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In achieving climate neutrality in the UAE by 2050, we aim to develop
an approach that both drives sustainable economic growth and is
an exemplar of working together to achieve a better future for humanity

His Highness
Sheikh Mohamed bin Zayed Al Nahyan

President of the United Arab Emirates



The UAE has a clear vision to transform itself into

one of the world’s most sustainable nations. Our journey towards
sustainability is comprehensive, encompassing advanced clean
energy projects across diverse renewable sources, and innovative
solutions integrated into various spheres of the economy and society

His Highness
Sheikh Mohammed bin Rashid Al Maktoum

Vice President and Prime Minister of the UAE and Ruler of Dubai
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HE SAEED MOHAMMED AL TAYER
MD & CEO of DEWA

In line with our vision as a globally leading sustainable
innovative corporation committed to achieving Net-Zero
by 2050, we are advancing steadily towards reducing
our carbon footprint and achieving sustainable carbon
neutrality by 2050. We adopt sustainability across all
our operations, processes, and decisions. Our robust
strategies and policies align with the national and
international strategies and policies, support the United
Nations Sustainable Development Goals (SDGs) 2030,
and contribute to achieving the environmental, social, and
economic aspects of sustainability in the UAE and Dubai.

During 2023 (The Year of Sustainability), the UAE made
significant achievements in climate action, and hosted the
most successful edition of the United Nations Framework
Convention on Climate Change (COP28) at Expo City
Dubai. COP28 resulted in the historic UAE Consensus,
which is an exceptional turning point in international
climate action. During our participation as a Principal
Pathway Partner of COP28, we contributed to introducing
the world to Dubai’s sustainability efforts through our
clean and renewable energy projects. These support the
Dubai Clean Energy Strategy 2050 and the Dubai Net
Zero Carbon Emissions Strategy 2050 to provide 100%
of energy production capacity from clean energy sources
by 2050 and the Dubai Carbon Abatement Strategy to
reduce carbon emissions by 50% by 2030.

DEWA's 11th Sustainability Report highlights our efforts
and accomplishments in supporting the sustainable
development in all its economic, social, and environmental

aspects. It introduces partners and stakeholders to our
performance and practices in sustainability, as well as
our progress and contributions in realising the UN SDGs
2030. The report is a useful, transparent, and trusted
reference that documents our achievements and efforts
throughout the year.

DEWA has prepared the report following the latest
2021 Global Reporting Initiative (GRI) guidelines for the
2023 data, emphasising its keenness to keep pace with
the latest developments. DEWA had aligned its previous
report (Sustainability Report 2022) with the updated
version of the 2021 GRI guidelines before their effective
date, as the guidelines stipulate their application for data
published during or after 2023. The report is also in line
with GRI G4 Electric Utilities Sector Disclosures.

By the end of 2023, DEWA's total capacity increased
to 16,270 MW of electricity and 495 million imperial
gallons per day (MIGD) of desalinated water. The total
power production capacity of clean energy in Dubai has
reached 2,627MW using photovoltaic solar power (PV)
and concentrated solar power (CSP). Compared to 2022,
DEWA's annual consolidated revenue in 2023 increased
by 7.09% to AED 29.2 billion, driven mainly by an increase
in demand for electricity, water and cooling services.

We have become a global role model in energy efficiency
and reliability; providing our services according to the
highest standards of reliability, efficiency, and quality;
and keeping pace with the increasing demand for power



and water. DEWA's adoption of the latest international
technologies in the production, transmission and
distribution of energy and water contributed to DEWA
achieving the top position globally in more than 10
KPIs in its areas of work, surpassing leading utility
companies in the European Union and the US in various
indicators. In 2023, losses from electricity transmission
and distribution networks were reduced to 2% compared
to 6-7% in Europe and the USA. Water network losses
were also reduced to 4.6% compared to around 15% in
North America. DEWA has achieved a new world record in
electricity Customer Minutes Lost (CML) per year. Dubai
recorded 1.06 minutes per customer in 2023, breaking its
2022 record of 1.19 minutes per customer, compared to
around 15 minutes recorded by leading utility companies
in the European Union.

In 2023, we achieved the lowest Levelised Cost Of Energy
(LCOE) of USD 1.6215 cents per kilowatt hour (kWh) for
implementing the 1,800MW 6th phase of the Mohammed
bin Rashid Al Maktoum Solar Park using photovoltaic (PV)
solar panels based on the Independent Power Producer
(IPP) model, with investments of up to AED 5.51 billion.
We also signed an agreement for the construction of
the 180 MIGD Hassyan desalination plant based on Sea
Water Reverse Osmosis (SWRO) and at a cost of AED
3.357 billion. The plant, which is being developed using
the Independent Water & Power Producer (IWPP) model,
is highly efficient and will sustainably produce water at a
world record low cost of USD 0.36536/m3. Coinciding with
hosting COP28 in the UAE, we signed an agreement with
Dubai Municipality to cooperate in a project to generate
electricity from biogases extracted from the landfill in
Muhaisnah 5. This supports Dubai's leading sustainability
practices and supports the realisation of the UAE Net
Zero Strategy 2050. In 2023, DEWA's generation plants
maintained world leading availability factor and reliability
factor of 91.15% and 99.86% respectively.

We achieved two new records in the Mohammed bin Rashid
Al Maktoum Solar Park for ‘The Tallest Concentrated

Solar Power Tower’ at 263.126 metres, and ‘the largest
thermal energy storage plant’ at 5,907 megawatt hours
using CSP based on parabolic basin complex with Molten
Salt technology. The records were achieved in the 950MW
4th phase of the solar park using CSP and photovoltaic
solar panel technologies. The new achievements add to
DEWA's global accomplishments and leadership in the
clean and renewable energy sector.

Moreover, we have launched several initiatives to improve
customers’ experiences and develop our services and
provide them through smart and innovative channels
anytime, anywhere. This saves the time and effort of
customers and make them happier. We are keen to
invest in our human resources and provide a positive
and encouraging work environment that ensures the
happiness of employees, and in turn the happiness of
all stakeholders. We believe our employees are the most
important factor for ongoing success and excellence and
keeping pace with the rapid developments to maintain
DEWA's global leadership and excellence.

Implementing effective governance practices has
contributed to DEWA achieving globally competitive
results. Its practices have become a benchmark for
numerous organisations around the world. In 2023, DEWA
received the ISO 37301:2021 certification in Compliance
Management. This recognises the implementation of all
applicable laws, legislation, and requirements across all its
operations. DEWA also received the I1ISO 37001:2016 in
Anti-Bribery Management System. This accomplishment
is a testament to the DEWA's unwavering commitment
to transparency and the highest ethical standards across
all its operations.

Through our projects, activities, and plans, we support
the green economy and keep pace with the UAE’s leading
role in climate action. We will continue to implement
more innovative projects to strengthen the role of the
UAE and Dubai in supporting global efforts to address
the repercussions of climate change and global warming.
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SUSTAINABILITY
HIGHLIGHTS

ECONOMIC HIGHLIGHT

\é 16:
O ©
| | |
AED 29.18 billion AED 7.93 billion AED 21.07 billion
total revenue net profit operational cost investments in
Smart Grid
initiatives between

2014 and 2035

ENVIRONMENTAL HIGHLIGHT

700 charging points DEWA generated
installed across the a total of
Emirates of Dubai 56,147,155 MWh 2023

o

%)

Cumulative efficiency Total installed capacity

improvement of the Mohammed bin
of 41.73% in 2023 Rashid Al Maktoum
compared with 2006 Solar Park is
2,627 MW

SOCIAL HIGHLIGHT

AED 8,110,670,000 AED 4.029 billion

total value of

purchases from

local and global
suppliers

employee wages &
benefits

2% losses from
electricity transmission
and distribution networks

of carbon emission
reduction

programmes and
initiatives for People of
Determination (POD)
between 2015 and 2023

Total number of
employees 10,792

97.48% happiness rate of
customers of determination
about DEWA services

Lowest Customer Minutes
Lost (CML) in the world at
just 1.06 minutes per
customer in 2023

Zero fatalities since
2000

TABLE OF CONTENTS

DEWA served 1,211,475
customers during 2023
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KEY HIGHLIGHTS
® IN 2023

Q1 8. Established the Disruptive 4. We commissioned our 60

We inaugurated the green data
centre of Moro Hub (Data Hub
Integrated Solutions LLC), a
subsidiary of Digital DEWA, our
digital arm.

DEWA integrated ChatGPT
technology into its services,
becoming the first utility
globally to use this technology.

Launched our virtual employee
Rammas on Instagram,
becoming the first government
entity in the UAE to use a
chatbot on Instagram.

Inaugurated Cyber Security
Innovation Lab, Waee
Cybersecurity Centre and
Identity Intelligence Centre.

We won first place in the
Ministry of Energy and
Infrastructure’s ‘Research
and Innovation Award’ in the
category of government sector
organisations in balanced
national energy.

We won the Hydrogen Project
of the Year 2023 Award for
our green hydrogen project at
the Mohammed bin Rashid Al
Maktoum Solar Park.

We won prestigious awards at
the American Great Place to
Work Institute 2023.

TABLE OF CONTENTS

Labs at Al Hudaiba building,
which will serve as a hub to
implement the Innovation and
Future Shaping Framework.

Q2

Launched SAT-2, a 6U
nanosatellite, to enhance
operational efficiency and
remote sensing capabilities,
marking another step in our
Space-D programme.

DEWA received a world record
low bid of USD 1.621 cents per
KWh on the IPP (Independent
Power Producer) tender for
its 1800 MW solar PV plant
at Mohammed bin Rashid Al
Maktoum Solar Park.

DEWA achieved a world
record by receiving the
lowest bid of 0.36536
USD/m3 of desalinated
water for the construction
and operation of the 180
Million Imperial Gallon per
Day (MIGD) Sea Water
Reverse Osmosis Hassyan
Phase 1 Independent Water
Producer (IWP) project.

MIG Lusaily water reservoir.

Our  generation  plants
maintained a world-leading
availability and reliability
factorof 91.15% and 99.86%
respectively, representing an
increase in availability from
the same period in 2022.

Q3

We commissioned 676 11kV
distribution substations

across Dubai in the first half
of 2023.

HH Sheikh Mohammed
bin Rashid Al Maktoum
witnessed the signing of an
agreement between DEWA
and Abu Dhabi Future
Energy Company PJSC
(Masdar) tobuildand operate
thel1,800 MW 6th phase of
the landmark Mohammed
bin Rashid Al Maktoum
Solar Park.
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Q4

We commissioned the second
unit in the 4th phase of the
Mohammed bin Rashid Al
Maktoum Solar Park, adding
200MW of clean energy
using parabolic basin complex
technology. This phase
uses the IPP model with
total investment of AED
15.78 billion.

We signed a water purchase
agreement and shareholder
agreement with ACWA Power
for phase 1 of the world's
largest solar energy-powered
desalination plant.

