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MESSAGE
FROM THE CEQ

The imperative of global warming
and climate change compels

Us to reimagine the world’s

energy landscape. Climate-

smart investments are crucial

in addressing the pressing
environmental, geo-political, and
economic challenges confronting
our planet and its people, both now
and in the future.

Realizing our shared vision for dignity, peace,
and prosperity worldwide, as outlined in the
United Nations’ Sustainable Development
Goals (SDGs), demands concerted efforts and
unwavering commitments from civil society,
the private sector, and governments. These
stakeholders speaking with a common voice
can translate this vision into tangible reality.

Achieving universal access to energy
necessitates a multifaceted approach. We must
embrace a combination of grid expansion, Mini-
Grids, and Solar Home Systems. Recognizing
that governments cannot be experts in every
technology and dedicate all their means
to energy matters only while the energy
private sector can focus on its core business,
contributes with its cross-project and cutting
edge technology expertise, and deploy global
best practices to the benefit of this universal
objective.

Private companies play a pivotal role
in complementing national  energy
strategies. They enlarge access to essential
components to providing energy to the
entire populations. These include access
to capital (including debt, equity, and
grants), global operational excellence,
project finance, and infrastructure expertise.
Furthermore, driven by self-sustainability, they
seek continuous improvements by applying
best practices from successful projects and
implementing innovative and efficient business
model to unlock new success factors to their
sector of activity. Their agility to adapt to new
practices and new technologies is invaluable.

To triple the rate of energy access, we must
address key macro challenges, including
diversifying funding sources, mitigating
risks related to customer incomes, currency
fluctuations, inflation, political instability,
security concerns, and climate-related issues
that the private sector alone cannot cover.
The need for collaboration does not start once
projects are allocated but is needed at the
inception of electrification program design and
requires an open mind for a multi-technology
approach.

Universal access hinges on cultivating a
conducive business environment that fosters
collaboration in deploying a diverse range of
technologies, ensuring optimal risk allocation
among all stakeholders.

At ENGIE Energy Access (EEA), we take immense
pride in embodying this commitment in every
action we take. Our dedicated team of over
1,800 individuals works tirelessly to make a
positive impact on lives and contribute actively
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to a more equitable and sustainable world. We
firmly believe that the 580 million people in
Sub-Saharan Africa living without electricity
deserve access to affordable, reliable and
sustainable energy solutions. We are convinced
that off-grid solar technology is part of the
solution in achieving Sustainable Development
Goal 7 (SDG7).

As a result, we have positively impacted the
lives of 11 million people in nine countries. In
less than three years, we have emerged as the
leading company in mini-grid and off-grid Pay-
As-You-Go (PAYGo) solar energy solutions across
Africa, with the goal of reaching 20 million
people by 2025.

The purpose of this report is to demonstrate
our stakeholders the robustness and resilience
of our business model, its financial stability,
and the positive impact ENGIE Energy Access
generates in Africa. Our efforts address energy
poverty, create jobs, enhance education, fight
emissions or greenhouse gas, reduce gender
inequality, and foster community development.

Our operations are grounded in a long-term
perspective that contributes to unlocking a
broader and prosperous future for the regions
we serve. We have expanded electricity access
to previously underserved areas, improving
agriculture, food, education, the economy, and
health. For instance, we have integrated shared
infrastructures, such as electricity-generating
units, with complementary business models,
like combining agriculture with the manufacture
of equipment. This approach has resulted in
reduced overall mini-grid costs while creating
additional revenue streams.

We are committed to offering an exceptional
customer experience while providing electricity
at the lowest possible cost. Our Business-to-
Consumer segment offers Solar Home System

kits tailored to customers' energy needs and
budgets. PAYGo technology enables customers
to make small installments via mobile money,
fostering financial inclusion, especially in low
income areas. By combining Mini-Grids and
Solar Home Systems, we optimize network
deployment. Solar Home Systems at the outskirts
of villages reduce overall costs. Having both
technologies in-house allows us to optimize our
use of capital and invest in innovation, such
as creating solar-powered water pumps for
irrigation, electrical mosquito repeller devices
to fight malaria or refrigeration for businesses
like bars, restaurants, or healthcare facilities.

Our next phase of development leverages our
expertise in product development, distribution,
customer finance, and digital solutions. We have
standardized best practices to expand into new
countries and introduce additional products
and services, such as clean cooking solutions,
digital tools, and agricultural solutions that will
complement our existing offerings.

The room to fulfill our mission is immense,
and our senior leadership team is resolutely
committed to achieving success, recognizing
the positive societal impact our work will bring.
| firmly believe that Africa urgently needs an
energy revolution. As #OneTEEAmM, we stand at
the forefront of this growing wave, advocating
for a more sustainable world for all. We are
catalysts for change. We illuminate Africa’s
future.

Thisreporthighlights the long-term sustainability
of our business in Sub-Saharan Africa. If you
have any recommendations or opportunities for
a sustainable partnership, please don't hesitate
to reach out to me at the following email address:
gillian-alexandre.eea@engie.com. | invite you to
join us in our mission.
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OUR GUIDING.
PRINCIPLES

OUR MISSION

Deliver life-changing,
affordable, reliable, and
sustainable energy solutions
with exceptional customer
experience.

OUR AMBITION

Be a leading decentralized
energy company that impacts
20 million lives by 2025.

OUR PURPOSE

Improve quality of life and
economic potential of grid-
deficient communities.

EEA - PERFORMANCE & IMPACT REVIEW 2023
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—.QURVALUES

ONE TEAM

We support each other and
celebrate diversity.

BOLD

We dare to innovate and
make it happen.

CUSTOMER
CENTRIC

We pursue an Exceptional
Customer Experience

PERFORMANCE
DRIVEN

We are empowered to set
ambitious targets and deliver
results.

INTEGRITY

We act with transparency
and honesty.




e JQURSUSTAINABILITY
APPROACH AND PRIORITIES

We operate with a long-term perspective, considering the socio-economic and environmental
implications of our operations. Consequently, we integrated sustainability across all

our business functions and geographies, complying with ENGIE’s
with our overall purpose to accelerate the global energy transition.

and in line

Our 4 Sustainability Priorities are

Ensuring equitable
access to clean
and reliable
energy services
for all, to reduce
energy poverty
and promote
social inclusion.

Implementing eco-
friendly energy
solutions that
minimize carbon
emissions, reduce
environmental
impact, and

Supporting

local economies
by fostering
entrepreneurship,
creating job
opportunities, and

promote the use of
renewable energy
sources to combat

building capacity
within communities
through sustainable

energy projects,
contributing to
economic growth
and development.

climate change.

