and improve
and increase trade.

SDC (European Social Dialogue Committee for the Postal Sector)

We continued to work with the European Social Dialogue Committee in 2010. The Committee focuses on EU issues that
impact on the human resources of both the main stakeholders and the related European and international bodies.

As part of the work of the “Training and skills development” working group, set up to implement the Joint Declaration on
Training and Skills Development, the responses to a questionnaire on the most important skills and areas of expertise in the
postal sector were analysed and, at the end of the process, a list of key operating processes and skills was drawn up. This
process, in which Poste Italiane was fully involved as leader of the working group, will provide the basis for the activities
planned for 2011.

In 2010 we also continued to contribute to the “Corporate Social Responsibility” working group, which has planned a series
of activities for 2011.

Finally, the Company played a role in preparing and presenting a plan for implementation of the Joint Declaration on the
Evolution of the Postal Sector. This Declaration aims to involve social partners in monitoring development of the sector
following full deregulation of the European postal market. The European Commission has expressed its support for the
project, for which it has also provided financing. In March 2011 Poste Italiane will thus take part in one of three workshops
forming part of the project and will have the chance to discuss the issues covered by the project with other leading
stakeholders.

UPU (Universal Postal Union)

Within the scope of the UPU, the UN agency that focuses on the postal sector, the “Sustainable Development” working
group continued with its work on the GHG Global Overview and Mitigation project. This project aims to raise members’




awareness of their impact on the environment, provide a guide to calculating greenhouse-gas emissions and create a
regional emissions map showing the levels of impact.

Data for European operators, who are already taking part in the GHG Reduction Programme launched by PostEurop (the
Association of European public postal operators), and therefore also Poste Italiane, were provided directly to the UPU by this
body. Data is being collected using a simplified questionnaire again based on the GreenHouse Gas Inventory Standard for
the postal sector, agreed upon in 2009 by the UPU, PostEurop and the IPC.

The UPU held its Strategy Conference at the United Nations office in Nairobi (Kenya) in September. The event was attended
by 500 delegates from over 110 countries. Poste Italiane was represented by our CEO, Massimo Sarmi who, during his
speech, presented Poste Italiane’s business model as an example of how to respond to the changes taking place in the
world of communications and as a result of the current economic situation. This involves diversifying and innovating the
offering, strengthening IT and logistics infrastructure, integrating services, technology platforms and access channels and
developing international cooperation and partnerships. Delegates were particularly interested to know more about diversifi-
cation of the offering, given that the UPU considers the Company’s experience in this area to be the basis for a successful
model for transforming current changes in society and in the market into opportunities. Finally, the meeting discussed the
“.POST” project, promoted by the UPU and led by Poste Italiane. The main aim of this initiative is to create a web domain for
postal service providers, where it is possible to exchange information and conduct transactions in total security.

PostEurop (the Association of European public postal operators)

With regard to PostEurop, the activities of the Environment working group continued during the year. This group was set
up to promote environmental policies among member postal operators and, above all, to conduct the Greenhouse Gas
Reduction Programme, which was launched in 2007 with the overall goal of achieving a 10% reduction in operators’
emissions by 2012 (taking 2007 as the starting point).

In addition to Poste Italiane, postal operators from 15 countries (Austria, Belgium, Denmark, Finland, France, Germany,
Great Britain, Greece, Malta, Norway, the Netherlands, Portugal, Sweden, Switzerland and Hungary) are taking part in the
Programme, alongside 9 operators participating as observers. The objective is to each year gather data on CO, emissions
from transport and buildings, calculated using a standard method and a shared inventory standard (the GHG Inventory
Standard for the postal sector), and provide PostEurop members with information that will enable them to assess their
environmental impact and identify areas for improvement.

The Environment working group also represents a forum for exchanging best practices and promoting environmental
protection projects. The group is assisted by external consultants, Ernst&Young, in analysing the data and carrying out a
global assessment of the results.

In this regard, during 2010 the Company calculated its CO, emissions for 2009 and reported them to PostEurop, helped
to come up with improvements to the standard method and underwent an external audit, conducted by Ernst&Young, of its
internal procedures for gathering data and applying the standard.

As a whole, CO, emissions reported by the 16 members taking part in the programme for 2009 amount to 4.27 million
tonnes. This compares with the 4.55 million tonnes of CO, recorded in 2007, representing a reduction of 6.1%, which rises
to approximately 10.4% after isometric adjustments are applied to arrive at a like-for-like inventory standard.

Poste Italiane also hosted an Environment working group in Rome on 17 and 18 May, during which, in addition to discussion of
primarily technical matters regarding the running of the programme, a number of issues relating to environmental sustainability
were debated. The Company also used the event to present a number of “green” projects that are still at the planning stage.

IPC (International Post Corporation)

The International Post Corporation is a cooperative association specialised in developing projects focusing on the operational
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and commercial aspects of postal service provision. In recent years, in the wake of trends within the United Nations
Organisation and the European Union, the organisation has become interested in environmental sustainability issues.

Back in 2009 the IPC launched an Environmental Monitoring and Measurement System (EMMS), with the aim of creating a
platform for monitoring and reducing greenhouse-gas emissions as part of a growing commitment to corporate responsibil-
ity. 22 of the cooperative’s 24 members have signed up to the initiative, including Poste Italiane from 2010.

Starting from the GHG Protocol drawn up by PostEurop, the IPC’s EMMS programme not only involves the measurement of
emissions, but also the assignment of qualitative scores to each participant, rating their emissions reduction capabilities
and efficiency in managing activities designed to contain their environmental impact.

At the end of the first year of participation in the monitoring, Poste Italiane achieved a score that gives it a middle-to-high
ranking in terms of its environmental sustainability performance. This also reflects other factors in addition to the quantitative
assessment of emissions, given that the IPC’'s EMMS programme also provides for qualitative measurements that take account
of actions, conduct, policies and initiatives designed to reward the responsible use of energy resources and their careful
consumption and to avoid waste, not only at the workplace but also in workers’ private lives.

Stakeholder communication

Communication and dialogue, aimed at both people operating within the Group and at the host of external stakeholders
potentially interested in issues regarding the reporting and dissemination of information about the Group, are the means by
which Poste Italiane aims to implement its stakeholder engagement policies.

Communication with our people

PosteperNoi

A number of communication campaigns were run in 2010, including one regarding the Environment, which aimed to
develop awareness of the related issues among the workforce and encourage people to help the Company save energy.

The use of video has continued to enable senior managers to rapidly and periodically send messages to management via
the Company’s intranet, thereby meeting efficiency targets.

The intranet site, PosteperNoi, also includes an Equal Opportunities section, which allows staff to be constantly updated on
the current activities of the Equal Opportunities Committee, and includes detailed information on the structure of regional
committees, relevant legislation and the Committee’s planned activities. It also provides an updated press review of the
main articles regarding Equal Opportunities.

Il Gabbiano

“|l Gabbiano” is a communication channel aimed at all members of staff and also Ipost pensioners. It is distributed in paper
format and posted on the Company’s website.

Workforce consultation

CantiereValori project
The first phase of the “CantiereValori” project, launched in 2007,

came to a close in 2010. The project, which was set up in the belief | (g rta deiva Iori e
that values must be understood and shared in order to generate T P s e e
behaviours and concrete actions on the part of the people who Hyal 5 e

operate within the Company, has led to the production of the Poste ' ' '
Italiane Group’s Values Charter. The document expresses the ideals




on which everyone who works for the Group is expected to base their conduct. A total of 7 values have been identified:
Customer satisfaction, Trust, Ethics, Integration, Professionalism, Commitment, Innovation. This major achievement was
made possible thanks to the involvement of over 3 thousand people, including counter staff, post office managers, postmen
and women, call centre operators, sorting staff and head office personnel who, during 32 workshops, formed 14 validation
groups that condensed and standardised the behaviours proposed by the workshops.

The project also included 23 seminars involving approximately 300 “expert facilitators”® and a campaign designed to find new
voluntary “facilitators”. Their role will be to promote professional conduct within the Company in line with the Values Charter.
The second phase of the project, which aims to promote adoption of the values at all the various workplaces, also got underway.
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Communication and consultation with customers, end users and the public

The main communication tools Poste Italiane uses to contact its users, the general public and communities in general,
primarily consist of the Group’s website and the large number of Contact Centres providing advice and information on the
Group initiatives.

Online transactions and communication

The www.poste.it website offers a point of direct contact with customers, enabling visitors to obtain commercial and
financial information relating to the Group, receive help to access all the products and services offered, file complaints or
make suggestions, and use all the Group’s online services.

The site’s success (almost 6 million registered customers at the end of 2010, compared with 4.8 million at the end of 2009)
as a point of access for online services is ensured by the integrated and secure electronic payment platform that can be
used for the entire range of web-based products and services. Our IT network continues to enable Poste Italiane to provide
access to central and local government online services, via provision of integrated value-added services (communication
services, mail management, e-government services, tax collection) supplied via a dedicated gateway on the internet portal.

Contact Centres

The “Poste Risponde” Contact Centre plays a key role in customer relationship management and in supporting Business
functions and Group companies. It enhances and/or is integrated with the Company’s other channels in the management
of information, promotional and commercial activities, and in the provision of after-sales services. The channel proposes
integrated and innovative solutions to the captive (85%) and external (15%) markets, and managed around 23 million
contacts in 2010.

In addition to customer relationship management regarding financial, postal and internet matters, the main services provided
in support of internal Group activities regard: assisting the post office network with enquiries regarding regulations and
operational support; after-sales services and assistance to post offices regarding Poste Vita and Poste Assicura products;
customer care regarding PosteShop products; and assistance to the sales network regarding PosteMobile products.

3 Expert facilitators are employees chosen on the basis of their particular personal and professional attitudes and who, after a specific training course,
provided coordination and support within the working groups.
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The Company’s Contact Centre also supported the Ministry for Economic Development during the year in its campaign
to stimulate consumption. Poste Italiane made its technology infrastructure and a special phone number available to
consumers and businesses to provide information on how to gain access to the incentives. The Company was assigned
responsibility for managing the entire process involved in paying the related grants.