We received the [SO
37301:2021 certification
in compliance management
making us one of the first
international and local entities
to obtain this certificate. This
recognises the implementation
ofallapplicable laws, legislation,
and requirements in all
our business.

His Highness Sheikh
Mohammed bin Rashid Al
Maktoum, witnessed the
signing of an agreement
between Expo City Dubai and
DEWA to fully power Expo
City with renewable energy,
marking a significant milestone
in its journey towards achieving
net-zero emissions by 2050.

His Highness Sheikh
Mohammed bin Rashid Al
Maktoum inaugurated the
largest CSP project in the
world within the fourth phase

TABLE OF CONTENTS
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of the Mohammed bin Rashid
Al Maktoum Solar Park.

We signed an agreement
with Dubai Municipality on a
project to generate electricity
from landfill biogas.

We achieved two new records
at the Mohammed bin Rashid
Al Maktoum Solar Park; for
‘The Tallest Concentrated
Solar Power Tower’ at 263.126
metres, and ‘the largest
thermal energy storage
plant’” at 5,907 megawatt
hours using CSP based with
Molten Salt technology. We
received the two certificates
from Guinness World Records
representatives during
COP28, which the UAE hosted
at Expo City Dubai.

General

Peak power demand in 2023
reached 10.408 GW, an
increase of 9% over 2022.

Peak daily desalinated water
demand in 2023 reached
433.72 MIG, an increase of
4.91% over 2022

Our H Station at Al Aweer
reached a project progress
of 94.5%, while the Hatta
pumped storage hydroelectric
power plant has reached a
project progress of 82.5%
in 2023.

DEWA commissioned 14
new 132/11 kV transmission
substations in 2023.

DEWA was honoured with the
prestigious Sword of Honour
Award by British Safety
Council for health and Safety
for unprecedented 16th
consecutive year.

DEWA also received the
Globe of Honor Award for
environmental compliance for
the 12th consecutive year.

DEWA received prestigious
awards for Corporate
Excellence in 2023, maintaining
global leadership in “Innovation
Kitemark” and “IDXCS”
surveillance.

DEWA achieved 99.6% Smart
Adoption and scored 98.3% in
the Instant Happiness Meter
ranking 1 among all Dubai
Government Departments.

DEWA maintains strong
infrastructure and network
security controls and was
successful in achieving Zero
cyber breaches in the year.



01

About DEWA PJSC




SUSTAINABILITY REPORT 2023 | ABOUT DEWA PJSC | ECONOMIC PERSPECTIVE [ ENVIRONMENTAL PERSPECTIVE | SOCIAL PERSPECTIVE 11

DEWA (PJSC) &
ITS REPORTING PRACTICES

. ABOUT DEWA At the end of 2023, DEWA is catering to 1,211,475 customer
(GRI 2-1, GRI 2-6, EU3) accounts, marking an increase of 4.66% compared to the

previous year. Notably 53,974 new customer accounts were
Established on January 1, 1992, added in 2023,

through a decree issued by the
late Sheikh Maktoum bin Rashid Al
Maktoum, DEWA emerged from the
merger of Dubai Electricity Company
and Dubai Water Department,
previously operating independently

since their establishment by the late VISION
Sheikh Rashid bin Saeed Al Maktoum A globally leading sustainable innovative corporation
in 1959. With full support from Dubai committed to achieving Net-Zero by 2050.
government, these entities were tasked
with meeting the electricity and water
needs of Dubai’s citizens and residents. MISSION

We are committed and aligned to Dubai’s 8
Over the years, DEWA has achieved Guiding Principles and 50-Year Charter supporting
significant milestones, earning the UAE's directions through the delivery of global

leading services and innovative energy and potable
water solutions enriching lives and ensuring the
happiness of our stakeholders for a sustainable
Net-Zero carbon 2050.

recognition as one of the world’s
premier utilities.

In April 2022, DEWA marked another
a milestone by being listed on the DFM
and becoming the market’s largest MOTTO
listed company with a market value
of AED 124 billion (USD 33.8 billion).
This was achieved by the sale of

9 billion shares, representing 18% of VALUES

its capital. - Stakeholder Happiness - Sustainability
« Innovation - Excellence + Good Governance

For generations to come

Serving as the exclusive power and

water provider and the dominant PURPOSE

cooling services provider in Dubai,

DEWA extends its services to 3.6 Providing globally leading sustainable,

million people residing in the city efficient, and reliable power and water services,
and to an active daytime population and related innovative smart solutions towards
exceeding 4.8 million. By 2040 Net-Zero Future.

we anticipate these numbers to
increase to 5.8 million and 7.8 million
respectively.

TABLE OF CONTENTS
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SUSTAINABILITY
REPORTING AT

DEWA
(GRI 2-2, 2-3)

Since 2013, DEWA has issued 10
sustainability reports aligned with
the Global Reporting Initiatives
(GRI) Standards. The report is also
prepared in accordance with the
Sustainable Development Goals
(SDGs), and the principles of the
United Nations Global Compact
(UNGC). DEWA remains steadfast
in its commitment to sustainability
and transparency, exemplified
by its active participation as
a member of the GRI Gold
Community and its inclusion in
the esteemed standards pioneers
program. Notably, DEWA stands
among the vanguard, being
recognised as one of the inaugural
100 organisations worldwide
to embrace the new standards
starting from the 2016 reporting
cycle under the core option.

MATERIALITY

ASSESSMENT
(GRI 2-14)

The main starting point for
developing a sustainability report
is to identify the material topics of
the report. Therefore, DEWA has
engaged with the relevant internal
andexternalstakeholders,including

DEWA's top management,
DEWA's employees, government
entities, partners, suppliers,

customers, society and investors.
In September 2023, DEWA
organised 3 virtual stakeholder
engagement workshops through

TABLE OF CONTENTS

In the previous report, DEWA
demonstrated its proactive
approach by aligning its disclosures
with the revised universal
standards 2021 well in advance
of the mandatory implementation
deadline on January 1, 2023.
Building upon this momentum,
DEWA proudly incorporates
the latest updates on GRI
standards and fulfils its disclosure
requirements in the organisation’s
11th sustainability report

This report precisely adheres
to the GRI Reporting Principles,
ensuring a comprehensive and
accurate representation of DEWA's
sustainability efforts. The principles
encompass Accuracy, Balance,
Clarity, Comparability, Completeness,
Sustainability Context, Timeliness,
and Verifiability. DEWA's dedication
to upholding these principles
reflects its unwavering commitment
to transparency, accountability,
and the highest standards of
sustainability reporting.

an innovative and interactive tool
to assess 33 material topics. The
aim was to rate the material topics
and to assess the impact to be
reported for the next sustainability
reporting cycle 2023.

In addition to the GRI material
topics, DEWA's 2023 sustainability
materiality analysis accounted for
the latest megatrends, including a
circular economy, climate change,
innovation, customer happiness,
and cyber security.

As per the GRI standard
requirements, the sustainability
report is required to disclose
the most significant impact on

This report serves as a
comprehensive compilation,
synthesising insights derived
from its ongoing stakeholder
engagement initiatives.It succinctly
presents the
environmentally, and socially
significant facets pertinent to
the year 2023. Unless explicitly
mentioned, all data within this
report is reflective of the status as
of December 23, 2023.

economically,

Furthermore, the report
accentuates DEWA's concerted
efforts in realising its enduring
sustainability commitments. By
articulating these commitments,
DEWA aims to effectively convey
its sustainability endeavours to
stakeholders, fostering an enriched
dialogue and strengthening its
engagement with them.

Note: for any questions about the
report or the reported information,
you may contact:
sustainability@dewa.gov.ae

the economy, environment, and
people including impacts on their
human rights because of the
organisation’sactivities or business
relationships. The materiality
matrix below demonstrates the
outcomes of the 2023 materiality
assessment process. As part of
DEWA's internal process, the
below materiality matrix has
been approved by DEWA's top
management and used as a basis to
develop the current sustainability
report. The Y- axis represents
DEWA's management rating on
the materiality topics, whereas the
X-axis depicts the viewpoints of

DEWA's Stakeholders.
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. MATERIALITY MATRIX 2023 RESULT
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DEWA's Management

FINANCIAL
PERFORMANCE
SCOPE

In 2022, DEWA began publishing its financial statement as part of DEWA's integrated
report, which includes DEWA's Sustainability Report, Corporate Governance and
financial statement. The integrated report is also published on the Dubai Financial
Market (DFM) website.

For further details on DEWA's financial performance and results for 2023, please refer to
DEWA's financial statement. The financial data presented in the financial statement is in
accordance with International Financial Reporting Standards.
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VALUE CHAIN & OTHER
BUSINESS RELATIONSHIPS

(GRI 2-6)

SERVICES

In 2023, DEWA undertook
a comprehensive review and
update of its services catalogue,
aligning with Dubai government
directives. The revised catalogue
encompasses 22 public services
categorised under 6 main services,
which are the following:

1. Electricity & Water
Management Services

2. Billing Services

3. Sustainability & Consumption
Management Services

4. No Objection Certificate Services
5. Electricity Network Services
6. Water Network Services

For further details on DEWA
services, please scan the QR code.

SUPPLIERS

suppliers. Geographically, DEWA
engaged with 12,294 local and
110 global suppliers, conducting
12,404 transactions valued at
approximately AED 8,110,670,000
with 9490% of products and
services sourced locally.

DEWA emphasises sustainable
environmental  practices in
collaboration with suppliers,
utilising assessment criteria and
green  procurement standards
based on environmental
performance. Supplier selection
considers the environmental
impact of products or services.
DEWA actively motivates suppliers
to enhance their environmental,
ethical, and social performance.

DEWA’'S CUSTOMERS
(EU3)

DEWA served 1,211,475 customers
in 2023, reflecting a 4.46%
increase from the previous vyear,
with an addition of 53,974 new

customers since Q4 2022. In
2023, the organisation generated
56.15 Terawatt-hour of electricity,
marking a 6.15% increase, and
produced 143,309.342 MIG of
desalinated water, reflecting a
5.18% increase compared to the
previous year.

DEWAs  electricity  accounts
reached 1,173,631 accounts by
the end of 2023 compared to
1,116,575 by the end of 2022, an
increase of around 5%. DEWA's
water accounts reached 1,048 913
accounts by the end of 2023
compared to 995478 accounts
by the end of 2022, an increase
of around 5.37%. The increase
reflects the economic prosperity
Dubai is witnessing and the increase
in demand for DEWA's services.
This enhances DEWA's sustainable
growth and supports the Dubai
Economic Agenda (D33), which
aims to double the size of Dubai's
economy over the next decade and
position it among the top three
economic cities in the world.