Our Impact in Numbers

No/ Q) RSN
) T
10M+ 52% 95% 100,000 S5k+

People Impacted women managers tons of CO2 emissions

for kits sold since 2021

employees in Africa sales agents

Engaging with
and empowering
local communities
by involving
them in decision-
making processes,
providing education
and training, and
ensuring that
energy solutions
align with their
specific needs and
aspirations.

o
2t

45 MW

of solar capacity
installed



DEVELOPMENT GOALS

Our business model actively contributes to achieving the UN Sustainable Development Goals

of the United Nations Agenda 2030. As ENGIE Energy Access we are translating our CSR
commitment into tangible actions in direct response to the challenges raised by our stakeholders
- aligning seamlessly with our strategy of sustainable growth, which is dedicated to accelerating
energy access for off-grid communities.

o
PARTNERSHIPS
17 FORTHE GOALS 1 POVERTY

1 PEAGE, JUSTICE

AND STRONG
INSTITUTIUNEZ GOODHEALTH
AND WELL-BEING

o
4 QUALITY
EDUCATION

14 Eoww i
o SUSTAINABLE L

DEVELOPMENT

13 &or 6‘ ", L S EQUALITY
~ -
o GiA g

CLEANWATER
AND SANITATION

v

DEGENT WORK AND
10 :aiir:]ulluA[ll:TIES ECONOMIC GROWTH

o

n Income generation, H Improved water access n Reliable lighting
poverty alleviation and less fire risk for study

ﬂ Women employment and ﬂ Adequate access to Reliable, affordable and
empowerment sanitation and hygiene clean energy

ﬂ kickstarting businesses ﬂ Better infrastructure m Sustaining income growth and
and improved productivity incl street lighting reducing income inequalities
Small business and m Electricity generation without Domestic resource mobilization

community development environmental cost
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e OVERVIEW QF THE ENERGY

ACCESS MARKET

Recent advancements have fallen short of the
target to achieve universal energy access (SDG
7) by 2030. Globally, the percentage of the
world’'s population with access to electricity
increased by an average of 0.7% annually
between 2010 and 2021, rising from 84 t0 91%.

To close this gap, the annual growth rate in
access needs to nearly double the current
pace. Without additional efforts and measures,
an estimated 660 million people, primarily
in Sub-Saharan Africa, would remain without
access to electricity by 2030. Meanwhile, the
off-grid solar industry continues to expand,
with an additional 70 million people gaining
electricity access through off-grid solar power
since 2019. Presently, 490 million individuals
are benefiting from energy access through off-
grid solar solutions, marking an 18% increase
since 2019.

The decrease of solar & battery costs, the raise
of Internet-of-Things, and mobile money have
pushed the development of dedicated off-
grid solar solutions in developing countries
Innovative financing solutions have emerged
to match local populations’ requirements
through Pay-As-You-Go (PAYGo) models. New
Solar Home System (SHS) products and services
are emerging, including Software-as-a-Service,
which will become competitive advantages.
SHS’s commercial viability has been proved
and their growth potential remain substantial.

Mini-Grids are competing with power grid
extensions. Their market is dependent
on local regulations and their commercial
viability without subsidies is still challenging.
Nevertheless, the market potential is very
important, and they are expected to take up to
45% of the electrification market.

Solar Home Systems (SHS) and
Mini-Grids emerge as the most cost-
effective technologies to address
energy access problematics.

Sub-Saharan Africa concentrates the
lowest rate of electrification on the planet

Share of population
without access to

electricity
® >75%
50%to 75%

25%t0 50%
<25%

Addressable market in EEA's 9 countries of operations

(47 millions households / 235 millions people)

-

0 20 30 40 50 50

In million of potential households

Benin  Zambia Ivory Coast Mozambique Kenya Rwanda Uganda Nigeria Tanzania

At current rates of electrification, a gap of
over 550m people is still estimated to remain
by 2030

son  [EE

775m

565m

Current gap  Additional Total 2030
connections  connections
to 2030 (e.g. required

Population
Growth)

Trend 2030  Gap 2030



ENGIE Energy Access (EEA) was created in 2020 through the successful
integration of ENGIE Mobisol, Fenix International and ENGIE PowerCorner
into a single entity.

« One EEA Global Team

« Geographic synergies

- Revamped and harmonized product 4 S,
portfolio fenix intl mobisol ‘5

« Harmonized software platform and ENGIE '
applications ENERGY

ACCESS
« Implementation of key policies and

processes

« Leveraging combined hardware and
software R&D capabilities

« Integrated supply chain and stronger
leverage on suppliers

« Mutualization and reduction of fixed costs




We are a vertically integrat
and mini-grid company wh
customers to drive rural ele



ed solar home system
ich serves wide-ranging
actrifiation.
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e AMARKETLEADER
INENERGY ACCESS

ENGIE Energy Access is among the market leaders in energy access in Africa given our large
geographical coverage and customer base.

Our strength relies on cutting-edge technology and top-quality standards, providing the

widest range of products and solutions in the off-grid industry. In order to improve the supply
chain, enhance the customer experience, and optimize costs, we operate within a vertically
integrated value chain. We currently focus on rural off-grid & microbusinesses and are looking at
opportunities in weak grid, B2B and B2G.

MARKET LEADER

Acquisition and integration of complementary businesses has resulted in a leading position.

Geographies Countries of Operation

Benin
Ivory Coast
Kenya

« Ethiopia

EEA has sold to over ,
2m customers 000 Y

Djibouti

®

Somalia
\ ®
o, 0

. ' .
Ivory Coast ! Nigeria

Benin ¢ @ .

@ Mini-Grids L L J
@ SHS BtoC i
@ SHS Wholesale

.
Mozambique

Outstanding distribution network composed of >400 shops

{) self-operated shops () Strong local sales networks through partnerships

@) S TS with Telecom outlets (MTN, Vodafone, Canal+)

Total cumulative customers

1,898

2018 2019 2020 2021 2022 2023

Mozambique
Nigeria
Rwanda
Tanzania
Uganda
Zambia

Other Global

Belgium
China
France
Germany

~10k

Mini-Grids connections

200+

Mini-Grids awarded



A vertically-integrated solar-home system and mini grid company, which serves wide-ranging
customers to drive rural electrification.

Products e

Comprehensive offering across SHS & MG, supported by a range of appliances

ENERGY PRODUCTS APPLIANCES
Solar
Solar Home Business Mini
Systems Systems Grids
10-200 W 1-8 kW 50-600 kW
Customers & Channels &

A focus on rural off-grid & micro-businesses to date, opportunities in weak grid, B2B an B2G

E5 i I

Households Businesses Public & Social
| | |
[ | [ [ | [ |
Rural Peri-Urban Micro- Medium- Distributors Government Institutions
(Off Grid) & Urban Businesses Larger & Donors
(Focus (Weak Grid) (Focus Businesses (Focus
to date) to date) to date)

afo
o

Value Chain

Vertically integrated to enhance supply chain, CX, cost optimization, and rapid innovation

& f& 63

Solar Home Product Dev Manufacturing & Supply Last-Mile Sales Customer Service &
Systems (Hardware & Software) (with partners) & Distribution Financing Support
i i &
M AUl % R ==
Mini Tendering & Financing & Design & Build Sales & Service 0&M
Grids Awarding Grants (with partners) (with partners)

New corporate and customer brand, benefitting from ENGIE’s reputation and strong CX

~ ~ Strong client satisfaction thanks to high quality products and outstanding customer service (9 call centres, ~300 call

eNGie centre agents, 65+ languages)

MVS I Culture of continuous customer experience improvement: Customer Satisfaction Score above 90%
Y20

Best Solar, Best Life

High impact marketing to multiple types: Below-the-line line campaigns in Africa and corporate campaigns globally

15
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ek OGUS ON BUSINESS.
ACHIEVEMENTS AND HIGHLIGHTS

FUNDING MINIGRIDS

A project finance agreement with Cross
Boundary Energy Access Nigeria (CBEA) to
build a $60 million portfolio of mini-grids
that will connect over 150,000 people to
electricity in Nigeria.