803.160: assistance for members of the public

This service regards all Group products and services and is managed with reference to the “Quality System”, which requires
analysis of customer satisfaction via ongoing surveys of service quality. It breaks down into two levels: the first level
processes high volumes of traffic, providing assistance to external customers (non-specialist information on products and
services; the collection, processing and registration of complaints and claims); second levels come into play for specific
requests that require a high degree of specialisation in the product or service, and for dealing with claims. The service is
available from 8am to 8pm, Monday to Saturday. More than 6 million contacts were handled in 2010.

186: telegram service
This service entails dictation of telegrams by phone for delivery worldwide within 24 hours. This nationwide service is

available every day from 7am to 11pm, including national holidays. The 186 service dealt with approximately 6 million
contacts in 2010.

800.022.000 — 840.011.000: “All Digital” Contact Centre

As part of the Ministry of Communications’ initiative to provide a State subsidy to purchasers of decoders for receiving
digital terrestrial signals, Poste Italiane gives information to customers intending to buy a digital decoder and specialised
assistance to decoder retailers. The 800.022.000 phone line provided information on the initiative in general, on how the
subsidies are disbursed, on accredited retailers and the location of the relevant outlets, and on coverage of the digital
signal and any plans to extend coverage, whilst also providing assistance on how to use the decoder. The 840.011.000
phone line, which is for retailers only, primarily offers information and assistance for retailers on how to take part in the
initiative, assistance on how to use the application available, help in checking the documentation relating to the subsidy and
assistance regarding issues relating to payment of the subsidies. 550 thousand contacts were dealt with in 2010.

Municipal Call Centre lines 055.055 and 800.055.055

The Municipality of Florence continues to provide the public and businesses with general and specialist information on
services via a Contact Centre managed by Poste Italiane. In order to provide a more efficient service, calls are also broken
down into two levels (initial reception and detailed response). Around 300 thousand calls were dealt with in 2010.

800.666.888 Carta Acquisti (Social Card) Call Centre for the Ministry of Economy and Finance

This service, which was activated on 1 December 2008 and ran until June 2010, broke down into two levels: the first
reception level is designed to provide general information regarding the requirements and means of accessing the special
fund aimed at meeting the food, energy and healthcare needs of the less well-off; the second level gives specialist
assistance regarding use of the Card for buying food items and paying utility bills at the State’s expense. Over 5 million
calls were dealt with in the first half of 2010, with 250 thousand transferred to an operator.

800.123.450 and 800.556.670 Development Incentives Call Centre for the Ministry for Economic Development

This service, aimed at consumers and retailers, was provided from April to December 2010, giving information about incentives
designed to boost consumption. The Call Centre also assisted retailers in applying for and collecting the related grants. The
service, which was available from Monday to Saturday, handled approximately 500 thousand calls.

Corporate identity
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. Operating efficiency
to boost competitiveness

Constant INNOVAtion to create new products and services

Responsible management to achieve economically, socially
and environmentally sustainable development
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Governance model

. _ _ . Poste Italiane in figures
In compliance with the Decree issued by the Ministry of the

Economy and Finance on 30 November 2010, published in The Board of Directors has

the Official Gazette of 16 December 2010, on 21 December 5 members
2010 Cassa Depositi e Prestiti transferred its investment 11 Board of Directors’ meetings
in Poste ltaliane SpA to the Ministry of the Economy and were held in 2010
Finance. As a result, Poste Italiane SpA is a wholly owned ,

. - The Board of Statutory Auditors has
subsidiary of the Ministry. 3 standing members
The governance model adopted by Poste Italiane SpA is 22 Board of Statutory Auditors’
based on the traditional separation of the functions of the meetings were held in 2010

Board of Directors and those of the Board of Statutory
Auditors. Responsibility for accounting controls has been
assigned to an auditing firm.

With the introduction of Legislative Decree 39 of 27 January 2010 ("Implementation of Directive 2006/43/EC on statutory
audits of annual accounts and consolidated accounts”), the new legislation governing audits has come into effect. Under the
new legislation, Poste Italiane is classified as a Public Interest Entity. As a result, it was transferred from the audit regime
established by art. 2409-ter of the Italian Civil Code to a new regime that requires, among other things, that independent
auditors should be appointed for a nine-year term and that their appointment should be subject to approval by the General
Meeting at the “recommendation” of the Board of Statutory Auditors.

The Group has equipped itself with a system of behavioural and technical rules capable of guaranteeing the standard
application of Corporate governance regulations. This is ensured via coordination of decision-making processes regarding
aspects, issues and activities of strategic interest and/or importance, or whose impact may involve significant financial risks
for the Group. The rules are based on the Group’s Interrelations Map.

The system for delegating powers entails the assignment of authority to the various departmental heads in relation to the
activities carried out. This involves the delegation of responsibility to specific persons.
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Governance structure

Chairman Giovanni lalongo
Deputy Chairman Nunzio Guglielmino
Chief Executive Officer and General Manager Massimo Sarmi

Directors Roberto Colombo
Mauro Michielon

Election

The Board of Directors, which is elected by the General Meeting of shareholders, has a term of office of no
more than three years.

In accordance with the relevant regulations and the Articles of Association, members of the Board of Directors
must meet certain requirements regarding integrity, professionalism and independence, which are held to be
necessary if they are to carry out their functions correctly. The Board of Directors in office throughout 2010 was
elected by the General Meeting of 29 May 2008.

The General Meeting held on 21 April 2011 elected the new Board of Directors, whose members are currently
as follows:

Chairman: Giovanni lalongo
Chief Executive Officer and General Manager: Massimo Sarmi
Directors: Maria Claudia loannucci; Antonio Mondardo; Alessandro Rivera

Functions

The Board meets once a month to examine and vote on resolutions regarding the operating performance, the
results of operations, proposals relating to the organisational structure and transactions of strategic importance.
The Board has established a Remuneration Committee, which is responsible for making proposals to the Board
regarding the remuneration of executive directors.

Meetings in 2010

The Board of Directors met 11 times.
Members of the Board of Directors

The Board of Directors consists of 5 members.
Powers reserved to the Board of Directors

= the issue of bonds and the assumption of medium/long-term borrowings of amounts in excess of 25,000,000
euros, unless otherwise indicated in specific resolutions passed by the General Meeting or the Board of
Directors itself;

strategic agreements;

agreements (with ministries, local authorities, etc.) involving commitments in excess of 50,000,000 euros;

the incorporation of new companies, and the acquisition and disposal of equity holdings;

changes to the Company’s organisational model;

the purchase, exchange and disposal of properties with a value of more than 5,000,000 euros;

the approval of regulations governing supplies, tenders, services and sales;
(continued)
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= the appointment and termination of the Manager responsible for financial reporting, as proposed by the CEO
and with the prior approval of the Board of Statutory Auditors.

The Board of Directors also examines and approves the long-term business plans and annual budgets prepared
by the CEO, approving strategic guidelines and directives for Group companies proposed by the CEO. The Board
must approve the CEO’s proposals regarding the exercise of the Group’s vote at the extraordinary general
meetings of subsidiaries and other investee companies.

The Chairman

The Chairman exercises the powers assigned by the Articles of Association and those assigned to him by the
Board of Directors’ meeting of 2 November 2009. In compliance with the provisions of the 2008 Budget Law
and subsequent amendments and additions, the Board of Directors has been given the authority by the General
Meeting of shareholders to grant the Chairman executive powers in respect of the following matters: commu-
nication and Government relations, international relations and legal affairs.

The Deputy Chairman
The Deputy Chairman acts for the Chairman in the event of his temporary absence or impediment.
Chief Executive Officer and General Manager

The Chief Executive Officer and General Manager (the CEQ), to whom all key departments report, has full
powers for the administration of the Company across the organisational structure, with the exception of powers
reserved to the Board of Directors.
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The organisation

Poste Italiane SpA’s organisation breaks down into the following business and corporate functions:

Business functions Corporate functions
= Postal Services = Purchasing
= Philately = Public Affairs
= BancoPosta = Legal Affairs
= Private Customer = Corporate Affairs
= Large Account and Public Sector = Accountancy and Control
= Marketing Logistics and Digital Services = External Relations
= Internal Auditing
= Finance
= Real Estate
= Internet

= Strategic Planning

= Human Resources and Organisation
= Chief Information Office

= Security & Safety

BancoPosta, Marketing Logistics and Digital Services and Philately are responsible for developing the related products and
services and managing a part of the operations involved in their supply.

Marketing Logistics and Digital Services is also responsible for the provision of innovative and integrated mail services, and
for international mail and parcels operations.

Postal Services is responsible for planning and managing the logistics process in Italy (mail, express delivery and parcels).

The Private Customer and Large Account and Public Sector functions are the commercial channels responsible for
developing and managing frontline commercial activities for all customer segments. The Private Customer function is also
responsible for the activities of the Contact Centre (Customer Services).

Corporate functions are central departments that manage, control and provide business support services.

The Company’s organisational model was modified during 2010, with the aim of improving operating efficiency to boost
competitiveness and drive the process of developing innovative products and services.

The following principal developments took place:

= the restructuring of postal operations, reflecting the need to align the operating model with changes in the market
environment, resulting from imminent deregulation of the postal market, and the need to take advantage of new reve-
nue-generating opportunities in the international market.

This primarily involved the separation of operating and delivery activities (transport, sorting and delivery), which remain
under the responsibility of Postal Services, from marketing and postal product and service development, at both national
and international level, which are now handled by the newly created Marketing Logistics and Digital Services function.
The establishment of separate departments focusing on specific areas of the business aims to:

a) drive the process of developing innovative and new products and services (digital communication, for example), and
exploit the potential for integrating traditional products and services with new areas of business by focusing and
specialising expertise;

b) develop opportunities in international markets by adopting solutions enabling the Company to reduce the time to
market, partly to respond adequately to growing competition in the Italian market;
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c) improve operating efficiency to boost competitiveness, by rationalising logistics assets, reducing operating costs and
overheads and improving the quality of services. This aspect is even more important in relation to the recent union
agreements, which are currently being implemented and which have redesigned the entire logistics chain (transport,
sorting and delivery), with the aim of driving efficiency and supporting business development.