Number of Customers Accounts as of Dec 31st, 2023

Electricity

Water

No. of customer

No. of customer

In terms of suppliers, DEWA

. . . Description accounts % accounts %
actively engaged with a diverse
array of global and local suppliers UAE National 73,235 6.24% 68,377 6.52%
in 2023, covering procurement Expatriates 840,571 71.62% 820,336 78.21%
of turnkey projects, supply of  commercial 234166 19.95% 154946 14.77%
materials and equipment, as well as Government
maintenance, consultancy, various  Qrganisations 6,298  0.54% 2010 019%
services, for the generation, |, . 3220 027% 1671  0.16%
transmission, and distribution of . .
electricity and water. 2y dess e DR
Port Sales 0 0.00% 424 0.04%
The collaboration extended to ¢ o 2182 0.19% 1,149  011%
1,753 suppliers, including 19
Total 1,173,631 100% 1,048,913 100%

strategic, 187 core, and 1,547 basic

TABLE OF CONTENTS
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In 2023, DEWA received a total
of 742,035 tenancy contract data
compared to 648,065 contracts in
2022, an increase of about 14.5%.
Thisdataincluded newandrenewed
Ejari contracts from all customer
categories. DEWA's systems are
electronically integrated with the
Ejari system from the Real Estate
Regulatory Authority of the Dubai
Land Department. The tenant's
data is automatically transferred
to DEWA, an account number
is created for new tenants, and
electricity and water services
are activated after paying the
security deposit through DEWA's
smart channels.

BUSINESS
RELATIONSHIPS

DEWA aims to maximise positive
impacts on the economy,
environment, and people within its
business activities and processes
and prevent negative impacts
through effective partnerships
with its stakeholders. On the power
generation side, DEWA maintains
constant communication with
original equipment manufacturers
to stay informed about
updates and new cost-effective
technologies in the market. For
example, after installing any kind
of assets , DEWA continues to
investigate updates and new cost-
effective technologies throughout
the assets life cycle, aiming to
implement them in its installed
assets. As a result of these
practices, DEWA has successfully
increased power generation
capacity, efficiency & reliability
and extended life span of assets
beyond their minimum useful life.
Additionally, this reflects DEWA's
alignment with the UAE Circular
Economy Policy by adopting
the concept of repair and reuse

TABLE OF CONTENTS

to reduce the consumption of
natural resources. This approach
reflects the sustainable business
relationship between DEWA and
its strategic suppliers throughout
the supply chain in the long term.

Furthermore, in 2023, DEWA
launched the OWNEK (Arabic
equivalent of ‘your help’)
awareness initiative to support
contractors and consultants in
obtaining  DEWA's approval on
the first attempt when requesting
electricity connections. This will
have a positive impact on speeding
up the workflow and saving time
and effort. The series of awareness
sessions and detailed videos in
Arabic and English are available
on DEWA’s official website to
provide explanations of all the
pillars, instructions, requirements

to be considered, tips, and
recommendations.
DEWA's commitment to

strengthening strategic relations
with all partners is according
to the highest standards of
integrity and transparency in
all its operations. DEWA has a
robust regulatory and monitoring
environment that reflects
its world-class governance
system. During 2023, DEWA
honoured 40 of its suppliers
and members of Dubai SME, as
well as the distinguished ones,
for their commitments during
its annual suppliers’ awarding
ceremony. DEWA continues
to conduct a comprehensive
annual assessment to ensure
conformity with specifications
and commitment to the specified
time and supply quantities to
achieve DEWA’'s standards.
DEWA urges its partners to use
its digital services to save their
time and effort as well as to
ensure they are satisfied with its
processes and procedures.

SOQOOR PROGRAMME

DEWA has approved 120,409
No Objection Certificates (NOC)
applications in 2023 as part of
the Soqoor programme, achieving
a 3062% increase compared
to 2022. This is part of DEWA's
efforts to keep pace with Dubai’'s
prosperity and support the
sustainable economic and social
development in the Emirate. The
Sogoor programme makes it easier
for consultants and contractors to
obtain DEWA's approval from the
first time they submit applications
and accelerates their projects to
meet the expectations of project
owners. The programme helps
keep pace with Dubai’s prosperity,
saves time for all stakeholders, and
ensures continuous adherence
to the highest international
standards of quality, safety, and
excellence.

The Soqgoor programme is the
first government programme of
its kind to evaluate consultants
and contractors in Dubai and
identify their compliance with the
requirements, standards, terms
and conditions, and guidelines
when submitting NOC service
applications. The programme is
based on scientific means, such
as the quality of submissions
and protecting DEWA's network.
The programme covers NOC
services, water network services,
and electricity network services.
The best-performing consultants
and contractors in various project
categories receive a Soqoor award
from DEWA.

Scan the below QR code for
further details about the guideline
for the Sogoor programme:
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DEWA'S PORTFOLIO

DEWA has a portfolio of related energy services company, and its DigitalX's  services assist
business interests, apart from  activities have been expanded companies with designing,

its primary business activity of
producing and supplying electricity
and water:

CORE PORTFOLIO

EMPOWER

ENERGY
SOLUTIONS

Empower, is currently the world's
largest district cooling services
provider by connected capacity,
is 56% owned by DEWA, and
it owns, manages, operates and
maintains district cooling plants
and affiliated distribution networks
across Dubai.

Mai Dubai is a water-bottling,
manufacturing and distribution
company, which distributes water
within the UAE and to other
markets. Mai Dubai is a wholly-
owned subsidiary of DEWA and
it commenced operations in
2014. Mai Dubai is currently the
number one ranked water-bottling
company in the UAE for both
distribution and sales.

Elihad

Energy Services

Etihad ESCO is a wholly-owned
subsidiary of DEWA. It was
established under a mandate
from the Dubai Supreme Council
of Energy to implement energy
efficiency projects in Dubai.
Etihad ESCO is a commercial
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to include solar PV projects, as
well as electromechanical and
facility management services.
The company has successfully
completed a number of significant
building retrofit projects for
major public and private sector
clients in the UAE.

O

Digital DEWA was created as
a holding company to group
several subsidiaries that deliver
digital business solutions. Three
companies operate under Digital
DEWA.

| g2
deuwa

M(CJRO

+ Moro (Data Hub Integrated
Solutions) is currently the
backbone and core entity at the
heart of Digital DEWA. Moro is
a company that provides data
centre services, cloud solutions
and hosting services, managed
business solutions and managed
IT services for DEWA and other
external public and private
organisations.

Digital

- Digital X was formed in
October 2019 to offer digital
services, resource augmentation,
intelligent automation solutions,
robotics, advanced data analytics
solutions for optimal decision-
making and mission-critical
analytical modelling systems.

implementing and managing
technologies to enhance their
business capabilities as well
as accelerating their digital
transformation by building
cutting-edge and easy-to-use
systems powered by Al.

Infra

* Infra X was formed in October

2019 and focuses on connecting
Digital DEWA's value-added
services from its data centres
and cloud services to customers.
InfraX leverages DEWA's
infrastructure to offer a secure,
reliable, and independent super-
fast network that meets the
future digital transformation
demands. InfraX is considered
to be the first non-telecom
company in the UAE to receive
a special purpose loT license
from the Telecommunications
and Digital Government
Regulatory Authority (TDRA)
to commercialise loT networks
and services. In addition, Infra
X partners with local service
providers to provide 5G
technologies.

IPP PORTFOLIO

SHUJAA

ENERGY

« Shuaa Energy 1 is a solar
photovoltaic independent
power plant project that has a
contracted electricity generation
capacity of 200 MW, which
is located in, and constitutes
the second phase of the MBR
Solar Park.
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- Shuaa Energy 2 is a solar
photovoltaic independent
power plant project that has a
contracted electricity generation
capacity of 800 MW, which is
located in, and constitutes
the third phase of the MBR
Solar Park.

o
SR

3 délall gl
Shuaa Energy 3

- Shuaa Energy 3 is a solar
photovoltaic independent power
plant project that will have a
contracted electricity generation
capacity of 900 MW, which
is located in, and constitutes
the fifth phase of the MBR
Solar Park.

SHUAA gL &
ENERG)Y - \ |

Yo st L

- Shuaa Energy 4 is a solar
photovoltaic independent power

4, hassyan
energy

- Hassyan Energy Phase 1 is an

independent  power producer
project with a total electricity
generation capacity of 2,400
MW. While the plant was
designed to be operated on dual
fuel, DEWA, as off-taker, took the
decision that the plant should
operate using only natural gas as
the primary fuel, and the formal
shift was publicly announced
by DEWA. In addition, the
Hassyan Power Plant uses ultra-
supercritical technology in its
operations, in compliance with
set international standards.

- Hassyan Water is an independent

water producer project with a
total capacity of 180 MIGD of
desalinated water.

FINANCIAL
COMPANIES
PORTFOLIO

- Etihad

- Forward Investments is

DEWA’s corporate venture
capitalunit. Forward Investments
was established in 2020 with a
mandate to invest in venture
investments in renewable
energy, distributed generation,
energy storage, utility
digitisation, smart technology
and security, cleantech and other
diversification opportunities
relevant to DEWA's strategy. To
date, the company has entered
into a number of successful
investments across the United
States and Asia.

ETIHAD
CLEAN
ENERGY

Clean Energy
Development Company is a is
a DED-licensed limited liability
company with the main objective
of financing solar-bot projects
executed by Etihad ESCO.

plant project that will have a total
capacity of 1,800MW, located in,
and constitutes the 6th phase of

The above-related business interests
are excluded from the reported

DUBAI GREEN FUND . . Q
data found within this report.

the MBR Solar Park.

NOOR ENERGY

+ NoorEnergylisanindependent
power plant project that has
a 700 MW CSP and 250 MW
PV (contracted electricity
generation) capacity, and which
is located in, and constitutes
the fourth phase of the MBR
Solar Park. Upon completion,
it is expected to become the
largest single-site CSP plant in
the world using a combination
of a central tower and parabolic
trough CSP technologies.
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- Dubai Green Fund Investments

is the first specialised green
impact investment fund in the
MENA region. It is backed by
the Government and is currently
100% owned by DEWA. lts
mandate is to invest in green
projects and support Dubai’s
position as a global hub for the
green economy. Dubai Green
Fund's current portfolio of green
investments is expected to save
approximately 8.5 million metric
tonnes of CO2 emission per
year over the next 30 years.
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DEWA'S GOOD GOVERNANCE

(GRI 2-9, 2-10, 2-11, 2-12, 2-14, 2-15, 2-16, 2-17, 2-18)

As a PJSC utility organisation
engaged in the production and
supply of two life forces, namely
electricity and water in Dubai, Good
Governance; is a key component for
DEWA being a key driver of Dubai's
success story.

Governance is how DEWA is
directed and controlled in line
with its  establishment.  The
organisation has implemented in
letter and spirit the best principles
of Good Corporate Governance by
choice and voluntary action for
the adoption of best practices to
position DEWA against its peers
and respond accordingly with
improvement actions. Benchmarks
are done with reference to
international standards including
the OECD, the World Bank, and
UN organisations.

DEWA has adopted the four
classic pillars of good governance,
those being Trust, Transparency,
Accountability, and Fair Practices.
Thereafter, building upon the
four pillars DEWA's governance
drivers have evolved with changing
technology and expectations over
the last three decades.