An agreement of approx. 2.6M EUR with
Beyond the Grid Fund for Africa (BGFA),
enabling the establishment of more than
167,000 high-quality energy service
connections in Uganda.

A transaction signed with Cygnum Capital
(formerly Lion’s Head Group) which
provides up to USD 7.5 million of debt to
MySol Grid Zambia to construct 60 mini-
grids which will connect over 40,000
people to electricity in Zambia.

MySol Grid Benin signed the concession
agreement with the Beninese Agency

for Rural Electrification and Energy
Management (ABERME) to deploy 20 mini-
grids in north and central Benin connecting
almost 6,000 subscribers and benefitting
from 5 MUSD of subsidy from OCEF.

10M EUR funding from the European
Investment Bank to support the
deployment of 107,000 Solar Home
Systems in Benin.

ALTERNATIVE FINANCING

Inauguration of the 2.0 hybrid solar

600 KWp mini-grid, with integrated
productive hub and e-mobility, on Lolwe
Island, Uganda. The Lolwe project is a
truly scalable model - matching green
infrastructure and ICT innovation and is a
significant milestone and benchmark for
the energy access space.

On-going mini-grid construction in Benin
and Nigeria

» 20 MySol grids in north and
central Benin connecting almost
6,000 subscribers, following the
successful signing of a concession
agreement with the Beninese Agency
for Rural Electrification and Energy
Management (ABERME)

« 15 mini-grids in Nigeria, connecting
5,600 customers.

PRODUCT

Successful launch of Crowdfund for Solar,
a platform to harness the potential of
decentralized finance (DeFi) to bring
solar installations to energy-deficient
communities. The platform will enable
access to low-cost finance for the
deployment of solar home systems (SHS)

Pioneer agreement with CarbonClear, a
Scandinavian start-up to accelerate the use
of climate finance by the off-grid sector

in sub-Saharan Africa through issuing and
selling data-driven and impactful carbon
credits.

Roll-out of the new unified Solar-Home-
System brand MySol in all our 9 markets,
providing “Best Solar, Best Life” to our
customers. MySol Grid is the new brand
name for ENGIE PowerCorner, our mini-
grid solution. This rebrand illustrates our
integrated offer, covering the full scale of
needs of our customers.

Introduction of new innovative products
into the market to better serve our
customer base:

« Ultra-affordable product “Neo” for
lower income segments

* SBS

« MySol Teevo

« Smart phones

« Solar powered mosquito trap (PreMal)
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e SIGNIEIGANT

GROWTH POTENTIAL

The energy market in Sub-Saharan Africa boasts substantial potential,
driven by a population of 1.2 billion people, half of whom lack access to

reliable energy sources.

The off-grid sector is experiencing remarkable growth, witnessing a consistent 10% annual
increase in sales of Solar Home Systems (SHS) since 2017 within the region. Furthermore, the
mini-grid sector is gaining momentum, thanks to increased financial support and subsidies in
recent years. Projections indicate that there will be a substantial investment of USD 220 bn in

the sector by 2030.

We see different growth opportunities to take our company to the next stage of its journey

and unlock its full potential:

Continue to penetrate
9 markets of operation.

There is still significant untapped market
potential in EEA's 9 existing markets (over
230m people off-grid), which we can
continue to develop through go-to-market
improvements and last-mile efficiencies.

Optimize and scale business and

community solutions.

Capturing the potential from having the end-
to-end product range, through scaling mini
grid operations (200+ awarded) and scaling
the 1-8 kKW range to serve larger households,
businesses and public infrastructure.

Expand geographically into new markets
through B2C and B2B/wholesale.

The market potential in other markets across
Africa (>470m people off-grid) is considerable.
We will be leveraging our proven business in
the 9 home countries to continue exploring
promising markets.

2\

Consolidation and expansion of appliances to
generate revenue from existing base.

We will leverage core capabilities of CX,
distribution and brand, to serve more needs
of our existing 2 million customers, with
potential across clean cooking, consumer
technology and agriculture.
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SCALING INNOVATION

Fostering innovation within Sub-Saharan Africa’s off-grid energy sector is instrumental in driving
technological advancements that will not only benefit the sector but also accelerate the achievement
of sustainable energy access for all. At EEA, innovation is one of our core values: We focus on
identifying unique challenges that demand creative solutions that can provide us with a competitive
edge.

Innovation stands as a primary Key
Performance Indicator (KPI) for our
various departments, with each
expected to deliver annual results.
In our pursuit of innovation, we
organize an annual competition open
to all EEA employees, resulting in
the submission of over 100 distinct
projects in both 2022 and 2023. This
initiative serves as a platform for
discovering, evaluating, prioritizing,
and resourcing innovative projects,
ensuring  their implementation
throughout the organization for
maximum impact.

To strengthen our business, we are
currently establishing an Innovation
Steering Committee, which will
oversee and structure our innovation
efforts.

FINANCIALLY SUSTAINABLE

We are reaching a critical volume level thanks to the successive acquisition of Fenix and Mobisol
which has resulted in cost efficiencies and synergies to cover fixed costs ahead of the next growth
phase.

EEA revenues grew at 28.4% CAGR (Compound Annual Growth Rate), between 2020 and 2022, mainly
attributed to the SHS segment, underpinned by significant growth in the customer base, notably in
Mozambique, Nigeria, Tanzania, Benin and Rwanda.

SHS segment revenue contributes to over 90% of total revenue. As scale is achieved within the MG
segment in existing and new markets, MG segment revenue contribution is expected to gradually
increase to 16% of total revenue by 2040, highlighting the continued importance of the SHS segment
to EEA over the medium and long term.

A number of structural changes have been implemented since June 2020 to accelerate growth in the
coming years

e Cross Selling and Synergies: Harmonization and integration of operating model, product and tools.
* Pricing Changes: Healthy unit economics ensuring positive contribution on every product sold.

e Culture Integration: Succesful integration of three companies into a unified team, culture, mission and
brand.

e Country Turnaround: Significant improvement in challenging countries thanks to cross-fertilization of
best practices and improved operations. We are now in a profitable and sustainable financial position,
driven by cost savings, scale and synergies. The overall business turned EBITDA positive in 2022 and
is expected to generate robust operating cash flows by 2024.