In addition, with a view to achieving synergies in the design and development of an integrated offering that covers the
full range of logistics services, the Marketing Logistics and Digital Services function has also been handed responsibility
for marketing Express Delivery and Parcels products;

= elimination of the Express Delivery and Parcels function, whose responsibilities have been transferred to Postal Services
and, as noted above, Marketing Logistics and Digital Services in order to benefit from the end-to-end management of
operating and logistics processes and create synergies between Poste Italiane’s mail and parcels offerings;

= the restructuring of all Postal Services operations (premises, logistics and delivery), embarked on following the trade
union agreement of 27 July 2010, aimed at making mail services more efficient and effective as full deregulation of
the sector approaches. The most important aspects of the agreement, which will be described in the section on Human
Resources, regard the provision of delivery services five days a week and a network structured around three synergic
components;

= the integration of back-office and front-end (Contact Centre) support activities, by placing the Centralised Services Team,
previously operating within Private Customer Area Offices, under the direct control of Customer Services for the Private
Customer function;

= completion of the sales and customer service model for the Large Account and Public Sector function, involving the
adoption of an approach based on a customer/product matrix and the strengthening, at local level, of pre- and after-sales
operations and commercial planning.

Further initiatives involved:

= rationalisation of the central organisational structures of the External Relations, Internal Auditing, Legal Affairs, Security
& Safety and Real Estate functions;

= development of the Internet Project with the creation of an organisational unit to take ongoing charge of activities
relating to the Company’s website, with the aim of coordinating the many initiatives and/or actions, and drawing up the
development strategy for the channel and implementing internal communication initiatives;

= modification of the organisational model for BancoPosta’s marketing activities, via the redesign of the functions
responsible for the various customer segments (Private and Business, Corporate and Public Sector). This initiative
primarily aims to exploit potential in the small and medium enterprise (SME) market and take advantage of direct contact
with sales channels resulting from the review of the commercial model.

The joint working group set up in 2009 by the Bank of Italy, the shareholder, the Ministry of the Economy and Finance, and
Poste Italiane SpA to examine the best means for ring-fencing capital for BancoPosta, in order to apply prudential supervision
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requirements and protect BancoPosta’s creditors, completed its task in 2010. In this connection, the conversion of the Law
Decree of 29 December 2010 — the so-called “Milleproroghe” (“Thousand Extensions”) Decree — into law requires Poste
Italiane, by shareholder resolution to be approved by 30 June 2011, on the recommendation of the Board of Directors,
to ring fence capital to be used exclusively in relation to BancoPosta’s operations, as governed by Presidential Decree
144/2001. The capital was to amount to more than 10% of the Company’s Equity. The General Meeting of shareholders held
on 14 April 2011 thus resolved to form ring-fenced capital to be used exclusively in relation to BancoPosta’s operations. The
General Meeting also approved the rules governing the organisation, management and control of BancoPosta’s ring-fenced
capital, which was formed on 2 May 2011.

The logistics process for Postal Services

Postal Services is responsible for planning and managing the integrated logistics chain (mail and parcels), overseeing the
entire process of collecting, transporting, sorting and delivering postal products.

The logistics network is organised on two levels, the first of which deals with coordination and is represented by Area
Logistics Offices responsible for one or more regions, whilst the second is operational and includes sorting centres
(mechanical and manual) and Distribution Centres for delivery.

Following the union agreement of 27 July 2010, the Company has embarked on a restructuring of logistics and operations,
based on provision of the postal service five days a week.

The restructuring aims to:
= support development of new product and service offerings in line with the diversification of demand;

= guarantee, in the country’s major cities®, deliveries throughout the working day (from 8am to 8pm from Monday to Friday)
and offer the delivery of certain types of mail on Saturday morning;

= implement the necessary efficiency improvements to achieve an adequately sized workforce.

In this context, revisiting the supply chain will result in a different distribution of the qualitative and quantitative mix of
facilities around the country, in terms of both sorting centres (mechanised or manual) and delivery offices (Distribution
Centres).

With regard to the configuration of the logistics network®, the project envisages substantial reconfirmation of the existing
21 Sorting Centres, which process domestic mail, and of 15 Priority Centres, whilst the remaining 20 Priority Centres and
all 42 Delivery Logistics Centres are to be closed.

The sorting operations carried out by the centres to be closed are to be transferred to Sorting Centres, with the remaining
mail collection, local notification and transport services to be handed over to the nearest Distribution Centres, which will
be renamed Master Distribution Centres.

The Coding Service Centres currently located within the Delivery Logistics Centres and Priority Centres to be closed will be
transferred to the Operations departments of the nearest Area Logistics Offices. The Coding Service Centres located at the
renamed Master Distribution Centres will remain where they are.

“In provincial capitals and municipalities with more than 30,000 inhabitants.
® The facilities in operation on the date the agreement was signed (27 July 2010) break down as follows: Sorting Centres, which use highly automated
equipment to sort bulk, business, priority and registered mail; Priority Centres, where mail classified within the J+1 service standard originating out of
area is sorted manually before delivery within the local area (cities and provinces in which Priority Centres are located); Delivery Logistics Centres, logistics
hubs for mail collection, notification services in the local area and transport.
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A total of 6 Priority Centres and 28 Delivery Logistics Centres were closed in 2010, whilst the same number of Master
Distribution Centres were established.

Poste Italiane SpA’s logistics

31 December 2009 31 December 2010
Number Workforce Number Workforce
Area Logistics Offices ® 11 1,686 9 1,908
Sorting Centres 22 11,479 21 10,931
Priority Centres 35 2,943 29 2,457
Delivery Logistics Centres 42 1,611 14 605
Delivery Offices ** 3,870 50,027 3,457 48,929

All workforce data is shown in full-time equivalent terms.

® From the end of 2010 the figure for the workforce also includes Coding Service Centres, which at 31 December 2010 reported to the Operations
departments of Area Logistics Offices, following the closure of the Priority Centres and Delivery Logistics Centres to which they previously referred.
The geographical distribution at 31 December 2010 is as follows: Piedmont, Valle d’Aosta and Liguria; Lombardy; Veneto, Trentino Alto Adige and Friuli
Venezia Giulia; Emilia Romagna and Marche; Tuscany and Umbria; Lazio, Abruzzo, Molise and Sardinia; Campania and Calabria; Puglia and Basilicata; Sicily.

##) Delivery staff include 41,429 postmen and women and delivery supervisors (42,855 at 31 December 2009).

As regards delivery, beyond the conversion of 70 Distribution Centres into Master Distribution Centres, with the aim of
handling not only mail delivery, but also transport, collection and notification services in the local area, the existing structure
of Distribution Centres is to remain substantially the same.

After a three-week trial period from the end of September, involving 10 Distribution Centres, from 2 November 2010 the
reorganisation of Delivery Centres got underway, in accordance with the plan that provides for fifteen-day windows for
implementation through to completion.

At 31 December 2010, 386 Distribution Centres, out of the 917 planned, had started operating according to the guidelines
in the new operating model.

Rollout of the Electronic Postman project continues. At 31 December 2010 a further 350 provincial Distribution Centres
had been computerised, involving approximately 6,500 postmen and women. By the end of 2010 a total of 591 Distribution
Centres had been equipped, covering approximately 18,500 postmen and women.

Further progress was made in transferring the process of delivering “undelivered” mail (not delivered during normal delivery
rounds, due to temporary unavailability of the addressee) from post offices to Distribution Centres. The project affected a further
81 Distribution Centres during the year (95 Centres had completed the transfer at 31 December 2009), making a total of 176.
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Finally, the International Sorting Centre in Milan has been closed, resulting in the transfer of the handling of inbound and
outbound international mail to the Sorting Centre at Milano Peschiera Borromeo. In addition, the number of Area Logistics
Offices has been reduced from 11 to 9, following closure of the offices in Sardinia and Calabria and the transfer of the
related activities and responsibilities to the Central and Southern Area Logistics Offices.

Distribution of Area Logistics Offices

Distribution of Postal Network Centres

SC PC  DLC

Piedmont — V. Aosta — Liguria 3 3 -

‘ Lombardy 3 1 2
Triveneto 3 5 1

‘ Emilia Romagna — Marche 2 2 5
Tuscany — Umbria 2 4 3

Lazio ™ — Abruzzo — Molise — Sardinia 3 7 -

Campania — Calabria 2 3 2

Puglia — Basilicata 1 2 1

Sicily 2 2 -

Total 21 29 14

® The Priority Centres include the Romanina and Portonaccio printing
centres in Rome (logistical support centres hosting the remaining
manual processes).

Responsible management

During 2010 Poste Italiane continued to strengthen its commitment to the issue of Social Responsibility, intensifying and
extending its sustainable development policies with regard to stakeholders.

In line with the results of the Corporate Responsibility Risk Assessment carried out in 2008, based partly on a comparison
with the practices adopted by other postal and financial services providers, further integration, ongoing improvement and
the achievement of excellence have become key elements of the Company’s strategies.

In particular, we have sought to combine the growth of our businesses, in increasingly competitive markets, with an
approach based on economically, socially and environmentally sustainable development.

2010 saw the Group expand its international presence, above all in a large number of Mediterranean and eastern European
countries. This growing focus on overseas markets has enabled us to strengthen relations with international bodies, with
whom we have begun to exchange information and best practices, in line with the Company’s goal of achieving continuous
progress in relation to issues regarding sustainability.

The strategy adopted and our continued efforts as an organisation have allowed us to launch several cross-functional
projects, which, in addition to meeting the objectives set, have enabled us to better integrate the actions taken. Particular
attention was given to the issue of environmental protection and the impact that the Company’s activities have on local areas.

With the aim of proceeding to integrate Social Responsibility into the Company’s strategies, we have embarked on a specific
planning phase, which will lead to greater coordination of and increased synergies among the various activities and in the
creation of a structured monitoring and reporting system and balanced scorecards.
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Communication will also be boosted by making more effective use of the tools and channels available for communicating
with the various stakeholders, in order to spread awareness of the Company’s sustainability initiatives.

With regard to environmental sustainability and above all efforts to engage and educate the workforce, we have run
awareness campaigns and meetings on energy saving. Poste Italiane’s participation in events organised by national and
international bodies, such as “M’illumino di meno” (“I will use less light”) and “Earth Hour”, is along these lines, as is
the production and dissemination of the Charter of Environmental Values. The Company has also launched a structured
environmental protection plan, the Consumption Reduction Plan, which, based on three lines of action — energy saving,
separate refuse collection and paper — aims to reduce the impact of the Company’s activities on local areas and facilitate
the integrated management of operations.