UAE Strategy for
Future Services 2025

UAE Innovation
Strategy

UAE Circular
Economy Policy 2030

TABLE OF CONTENTS

Dubai 50 Year
Charter

DEWA Global Good Governance
is a foundation for steady growth,
and it has helped DEWA increase
in income and profitability, create
efficient  budgeting  processes
and happy customers, which is
reflected in DEWA's outstanding
global results.

(See DEWA's Governance details
for full details) — link

DEWA'S
ECOSYSTEM

The DEWA ecosystem delineates
DEWA's engagement with the
external environment through its
five key components which are:

« DEWA's core business and
support activities

« Extended enterprise
(Subsidiaries)

National Space  Sewtery
strat
strategy 2030 v

Q

o—aoliogelyya Sdita
Dubei Electricity Woter Authority

LEADERSHIP AND CULTURE
CORE PROCESSES

DEWA  DEWA

2040554

5 Demograpi
“The Duba Integrated Water  Dubai Clean Energy Diversity
Lopmae  Resoure Managemen t Strategy 2050

{({( Local Environ,.,.,e"‘

- DEWA's stakeholders
« The local environment

+ The global environment and
megatrends.

This framework outlines the
fundamental business processes
from planning to customer
happiness, underscored by auxiliary
support functions. The interplay of
these elements aims to generate
sustainable value for all stakeholders,
incorporating feedback mechanisms
for continuous enhancement
through innovative practices.

Furthermore, the ecosystem
illustrates DEWA's influential role
and leadership within its domain,
motivating and exemplifying
achievements that benefit both
DEWA and others. The five
integral components of the DEWA
ecosystem encompass DEWA's
core business and support
functions, extended enterprises
(subsidiaries), stakeholders, the
local environment, and the global
environment with its associated
megatrends.

zzzzzzzzzzz
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STRATEGY, POLICIES,

(GRI 2-23, 2-24, 2-25)

STRATEGY strategies, to ensure its effective  several corporate scenarios

Strategically Driven

As the UAE and Dubai continue to
impress the world with sky-high
aspirations and achievements,
DEWA updates its strategy on
an annual basis, and continuously
aligns itself with major global

and sustainable contribution to
the long-term prosperity of Dubai
and the UAE.

DEWA has an agile strategy
that is always ready to cope with
internal and external factors, as
it closely tracks emerging trends
and gathers facts and figures to
increase its understanding of the

based on emerging trends and
underlying drivers.

In addition, stakeholder
engagement is a key component
of the organisation’s strategy
formulation process, as it
continuously gathers and analyses
their inputs through different
tools, ensuring exceeding their

developments and national  macro-environment and considers  needs and expectations.

DEWA Strategy Framework DEWA'’s Strategy Framework

Consists of 3 consecutive phases, enriched
by strategic intelligence, and powered by
continuous learning, communication &

innovation

Strategy Formulation

Define overall strategic direction and design
the corporate strategy, leveraging strategic
insights and foresight

Organisation Alignment

Align divisions and employees with
DEWA’'s overall strategy, and plan
strategic initiatives for its achievement

STRATEGIC
INTELLIGENCE

Execution & Assessment

Implement corporate and divisional
strategies, and assess implementation
progress, including both performance (KPls)
and strategic initiatives

TABLE OF CONTENTS
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STRATEGY FOCUSED ORGANISATION .

DEWA is proud to be the first organization in MENA region to receive the Hall of Fame Award back in 2008
for implementing 3rd generation Balanced Scorecard in strategic plan, and the first organisation to score 4.3
higher than the global average in execution premium assessment (XPA) for strategic planning & execution
practices that was conducted by Palladium Group the international authority for Balanced Scorecard framework.

DEWA Strategy Map
A globally leading sustainable innovative corporation committed to achieving Net-Zero by 2050

SUSTAINABLE GROWTH 30%

TRIPLE

BOTTOMLINE U TBLO2: TBLO3:

Optimized costs, revenues and diversified Pioneering socially responsible practices Minimized environmental footprint and
global investments circular economy

SO01: S02:
Available, Reliable and high quality supply Engaged & Happy Stakeholders
of electricity and water

STAKEHOLDERS

. .

Operational and Smart Agility and Governance 10X The Fut
) Services Excellence 10% gility Y e Future —

1P03: 1P06: 1P09:
Leading Innovative customer Leading governance and Sustainable energy mix and effective
experience management standards supply & demand side management
INTERNAL ep IPOS: ) 1po8: -
PROCESSES Leading Health, Safety and Leading Integrated, resilience and Leading through Digital DEWA
Environment practices agility framework
1PO1: 1PO4: 1PO7:
Leading Standards of availability, Leading Corporate Security Disruptive technologies including:
reliability, and efficiency System Al, Robotics, Space and lot
\ ) AN J
0,
s Enablers of Success 10% ~
LEARNING & LGO1: LGO2: LGO3: LGO4: LGOS:

Attract and retain talent Motivated & Happy Enabling Al & Disruptive National identity and Building Capabilities &

Digital Technologies effective Emiratization Future Leaders

GROWTH

Human Capital

DEWA Strategic Priorities

SUSTAINABLE GROWTH

TRIPLE I
BCI)_TIL(EDM Deliver our future vision through balancing economic, environmental, and social impacts of our growth strategy. It also
has a stakeholders’ happiness strategy; it aims to be a pioneer in the global utility industry and deliver the best leading
results; and it has effectively aligned its strategy to local, federal, and global development goals, with a particular focus
STAKEHOLDERS on the United Nations Sustainable Development Goals.

— Vv

- Operational and Smart Service — Agility & Governance —— 10X & Net-Zero Future ——

Excellence

This focuses on safeguarding
DEWA's future by maintaining
leading practices in corporate
governance, integrated
corporate security, corporate
resilience, Enterprise Risk
Management, Business
Continuity Management, and
Crisis Management.

This theme involves disrupting
and creating a sustainable
future by implementing the
3Ds of Digitisation,
Diversification of the energy
mix and Demand Side
Management.

DEWA's routes to excellence
are pioneering service levels
INTERNAL through effective enterprise
PROCESSES > asset management, preserving
the health and safety of our
stakeholders, being
environmentally responsible,
and envisioning a futuristic
customer experience.

Enablers of Success

LEARNING & 1

GROWTH This is building and developing capacities for the future, planning, and acquiring future talents, developing and enabling

future leaders, futuristic technology-enabled workplace and promoting National Identity and Emiratisation.

YT

)

TABLE OF CONTENTS
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The United Nations

Sustainable Development
Goals 2030

DEWA has taken proactive steps
to recognise the importance of
the United Nations Sustainable
Development Goals (UNSDGs)
2030 since its announcement
in 2015. It created an award-
winning approach to the SDGs
based on five essential pillars:

Top Priority Goals

+ Acknowledge and affirm the
importance of the SDGs

« Identify the SDGs of greatest
relevance

« Align DEWA's strategy to the SDGs

« Build capacity and embed SDGs
into decision-making processes

« Report publicly on progress

DECENT WORK AND
ECONOMIC GROWTH

o

CLEANWATE
AND SANITATION

] 12 s, 113 i
L0 |

Prioritising the SDGs

The Sustainable Development
Goals (SDGs) have been prioritised
by DEWA into three main tiers.
These tiers are based on the goals’
relevance to DEWA as a stakeholder
in Dubai and globally, as well as its
business critical as a successful
electricity and water utility, and
its leadership commitments as
a leading sustainable innovative
global corporation.

Second Priority Goals

GENDER 1 4 LIFE
EQUALITY BELOW WATER

16

PEACE, JUSTICE 17 PARTNERSHIPS
AND STRONG FOR THE GOALS
INSTITUTIONS

Other Important Goals

A highlight on progress towards
the SDGs

DEWA continues to enhance
its operations and develop new
projects to increase the reliability
and efficiency of its power and
water services. In 2023, DEWA
has established its Distribution
Network Smart Center.

Distribution Network Smart Center
works as a centralized automated
hub and repository that gathers,
monitors and analyzes data from
the smart devices installed in the
distribution power network. Some
of the key objectives of the Smart
Centre are:

« To monitor and analyze the
infrastructure of DEWA's smart
initiatives.

« Toget the best value and benefits
from the remote capabilities of

TABLE OF CONTENTS

NO GOOD HEALTH
POVERTY AND WELL-BEING

QUALITY
EDUCATION

the smart meters, green charging
devices and smart applications.

« To provide data and analysis
reports and support business
needs on their operations.

It provides a real-time view
and assessment of the current
status of the network and
conducts diagnostic analysis
to find effective and proactive
solutions to any disturbances that
may occur. By utilizing artificial
intelligence and automation, the
Smart Centre minimizes human
interference, automates system
study, analyzes data, and derives
detailed reports to enrich data-
driven decision making. All of
this is built on a robust security
platform which protects sensitive
data in compliance with security
standards and data privacy rules.
The Smart Centre currently has 27

10 REDUCED
INEQUALITIES

15 llllliElANI]

A S
(=) ’“’

v

use cases that serve the Advanced
Metering Infrastructure for
Electricity, Shams Dubai initiative
and Green Charger initiative.

In serving these main initiatives
and enhancing DEWA's electricity
services with the use of the
latest modern technologies, the
Distribution Network Smart Centre
contributes to Goal 7 (Ensure
access to affordable, reliable,
sustainable and modern energy
for all), Goal 9 (Build resilient
infrastructure, promote inclusive
and sustainable industrialisation
and foster innovation) and Goal
11 (Make cities and human
settlements inclusive, safe,
resilient and sustainable) of
the United Nations Sustainable
Development Goals.
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POLICIES

Over the years, DEWA has built
different policies to affirm its
commitments and business
activities that are in line with
national and global strategies,
goals, laws and regulations in
relation to economic, environment,
social and human rights aspects.
For further details, you may refer
to DEWA's policies on its website

PRACTICES

EMPLOYEE
GRIEVANCES AND

COMPLAINTS
(GRI 2-25)

DEWA is dedicated to the
enforcement of equitable,
consistent, and expeditious
administrative measures to
discourage negative workplace
behaviour. The organisation
has instituted regulations
and mechanisms for handling
grievances and complaints from
its employees, whether they are
directly employed or seconded
to DEWA. Utilising its internal
platform, Freejna, DEWA offers
employees extensive information
and guidance on administrative
procedures and complaints
regulations, complemented by an
electronic form for the submission
of complaints. Additionally, DEWA
has established the Grievances &
Complaints Committee to oversee
and adjudicate cases referred to it

TABLE OF CONTENTS

pertaining to employee grievances
and complaints.

CUSTOMER
FEEDBACK
PROCESS

04 The Unified Interactive
Platform Between Dubai
Government and its Customers, is
a system that enables customers
to submit suggestions, comments
and complaints smoothly via
an omnichannel and seamless
experience.

04 The Unified Platform aligns
with Dubai's 360 Services' policy,
which places customers at the
heart of developing government
services and provides them with
a unified platform to voice their
opinions, offer suggestions and
raise any challenges or complaints.