19
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e GORPORAIE
GOVERNANCE

Our corporate governance model is built upon a foundation of customer-
centricity, focusing on delivering reliable and affordable energy solutions
that meet the diverse needs of the local population.

It prioritizes long-term profitability by balancing short-term financial goals with sustainable
business practices. The corporate framework emphasizes ethical and transparent operations to
build trust with customers, regulators, and investors.

It hinges on a commitment to social and environmental responsibility and allows for a culture of
transparency and information accessibility that supports sustainable growth.

The corporate governance and risk management structure is dedicated at:
- Determining EEA's strategy and objectives;
« Determining and creating EEA’s culture value and ethics;
« Managing EEA’s financial health;
« ldentifying and managing key risk and issues;
- Establishing roles and responsibilities and suitable governance structures; and

o Driving accountability with responsibilities performance and standards.

We have established several committees, including Global Pricing Committee, Remuneration
Committee, Ordering Committee, Investment Committee (mini-grids), S&OP Technology Change
Advisory Board (CAB), Ethics Committee, Global Credit Risk Committee.

Our ethics and legal, health and safety and internal controls functions have been centralized.

Annually, EEA’s risk matrix is updated with an emphasis on ranking, recording, quantifying, and
monitoring the most significant risks.

We have implemented online training in critical risk areas for all employees, as well as focused
training aimed at continuous development of systems and controls, yearly internal control
reviews in key high-risk areas, and an emphasis on Environment, Social, and Governance (ESG)
reporting.



Major work carried
out 2022 - 2023

From a dual to a multi-layered organization: Creation of a regional structure for our countries of
operation to help optimize synergies and quicker implementation of best practices.

Restructuring of the global Operations and R&D and Digital departments into Technology and
Supply Chain: optimization of the connection between hardware and software and development
in general within the new Technology department ; the Supply Chain department will focus on
end-to-end supply chain activities.

Creation of a Strategy and Policy department: proposes our long-term strategic planning, large
scale, enterprise-wide strategic partnerships, market expansion and the development and
implementation of ENGIE Energy Access’s policy strategy.

@ AI|

050

T W £
10 CEO webinars 3 yearly Strategic deep-dive Yearly dedicated off-site
addressing all employees. session for the Senior Leadership gathering per department.

Team (SLT).
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LEADERSHIP TEAM

CEO

Gillian-Alexandre
Huart (FR|BE)

STRATEGIC
MARKETING

Cassandra Mhone (ZM)

FINANCE & LEGAL
Steven Fleurus (BE)

BENIN

Christelle Agossou
(BJIFR)

TANZANIA

Godfrey Mugambi (KE)

ENGIE Energy Access operates with a multi-layered organizational
structure, consisting of autonomous country teams that receive support
from a Global Team. The Global Team oversees all activities, ensures
business growth and efficient operational management, and offers shared
support to the individual countries.

To enhance synergies and facilitate implementation of best practices,
we have divided our operational countries into three regions: Southern
Africa, East Africa, and West Africa, each led by a Regional Director. This
regional approach optimizes our operations, while still ensuring the
necessary flexibility for local adaptation.

ARUALSE @ULUTE TECHNOLOGY CUSTOMER FINANCE
8%’3”6”3 AEGEEENE René Koné (GB|FRIBF) Andreas Thiele (DE)

WEST AFRICA EAST AFRICA
NIGERIA UGANDA
Mangiza Phiri (ZM) Philippe Robert (FR)

SUPPLY CHAIN STRATEGY & POLICY
Barry Yu (NL) Patrick Westman (AU)

COTE D'IVORE KENYA MOZAMBIQUE RWANDA
Sylvie Kanimba (RW) Fredrick Nobala (KE) Junior Kwebiiha (UG) Patrick Adjiwanou (BJ)

ZAMBIA
Helen Zulu (ZM)
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e QUR APPROACH ON ETHICS,

AND GOMPLIANGE

We adhere to a clearly defined set of principles that guide our corporate conduct, all of which
are reinforced by a strong ethical culture designed to ensure a thorough compliance framework.

In accordance with ENGIE's ethical guidelines and our organization’s commitment to “acting with
honesty and fostering a culture of integrity,” we are rolling out policies and protocols focused
on compliance and ethical matters, including measures to prevent fraud, corruption, and undue
influence. This effort is managed by a dedicated Ethics and Compliance team, charged with
overseeing the essential compliance checks and ethical assessments.

INTEGRITY AND COMPLIANCE FRAMEWORK / POLICIES

ANTI-BRIBERY AND ANTI-CORRUPTION

It provides guidance on how to prevent, detect
and address bribery and corruption efficiently.

WHISTLEBLOWING

It includes a local grievance mechanism in place
that encourages reporting of any incidents
openly or via anonymous channels, addressing
all unethical actions promptly.

GIFTS AND HOSPITALITY

It outlines the general principles and the
framework in respect gifts and hospitality,
technical and study travel, relations with public
authorities and invitations to events with the
view to prevent any type of corruption, conflict
of interests or influence peddling.

HARASSMENT PREVENTION

It ensures that none of our employees is
subjected to any form of harassment. It focuses
on preventing harassment in the workplace.

CONFLICT-OF-INTEREST

It guides employees to recognize and manage
any potential or actual conflict of interest

that they may experience, including practical
examples of specific situations and directions on
how to manage the process and trace it.

HUMAN RIGHTS

Violations or incidents are proactively identified
and addressed. Our suppliers and contractors
can also raise concerns through ENGIE
whistleblowing systems or other communication
channels.

Progress in 2022 - 2023

. Ethics clauses have been incorporated into all
contractual agreements.

. In all operational countries, local ethics liaison
officers have been appointed.

. Ethics has become an integral component of
HR policies, such as mandatory training for HR
personnel and pre-employment due diligence
checks on candidates.

. We have initiated the deployment of a dedicated
EEA ethics training program, which includes
regular training for local teams and monitoring of
mandatory Group training attendance.

. A tailored training program is being developed for
employees most exposed to the risk of fraud and
corruption.

. The implementation of a gift and hospitality
policy, along with employee registration on an
online dedicated gift and hospitality platform, is
underway.

« A conflict-of-interest prevention policy has been
established, facilitating early identification and
declaration.

. Our procurement teams are in the process of
implementing a due diligence approach for
suppliers and subcontractors.

. We have launched anti-fraud initiatives at the local
level, including enhanced training for field sales
staff and increased customer awareness efforts.
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#ONETEAM

In 2023, we have
committed to building
a vibrant and inclusive
People Culture. Our
focus on four core
pillars - Mission, Values,
Ways of Working, and
Leadership - has been
instrumental in shaping
our organizational
culture. We believe that
by strengthening these
pillars, we enhance

our Employee Value
Proposition through
Capacity, Culture, and
Capability.