We have continued with our commitment and dialogue with the non-profit sector, including an increase in partnerships
with new charities, such as Save the Children and Ai.Bi. — Amici dei bambini, and development of a structured system for
managing relations with internal and external counterparties.

In terms of social policies, we have expanded the internal Welfare Plan, both with regard to work-life balance initiatives and
by increasing and diversifying the range of products and services on offer to employees and their families, partly with a view
to boosting spending power and helping people in difficulty.

The subsidiary, Postel, which from September 2008 adopted a Social Responsibility Management System certified to the
SA8000 Standard, is engaged in guaranteeing the continuity and support required:

= to comply and maintain compliance with the requirements established by the Standard;

= to comply with all the regulations governing matters covered by the Standard, above all with regard to ILO (International
Labour Organisation) documentation;

= to ensure the periodic auditing of operations and ongoing improvements in the ethical performance of the Company and
its suppliers;

= to implement any corrective actions deemed necessary, including changes to policies and procedures.
The Company is also aware that:

= the workforce has a central role to play in a modern, innovative business, making it necessary to safeguard workers’
rights in order to develop their full potential;

= suppliers are partners not only in the provision of products and services, but also in developing socially responsible
ethical behaviours;

= customers are key to a company’s success and their satisfaction has a crucial role to play, also in relation to the
principles of Social Responsibility.

The Company’s commitments and/or goals in relation to monitoring and improving its Social Responsibility Management
System are:

= to ensure understanding and implementation of the Standard’s requirements, via appropriate staff information, training
and awareness-raising initiatives. To periodically check and monitor the effectiveness of the System through annual
reviews and internal audits;

= to improve the working conditions of its employees through organisational requirements, clearly and comprehensibly
defining and communicating rules, roles, responsibilities and accountabilities, with a view to optimising the assignment
of duties and bringing about a reduction in disciplinary actions;

= to monitor and assess suppliers in relation to SA8000, looking for evidence of compliance and a willingness to adopt the
principles set out in the Standard, in such a way that its suppliers play an active role in raising awareness throughout
the Company’s supply chain;

= to introduce systems for stakeholder communication and dialogue in order to publicise its ethical principles and the
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commitments assumed and results achieved both inside and outside the Company, thereby ensuring checks on the
compliance of the System implemented with the Standard’s requirements;

= to create the right conditions for all stakeholders to take part in and contribute to improving the System’s “ethical”
performance, providing appropriate opportunities for feedback regarding ethical issues and the best possible interpre-
tation and application of the principles set out in the SA8000 Standard.

B Posteital

Quality policies

The quality system

Poste Italiane ascribes great importance to the quality of its services and customer protection, focusing closely on both the
quality provided and customers’ perceptions. In this sense, the main initiatives regard:

= the quality of service provided, which must be in line with, if not exceed, the obligations established by the postal and
financial services regulators;

= customer satisfaction through actions aimed at improving perceived quality;

= the management of customer-facing business processes.

Our commitment has led us to focus on:

= regulatory quality by auditing and certifying the performance of regulated services;

= perceived quality through activation of a system designed to assess customer requirements via customer satisfaction
surveys, the analysis of complaints, relations with consumer associations and operational feedback;

= the management of processes that have a substantial impact on provided and perceived quality via a specific system
of quality indicators and action plans that raise quality and customer satisfaction levels based on the findings registered
by quality indicator analysis and reporting systems.

As described below, 2009 saw the Group implement structured initiatives regarding the management of customer care and
complaints, quality certification and customer satisfaction surveys.

The rationale for certification
Poste Italiane launched a plan to certify all types of operating unit throughout Italy some years ago.

The plan provides for the extension of specific policies and guidelines throughout the Company, in order to ensure the
adoption of behaviours allowing us to achieve excellence in the management systems used by the various areas of business,
in compliance with national and international standards.

The aim of the certification drive is to improve our ability to guide and manage all the activities that influence quality of
service, at the same time making our operating, commercial and management processes more transparent and stronger.
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Front-end services

During 2010 the extension of quality systems for front-end services primarily regarded customer service areas in post
offices, home mail delivery and Contact Centre services.

In terms of customer services, 33 post offices received certification of compliance with
the Quality Management System established according to the ISO 9001 standard and for
the “Quality of Customer Service” provided in accordance with specific customer relations
standards.

All 12 Contact Centres throughout Italy have had their ISO 9001 certification renewed
regarding their capacity to plan, develop and provide CRM (Customer Relationship
Management) services.

ISO 9001 certification of the quality management system for home mail delivery was
renewed in 2010 for all 9 Area Logistics Offices, which coordinate delivery operations,
thus confirming certification of the entire process and throughout the country, rather
than of individual operating units. In addition to the 9 Area Logistics Offices, a further 35
Distribution Centres were also involved in the I1SO 9001 certification process, making a
total of 102.

In addition, in 2010 the certification body again prepared a governance report assessing
the development of the processes that make up the delivery quality management system,
based on audits carried out at head office and at Area Logistics Offices. This report, which
was drawn up following analysis of the results contained in the audit reports for each Area
Logistics Office, aims to assess the strengths and weaknesses of the quality management
system in terms of the centralised implementation of standardised procedures and
methods.

This approach has driven improvements in service quality via the adoption of a single quality
management system, linking core activities with those that support the delivery service.

Back-office services for BancoPosta products
ISO 9001 certification of the following was renewed in 2010:

= Conto BancoPosta: 1ISO 9001 certification of the 5 Centralised Service Teams responsible
for opening and closing BancoPosta accounts and the related services, including
mortgages, personal loans and the issue of debit and credit cards;

= payment of bills: ISO 9001 certification of the 4 Unified Service Automation Centres that
guarantee the consistent and standardised processing of bills paid into postal current
accounts;

= postal cheques: ISO 9001 certification of the 2 Centres in Rome and Milan that handle
cheques drawn on post office and bank current accounts.

Postal Service operating units

As regards operating units, 4 new Sorting Centres (Venice, Brescia, Padua and Pisa) were awarded 1SO 9001 certification
in 2010, whilst ISO 9001 certification of the Quality Management System at a further 13 Centres and the International
Sorting Centre in Milan, whose activities were transferred to the Sorting Centre at Milano Peschiera Borromeo in 2010, was
confirmed. For all the Centres certification attests to the compliance of all product lines with the international standard:
insured and registered mail, unrecorded mail (bulk, priority and business) and international mail.
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Service centres

In terms of Public Sector services, ISO 9001 certification was again extended to all 9 local Integrated Mail Service centres
in 2010. In addition, a further two centres, involving approximately 40 staff, were included during the year so as to extend
ISO 9001 certification to Digital Services by 2011.

Certification covers the following services:

= the Digital Mail Room: the service that collects and handles mail flows and delivers mail to the final customer in
electronic format;

the Integrated Notification Service;

= the Regularisation of Immigrant Workers: the service that manages the processes involved in issuing and renewing work
residence permits;

= Unep: the service that provides reports on notices of receipt for legal process.

Environment

ISO 14001 certification of environmental management was again renewed in 2010, rendering management of the fleet
of vehicles used by the Central 1 Area Logistics Office more environmentally friendly and involving over 300 sites and ap-
proximately 4,500 people.

The following table provides a breakdown of the departments and staff involved in certification projects:

2010
Department Io’c\:lgiiggs Standard Noi.n?/t)ﬁ)\;e:dple
Customer Services 12 ISO 9001 — Organisational Management System 1,600
Postal Services — Service Centres 9 ISO 9001 — Organisational Management System 842
Unified Service Automation Centre 4 ISO 9001 - Organisational Management System 645
Sorting Centres 18 ISO 9001 - Organisational Management System 7,370
Post offices 33 ISO 9001 — Organisational Management System 1,095
Customer Service Quality
Post office improvement teams 9 ISO 9001 - Organisational Management System 19
Centralised Service Teams 5 ISO 9001 — Organisational Management System 180
Local Distribution Centres 102 o 7,000
Area Logistics Offices (for delivery activities) 9 150 9001 ~ Organisational Management System
Cheque Centres 2 ISO 9001 - Organisational Management System 180
Central 1 Area Logistics Office — company fleet 310 ISO 14001 — Environmental Management System 4,443

Certification of the Internal Control system

Having obtained quality certification from an external company in 2008 and in line with professional standards, during
2010 the Internal Control/Internal Auditing function continued to extend its monitoring of the quality of audit activities, with
the aim of guaranteeing the effectiveness of the methods and procedures used. The monitoring system was reinforced by
setting up an Audit Quality Assurance and Improvement function which, among other things, has drawn up the “Audit quality
assurance programme”, whose effective application is assessed using specific performance indicators.
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Antitrust Authority rulings

In the interests of responsible management and transparency, it is right and proper to report on the investigations of Poste
Italiane SpA launched by the Antitrust Authority in 2010 and on the outcomes of those undertaken in previous years, which
were referred to in previous social reports.

The Company continued in 2010 to engage with the Antitrust Authority in relation to proceedings A/413 concerning alleged
abuse of a dominant market position in connection with certain commercial practices of Poste Italiane relating to the Posta
Time product and participation in certain tenders. The Company has put forward a series of proposals, in part designed
to modify a number of postal service regulations, with the aim of bringing them more into line with the spirit of activities
carried out in a competitive market.

sy

The proposals were turned down by the Authority by resolution of 10 November 2010, and the Company consequently filed
an appeal with Lazio Regional Administrative Court, where it is currently pending.

The Antitrust Authority also initiated proceedings on 30 April 2010 (PS/3341) for the Company’s alleged improper trade
practices within the meaning of Legislative Decree 206/2005 (the Consumer Code) consisting of the dissemination of
advertising (press and web) of the Raccomandatal service. The Authority, having rejected the Company’s undertaking to
eliminate the alleged improprieties, notified the closure of the investigation on 29 December 2010 and fined Poste Italiane
200 thousand euros. Dissemination of the advertising material was also prohibited.

The Company paid the fine in February 2011 and appealed the decision before Lazio Regional Administrative Court.

With regard to the Antitrust Authority’s initiation of a PB/455 procedure regarding PosteShop in 2009, in order to investigate
alleged infringements connected with the advertising material used by the subsidiary to promote the activities of the Kipoint
franchise retail network, on 30 March 2010 the Authority imposed a fine of 100 thousand euros on the company.