In addition to the centralized
portal, customers have additional
channels to share their feedback
which again will be tracked through
04 Portal, including:

+ Website: www.dewa.gov.ae

+ Email:customercare@dewa.gov.ae

« Customer Care Centre:
Tel: 04-6019999

+ Smart devices at
Customer Happiness Centres

+ Smart App
- Radio

+ Chatbot

+ Facebook

« X (Formally Twitter)

UNIVERSAL
SERVICE CENTRE

The Universal Service Centre
delivers a complete digital
experience, providing customers
with  comprehensive, reliable,

and secure services. Leveraging
the latest Al technologies, the
centre assists customers in
completing their transactions
seamlessly. Additionally, it uses
digital interactive solutions that
enable customers to communicate
remotely with the respective team.

CUSTOMER CARE
CENTRE

DEWA has transformed its
Customer Care Centre into an
innovative and interactive digital
hub, enhancing the customer
experience across various channels
for seamless transactions. The
centre, equipped with an Interactive
Voice System (IVR) enhanced by Al,
operates 24/7, offering a range of
pioneering services. These include
procedural and
support for electricity and water
requests, EV  Green Charger
services, and access to the Smart
Living dashboard for comprehensive
information on all DEWA services.
The digital database, continually
updated, prioritises calls based
on customer segments, ensuring
high standard of professionalism
and service quality. Al is employed
to identify caller accounts, modify
options based onaccount status,and
efficiently direct customers to the
most suitable choices. The system
also analyses calls, keywords, and
customer satisfaction indicators,
enabling DEWA to gather valuable
insights for service improvement
and quick decision-making to
enhance customer happiness and
experience. Based on the above
transformation, the Customer Care
Centre has been recognised as one
of the top 3 Best Contact Centres in
Dubai in 2021. This was announced
by the Dubai Model Centre. DEWA's
Customer Care Centre achieved

informational
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a high-performance in-Service
Quality Level of 96.72% with an
abandoned rate of 0.59%.

THE CUSTOMER
HAPPINESS

CHARTER
(GRI 3-3)

DEWA has developed the Customer
Happiness Charter that sets its
quality standards and defines
customer service expectations in
order to foster engaged stakeholder
participation to ensure the
excellence of Government services.
It identifies the key responsibilities
of the organisation, including the
customers themselves in order to
guarantee an outstanding customer
experience.

The Charter comprises a set of
commitments that outline various
responsibilities, such as fair and
equal services for all customers,
catering to customer needs with full
transparency, commitment towards
the privacy of customer information
and data, practising high principles
in service delivery, provision of
innovative solutions, in addition to
other commitments. The Charter is
reviewed and updated annually and
is promoted to all stakeholders.

Note: For further details about
the Customer Happiness Charter
please scan the below QR code:

TABLE OF CONTENTS

MECHANISMS FOR
SEEKING ADVICE
AND RAISING

CONCERNS
(GRI 2-26)

DEWAacknowledgestheimportance
of avoiding misconduct, such as
violation of laws, in its operations and
business connections. It is dedicated
to conducting its business with
honesty and ethics. DEWA commits
to maintaining transparency and
integrity in all business transactions
and relationships, implementing an
effective system to prevent, detect
and address any offence across its
operations.

DEWA has adopted a robust Ethics
andCompliancemanagementsystem
supported by a comprehensive set of
policies and procedures related to
the Code of Conduct, Anti-Bribery
&  Corruption and Fraud,
Anti-Money Laundering, and
Whistleblowing Policy.

DEWA adopts a zero-tolerance
approach towards any occurrence
of fraud, bribery or corruption
across its business activities and
operations. DEWA recognises that
the prevention of fraud, bribery and
corruptionisanintegral component
of good governance and affirms
its commitment to conduct its
business and operations in an
honest, transparent and ethical
manner and as per the applicable
UAE federal laws and the Emirate
of Dubai legislations.

For full details about the Mechanisms
for seeking advice and raising concerns,
please scan the below QR code:

MEMBERSHIP

ASSOCIATIONS
(GRI 2-28)

DEWA plays an active role in
several national and international
organisations,  councils, and
committees. These include, but
are not limited to, the following
Councils and Committees:

1. Dubai Council
2. The Executive Council of Dubai

3. The Dubai Supreme Council
of Energy

4. Dubai Future Council on
Energy

5. Strategic Affairs Council

6. United Nations Global
Compact

7. World Green Economy
Organisation

8. The Carbon Abatement
Committee

9. The Dubai Demand Side
Management Committee

10.Dubai Supreme Fiscal
Committee

Committees

The Management team is assisted
in its work by several additional
committees, which include
members of the management
team or other DEWA division
representatives. These include
the Complaints & Grievances
Committee; Women’'s Committee;
DEWA Youth Council; Investment
Committee; Takaful and Thega
Committee; Administration Violation

Committee; Scrap Verification
Committee; DEWA Excellence
Award Committee; Crisis

Management Committee; Group
Risk and Resilience Committee;
Health, Safety & Environment
Committee; Corporate Governance
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Committee; IT Security Response
Team, Drones Robotics Committee,
ISO 50001 Energy Management

System-Top Management
Committee, Cyber Emergency
Response Committee, Tender

Opening Committee and Digital
Transformation Committee.

STAKEHOLDER

ENGAGEMENT
(GRI 2-29)

Every strategy revolves around
the stakeholders, as they play a
major role in assuring the success,
continuity, and effectiveness of
the strategy. DEWA positions
stakeholders at the core of its
strategic  framework, fostering
continuous communication and
collaboration with them. For this
reason, stakeholder engagement is
crucial, along with understanding
their needs and expectations. This
enables DEWA to keep improving

Institutional
investors, local &
foreign banks,
financial services

Provider
of Capital/
Investors

Customers

Government

its performance, services, and
initiatives to ensure the best
possible happiness results and
service delivery.

The stakeholder management
framework is DEWA's way
of identifying the methods
of delivering the best and
most inclusive engagement to
ensure valuable outcomes, in
alignment with the principles of
both the AA1000 Stakeholder
Engagement Standard 2015
and the Global Reporting
Initiatives’ Sustainability
Reporting Standards. DEWA's
key strategic initiatives relating to
its stakeholders were developed
from the strategic objective
“S02 engaged and happy
stakeholders” key initiatives and
are continuously reviewed. They
include:

- Organising stakeholder-
engagement workshops for key
stakeholder groups

Federal, Top Management

Local :
Non-supervisory

Suppliers
Sub-
Contractors

Infrastructure & Network Projects

Owners, Infrastructure & Network Direct
Customers, Electricity & Water Supply

Strategic,
Basic, Core

Customers, Potential Customers

TABLE OF CONTENTS

Middle Management,

Employees

- Defining a compelling,
overarching value proposition
for each stakeholder group

responding
needs and

- Managing and
to stakeholders’
expectations

- Seeking new opportunities
through  multi-stakeholder
partnerships to advance
sustainable development

+ Establishing community-based
initiatives that benefit Dubai
and the UAE.

DEWA's Corporate Strategy
department in coordination with
the Stakeholder department
are annually responsible for
reviewing the list and updating
it, if necessary, as well as
ensuring that DEWA's strategic
plan includes fulfilling the needs
and expectations of prioritised
stakeholder groups.

Strategic
Partners, Main
Partners

Partners

Society &
Future
Generation

Environmental
Entities, General
Public, Media
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DEWA
STAKEHOLDER
ENGAGEMENT
ACTIVITIES

DEWA has established a
dedicated Stakeholder Happiness
Department, tasked with overseeing
and coordinating stakeholder
management efforts across all
DEWA divisions to meet stakeholder
expectations effectively. The
implementation of the Happiness
Strategy is instrumental in enabling
DEWA to discern the needs of
its diverse stakeholder groups,
including Customers, Employees,
Government, Capital Investors,
Partners, Suppliers, and Society.
DEWA consistently strives to not
only meet but exceed stakeholder
expectations and proactively
anticipates their future requirements.
This commitment is upheld

INFORM CONSULT

One way process
of providing
information

to stakeholder

Stakeholder
asking questions
& organisation
providing answers

through ongoing measurement
of stakeholder happiness levels,
enabling DEWA to make responsive
adjustments. Collectively, these
elements contribute to DEWA's
mission to represent the UAE
optimally on the global stage while
fostering sustainable value for all
stakeholders. In line with DEWA's
dedication to creating sustainable
value for its stakeholders,
the Stakeholder Happiness
Department has identified key
divisions within DEWA to serve
as champions responsible for
managing the happiness of
specific stakeholder groups. These
Happiness Champions are tasked
with monitoring and reporting
on the outcomes of associated
projects and initiatives.

To further enhance stakeholder
engagement, DEWA has introduced
aregistry form designed to delineate
stakeholder definitions, sub-

INVOLVE

Two-way
engagement

& learning but
stakeholders

act independently

e/ — ¢

» Awareness
sessions

- Market campaigns

groups
- Media events

« Incentive verbal

programmes

- Corporate strategy
- presentation
sessions

surveys

- Student visit feedback

+ Happiness
Surveys for
all stakeholder

- Written and

communication

+ Topic-specific

+ Direct customer

» One-on-one
meetings

« Supplier
management
SEMIBERS

« Public private
partnerships

- Various
programmes

» Customer
suggestion
schemes

« Mystery shoppers

COLLABORATE

Joint learning
decision &
actions

- Sustainability
stakeholder
workshops

- Joint ventures

categories, preferred communication
channels,  factors influencing
DEWA's relationship with each
stakeholder, and the most effective
modes of engagement.

DEWA runs an annual engagement
lab with each of its stakeholder
groups. During the meeting, DEWA
presents its latest achievements,
and the champions provide
information and updates relevant
to the stakeholder group. It is an
opportunity to get direct feedback
from, and brainstorm new ideas
with stakeholders.

On a regular basis, DEWA
engages with its stakeholders
through a range of initiatives and
communication channels, such as
satisfaction surveys, roadshows,
joint ventures, and partnerships
with government agencies on
regulatory matters as shown
below.