Over the past two years, we've
achieved significant milestones.
Our Ways of Working have
enabled us to innovate, adapt,
and grow swiftly in response to
market changes, exemplifying
our commitment to our
continuing journey towards

EEA - PERFORMANCE & IMPACT REVIEW 2023

Doing Things First and Doing
Things Fast. Furthermore, our
leadership has been pivotal
in fostering collaboration and
empowerment, encapsulating
the essence of Doing Things
Together.

Looking ahead to 2024, we
have identified key areas
for improvement. First and
foremost, we aim to respond
even more efficiently and
effectively to market dynamics,
ensuring that we remain agile
and competitive. Additionally,
we recognize the need to
enhance communication within
our organization, particularly
regarding talent development,
compensation, and benefits,
reinforcing our commitment to
Doing Things Right. Lastly, we are
dedicated to working with our
teams to promote and sustain a
better work/life balance across
our markets, valuing the well-
being of our employees as we
move forward.

KEY FIGURES

5,235

Sales Agents

44

Nationalities

100+

Languages

13

Countries

1,808

FTE

41%

Women




e ALENLMANAGEMENTAND
EMPLOYEE ENGAGEMENT

Our commitment to Talent Management and Employee Engagement is
demonstrated through our comprehensive training programs at various
organizational levels. These initiatives empower our workforce, fostering
expertise and motivation. By investing in our team’s growth, we ensure a
skilled and engaged workforce.

The “Next Generation training” initiative is set to nurture talent within
our organization, specifically targeting employees at the N-3 level. This
strategic effort is designed to boost our talent pipeline and establish a
robust succession plan for the Senior Leadership Team. The first “Next
Generation Cohort”, conducted from June 2022 to May 2023, saw 23
employees successfully graduate, while the second cohort, scheduled
from July 2023 to June 2024, has 29 participants currently enrolled.

Our “Senior Leadership Training” program places a strong emphasis on fostering “Ways of Working”
and “Ways of Leading,” with the ultimate goal of positively influencing the overall employee
experience at ENGIE Energy Access.

In parallel, our Senior Leadership Team is actively engaged in a “Cultural Transformation program”
to set a powerful example and demonstrate their commitment to cultural change.

The MySol Academy is ENGIE Energy
Access’'s own internal learning initiative
that brings team leaders from all
customer facing departments together for
an intense, full week learning experience
that walks them through EEA’s business
model as well as key functions from all
our departments and contributions to
the overall business targets and EEA's
mission.

A pilot was launched in 2021, with a
significant scale-up in 2022-23 and a
continuously growing coordination team
working to respond to the increasing
training demand.

As of September 2023, we have trained &
certified 173 participants from customer
facing teams as well as 67 facilitators
from all our departments, across 5
countries.
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NAVIGATING WORK AND LIFE BALANCE

At ENGIE Energy Access, we believe in achieving our objectives while taking care of a
healthy work-life balance. Our commitment is to continuously improve this balance through
open communication between management and employees.

We conduct biannual employee engagement surveys covering the following themes

Sustainable Engagement, Meaningful Work, Leadership,

Positive Work Environment,

and Development and Growth - all of which address valuable feedback from employees,

particularly in relation to work-life balance.

Our eNPS scores consistently fall within the range of 20 to 30, reflecting favorably when
compared to industry benchmarks. We are set to further elevate our overall score, reaffirming
our dedication to continuously enhance the employee experience and strengthen our

organization.

ENGIE Energy Access’ eNPS score
ranged between 20-29 in 2023

Celebrating
Diversity and
Fostering
Inclusion

Diversity and inclusion are integral to our HR
approach. By embracing diverse talents and
perspectives, we cultivate a workforce that
better understands and serves our diverse
customer base, while promoting social equity
across the region.

We are well on the road to achieving a 40:60
parity gender balance in our workforce.

To get there we have set up a targeted
recruitment, mentorship programs, leadership
development, and diversity and inclusion
training. Our commitment to this goal is based
on the belief that diversity drives innovation,
creativity, and strength within our organization.
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e QUR DISTINGT
WORKING CULTURE

In line with the ENGIE Group’s direction, our ways of working, leading and learning are all
components of our distinct working culture.

OUR WAYS OF WORKING

The ways of working comprise of 5 main principles, namely:

« Focus on the business, in terms of concentration on what really creates value for the
business.

« Collaborate beyond the current hierarchical structures.

« Commit to delivering in terms of being accountable to your targets.

« Promote engagement.

e Prioritize actions in terms of developing a concrete framework of actions.

COLLABORATE

FOCUS ON BUSINESS : Make the best of our

concentrate on what really rbneat(r)lr>1< dor:?;rglrzc?wtilgar:
creates value for the y

business and for the group. responsibility.

OUR WAYS
OF WORKING

Be accountable with a focus
Set a clear framework. on delivery.

Onboard
our teams.
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e QURWAYS,
OF LEADING

5 key principles to define our leadership culture.

Fostering a culture of
mutual interest, respect
and care within teams,
strengthening well-being
in the workplace and
practicing a constructive
feedback & development
culture.

Doing what we say and
saying what we do,
leading and inspiring by
example towards teams,
stakeholders and clients,
communicating and
acting transparently.

OUR WAYS
OF LEADING

ACCOUNTABILLITY

Providing focus and
clarity on our goals and
responsibillities towards
teams and stakeholders,
empowering people and
teams to succeed and
leading energizing and
frank conversations.

Performing high standards
of health & safety of people,
securing assets, protecting
our (cyber) security,
integrity and reputation and
embedding a zero-tolerance
culture, to guarantee our
“license to operate”.

Implementing and
delivering ENGIE's strategy
through the ENGIE Ways of
Working, driven by value
creation for ENGIE as a
whole and its clients whilst
leveraging the diversity of
ENGIE people.



05 HEALTH,
SAFETY, SECURITY
& ENVIRONMENT
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e QUR ONE SAEETY

APPROACH

As an organization we continuously strengthen the process and improve the
tools to ensure that each of our employees and subcontractors are working in

safe conditions and that No Life is ever at risk.

Our Health, Safety, and Environment (HSE)
priorities consider the specific risks and challenges
inherent to the access-to-energy business and
our geographical region of operation. They are
embedded in a comprehensive risk assessment
that identifies critical areas where proactive
measures can mitigate potential harm and enhance
overall safety performance.

In 2021, ENGIE embarked on an extensive health
and safety transformation plan, reinforcing its
dedication to safeguarding lives.

Within ENGIE Energy Access, the translation of the
ENGIE transformation plan in 2022 emphasized the
following focus areas:

« Ensuring the management team’s active
engagement in all Health, Safety, Environment,
and Resilience (HSER) matters, including the
establishment of HSE Key Performance Indicators
(KPIs) for each manager.

« Conducting HSE prequalification audits for all
Engineering, Procurement, and Construction
(EPC) activities.

« Undertaking a comprehensive review of the
overall risk assessment for our two primary
activities, namely Solar Home Systems (SHS) and
mini-grid projects.

« Implementing HSE inspections across 70% of our
countries and locations to enhance safety and
compliance measures.