PosteShop appealed the ruling before Lazio Regional Administrative Court, requesting an immediate injunction suspending
payment. On 7 July 2010 Lazio Regional Administrative Court turned down the request for an injunction, in view of the
complexity of the issue and bearing in mind that the conditions attached to the fine imposed do not exclude the possibility
of recovery.
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Control systems

Internal controls

Poste Italiane SpA’s Internal Control system consists of a systematic body of rules, procedures and organisational structures,
which aim to prevent or limit the consequences of unexpected events and enable the Company to achieve its strategic and
operating objectives, comply with the relevant laws and regulations and ensure the fairness and transparency of internal
and external reporting.

In this context, the Internal Auditing department assists the organisation in the pursuit of its business and governance goals,
supporting executives and management through its independent and objective professional contribution. The department
is responsible for monitoring and making improvements to the Company’s control and risk management processes and
its Corporate governance. The scope of the Internal Auditing department’s work has progressively expanded to include all
of Poste Italiane’s principal processes (as determined through risk analysis), thus assuring assessment of the adequacy
of the design and functioning of the Internal Control system on the basis of an integrated approach in support of, among
others, the Manager responsible for financial reporting appointed in accordance with Law 262/05 (as described in greater
detail below) and the Audit Plans drawn up by the Supervisory Board. Audits were conducted in 2010, as in 2009, with
the objective of facilitating the generation of synergies with respect to the approaches of various areas of operation for
the adoption of organisational and technological solutions in continual improvement of operating efficiency, and to bolster
the system of governance of the Company’s and the Group’s processes. In line with the annual plan, initiatives focused
on the following: assessing the adequacy of the functions involved in the control system relating to broad-based, organ-
isation-wide processes, with the aim of improving key business processes with respect to both operations and control;
the logistics, financial and back-office accounting processes adopted around the country; the Group’s procurement
processes, starting with the areas governed by the Group’s Interrelations Map, approved by the Board of Directors, and
any existing intercompany contracts. In addition, a number of the Company’s projects, including software development
programmes of key importance for the business and with regard to compliance with specific regulations, were subject to
independent audits.

Another of the Internal Auditing department’s objectives was the full evaluation of second-level internal controls carried out
by both management as well as specific specialist corporate functions, in order to integrate findings and provide an overall
assessment of internal control systems.

Within the Poste Italiane SpA’s complex internal audit system, important roles are also played by the following:

= the Supervisory Board, consisting of three external professionals with proven experience and expertise, backed up by a
Technical Secretariat that comprises the heads of the departments involved in implementing the Organisational Model
(Human Resources and Organisation, Legal Affairs, Accountancy and Control, Corporate Affairs, Internal Auditing and
Security & Safety). The Supervisory Board and the Technical Secretariat meet regularly throughout the year;

= the Manager responsible for financial reporting, appointed pursuant to Law 262 of 28 December 2005 (the Savings Law).

Finally, the following functions have responsibility in relation to financial risk management and especially to BancoPosta’s
activities:

= a Risk Measurement and Control function carried out by appropriate functions established within the Parent Company
and the subsidiaries that provide financial and insurance services (BancoPosta Fondi SpA SGR and Poste Vita SpA), and
that operates on the basis of the organisational separation of risk assessment from risk management activities. The
results of these activities are examined by the relevant advisory committees, which are responsible for carrying out an
integrated assessment of the main risk profiles. The outcomes of these assessments are then examined by a Financial
Risk Committee set up by the Parent Company;

= an Internal Review function responsible for assessing compliance of the internal audit system with the relevant
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regulatory framework, and for periodically updating the relevant corporate bodies on the outcomes of activities carried
out and for coordination with the relevant companies regarding supervisory issues. The function collaborates with
the Internal Auditing department in the definition of auditing standards, methods and procedures regarding financial
services, as well as the drawing up of an action plan in order to ensure adequate audit coverage for its implementation;

= the Compliance function which, within the scope of the relevant regulatory
framework, is responsible for effective identification and assessment of the
risk of non-compliance. It also ensures the ongoing operational and managerial
adequacy of development and financial services processes and procedures
in order to guarantee maximum transparency with respect to customers,
thereby safeguarding Poste Italiane’s overall reputation and also contributing
to the creation of value for all stakeholders. Finally, it collaborates with the
relevant departments on identifying the related mitigation actions by giving
appropriate advice and support to business and operating units, as well as
providing periodic updates for senior management.
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BancoPosta’s organisational structure and control system is in any event in the
process of change, with reference to the situation described in the part relating
to the organisation.

Manager responsible for financial reporting

Poste Italiane has been classified, pursuant to Legislative Decree 195/2007,

as a listed issuer registered in Italy, since 1 January 2008. Consequently, the

Company is subject, where applicable, to Legislative Decree 58/1998 (the Consolidated Law on Finance), particularly
with respect to articles 154-his and 154-ter, as amended by the aforementioned Legislative Decree 195/2007, regarding
financial reporting. Therefore, the position of Poste Italiane’s Manager responsible for financial reporting, introduced in 2007
with an amendment to the Articles of Association reflecting a voluntary decision made by the shareholders, has become a
legal obligation. This has entailed the assignment of additional duties and responsibilities, thereby modifying the process of
adaptation undertaken by the Company since the Manager’s appointment. These modifications were approved by the Board
of Directors on the recommendation of the CEO, following mandatory consultation with the Board of Statutory Auditors.

The Manager responsible for financial reporting, appointed pursuant to Law 262/05, is responsible for the establishment
of administrative and accounting procedures and, together with the CEO, certifies their effectiveness and functionality, in
addition to the accuracy and correctness of the financial reports which he oversees. The position has also been created
for those subsidiaries that contribute a significant share of the Group’s consolidated net assets, income and cash flows®.

With reference to the areas covered by Legislative Decree 231/01, during 2010 Poste Italiane’s Organisational Model was
amended and added to. The changes regarded, on the one hand, the new approach to governance, dubbed “231”, adopted
by the Group, with the aim of strengthening the Parent Company’s role in establishing guidelines for its subsidiaries and
raising their awareness of the related requirements’, and, on the other, alterations to the Model in response to the addition
of a significant number of so-called “reati presupposto” (“relevant offences”)8. In particular, in addition to establishing new
criteria regarding the composition of subsidiaries’ supervisory boards and the selection of board members, the existing
Organisational Model has been supplemented with a list of the business processes potentially at risk of the further types
of “231” offence introduced into the specific regulatory framework, and with details of the relevant organisational and
management solutions, at once ensuring that the Model is in line with developments both within the Group and in the
external environment (jurisprudence, acknowledged business practice, new interpretations).

© Poste Vita, SDA Express Courier and Postel.
" Update approved by Poste Italiane SpA’s Board of Directors on 22 February 2010.
8 Update approved by Poste Italiane SpA’s Board of Directors on 26 July 2010.
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Significant progress was made during the year with regard to strengthening and extending oversight of the various areas
exposed to the risks represented by the offences identified by Legislative Decree 231/01. A number of the related projects,
which are often wide-ranging, were either completed or were close to completion, including Anti-Money Laundering, the
MIFID project, new anti-terrorism measures, etc. In 2010 there were no violations by employees of the rules set out in Poste
Italiane’s “231” Organisational Model such as to lead to specific requests from the Supervisory Board for disciplinary action.

In addition, in order to improve the quality of the periodic reports provided to the Supervisory Board on the relevant
processes, great attention was given to a review of information flows, and the gradual extension of the flows to the different
areas of exposure within the Group.

Finally, during the second half of the year, Group companies initiated the process of renewing their Supervisory Boards,
in line with the new guidelines introduced by the Parent Company and the related best practices. Similarly, the relevant
functions within Poste Italiane SpA began providing advice relating to “231” to its principal investee companies.

Bodies responsible for controls

Board of Statutory Auditors

Pursuant to art. 2403 of the ltalian Civil Code, the Board of Statutory Auditors verifies compliance with the
law, the Articles of Association and with correct Corporate governance principles, also verifying the adequacy
of the organisational structure and administrative and accounting systems adopted by the Company and their
operational effectiveness. It consists of 3 members, in addition to 2 alternate Auditors. The Board is elected by
the General Meeting of shareholders for a period of 3 years. The current Board was elected on 4 May 2010.
The Board met 22 times in 2010.

Court of Auditors

In accordance with Law 259 of 21 March 1958, which requires parliamentary scrutiny of the financial
management of agencies to which the State contributes on an ordinary basis, Poste Italiane SpA is subject to
controls by the Italian Court of Auditors, which examines its budget and financial management. The controls
consist in ascertaining the legitimacy and regularity of management activities, as well as of the operation of
internal controls.

Independent Auditors

The General Meeting held on 14 April 2011 appointed PricewaterhouseCoopers SpA as the Company’s Independent
Auditors for the period from 2011 to 2019.

Supervisory and regulatory authorities

Poste Italiane SpA is subject to controls by the institutions responsible for supervising the Group’s postal and
financial activities, including the Ministry of Communications (which also has policy responsibilities), the Bank
of Italy, Isvap, Consob, Covip and the Antitrust Authority.

Poste Italiane SpA is also subject to audits by various bodies, in accordance with its status as a joint stock company and
the special nature of its ownership structure and the activities it carries out.

Corporate governance and responsible management
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Real estate assets

Sustainable development in the energy field is leading the Company to use the latest building design techniques to reduce
heat loss in buildings, which will result in savings in the energy needed to heat and cool buildings and the use of low-power
devices run by environmentally friendly gas (heat pumps, cooling systems).

In this context, the Company is working on:

= increasing the efficiency of installed systems, thereby cutting consumption;

= completing migration to natural gas for power plants that still use diesel or other fuels;

= replacing ceiling lights with low energy consumption ones;

= using various types of automatic monitoring devices, checking the times that lighting equipment is switched on or off.

Moreover, with an eye on the growing photovoltaic power plant market (a system that converts solar energy directly into
electricity), the Company has decided to invest in this field with a view to further reducing carbon dioxide emissions and, at
the same time, cutting power production costs.

In recent years photovoltaic power plant designs have been launched for some Poste Italiane buildings; one site is already
up and running, and two others are nearing completion.