EMPOWER

Stakeholder
play a role in
governance

E)\’_

- Actively
supporting
government
policy &
regulation

« Supervisor
interaction

- Road shows
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STAKEHOLDER
NEEDS &
EXPECTATIONS

DEWA strives to achieve a
transparent  and consistent
communication approach

to engage directly with its
stakeholders in the most suitable
manner. This is reflected in the
stakeholders’ register form, which
documents the communication
options available and preferred
for each category to ensure
accessibility  for all.  DEWA
engages with its stakeholder
groups in a variety of ways.
In 2023, the Stakeholders’
Happiness Department organised
a Happiness Workshop for the
Stakeholder ~ Champions  and
Agents. This event marked the
beginning of the vyear, where
new plans were unveiled,
achievements from the previous
year were celebrated, challenges
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were discussed, and team
building takecentre stage. The
team building activity was held
at Mohammed Bin Rashid Library
and aimed at enhancing teamwork
skills and fostering creativity in
the workplace.
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Another avenue for engagement
involved the  Stakeholders’
Happiness Department participating
in Agility Week. During this event
in June 2023, the Stakeholders’
Happiness team provided insights
into stakeholders within DEWA
and highlighted the connections
between stakeholders and agility.
For each stakeholder category, the
following table shows the most
important needs expressed during
its engagement activities.
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Stakeholder Needs & Expectations

* Aligning with national development plans & programmes

Government

Customers

Employees

Partners

Society and Future generation ___

Suppliers

Providers of capital/Investors

STAKEHOLDER
HAPPINESS RATE

DEWA recognises the importance
of stakeholder management to
the achievement of its business
objectives. DEWA gives special
attention to its stakeholder’s voice
and strives to collect their input
and feedback through different
channels, methodologies and
frequencies, leveraging on the
added-value from engaging all
stakeholders in the journey to
excellence.
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* Commitment to good citizenship

* Regulatory compliance

« Quality safety and cost - effectiveness of service

« Ethical business

 Reducing the environmental impact of organisation activities

* Secure working environment
* Competetive salaries
* Ethical behaviour

« Sharing best practices

* Non-discrimination & recognition
* Investment in professional developments
* Career progression & recognition

« Continuous and systematic dialogue and engagement

* MoUs to collaborate on issues

« Transparency and effective communicaton
« Raising awareness on sustainability issues
« Supporting social and cultural initiatives

888

« Management of environmental impacts of organisation activities

« Supplier qualification based on cost and quality including
environmental and social assessment
« Transparent procurement processes

* Profitability

« Creating value in the short and long term
« Reliability, profitability and transparency

In order to ensure the effectiveness
of the stakeholders’ management
framework, DEWA systematically
evaluates stakeholder experience,
captures their perceptions about
DEWA and regularly monitors
the level of their happiness on
both relationship and transactional
dimensions.

DEWA’'s annual Stakeholder
Happiness Survey is a key tool
to wunderstand stakeholder
expectations to measure the
effectiveness and improvement of
its work. The survey addresses key

issues relating to various factors,
including specific questions
addressed to each stakeholder
group. The outcomes from the
survey are used to analyse gaps in
DEWA's approach to Stakeholder
Happiness and evaluate areas
for further improvement. Finally,
a continuous benchmarking
of these KPIs is conducted for
this purpose.
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DEWA Stakeholders Overall Happiness Results 2023 are as follows:

Survey

Result

Digital Dubai Authority Customer Instant Happiness Score
Employee Happiness Rate

Partner Happiness Rate

Supplier Happiness Rate

Society Happiness Rate

Government Happiness Rate

Provider of Capital Happiness Rate

98.3%
90.59% .
94.10%

90.78%
93.55%
95.81%

94.83%

DEWA is keen to engage with the stakeholders and measure their perception on DEWA'’s

role towards sustainability:

Topic

Rate

Understanding of DEWA's efforts in contributing to the United Nations
Sustainable Development Goals 2030 - Employees

Awareness of DEWA's efforts to communicate its commitment to circular
economy - Employees

Happiness with DEWA acting as a pioneer for sustainable solutions -
Providers of Capital

Readiness to supply DEWA with more sustainable and environmentally
friendly products and/or services - Suppliers

98.2%

98.7%

92.50%

92.28%

DEWA employs a centralised
Happiness Index Dashboard that
was fully revamped in 2023, making it
easily accessible to top management,
to evaluate the effectiveness of

stakeholder engagement activities.
It also highlights specific happiness
initiatives for stakeholder
champions, tracks their progress,
and presents benchmarking results

Overall - Stakeholder Happiness Index

Actual
90.25%

Actual
88.88%

Actual
86.34%

Actual
91.43%

Actual
88.57%

Actual
83.93%

2016
2023

2017 2018

Employees Government

Target Growth
95.00% 0.80%

Target Growth
95.00% 0.25%

Partners

Target Growth
95.00%

Actual
92.09%

Actual
91.41%

Actual
92.71%

Actual
91.29%

2019 2020

Provider of
Capital/Investors

Customers

Target Growth

1.63% 95.00% 0.30%

Target Growth
95.00% -0.04%

at local and international levels.
Moreover, it includes stakeholders’
prioritisation weights and registry
information for comprehensive
reporting and analysis.

Actual
93.98%

Actual
92.88%

Actual
93.04%

Actual
93.79%

Actual
93.79%

Actual
93.22%

2021 2022 2023

Suppliers Sub-
Contractors

Society & Future
Generation

Target Growth
87.44% 4.26%

Target Growth
94.10% 0.53%
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SUSTAINABILITY
CULTURE
INDICATOR (SClI)

The  Sustainability  Culture
Indicator (SCI) is an employee
survey designed to gauge
attitudes towards sustainability
and identify factors that either
facilitate or impede DEWA staff in
achieving sustainability goals. The
survey focuses on various aspects
that contribute to a culture of

sustainability, including individual
factors (such as psychological
and attitudinal elements) and
organisational factors (such as
support mechanisms).

By evaluating the presence of
these enablers within DEWA,
the survey helps in prioritising
and targeting activities aimed at
integrating sustainability into the
organisation’s culture.

DEWA has conducted the SCI for
the 10th consecutive time, with

3,181 employees completing a
customised version of the survey
in December 2023.

DEWA's sustainability effort
stands at 91.9%, surpassing the
results of all other participating
organisations in the survey.
Continued efforts to raise
awareness and reinforce DEWA's
sustainability commitments
are expected to further
embed sustainability into the
organisational culture in the
coming years.

DEWA's Overall Sustainability Efforts Level

100

90

2019
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ECONOMIC PERSPECTIVE

ECONOMIC

PERFORMANCE
(GRI 2-1,201-1)

LISTING IN DFM

In April 2022, DEWA became a
publicly listed company on the
Dubai Financial Market (DFM)
after a successful IPO valued
at USS 6.1 billion, which was
oversubscribed 37 times. With
a valuation of AED 124 billion,
DEWA became one of the largest
companies by market value on the
DFM, significantly enhancing the
exchange's profile.

One year after its listing on the
DFM, investors continue to place
their trust in DEWA, drawn by
its healthy balance sheet, track
record of operational excellence
and financial prudence, as well as
its ESG strategy and commitment
to a green future, including Dubai's
ambitious 2050 net zero emission

vote of confidence from both local
and international investors in the
Dubai Capital markets and the
business-friendly environment
offered by the Emirate.

FINANCIAL PERFORMANCE

As part of the journey towards
achieving Dubai's vision and
long-term  sustainability  goal,
the UAE Vision 2071 and Net
Zero Emission Target by 2050,
DEWA has endeavored to achieve
operating and technical milestones
that are comparable with the best
utilities globally and at the same
time, maintain a robust financial
profile. In 2023, DEWA achieved
record results and delivered a
remarkable financial performance
in its operating history. DEWA
delivered on its strategic objective,
which is focused on sustainable
growth, staying at the forefront of
smart and innovative operational
excellence and optimising returns

minimising its carbon footprint.
The investments made in Al and
digitalisation have  streamlined
internal processes, reduced costs
while simultaneously improving
operating efficiency across all
lines of business while delivering
an excellent customer experience.
The consolidated revenue increase
of 6.7% to AED 29.18 billion was
mainly driven by an increase in
demand for electricity, water, and
cooling services. The consolidated
net profit for the year 2023 was
AED 7.93 billion compared to AED
8.04 billion in 2022. Consolidated
Earnings Per Share remain same at
AED0.15.DEWA delivered a sector-
leading dividend vyield of 6.35%
at the IPO price of AED 2.48 for
the year 2023. Besides achieving
excellent financial results, DEWA
also set distinguished operating
and technical benchmarks including
the world’s lowest line loss in
electricity and water at 2.0% and
4.6% respectively; and the world's

goal. ThelPOalsosignifiedastrong ~ for its  shareholders ~ whilst  lowest CML time of 1.06 minutes.
KEY FACTS ABOUT DEWA'S FINANCIAL PERFORMANCE .

Year 2022 2023
Total Revenues - consolidated AED 27.34 billion AED 29.18 billion
Net Profit - consolidated AED 8.04 billion AED 7.93 billion

Operating Costs - consolidated

Employee Wages and Benefits - consolidated

Payment to Providers of Capital - consolidated

Unit Sold - Water

Units Sold - Electricity

Debt to Equity - consolidated
Return on Equity - consolidated
Capital Expenditure - consolidated

*Preliminary data
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AED 19.524 billion

AED 3.659 billion

AED 16.155 billion

127.041 billion Imperial Gallons

AED 21.07 billion
AED 4.029 billion
AED 8.248 billion
133.028* billion Imperial Gallons

47 312-Terawatt hour 50.785* Terawatt hour
44.07% 41.95%
871% 8.56%

AED 10,120 million

AED 8,120 million
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Year 2023 Q1 Q2 Q3 Q4 Total
Revenue AED 5.44 billion AED 7.29 billion AED 9.4 billion 7.05 billion  AED 29.18 billion
Net Profit AED 763 million  AED 1,977 million  AED 3,390 million AED 1,804 million AED 7,934 million

AVAILABILITY & RELIABILITY OF ELECTRICITY

(GRI 3-3, EU2, EU10)

DEWA, as the exclusive electricity and water service provider in the emirate of Dubai, committed to provide
the services at globally leading level of efficiency, availability and reliability. This commitment is upheld through
continuous improvements made in power & desalination plant infrastructures on par with customer demand
with sufficient reserve. In 2023, DEWA generated a total of 56,147,155 Megawatt-hours (MWh). Natural
gas serves as the primary fuel for power generation and water desalination; however, DEWA is substantially or
greatly investing in renewable energy generation, solar energy in particular. Furthermore, DEWA supports the
Dubai Clean Energy Strategy 2050 and the Dubai Net Zero Carbon Emissions Strategy 2050 to provide 100%
of Dubai'’s total power production from clean energy sources by 2050.