MORGAN GAUTHIER
HEAD OF HSSE
ENGIE ENERGY ACCESS

The ambitions of EEA in terms of Health and Safety are to
improve security standards in the various countries where
we operate, while also adhering to the existing norms in
these countries. We aim to provide our employees and
subcontractors with a zero-risk environment and regularly
reassess this risk to best adapt to local conditions.”

Key Health and Safety
accomplishments and highlights in
2022 included:

Attaining 120 Million Safe Work Hours
across 9 markets.

Ensuring that 100% of new employees
received training on the LIFE SAVING
RULES.

Devoting an entire week to raising
awareness about Health and Safety.

Conducting audits at 70% of workplaces
and reviewing all risk assessments.

Implementing thorough Motorbike
Personal Protective Equipment (PPE)
training initiatives.
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In 2023, our primary focus regarding Health, Safety, and Environment
(HSE) priorities revolves around the following key areas

1. Governance: We are dedicated to rolling out and implementing the Group Rules and Standards to
ensure a consistent and high level of safety across all operations.

2. Leadership: We are reinforcing leadership commitment through Management Safety Visits (MSVs)
and encouraging ownership of action plans among our leaders.

3. People: We are enhancing the roles and responsibilities of our HSE team, conducting competency
assessments, and providing mandatory HSE training to our employees.

4. Culture and Well-being: We are promoting a positive work culture through the Positive Recognition
& Fair Sanctions Programme. Additionally, we are conducting Health and Safety (H&S) and Transport
Safety Campaigns to ensure the well-being of our workforce.

5. Operational Control: Our focus is on developing the business (PV B2B) in a safe manner and
ensuring the safe execution of CBEA Minigrid Projects.

6. Risk Management: We are proactively analyzing and identifying risks through a comprehensive
risk register. We are reinforcing key safety pillars such as Stop Work Authority, Last Minute Risk
Assessments (LMRA), and Life-Saving Rules (LSRs). Proactive drills and training sessions are being
conducted to strengthen crisis management and emergency response protocols.

7. Contractors/Vendors: We are actively managing contractors and vendors through a rigorous
selection, onboarding, oversight, and mentoring process to ensure their adherence to our safety
standards.

8. Assurance: We are analyzing and trending data to provide valuable insights. We are also maintaining
a mindful and targeted presence in the field to ensure compliance and best practices.

Our challenge lies in mobilizing all teams, especially third parties working with us and EPC
contractors operating in hostile and remote environments, to prioritize safety above all else. We
are committed to creating a safe and secure working environment for everyone involved.
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e QURSOLAR.
HOME SYSTEMS

Solar Home Systems (SHS) are stand-alone photovoltaic systems that offer
a clean and cost-effective mode of supplying amenity power for lighting
and appliances to remote off-grid households. In remote locations that are
not connected to the grid, SHS can be used to meet the energy demands
of a household and fulfil fundamental electrical requirements such as
illumination and powering up devices such as phones, radios etc.

Our SHS kit capacities vary from 10W to 200W, providing a range of power options to accommodate
a variety of requirements. Customers select the kit size most appropriate for their households,
leveraging off the company’s “lease-to-own” model: Based on our PAYGo or Arrears Model,
customer Kits are financed through a microfinance plan with instalments as low as $0.19 per day.
Customers receive ownership of their products, once the loan has been successfully paid off.

By implementing strategic initiatives in all our markets, such as optimizing local governance and
performance management, strengthening reporting and forecasting capabilities, and improving
distribution and agent recruitment processes, we have effectively boosted sales and customer
experience in our SHS segment.

OUR LEASE TO OWN MODELS

PAYGo Model

Under this model, customers are
required to make daily prepayments
to access / unlock the SHS Kits,
otherwise the system is locked and
not accessible. No catch-up payment
is required for past period arrears and
customers therefore pay to access the
kit daily.

Arrears Model

This model is used for high-end Kits
and customers are required to stick to
a fixed tenor, with past period arrears
needing to be cleared before the kits
are unlocked for use.
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We “Deliver life-changing, affordable, reliable and sustainable energy

solutions with exceptional customer experience” thanks to our
distinctive blend of capabilities, specifically:

Product Quality: Designed and tested by EEA and manufactured by renowned manufacturers.
Geographical Footprint: Across 9 markets and looking to expand across 5 more.

Customer Experience: Strong marketing value proposition founded on data analytics,
appropriate client segmentation, maintaining multiple touch points with customers to provide
an inclusive experience and cohesive cross selling.

Brand: Global brand to leverage on, including key value propositions from other markets.

Vertically Integrated Business: Strong design and manufacturing arm to ensure quality
products, which are fit for purpose.

Complementary Products: EEA offers accessories and appliances that complement our SHS
kits and are key to providing “Best Solar, Best Life” to our customers.

Digital Competency: Business model is anchored by strong proprietary systems, tailored at
enhancing customer experience and monitoring capabilities.

Customer Finance: The unique PAYGo and Arrears Model provided by EEA, allows target
customers to have energy access for productive use, through a flexible microfinance plan (12 -
48 months).

Flow Chart of our SHS Business Model
i 2
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e IELD AND SERVIGE.
OPERATIONS

Across our 9 countries of operations, we have an extensive on-the-
ground field force plus more than 5000 field agents. Depending on market
and experience, most agents handle a dual role, being in charge of both
customer acquisition and credit collection, especially in the last-mile
customer interactions.

Our on-the-ground teams collection processes. Sales
undergo special trainings agent remuneration is 100%
at regular intervals, either commission based and
delivered via a dedicated considers the following three
trainer or a senior team performance indicators:
member. This equips our Number of Kits sold, types

customer facing staff with
the necessary skills to deliver
on our sales and customer
experience targets. To better
streamline operations and
optimize the sales process,
our field teams utilize our
in-house development sales

of the kits sold, and the
portfolio health of the loans
originated. This ensures that
our performance aligns with
the commission payments for
sales agents and guarantees
that credit risk is suitably
prioritized at origination.

application MySolGo.

In the realm of credit
collection, our field agents
play a crucial role in the early
stages of the loan process.
They have access to tools
that enable them to closely
monitor the performance of
loans they originated and
to promptly follow up with
clients to ensure smooth

MySol Go

Our in-house developed Mobile app
is EEA’'s comprehensive solutions for
onboarding customers, managing

portfolios, monitoring customer
performance, handling installations,
and managing inbound/ outbound
calls and ticketing.

In all our markets we operate a local Customer Care centre (reachable toll free) that is responsible for
the following tasks:

Troubleshoot: Receive customer service calls and provide prompt assistance with troubleshooting
issues.

Follow-ups: In conjunction with field teams, make outbound calls to customers in arrears to ensure
smooth resolution of their concerns.

Telesales: Engage in outbound sales calls to existing customers, offering them opportunities for
upgrades and enhanced services.