Finally, also regarding the environmental impact of its operations, it should be noted that Poste Italiane SpA neither owns
nor manages any buildings located in protected and/or biodiversity areas.

h‘_"“"'-—-...__\

[
Energy consumption and emissions

The amount of electricity used in 2010 was up 0.5% on 2009, with an increase in the use of RECS certified energy, up from
257 GWh in 2009 to 280 GWh in 2010, and reaching 50.8% of the total energy utilised (46.9% in 2009). In terms of other
energy sources, diesel consumption was down 27.4% and the quantity of natural gas used fell 17.5%.

Energy consumption — Properties

souree s T T T e
Diesel (‘000s of litres) 5,256 4,825 3,818 3,505 (27.4%)
Electricity (GWh) 291 72,614 271 67,634 0.5%
RECS certified energy (GWh) 257 1,284 280 1,401

Natural gas (knm?) 22.9 18,860 18.9 15,543 (17.5%)

Certain amounts for 2009 have been reclassified in order to ensure comparability across the two years.
® Tonnes of Oil Equivalent.
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In terms of emissions, in calculating the amount of CO, produced since 2009 Poste Italiane SpA has adopted the conversion
factors used for international greenhouse-gas reduction programmes in which the IPC Environmental Measurement and
Monitoring System (EMMS) and PostEurop (Greenhouse-Gas Reduction Programme) participate. Compared with the previous
year, CO, emissions were down 11.3%, equivalent to around 20 thousand tonnes, thanks to increased use of RECS certified
energy and the monitoring and consequent reduction in the use of diesel and natural gas.

CO, emissions (tonnes) — Properties *
Consumption  CO, emissions  Consumption  CO, emissions A inc./(dec.) in

Source 2009 2009 2010 2010 CO, emissions
Diesel (‘000s of litres) 5,256 14,112 3,818 10,251 (3,861)
Electricity (GWh) 291 118,033 271 109,830 (8,203)
RECS certified energy (GWh) 257 0 280 0 0
Natural gas (knm®) 22.9 44,988 18.9 37,095 (7,893)
Total CO, emissions 177,133 157,176 (11.3%)

Certain amounts for 2009 have been reclassified in order to ensure comparability across the two years.
1 CO, emissions conversion factor:

— 1 kWh = 0.405 kg of CO.

— 1kWh RECS = 0 kg of CO,

— 1 MC gas = 1.957 kg of CO;

Environmental sustainability
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Poste Italiane’s fleet

The types of vehicle used by Poste Italiane SpA break down as follows:

= motorcycles and other vehicles used for delivery, representing around 88% of the fleet;

= vans and lightweight trucks, including all vehicles weighing less than 6,000 kilograms;

= the heavy truck category, including vehicles weighing more than 6,000 kilograms;

= saloon cars for service use by Company employees;

= electric delivery vehicles.

The fleet

Vehicles in service 2009 Oéeor:‘i(t:(l)gzl
Motorcycles 26,672 61.6%
Delivery vehicles 11,334 26.2%
Vans and lightweight trucks 3,529 8.1%
Heavy trucks and other Company-owned vehicles 145 0.3%
Saloon cars 1,510 3.5%
Electric vehicles 138 0.3%
Total 43,328 100%

2010

26,207
11,258
3,496
107
1,510
238

42,816

% of total
vehicles

61.2%
26.3%
8.2%
0.2%
3.5%
0.6%

100%

% inc./
(dec.)

(L.
(0.
(0.
(26.

(1.2)

In terms of fleet composition, in 2010 the number of motor vehicles continued to decline in favour of electric vehicles for
delivery. A total reduction of 465 motor vehicles was registered, primarily linked to the phasing out of Company-owned
vehicles, and an additional 100 electric vehicles, which are used for delivery in the old centres of Italy’s major cities, joined
the fleet during the year. As well as guaranteeing improved safety for postmen and women, this choice also reflects the
Company’s commitment to reducing the harmful emissions produced by conventional vehicles as much as possible. 238

electric vehicles are currently in service (up 72.5% on 2009).

Consumption and emissions ™

2009
Litres of diesel ("000s) 20,424
Litres of petrol (‘000s) 9,497
Kilograms of natural gas (‘000s) 2,289
Tonnes of CO, emitted 83,622

2010
21,948

8,491

1,489
83,073

% inc./(dec.)

75
(10.6)
(34.9)

(0.7)

* Total emissions exclusively refers to use of the vehicle fleet
Emission factor (g CO2/kg):

Diesel 3,140  Density  0.85 kg/I

Petrol 3,080 Density  0.78 kg/l

Natural gas 2,750

In 2010, CO, emissions deriving from use of the fleet directly managed by Poste Italiane SpA fell 0.7% compared with
2009, and were produced by the consumption of diesel (up 7.5% on 2009), petrol and natural gas, which decreased by

10.6% and 34.9%, respectively, compared with the previous year.

The organisation of transport networks is subdivided into national networks (which connect the postal network centres), and
area networks (which serve transport needs within the relevant areas served by each network centre).
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in 2010 the fleet used to meet transport needs covered approximately 77 million km, marking a decrease of 4.3% in the
number of kilometres covered by road transport serving the national networks, and a decrease of 7.1% in the distances
covered for the area networks, with a total reduction of 5.8 million km compared with 2009. A portion of these networks is
outsourced to specialist external suppliers, who covered a total of 47 million km, up 3.6% on 2009. A total of approximately
124 million km was covered in 2010, marking a reduction of 3.2% with respect to 2009. The reductions in the distances
travelled by the fleet are due to the continual optimisation of transport networks and necessary adjustments made in terms
of the volumes transported.

In terms of air transport, flights were operated connecting 10 national airports with the Brescia Montichiari hub, and using
an additional network with a hub at Rome Fiumicino that only connects to certain airports in southern Italy.

The network is set up to provide basic operations five days a week, in addition to a number of reduced networks at
weekends. This transport system entailed approximately 7,363 flight hours (8,848 flight hours in 2009), making a total of
3.43 million kilometres travelled (3.79 million kilometres travelled in 2009). The Group’s airline, Mistral Air Srl, covered
3.02 million kilometres (equal to 88% of the total). The air transport system generated a total of approximately 31,166
tonnes of CO,, including 27,413 tonnes of CO, produced by Mistral Air.

Kilometres travelled

(‘000s) 2009 2010 % inc./(dec.)
Distances travelled by Poste Italiane SpA's fleet

On area networks 79,923 74,269 (7.1)

On national road networks 2,326 2,227 (4.3)
Distances travelled by external suppliers

On area networks 26,260 27,490 4.7

On national road networks 19,132 19,538 2.1
Total 127,641 123,524 (3.2)
Air transport

2009 2010

Domestic airports used 10 10
Flight hours 8,848 7,363
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The “Green Post” project

Poste Italiane SpA took part in the “Green Post” project, which saw the Company act as coordinator of a task force that
includes its European partners, and whose role is to test electric-powered
and hybrid vehicles for use in letter mail delivery in town centres in four EU
countries.

Almost total elimination of carbon dioxide emissions, improvement of the
safety and comfort of mail delivery staff and reduced fuel costs: these are
the main results achieved by four European Union countries (ltaly, Belgium,
Hungary and Bulgaria) thanks to the use of electric vehicles by postmen and
women as an alternative to traditional motorcycles.

QI gen Post: il postino diventa ecnicgiﬂy

On 4 June 2010 the “Green Post: the postman becomes ecological” conference was held in Rome, during which the
outcomes of the trial of the Free Duck, an electric-powered, hybrid quadricycle that has made mail deliveries simpler, safer
and more environmentally friendly, were presented. This innovative and sustainable transport model could be adopted by
other postal operators for delivery in small towns and the centres of large cities, as well as other potential users such as
local authorities engaged on the frontline of environmental quality improvement in urban areas, and public and private
companies that provide car hire and car sharing services with low environmental impact.

This event marked the conclusion of the Green Post project: 30 months of work during which Poste Italiane SpA coordinated
the activities of eight Italian and overseas partners, aimed at reducing the environmental impact of mail delivery services
through the use of electric-powered and hybrid vehicles. The initiative, funded by the European Union as part of the
“Intelligent Energy for Europe” programme, saw the Company lead an international team consisting of postal operators from
Italy, Belgium (De Post/La Poste) and Hungary (Magyar Posta); Ducati Energia, which built and developed the experimental
vehicle; CIRIAF (Inter-university Centre for Research on Pollution by Physical Agents); the University of Rousse (Bulgaria);
PostEurop, the association of European public postal operators; Legambiente; and the Municipality of Perugia, the town
where Poste Italiane SpA tested the vehicle for daily deliveries as a replacement for traditional motorcycles from the
Company’s fleet.

At the conference the results obtained by partners during trials of Free Duck vehicles in the town centres of Perugia, Bruges
(BE), Szentendre (HU) and Rousse (BG) were shared. The replacement of traditional petrol-driven vehicles (motorcycles)
with electric and hybrid vehicles has contributed to cuts in fuel consumption and CO, emissions in the towns concerned by
the project. The use of hybrid vehicles has resulted in a 70% reduction in CO, emissions, while the reduction for electric-
powered vehicles stands at 100%, as they are recharged with “green” RECS-certified electricity, namely power entirely
produced from renewable sources of energy. The data gathered and analysed throughout the project show that, as well
as having a substantial impact on reducing polluting factors, the use of “green” vehicles also enables users to reduce the
cost of vehicle management and accidents connected with mail deliveries. Indeed, the vehicle’s load capacity and power
reserves offer better value in terms of service provision, which was widely appreciated by the postmen and women who took
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part in the trials. Users also said the vehicles were easy to start, refuel/recharge and park, as well as having easy access
to hand and pedal controls.