Source of Energy 2020 2021 2022 2023
Generation (MWh) 42,025853 43025633 44322308 44541222
Natural Gas
% of total generation 91.94 85.07 83.80 79.33
DEWA Gas Diesel Fuel Oil Generation (MWh) 20,547 35,495 13,651 25,450
Plant (DFO) % of total generation 0.04 0.07 0.03 0.05
Medium Fuel Generation (MWh) 04 17 46
Ol (MFO) 94 of total generation 0000001 000003 000008 000008
Generation (MWh) 2,855,142 3,460,046 4,645,350 6,164,517
Solar Energy
% of total generation 6.25 6.89 8.78 1098
Waste to Energy Generation (MWh) - - 174,377
(Warsan Waste
Management Company) % of total generation - - 031
Generation (MWh) 116,083 137,847 3,754,142 4,291,880
HPP-NG
% of total generation 0.25 0.27 7.10 7.64
Hassyan .
P HPP-Clean Generation (MWh) 693,987 3,543,384 156,803 949,663
ower
Plant (HPP) “°% % of total generation 152 7.06 030 169
Generation (MWHh) 810,070 3,681,232 3,910,945 5241543
HPP-Total
% of total generation 1.77 733 7.39 9.34
DEWA Gas Plant Generation (MWh) 45141936 43,163,480 48076450 48833,101
SLlTE % of total generation 9219 8598 90.89 8697
Total Generation (MWh) 45,711,612 50,202,424 52,892,299 56,147,155

Gross generation by DEWA gas plants and DEWA Solar & Net electricity sent to DEWA network by Solar IPP, HPP & Waste to Energy (WWMC)
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DEWA relies on two main sources  technologies, aligning with the  Aligned with the Dubai Plan
for electricity generation: natural ~ UAE’s sustainable development 2030 and UAE Vision 2071,

gas and solar energy. In the event
of gas supply interruption (if any),
backup fuels such as DFO, MFO
and Clean Coal are reserved for
emergencies. The consumption
of DFO, MFO and Clean Coal
throughout the year is attributed
for testing and commissioning
activities. With the annual rise
in electricity demand, there is
a corresponding increase in
electricity generated from DEWA's
main sources of energy (Natural
Gas & Solar Energy). In addition,
in 2023, a new source of energy,
Waste to Energy was added to
DEWA's total power generation
from Warsan Waste Management
Company (WWMC). WWMC
contributed with a 031% of
the total generation which is
equivalent to 174,377 MWh.

WARSAN WASTE
MANAGEMENT
CENTRE

During the World Government
Summit 2023 in Dubai, DEWA and
Dubai Municipality signed a 35-
year Power Purchase Agreement
(PPA) to purchase electricity
generated from Warsan Waste
Management Centre (WWMCQ),
the world's largest and most
efficient waste-to-energy centre.
The agreement aims to support
the Dubai Government's directions
in the field of clean and sustainable
energy, serving sustainability
and the circular economy. It also
supports DEWA's efforts to
promote the green economy and
achieve the goals of the Dubai Clean
Energy Strategy 2050, which aims
to provide 25% of Dubai's energy
mix from clean sources by 2030
and 1009 by 2050. The project is
a key milestone in waste treatment
and integrating waste-to-energy
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goals.

The production unit of the project
will be integrated into DEWA's
main production units to ensure
the maximum utilisation of its
production capabilities, which
are always available to supply the
electricity grid.
The agreement contributes
to supporting the project and
achieving the sustainability of the
assets, as the generated energy
will be used to operate the WWMC
and the Warsan Wastewater
Treatment Plant. Additionally, plans
are being developed to manage
the operations of the wastewater
treatment  plants  sustainably.
This is achieved by increasing the
efficiency of treatment operations
and reducing costs by 50%, as well
as reducing the operating costs of
the plant by 30%.

ACCESS TO

ELECTRICITY
(GRI 3-3, EU28, EU29, EU30)

DEWA assumes the critical
responsibility for the generation,
transmission, and distribution
of electricity across the emirate
of Dubai. Ensuring widespread
access to electricity for residential,
commercial, and industrial
consumers, DEWA employs a
robust network of power plants,
substations, and distribution lines.
The power generation portfolio
encompasses diverse sources,
including natural gas, solar energy
parks, and co-generation plants,
reflecting DEWA's  substantial
investment in renewable energy,
particularly  solar  power, to
diminish reliance on fossil fuels
and reduce carbon emissions.

DEWA's corporate strategy map
incorporates strategic objectives like
“Engaged & Happy Stakeholders”
(SO2) and “Leading Innovative

Customer  Experience”  (IP03).
Through comprehensive customer
happiness surveys, DEWA
diligently tracks and analyzes

customer satisfaction, fostering a
work mechanism that ensures a
positive customer experience while
enhancing their quality of life and
well-being. Additionally, DEWA has
implemented various initiatives to
improve electricity accessibility and
reliability, including:

Smart Grid Technology:
Implementation across the
transmission and distribution

grids enables real-time
monitoring and control,
enhancing reliability and
efficiency.

Connection of Solar PV
Systems: Through the Shams
Dubai initiative, customers

can  generate  renewable
energy for personal use, with
surplus fed into the grid and
deducted from bills under a
net metering scheme.

Advanced Metering Infrastructure
(AMI): Replacement of traditional
meters with smart meters
provides accurate billing and
empowers customers with daily
consumption details.

EV Charging Stations: DEWA
installed 700 charging points,
supporting the growth of
electric vehicles (EVs) in Dubai.
By 2025, DEWA is targeting to
install a total of 1000 charging
stations.

Dubai EV Community Hub:
DEWA launched a website
centralizing information on EV
developments in Dubai, aimed
at increasing EV adoption.
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Customer services: DEWA
provides various channels for
customers to report power
outages, request new service
connections, or ask for other
services which can all be
completed through DEWA's

official website or mobile
application.
Moreover, DEWA's attainment

of ISO certificates underscores
its unwavering commitment to
customer satisfaction, reflecting
adherence to global standards
for customer service. These
include 1SO 10001:2018, I1SO
10002:2018, ISO 10003:2018,
and 1SO 10004:2018, affirming
DEWA's dedication to providing
high-quality services and
continuously improving its ability
to cater to customer needs.

OPERATIONAL EXCELLENCE

DEWA has broken its world record
in major inspection outage duration
for the overhaul of gas turbines
and desalination units, which was
recorded in 2019. DEWA has
reduced the maintenance outages
for major inspection operations
from 11 days to 9 days, marking
an 18% reduction in maintenance
duration compared to the previous
world record achieved and an 84%
decrease compared to 2006. This
achievement has contributed to
DEWA achieving 99.70% and
99.58% availability in the summer
of 2022 for the E-Class and the
F-Class fleet of Gas Turbines
(GT), respectively, representing
some of the highest percentages
worldwide. Additionally, DEWA
sustained its global record in
the maintenance of desalination
units, reducing outage duration
from 21 days to 10 days. These
accomplishments resulted in an
availability increase of F-Class
GT, equivalent to AED 3.55
million average cost savings
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per GT per major inspection.
Beyond providing electricity and
water services according to the
highest standards of availability,
efficiency, and reliability, this
advancement  contributes  to
DEWA's environmental efforts by
reducing carbon dioxide emissions
by 49,329 tonnes per year, in
addition to reducing operational
and maintenance costs.

DEWA is committed to
implementing the latest
technologies to enhance its
operations. Consequently, DEWA
successfully launched its second
nanosatellite, DEWA SAT-2, aboard
the Falcon 9 rocket of SpaceX from
Vandenberg Space Force Base in
California, USA.

The launch of DEWA SAT-2
underscores DEWA's leadership
in leveraging space technologies
to improve the operations,
maintenance, and planning of
electricity and water networks. The
nanosatellite was designed and
developed by Emiratis at DEWA's
Research and Development Centre
in collaboration with NanoAvionics
in Lithuania.

DEWA SAT-2, a 6U nanosatellite,
is equipped with a high-resolution
camera (4.7 metres) for Earth
observation missions. The camera
provides continuous line-scan
imaging in seven spectral bands
from an approximately 500km
orbit. Additionally, the satellite is
equipped with Infrared equipment
to measure greenhouse gases.

The launch of DEWA SAT-
2, our second nanosatellite,
affirms our steady progression
toward leadership in utilising
space technologies to enhance
DEWA's operational efficiency
and provide electricity and water
services according to the highest

standards of availability, reliability,
efficiency, and quality.

DEWA achieved the lowest
electricity Customer Minutes
Lost (the total number of

minutes called CML, during which
customers experience a power
outage) globally in 2023. DEWA
recorded just 1.06 minutes per
customer, breaking its record
of 1.19 minutes per customer
in 2022. This is compared to
around 15 minutes recorded by
leading utility companies in the
European Union.

DEWA's achievement of the
lowest electricity CML in th world
(1.06  minutes per customer)
is the culmination of efforts in
innovation and facility and service
management through a smart and
integrated smart grid. This utilises
the latest disruptive technologies
of the Fourth Industrial Revolution,
including Artificial Intelligence
(Al), blockchain, energy storage,
Internet of Things (loT), among
others. These efforts contribute
to providing electricity and
water services according to the
highest standards of availability,
reliability, efficiency, and
sustainability, while enhancing
DEWA's agility, resilience, and
readiness to meet the increasing
demand for electricity and water
in Dubai, thereby providing the
best facilities for the best city in
the world
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THE SAIDI (CUSTOMER MINUTES LOST):

Year Target Actual
2019 2.35 1.86
2020 1.66 1.66
2021 1.6 143
2022 1.40 1.19
2023 1.15 1.06

SYSTEM AVERAGE INTERRUPTION FREQUENCY INDEX (SAIFI):

Year Target Actual
2019 0.087 0.071
2020 0.064 0.064
2021 0.062 0.059
2022 0.057 0.039
2023 0.038 0.040

AVAILABILITY FACTOR (AF), TARGET & ACTUAL 2019 — 2023

Availability Factor

Availability Factor  Availability Factor

Availability Factor

Year (Summer) Target (Summer) Actual (Annual) Target (Annual) Actual
2019 98.50% 99.18% 92.00% 92.10%
2020 98.50% 99.73% 92.00% 92.28%
2021 98.50% 99.66% 92.00% 92.35%
2022 98.50% 98.39% 90.00% 90.09%
2023 98.50% 98.34% 91.00% 91.15%
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DEMAND SIDE

MANAGEMENT
(GRI 3-3)

In 2013, the Dubai Supreme Council
of Energy (DSCE) introduced,
formulated, and released the
Demand Side Management
(DSM) Strategy with the primary
objective of positioning Dubai
as a frontrunner in effectively

controlling electricity and water
demand. The strategy sets an
ambitious target of achieving
a 30% reduction in energy and
water consumption by the year
2030. To expedite the realization
of its primary targets, the DSCE
updated the DSM Strategy in 2020.