Quality: It conducts routine check-ins with customers to assess the quality of the services they are
receiving, ensuring a high standard of service delivery.



e GUSTOMER EXPERIENGE -

A CORE PART OF OUR DNA

Providing an exceptional customer experience is central to our work. It's ingrained in our
organizational DNA, influencing how we build our teams and organize our operations. We
presently reach and positively influence over 10 million individuals across nine markets, and
this number continues to expand daily.

We serve a diverse range of customers:

. Occopaton @ Gender

Small Trader
Business

owner 6%

18% Female 23%
34% Others

Male
Agriculture

Household Size
21%
<30

Mr. Okello, a resident of northern Kenya, has
a diverse portfolio of small businesses. His
entrepreneurial ventures include a tailoring
center, a grocery store, a mobile-charging
station, and a barbershop - all powered by a
single 200W solar home system.

52%

44%
27% 32%
I 8% 17%
46+

31-45 Undisclosed

1to2 3to5 6+

Acquiring the solar-powered haircutter allowed
him to open his barbershop, and with the
mobile charger, he can charge 10 customers’
phones simultaneously.

Mr. Okello expresses his satisfaction, saying, I
love that | make money with my solar system
and can pay off the installments with what
| earn. The system was installed right after |
signed up - and if there are any problems, | can
just call the hotline and a technician is send to
fix the issue.”
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Thanks to our customer service offerings and strong field presence we

have achieved exceptional results in enhancing the customer experience,

aligning with global benchmarks:

Net Promotor Score B Service Level is a metric
remains stable at +85, that aims to ensure EEA
which is more than double serves more than 75%
of the industry average for of customers that call
solar in Africa. in within 30 seconds

from 180 seconds. It is

Answer rate (ability to CL;rreR’_cIy a;[nGa,f” Wh:,]dghls 9 Call
answer calls) has averaged aBOEE) tlg;/;et get give e Centres
62%, which is highly ’
commendable given the
forced shift to WFH models B Average waiting time
in call centres, pressure has seen significant ;
on high quality VPN improvement from 57 @
connections for agents to seconds down to 47 :
connect to the PBX and the seconds on average due to 278 Service
overall impact of taking the improvements in self- Centres
call centres remote in service channel rollouts
some locations. and utilization

Issue Resolution Rate B Focus on self-service

is a metric that aims to
ensure that at least 80%
of customer issues are
resolved within SLA. It is
currently at 94%

channels (i.e. IVR and USSD)
now accounts for over 78%
of all traffic through EEA
call centres, making them
more efficient and thus
better able to cope with the
increasing demand

3k Customer
Visits Per Day

&
27k Average Calls
Received Per Day

@)

68 Total
Languages Spoken

©)
?

ﬁ)

40m Customer Requests
(all channels incl. USSD)
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Our approach to the EEA customer journey
revolves around catering to the diverse needs
of our customer archetypes (personas) at
every phase.

We carefully plan how to engage our
employees, empower them with the necessary
tools, document our processes, pinpoint and
resolve pain areas, promote our products and
services, and cultivate customer loyalty and
advocacy.

In 2023, we initiated the “Step into the
Customer’s Shoes” campaign to heighten our
employees’ understanding of our customers’
perspectives. This six-week campaign
culminated in the Customer Service Week
(CSW), a period of recognition for both our
internal and external customers. CSW not only
inspired our workforce but also facilitated

a unified understanding of customer
expectations. Moreover, it acknowledged
innovation and excellence through rewards.

45

In the same year, we introduced two pivotal
Standard Operating Procedures (SOPs)

to reinforce our customer experience
foundations.

The Customer Satisfaction Measurement SOP
was designed to calculate Net Promoter Score
(NPS) and Customer Satisfaction (CSAT) as key
metrics while streamlining the process for
closing the loop with customers, both within
our organization and externally.

Simultaneously, the Warranty Procedures SOP
provided lucid directives on handling products
within and beyond the warranty period.

Our customer experience pillars are built on
a profound comprehension of the customer
journey, providing numerous touchpoints
and channels, actively listening to customer
feedback and striving for continuous
improvement
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e EMPOWERING OPERATIONS THROUGH
TECHNOLOGICAL INNOVATIONS

We have developed the following propriety systems to support our SHS operations:

MysSolFire: Providing device diagnostics.

MySolGo: Mobile app that support with sales, onboarding and customer follow-ups.

Mzee: Analytics database (cloud data lake/ data warehouse).

Powerhub: Customer relationship management system that also support with loan management.

XDesk: Ticketing and after sales service system.

Requirement

Financial Accounting

Internal
Systems

Agent Stock Management

Business Intelligence

HR and Payrolling

Field Team Remote Field Team Training

Customer Customer Finance Solutions

Systems After sales support, ticketing, and device monitoring

Portfolio Health and Credit Risk Monitoring

Experimentation and Fast Iteration

Customer Acquisition, Onboarding, and Credit Scoring

Marketing and Mass SMS Comms

| Internal System | External System
Powerhub, Mzee SAP
XDesk, MySolGo, Mzee Tableau
MTawi

Remote Field Team Performance Management

Mzee, Tableau

Mzee

Sezame, SAP
Moodle

MySolGo

MySolGo, Powerhub

MySolGo,Powerhub

Our dedicated Data Team is responsible for:

« Predictive Modelling:
Including credit
assessment, repayment
forecasting. Predictions
are based on repayments
and loT data that
predicts future portfolio
development and allows
us to react in real-time on
changes and streamline
our follow up with
customers.

Data Analytics and
Integrity

Data Infrastructure
Integrity

Database and Reporting
Integrity

Ticketing and Operations

Measuring Effectiveness of
Campaigns

XDesk, Powerhub, MySolFire

Powerhub

Near real-time
Management Reporting
dashboard

A large number of customers live in hard-to-reach, rural areas, often with poor network infrastructure.

As such, most SHS are connected via GSM to a server that monitors conditions and raises technical alerts.
Remote connectivity allows EEA to offer low daily mobile money payments, with ability to automatically
unlock a system when a payment is received and lock the system when a loan is in arrears. For low-cost
devices (usually without GSM connectivity), there is the possibility to unlock a system by entering a series
of numbers (token) on the keypad. Tokens are received automatically through SMS upon any mobile money

payment.
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e GUSTOMER EINANGE AND
MITIGATING CREDIT RISK

REPOSSESSION

The vast majority of EEA’s target group customers is not in command

of the financial means to acquire a quality SHS for cash. We therefore
offer prospective customers to obtain their kit on credit. A small down-
payment is required before product handover to the customer. While
EEA retains ownership of the kit until all instalments are received, there
is no requirement for the customer to provide collateral. Doing so, EEA
obviously faces a risk of customers not being able to pay for their Kit
over time. Our Customer Finance (CF) team is established to mitigate such

credit risk exposure.