These results led Poste Italiane SpA to expand its initial fleet of 57 vehicles used in Perugia to 238 quadricycles in 2010.
One of the successful components of the project was collaboration and the sharing of expertise among the partners
involved, without whom it would have been impossible to achieve and exceed the pre-set objectives. Poste Italiane SpA
and postal operators from Belgium and Hungary played a vital role by involving the staff who used the vehicle and making
available all the necessary infrastructures for its operation, some of which were specifically designed and built for this
purpose. The Inter-university Centre for Research on Pollution by Physical Agents (CIRIAF) in Perugia and the University
of Rousse in Bulgaria played a vital role in the preparation and scientific validation of project data and performance
indicators, as well as providing ongoing monitoring of the results. The Municipality of Perugia gave the project institutional
and promotional support. Ducati Energia made a decisive contribution to development of the vehicle, including catering to
operators’ needs, and customising the vehicles to make them ideal for mail transport and at the same time guaranteeing
comfort and ease of use. Legambiente and PostEurop added a great deal of value in terms of communication and promotion
of the project. The recent events connected with Green Post, and those that took place previously, have been an important
international showcase for the spread of the “good practices” identifed during the 30 months of research and experimenta-
tion. Indeed, throughout its duration the project has aroused the keen interest of other postal service providers, Italian and
overseas media and institutions from various nations. For example, in 2008 the Polish government selected the project for
the “Technologies for climate protection” event organised in Poznan as part of the 14th UN Climate Change Conference.

Green Camp

In November the Company presented the Free Duck at the Green Camp, the first environmental trade fair promoted by the
Economics department of Roma Tre University. The event provided an opportunity to take stock of the first nine months of
operation of the Free Duck, and to reiterate the Group’s commitment to social and environmental issues. Poste Italiane SpA
also took part in LifeGate’s “Zero Impact” initiative; the carbon dioxide emissions generated by participation at the Green
Camp were offset by the creation of 4,694 square metres of new woodlands in the Ticino Park.

Environmental sustainability
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Enel and Poste Italiane together for “zero emissions” services

In July, Enel and Poste Italiane SpA signed an agreement that committed them to try out innovative services and propose
offerings to the general public aimed at boosting the use of alternative means of transport. This initiative is part of a
programme of close collaboration for the development of electric-powered transport aimed at achieving “zero emissions”
of air pollutants.

The Municipality of Pisa will be the arena for the first trial of electric vehicles for mail delivery services in the town centre.

Enel and Poste Italiane SpA will also set up a special study group to assess and if necessary develop additional electric-
powered transport initiatives, by activating collaborations and agreements with public and private stakeholders, such as
companies, authorities, trade associations, universities and research centres.

Waste management

Waste management is regulated by Legislative Decree 152 of 2006, which governs
collection, transport, recovery and disposal activities, including the monitoring of these
operations, as well as of waste dumps and waste treatment plants.

NON LA SCARTARE
campagna di sensibngaz one

The law breaks down special waste into two groups: hazardous and non-hazardous.
Regarding the waste generated by the activities carried out at Poste Italiane SpA sites,
it should be pointed out that the vast majority is classified as non-hazardous special
waste that is suitable for recovery (paper packaging, cardboard, plastic, wooden
pallets, used printer ink and toner cartridges, etc.).

Moreover, the analysis of products and materials acquired via e-procurement and
framework agreements has been launched, in order to identify those at the end of
their life cycle that may generate hazardous special waste. Such products are being
replaced with similar more “environmentally friendly” ones.

However, at Sorting Centres where automated mail sorting takes place, certain kinds
of special waste classified as hazardous (ink cartridges) are generated. For these sites,
as well as for the head office at Rome EUR, the new Computerised Waste Tracking
System (SISTRI) has been adopted, which simplifies procedures and requirements for
waste producers.

This system will enter service in 2011 and will enable the tracking of waste movements, with the relevant data sent to the
Ministry of the Environment.

All waste deriving from maintenance activities carried out by external companies, or in any event regulated by contracts
with third parties, will be managed by these parties in compliance with current legislation.

The waste project

In 2006 a standardised waste categorisation programme was launched, including awareness-raising and training initiatives.
A monitoring programme was also conducted.

The various types of waste identified include: batteries, films, old equipment, containers and packaging, fixative solutions,
photographic films, development solutions, washing solutions, used toner cartridges, ink and ribbon cartridges for printers,
bulky items, rags, expanded polystyrene, electric and electronic components. Together with these, waste for recycling was
also identified, including: plastic containers, paper and cardboard, plastic and wood, and pallets.
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The recyclable waste category also includes mail to be shredded and newsprint to be pulped immediately (no more than
one week after collection) once the paper has been separated from other materials.

A separate waste collection programme has been implemented at the Company’s headquarters in Rome EUR district. This
includes waste from the Company canteen, and household waste such as paper and plastic, as well as packaging, metallic
waste, toners, wood, electrical items, etc. The plan involves the introduction of separate waste collection centres, where
the Company’s waste is separated before being sent to the refuse dump. Special containers for separated waste have been
placed in each area and on each floor of the Rome EUR premises, as well as in the main common areas.

The results of the separate recycling initiative in 2010 break down as follows:

Material (kg)

2009 2010 % inc./(dec.)
Paper and cardboard 127,080 121,950 (4.0
Plastic 19,920 10,860 (45.5)
Wood 36,000 35,550 (2.3
Metallic materials 25,000 4,670 (81.3)
Composite materials 21,830 33,250 52.3
Total 229,830 206,280 (10.2)

The amount of plastic collected was down 50% on 2009, primarily due to the replacement of bottled drinks with automatic
vending machines in the Company’s canteen.

Separate collection of paper was down slightly by around 4%, partly because the new collection methods are still in the
process of bedding down. Since 2010 the waste bin under each desk in every office has only been used to collect waste
paper. A second bin is used for the collection of other types of waste not covered by the categories included in the separate
collection programme (for example, biro pens, plastic cups, CDs, etc.).

In this respect, a new communication campaign will be launched at the beginning of 2011 to raise staff awareness
regarding the correct use of the two waste bins under each desk, and to increase the amount of paper collected and sent
to recycling plants.

Environmental sustainability
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Improvement goals

The Poste Italiane Group’s importance and its intrinsic social dimension call for an ongoing commitment to developing
social responsibility policies to be implemented via the definition of new goals. These goals, on the one hand, enable us to
achieve a balance between our ethical values and the profit motive and, on the other, form a point of reference on which to
base management objectives and assess the effectiveness of initiatives.

The goals matter both in terms of the reporting methodology used and from an operational and management viewpoint.

This means that 2011 will again see Poste Italiane committed to renewed efforts designed to achieve ongoing improvements
in methodology, fully exploiting the role played by the GRI indicators in assessing the validity and effectiveness of the actions
taken.

We have made the following commitments for 2011 with regards to operational and management aspects:

to continue the process of building on the Group’s sustainability initiatives, with a view to fully implementing the Strategic
Plan;

to implement the Company’s environmental sustainability policies, above all with regard to development of the
Consumption Reduction Plan — Environmental Area (energy saving, extension of separate waste collection and reduced
use of paper);

to further engage staff in the issues surrounding environmental sustainability by providing information, boosting
awareness and encouraging participation in environmental protection initiatives and campaigns;

to proceed with planned initiatives benefitting staff, above all those designed to improve the work-life balance and offer
real support for people and their families;

to boost dialogue and engagement with the trade unions, above all with regard to the issue of equal opportunities and
the launch of voluntary work projects;

to begin the replacement of the current fleet of motorcycles with other less polluting vehicles and the purchase of
additional electric vehicles (electric-powered quadricycles).

Improvement goals
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©  Fully reported

Partially reported
Not reported
Not applicable

» O @

Information also provided on website at www.poste.it

GRI-G3 indicators ®
1. Strategy and analysis

1.1 Statement from the most senior decision-maker of the organisation
1.2 Description of key impacts, risks, and opportunities

2. Organisational profile

2.1 Name of the organisation
2.2 Primary brands, products, and/or services

2.3 Operational structure of the organisation

2.4 Location of organisation's headquarters

2.5 Number of countries where the organisation operates
2.6 Nature of ownership and legal form

2.7 Markets served
2.8 Scale of the reporting organisation

2.9 Significant changes during the reporting period
2.10 Awards received in the reporting period
3. Report parameters
3.1 Reporting period
3.2 Date of most recent previous report

3.3 Reporting cycle

Grid of indicators

Grid of indicators

2009 2010
© ©
© ©
© ©
© ©
© ©
© ©
© ©
© ©
© ©
© ©
© ©
© ©
© ©
© ©
© ©

Reference

page 7

pages 23-25,
129

page 36

pages 15, 95,
108-109

pages 17, 39, 92
pages 15, 140
page 15

pages 36-37
pages 15-17

b

pages 15-17, 56, 2

66, 95, 109
page 36
pages 14, 95

page 9
page 9
page 9
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GRI-G3 indicators *)

3.4 Contact point for questions regarding the report or its contents

3.5 Process for defining report content

3.6 Boundary of the report

3.7 State any specific limitations on the scope or boundary of the report
3.8 Basis for reporting on other Group companies

3.9 Data measurement techniques and the bases of calculations

3.10 Explanation of the effect of any re-statements of information
provided in earlier reports

3.11 Significant changes from previous reporting periods in the scope,
boundary, or measurement methods applied in the report

3.12 Table identifying the location of the standard disclosures in the report

3.13 Policy and current practice with regard to seeking external
assurance for the report

4. Governance, commitments and engagement

4.1 Governance structure of the organisation

4.2 Indicate whether the Chair of the highest governance body is also
an executive officer

4.3 State the number of members of the highest governance body that
are independent and/or non-executive members

4.4 Mechanisms for shareholders and employees to provide
recommendations or direction to the highest governance body

4.5 Linkage between compensation for members of the highest
governance body, senior managers, and executives (including departure
arrangements), and the organisation's performance

4.6 Conflicts of interest

4.7 Process for determining the qualifications and expertise of the
members of the highest governance body

4.8 Statements of mission or values, codes of conduct and principles

4.9 Procedures of the highest governance body for overseeing the
organisation’s identification and management of economic, environmental,
and social performance

4.10 Processes for evaluating the highest governance body's own
performance

4.11 Explanation of whether and how the precautionary approach or
principle is addressed by the organisation (risk management during
operational planning or during the development and launch of new products)

4.12 Externally developed economic, environmental, and social charters,
principles, or other initiatives to which the organisation subscribes or
endorses

4.13 Memberships in associations
4.14 List of stakeholder groups engaged by the organisation

4.15 Basis for identification and selection of stakeholders with whom to
engage
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Reference
page 140
page 9

page 9

page 9
pages 17-18
page 9

page 9
page 9
page 131

page 9

pages 36-37

page 38

page 37

page 79

page 49
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pages 22, 29,
43,75, 105, 118

pages 36, 38,
43,58

page 36

pages 49-50

pages 27-28

pages 24-28
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GRI-G3 indicators *)

4.16 Approaches to stakeholder engagement

4.17 Key topics and concerns that have been raised through stakeholder
engagement, and how the organisation has responded to those key topics
and concerns

5. Economic performance indicators

EC1 Direct economic value generated and distributed

EC2 Financial implications and other risks and opportunities for the
organisation’s activities due to climate change

EC3 Coverage of the organisation's defined benefit plan obligations
EC4 Significant financial assistance received from government

EC5 Range of ratios of standard entry level wage compared to local
minimum wage

EC6 Policy, practices, and proportion of spending on locally-based suppliers
EC7 Procedures for hiring

EC8 Development and impact of infrastructure investments and services
provided primarily for public benefit

EC9 Understanding and describing significant indirect economic impacts

6. Environmental performance indicators

EN1 Materials used by weight or volume
EN2 Percentage of materials used that are recycled input materials
EN3 Direct energy consumption by primary energy source

EN4 Indirect energy consumption by primary energy source

EN5 Energy saved

ENG Initiatives to provide energy-efficient or renewable energy based
products and services

EN7 Initiatives to reduce indirect energy consumption and reductions
achieved

ENB8 Total water withdrawal by source
EN9 Water sources significantly affected by withdrawal of water
EN10 Percentage and total volume of water recycled and reused

EN11 Location and size of land owned, leased, managed in, or adjacent to,
protected areas and areas of high biodiversity value outside protected areas

EN12 Description of significant impacts on biodiversity
EN13 Habitats protected or restored

EN14 Strategies, current actions, and future plans for managing impacts
on biodiversity

EN15 Number of IUCN Red List species and national conservation list
species with habitats in areas affected by operations

EN16 Total direct and indirect greenhouse-gas emissions by weight
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pages 56-61

page 90
page 59

page 66

pages 105-107
page 80

pages 56, 93,
109, 113, 119
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pages 120-123
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GRI-G3 indicators *)

EN17 Other relevant indirect greenhouse-gas emissions by weight
EN18 Initiatives to reduce greenhouse-gas emissions

EN19 Emissions of ozone-depleting substances by weight
EN20 Other significant air emissions

EN21 Total water discharge

EN22 Total weight of waste by type and disposal method
EN23 Total number and volume of significant spills

EN24 Hazardous waste

EN25 Water bodies and related habitats significantly affected by the
organisation’s discharges of water and runoff

EN26 Initiatives to mitigate environmental impacts of products and
services

EN27 Percentage of products sold and their packaging materials that
are reclaimed

EN 28 Monetary value of significant fines and total number of
non-monetary sanctions for non-compliance with environmental laws
and regulations

EN29 Significant environmental impacts of transport

EN30 Total environmental protection expenditures and investments

7. Social performance indicators

LA1 Total workforce by employment type, employment contract, and
region

LA2 Total number and rate of employee turnover by age group, gender,
and region

LA3 Benefits provided to full-time employees that are not provided to
temporary or part-time employees

LA4 Percentage of employees covered by collective bargaining
agreements

LA5 Minimum notice period(s) regarding significant operational changes

LAG Percentage of total workforce represented in health and safety
committees

LAY Rates of injury, occupational diseases, lost days, and absenteeism,
and number of work-related accidents

LA8 Education, training, counseling, prevention, and risk-control programs
in place to assist workforce members regarding serious diseases

LA9 Health and safety topics covered in agreements with trade unions
LA10 Hours of training per year per employee by employee category
LA11 Programmes for skills management and lifelong learning

LA12 Percentage of employees receiving regular performance and
career development reviews
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GRI-G3 indicators *)

LA13 Breakdown of employees per category according to gender and
other indicators of diversity

LA14 Ratio of basic salary of men to women by employee category

HR1 Percentage and total number of significant investment agreements

that include human rights clauses

HR2 Percentage of suppliers and contractors that have undergone
screening on human rights

HR4 Total number of incidents of discrimination

HR5 Violations of the right to exercise freedom of association and
collective bargaining

HR9 Total number of incidents of violations involving rights of local
communities (indigenous people)

SO1 Nature, scope, and effectiveness of any programs and practices
that assess and manage the impacts of operations on communities

S02 Monitoring of risks related to corruption

SO3 Percentage of employees trained in organisation’s anti-corruption

policies and procedures
S04 Actions taken in response to incidents of corruption

SO7 Total number of legal actions for anti-competitive behaviour,
anti-trust, and monopoly practices and their outcomes

SO8 Monetary value of significant fines and total number of non-monetary

sanctions for non-compliance with laws and regulations
PR1 Health and safety impacts of products and services

PR3 Type of product and service information required by procedures,
and percentage of significant products and services subject to such
information requirements

PR5 Customer satisfaction

PR9 Monetary value of significant fines for non-compliance with laws and

regulations concerning the provision and use of products and services
L&T - Supplementary indicators
LT2 Composition of the fleet

LT3 Environmental impact management policies and programmes,

including sustainable transport initiatives, changes in means of transport

and in planning/mapping of routes by road

LT4 Renewable energy initiatives to increase energy efficiency (within
the fleet)

LT6 Policies and programmes implemented to manage impact of traffic
congestion (e.g. promoting off-peak distribution, new modes of inner city
transport, percentage of deliveries using alternative means of transport)
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® The Global Reporting Initiative (GRI) is a multi-stakeholder process that aims to develop and disseminate globally applicable sustainability reporting
guidelines. The guidelines provide indications to be used in reporting on the economic, environmental and social dimensions of an organisation's
activities and represent a content standard to assist organisations in preparing their sustainability reports, enabling comparability over time and
between similar organisations. In addition to establishing principles for the preparation of sustainability reports, the GRI-G3 guidelines classify
content in the following categories: strategy and analysis, organisational profile, report parameters, governance, stakeholder engagement and

economic, environmental and social performance indicators.
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Glossary

Added value

The wealth generated by a group or company during a specific accounting period through its ordinary activities. Information
relating to the calculation and distribution of added value provides a natural link between the Social Report and the Separate
and Consolidated Financial Statements.

Area Logistics Offices

These offices coordinate and support the correct functioning of logistics processes at local level, covering both traditional
and automated sorting centres.

CEEP (the European Centre of Employers and Enterprises providing Public services)

The CEEP is a social partner of the European Commission and has the role of representing the interests of public service
providers before the Commission, with regard to social and employment policies, as well as training and industrial relations.

Coding Service Centres (CSC)

Video coding centres supporting sorting equipment.

Contact Centre

A Contact Centre is a more structured and advanced type of call centre capable of managing not only telephone calls, but
also other forms of contact channel: internet, fax, e-mail.

Decentralised Distribution Centres

Area units undertaking mail delivery as well as notification services where available.

Direct Marketing

Interactive marketing system, which uses one or more advertising media to generate a measurable response or a transaction
in any part of the distribution system.

Distribution Centres

Physical sites serving their local area, carrying out the basic delivery service, internal handling, support services for the
transport network, other external activities not directly linked to distribution and, on occasion, other high value-added services.

E-government

The computerisation of Public Sector processes, enabling documents to be processed and managed in digital format, by
using information and communication technologies to optimise the work of public bodies, and offering customers (the




general public and companies) faster services, as well as new services via, for example, the websites of the government
agencies concerned.

E-procurement

The management, distribution and supply of stationery, IT products, printed matter and forms.

Full Time Equivalent

Full Time Equivalent (FTE) is a frequently used term for uniformly measuring the number of employees of a company. An
FTE is a person who works 8 hours a day. Employees who work part-time are also accounted for according to this criterion.
For example, a person on a 6-hour a day contract is a 0.75 FTE (6/8 hours).

Hub

A type of junction around which any type of network is created (computer, satellite, telephone, transport, internet, marketing),
which combines, multiplies and channels access to the network.

Mass Printing

The range of services involved in the outsourced management of large quantities of mail.

Master Distribution Centres

Primary distribution centres which also serve as transit points for hubs, the provider of notification services, and as
receiving locations for large customers.

Phishing

An attempt to criminally and fraudulently acquire sensitive information by masquerading as a trustworthy entity in an
electronic communication.

PostEurop

The Association of European public postal operators (PostEurop) was founded in 1993 by 48 public postal operators, with
the aim of improving the quality of European postal operations and services and fostering greater cooperation between
member states.
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RFID

RFID is the acronym for Radio Frequency IDentification technology for automatically identifying objects, animals, or people.
The system is based on the remote reading of information contained in a tag or in an RFID microchip through the use of
special readers.

SA8000

SA stands for Social Accountability and refers to a global standard of accreditation devised by CEPAA (the Council of
Economic Priorities Accreditation Agency), with the aim of certifying a number of aspects relating to a company’s corporate
social responsibility, including: respect for human rights, respect for workers’ rights, protection against child labour and
safeguards relating to health and safety at the workplace. This global standard thus aims to improve working conditions
around the world and, above all, provide an auditable certification standard for certification bodies.

SaaS (Software as a Service)

Saas is a model for the deployment of web applications where the vendor, the developer of the application, supplies the
application directly via the web, thus enabling online use by users.

Social Dialogue Committee

The Social Dialogue Committee is a European Commission body set up to bring European employers and trade unions
together to discuss issues of common interest. Its general purpose is to facilitate such discussion to promote high-quality
industrial relations in Europe.

Stakeholder

A company’s stakeholders are all the people who — more or less consciously — are influenced by its actions or influence the
company and contribute to determining its growth, actions, and results. The company ascertains the expectations and needs
of each stakeholder category (shareholders, employees, customers, public and private institutions, regulators, communities,
the environment, future generations, etc.) in order to satisfy them, while continuing to effectively and efficiently pursue its
business purpose.

Stakeholder engagement

Different kinds of activity (regarding information, consultation, dialogue, partnership) that a company carries out with respect
to its stakeholders and that reflect the different degrees of involvement in the company’s decisions and management that
the company itself wants and makes possible.

UPU (Universal Postal Union)

Established in 1874, the Union’s headquarters are in Bern. With its 190 members, the Universal Postal Union is the most
important world body for cooperation among postal services providers and contributes to the development of a universal
network of up-to-date products and services. The UPU regulates and harmonises international mail exchanges and fosters
their development by focusing attention on improvements to customer service quality.