The Customer Finance
team operates within two
primary dimensions: the

assessment of new risks and
the management of existing
ones. Our objectives within
this scope are clear. Firstly,
we aim to run the credit
function effectively, ensuring
that defaults are maintained
within a specific tolerance
corridor. This strategic goal is
fundamental to safeguarding
our financial stability and
ensuring responsible lending
practices. Secondly, we

WORKOUT

RE- CYCLING

CF
COMPETENCIES

Manage | Contract
Existing Risk | New Risk

Risk

Response

MONITORING

e®

emphasize running the credit
function efficiently, aiming
to optimize operational
expenses (OPEX) while
still upholding our default
rates within the designated
tolerance corridor. Striking
this balance is key, enabling
us to maintain financial
prudence, enhance customer
experience, and ensure long-
term sustainability within our
organization.

CUSTOMER VETTING

>

UNDERWRITING

ONBOARDING

The Customer Finance
workflow is organized around
stages of the credit cycle
across all operations. The
right-hand side of the credit
cycle is about customer
assessment, underwriting
and onboarding, i.e. the
contracting of new customers.
We verify customer data
against benchmarks in order
to ensure that we will sell a
product to the customer that
addresses a customer’s need,
and that the customer will be
able to afford.

Schematic lllustration of EEA’s
Credit Cycle

The left-hand
the credit cycle
ongoing engagement with
customers during loan life
with a particular focus on
addressing customers with
repayment problems through
an escalation framework.
Giving the disproportionally
high cost of loan workout,
repossession of the Kit is only
a last resort.

side of
is about



—PORTEOLIO.

QUALITY TRENDS

At EEA, we take SHS pricing decisions at a Pricing Committee. The Pricing Committee takes the
various cost drivers of our operation into consideration, in particular the cost of goods sold,
operational expenses, cost of funding, and cost of risk. Obviously, the cost of credit risk, namely
the cost of customer payment default, can only be known at the tail end of their loan tenor,

and we thus have to work with assumptions and extrapolations. Hence, pricing decisions are
taken with a default rate target, and it is then on the Customer Finance function to employ its
credit risk management tools to ensure that default remains within a specific tolerance corridor
stipulated by the Pricing Committee.

To this effect, the Customer Finance function has established a range of KPIs to track portfolio
quality with and around the Implied Default Rate (IDR) at its core. The IDR represents the sum of
the losses already incurred on a discrete portfolio plus the sum of the expected (future) losses
which can be expected to materialize as this discrete portfolio reaches its maturity. Capitalizing
on our insights on key drivers for loan default. we actively manage to manoeuvre the IDR to
trail within the specific tolerance corridor stipulated by the Pricing Committee.
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e OVERVIEW OF DEEAULT

RISK DRIVERS

Based on a review of default records, we distinguish between financial
capacity and customer commitment reasons that lead to loan default, and
its key drivers can be classified as follows:

Lack of Financial Capacity.
This accounts for “60% of
why customers default. Key
mitigation strategies that
EEA employs to address
a customer’s financial
capacity include:

Product to Customer Fit:
EEA ensures that the
choice of an SHS kit fits
the customer’s needs
rather than meets the
customer’s aspirations.
In addition, EEA ensures
payment plans are
explained to the client to
ensure financial literacy.

Commercials: The
combination of tenor,
total finance price, daily
rate and upfront deposit
is optimized to meet

the expectations and
economic reality of the
customer whilst ensuring
there is sufficient “skin in
the game” to incentivize
customers to complete
payment plans.

Customer Vetting:
Establishing an effective
and efficient workflow
to assess an applicant’s
capacity and willingness
to pay is crucial to control
defaults. We employ KYC
questionnaires for all

kit sales, complemented
by socio-demographic
scoring and credit
reference checks for our

higher value kits. Beyond,
EEA works towards
utilizing a comprehensive
modular customer
assessment methodology
allowing for a flexible
and incremental credit-
worthiness assessment of
potential customers.

Problem Case Solving: For
our committed customers
we offer options to
reschedule a facility or to
adjust (“right-size”) the
capacity of the SHS kit as
required.

Residual Lifetime: EEA
ensures that the SHS

kits have reasonable
residual lifetime at
scheduled point of loan
completion which acts
as an incentive to ensure
payments continue to be
made especially when
repossession discussions
are brought up.

B Lack of Customer
Commitment and
operational risk factors
account for “40% of why
customers default. The
main default drivers and
our respective mitigation
strategies include:

e Overselling and Sales

Process Failure: We learnt
that alignment across

performance KPIs serves
as a mitigation and hence
made agent remuneration
a function of sales and
portfolio quality KPIs. This
ensures that transparent
sales are originated which
contributes to credit risk
being suitably prioritized
at origination.

Payment Channel
Malfunction: As a
mitigation, we provide
digital and call centre
support to help customers
with making electronic
payments. EEA also
continuously expands its
partnerships with reliable
mobile money payment
partners.

Product Failure: Key
mitigation strategies
employed to assure high
customer satisfaction
with our hardware
include the sourcing of
reputable manufacturers
and a transparent return
policy with faulty units
being replaced within a
reasonably short period.

Competition: We mitigate
by differentiating
ourselves through the
quality of the hardware
sold, through our brand
and distribution network
as well as through the
presence of our service
teams.
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PROVISIONING

ENGIE Energy Access faces credit risks, as over 95% of its SHS Kits are sold on credit. Given

the economic realities of our customers, EEA does not require loan collateral, yet retains kit
ownership until full loan repayment. In order to cater for and cover the credit risk entailed in
our portfolio, EEA sets aside bad debt provisions for the expected loss at all times in compliance
with financial sector best practice.

Expected loss (EL) is calculated by multiplying exposure at default (EAD) with probability of
default (PD) and loss given default (LGD). EAD decreases as customers repay loans. LGD signifies
the likelihood of not recovering a defaulted loan. To calculate PD, EEA uses two concepts in
parallel: For entry-level products under Pay-As-You-Go plans, historic loss matrixes (HLM) inform
PD based on loan status. LGD is assumed to be close to 100% due to low residual hardware
value and costly kit repossession. For larger products under arrears-type plans we calculate PD
for specific payment arrears buckets which factor in mitigation efforts and asset liquidation or
reuse proceeds. For both payment plan types, bad debt provisions are determined on individual
loan basis by multiplying the outstanding amount with the respectively applicable provision
factor as per HLM or arrears bucket approach. It is also part of our prudence approach to fully
provision every exposure on which we have not received the mandatory number of payments
for a consecutive period of 180 days, and such loans will be written off subsequently.

We calculate the loan loss provisioning requirement for every loan at the end of every month,
and the required loan loss provisions are set aside, i.e., processed through the P&L at balance
sheet date.
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PROTECTION PRINCIPLES BY GOGLA

The six Consumer Protection Principles serve as the fundamental pillars of the CP Code, setting
forth the minimum standards of practice. These principles were established by GOGLA (Global
Off-Grid Lighting Association) in its Consumer Protection Code of Conduct in February 2021.
They represent the baseline expectations that consumers should have when engaging with an
off-grid solar company. As ENGIE Energy Access, we are wholeheartedly committed to upholding
these principles and have conducted two Consumer Protection self-assessments to date.

EEA SELF-ASSESSMENT
RESULTS (