Comprising 11 key programmes,
9 of which are directly aligned

with DEWA's core business and
scope of work, the DSM Strategy
encompasses
of demand-side management.
Additionally, the strategy integrates
seven implementation mechanisms
designed to propel Dubai into
the realm of a smart city and a
trailblazer in electricity and water
efficiency management. The DSM
components include:

various facets

EQUIPMENT, DEVICES
& PROCESSES

BUILDING & INFRASTRUCTURE

ESMA
Standards
& Labels

Green
Building
Regulations

Shams
Dubai

Consumer
Behaviour

Efficient
Cooling

Outdoor
Lighting

Building
Retrofits

WATER RESOURCE
TARIFF
2 MANAGEMENT
= |
<§E P8 ®
% _ Recycled & Ground Efficient _
O Tariffs water demand Mobility & Smart Fuel & Engine
e management Charging Efficiency
BOOST PROGRAMMES
(2’) o3
N
E=&
Z 0 W M5
o=
= < < | Policies& Gé’&’sggrr‘:e&”t Communication Financing
— Z i &E t
% 8 5 Regulations Leadership ngagemen
==

ACCELERATE FOR DUBAI
AS A SMART CITY

DEWA
Collaboration

Technologies
& Innovation

IMPLEMENTING
MECHANISMS &
ENABLERS

¢ ESMA standards & Labels
@ Consumer behaviour
€ shams Dubai

O Tariffs

o Green building regulations
@ Building retrofits
@ Outdoor lighting
@ Efficient cooling

© Recycled & ground water
demand management

€D Efficient mobility & smart charging
€® Fuel & engine efficiency
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The DSM programmes are implemented and managed by eight different entities members assigned by the
DSCE. Three programmes are owned and managed by DEWA, which are as follows:

1. Consumer Behaviour programme
2. Shams Dubai programme

3. Tariff Rate

2021 2022 2023*
Programme Electricity Water Electricity Water Electricity Water
Consumer
Behaviour 43 GWh 202 MIG 82 GWh 416 MIG 86 GWh 432 MIG
programme
Shams Dubai 459 GWh 668 GWh 813 GWh**
programme
Tariff Rate 1,177 GWh 2084 MIG 1,161 GWh 2248 MIG 1241 GWh 2,256 MIG
*Preliminary Data **Connected capacity of Shams Dubai is 601.8 MWp
DEWA stands among the leading MY SUSTAINABLE LIVING “My Sustainable Living”
global utility companies in terms ~PROGRAMME Programme helps customers

of operational efficiency and
reliability. In 2023, it witnessed
an augmentation in electricity
generation capacity to 15,717
MW,  while  maintaining a
desalinated water production
capacity of 495 MIG per day.
Remarkably,  the  electricity
transmission and distribution
network losses were reduced to
2.0%, and water network losses
at 4.6%. This surge in energy
demand indicates the robust
performance across all economic
sectors in Dubai, coupled with
the continual population growth
and the expansive developments
observed throughout the Emirate
in various key activities.
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“My Sustainable Living” programme
for residential customers in
Dubai, aims to enhance the
efficiency of their electricity and
water consumption and adopt a
sustainable lifestyle. There are
607,657 residential customers
enrolled in the Programme since its
launch in October 2018 until the
end of 2023. The programme is the
first of its kind in the Middle East.
It aligns with the Demand Side
Management Strategy 2030 and
the Dubai Clean Energy Strategy
2050. “My Sustainable Living”
programme allows the customers
to regularly check, compare and
monitor their electricity and water
consumption in comparison with
efficient similar homes in their area.

to monitor their electricity and
water consumption proactively
and online without needing to
contact DEWA. The programme
uses Artificial Intelligence (Al)
and behavioural science. It
includes several key features,
including a dashboard through
which customers can compare
their consumption with efficient

similar homes in their area,
a consumption profile that
allow customers to update

their details for more accurate
comparison, a monthly report on
customers electricity and water
consumption, and tips to help
customers take positive steps
towards adopting a sustainable
lifestyle.
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MEETING FUTURE

DEMAND
(EU10)

DEWA meticulously formulates
and predicts the demand for
electricity and water for short,
medium, and long-term periods

as well as develops capacity
expansion plans up to 2030.
Employing internationally
acknowledged methodologies
and cutting-edge tools, DEWA
factors in demographic and
econometric growth and their
impact on demand for electricity
and water. Moreover, to ensure

readiness for future demands,
DEWA adeptly assesses and
quantifies the impact of potential
uncertainties through scenario
planning. Furthermore, DEWA
consistently revises its demand
forecasts and capacity expansion
plans on an annual basis.

2023 2024

B Peak Power Demand (MW)

2025

2026 2027

2028

2029 2030

[ Total Firm Power Generation Capacity (MW)

B Total Installed Power Capacity (MW)

RESEARCH &
DEVELOPMENT

(R&D) CENTRE
(GRI 3-3, EU10)

The DEWA R&D Centre at
the Mohammed bin Rashid Al
Maktoum Solar Parkis dedicated to
developing and testing innovative
solutions aimed at enhancing
the efficiency and reliability of
DEWA's operations while reducing
its carbon footprint in line with
DEWA's decarbonisation targets.
The Centre focuses on research
areas such as solar power, water,
smart grid integration, and energy
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efficiency. These core areas of
R&D are supported by three key
enablers: the Fourth Industrial
Revolution (including Al, loT,
Robotics & Drones, 3D Printing
& Advanced Materials), Energy
System Analyses, and Space.

RESEARCH INFRASTRUCTURE

The R&D Centre's infrastructure
includes:

- Solar indoor testing and
accelerated aging lab

« Outdoor test facility for
continuous monitoring of
solar photovoltaic module

*Forecasted in 2022

performance in actual
conditions,abuilding-integrated
photovoltaics testing facility,
and a cleaning test field for
robotic solutions

Labs to support Robotics and
Drones, Advanced Materials
and Characterisation, and loT

Several types of 3D printers
(metal, plastic PLA, ABS, Nylon,
composites, clay, etc.)

High-Performance Computing
Cluster

- Energy Storage Testing and
Validation Field

Green Hydrogen Pilot and a
Hydrogen Refuelling Station
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Photovoltaic-driven Reverse
Osmosis (RO) and Trans-
Membrane Distillation system

Satellite ground station for
DEWA’'s space initiative
(Space-D) and more

RESEARCH AREAS ACTIVITIES

SOLAR RESEARCH AREA

The Solar Research Area focuses
on improving solar photovoltaic
technologies to mitigate the
effects of soiling and extreme
desert  conditions on the
performance of Solar Photo-
voltaic panels. It leverages results
and knowledge collected from
long-term performance testing
of PV modules to inform the
production of desert-ready PV
modules and develop appropriate
standards. Additionally, the
Solar Resource Assessment and
Forecasting programme develops
methods to accurately forecast
solar irradiance and power output,
aiming to improve the overall

integration of solar into the
DEWA grid.

WATER RESEARCH AREA

The Water Research Area

assesses and develops sustainable
solutions for desalination, water
purification, and leakage detection
in water transmission. This
includes enabling the use of solar
power, detecting and reducing
water transmission losses, and
minimizing brine effluent for water
systems.

SMART GRID INTEGRATION
RESEARCH AREA

The Smart Grid Integration
Research Area evaluates and
develops systems to facilitate
and optimize the integration
of renewables into the grid
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while maintaining power quality
standards and improving overall
performance and reliability of
grid operations. This involves
the use of electricity storage
systems (chemical, thermal, and
mechanical technologies) and
the aggregation of distributed
energy and storage resources,
such as Virtual Power Plants and
EV chargers.

ENERGY EFFICIENCY
RESEARCH AREA

The Energy Efficiency Research
Area promotes smart and
sustainable development, reduces
energy waste by improving the
efficiency of energy systems
(with a focus on cooling), and
accelerates the clean energy
transition. It identifies, develops,
and validates innovative solutions
for smart and efficient energy use
in the built environment, guides
demand response measures,
provides detailed building energy
forecasting models, and improves
the efficiency of energy conversion
processes.

SPACE RESEARCH AREA

The Space Research Areasupports
DEWA with high-efficiency, low-
cost remote sensing & operations
using satellites and ground station
capabilities. Its solutions address
utility needs, including substation
feeder monitoring, asset integrity,
and enriching weather forecasting
services. DEWA is the world'’s first
utility to launch nanosatellites
to enhance the maintenance
and planning of electricity and
water networks. DEWA launched
its  first lol  nanosatellite,
DEWASAT-1, in 2022 and the
remote sensing DEWASAT-2

in 2023.

FOURTH INDUSTRIAL
REVOLUTION (&4IR)

The Fourth Industrial Revolution
(41R) enables the effective
development of solutions that
support the core research
areas mentioned earlier. Its
robotics and drone solutions are
utilized to provide inspection
and maintenance services
using unmanned/autonomous
operations across the entire utility
value chain (eg, photovoltaic
plants,transmissionlineinspection,
and maintenance). The Al team
develops, tests, and integrates
Al technologies for optimizing
grid operations, short-term solar
forecasting, etc. lol enables
remote monitoring diagnostics
and power and asset management
using smart sensors and analytics
with Al and cloud capabilities. The
advanced materials team provides
expertise in forensic analysis of
materials to detect failures and
in the development of advanced
energy storage systems (batteries
and supercapacitors). Lastly, the
3D printing team is developing
3D printing capabilities to address
DEWA's spare parts and rapid
prototyping needs. The facility
currently operates 16 3D printing
systems that can utilise more
than 20 materials, covering a wide
range of applications and use
cases within DEWA.

ENERGY SYSTEMS ANALYSIS
RESEARCH AREA

The Energy Systems Analysis
Research develops and applies
advanced capabilities for the joint
technical and economic assessment
of energy-related technologies,
systems, and policies. This area
develops energy models, lifecycle
assessment models, and business
strategy assessments to support
DEWA's future readiness. It models
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and assesses new energy system
configurations and technologies
at the macro level, focusing on
the cost-optimal integration of
renewable energy systems and
strategies for deploying new energy
technologies.

SUSTAINABILITY-ORIENTED
DEWA R&D PROJECT
HIGHLIGHTS IN 2023

In 2023, the following sustainability
-oriented projects have matured
and are being considered for
further advancement towards
deployment:

A Desert Standard for PV
module testing aims to better
reflect the conditions of desert
regions. Once adopted, this
standard will increase the
longevity of PV modules in
harsh environments, thereby
reducing material waste.

A short and medium-term
forecasting system for solar
irradiance using numerical
modelling and  machine
learning on sky-camera imagers
customized for the location
of the MBR Solar Park. Once
deployed, this system will
improve the integration of PV
systems and optimise fuel use
for spinning reserves.

Development of numerical
models for reverse osmosis
membrane fouling and the
effects of elevated temperatures
on water intake. Once deployed,
these models can enhance the
efficiency of water desalination
operations.

Demonstration  of  the
capabilities of large-scale
Battery Energy Storage Systems
(BESS) and Virtual Power Plants
(VPP) aggregating Distributed
Energy Resources to provide
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grid services and enhance the
smooth integration of variable
solar energy.

Development of a Hydrogen
Filling Station for mobility
applications and continuing
operation of the Green
Hydrogen Plant with successful
integration of BESS during
the night to increase overall
production.

Commissioned the Hydrogen
Refueling Station (HRS) at the
Green Hydrogen Plant (GHP)
in the R&D Center

The R&D Centre has achieved
214 Scopus indexed publications
and 29 patent applications
registered in 10 jurisdictions.

SYSTEM

EFFICIENCY
(GRI 3-3, EU4, EU12)

POWER TRANSMISSION &
DISTRIBUTION

Aligned with the goal of increasing
electricity generation to meet
Dubai’s growing demand for power,
DEWA isexpandingitsinvestments
in  electrical  Transmission &
Distribution (T&D) substations.
This strategic initiative aims to
ensure the consistent and reliable
delivery of electricity to customers
at the highest level of reliability.

POWER TRANSMISSION

To keep pace with the growth
and prosperity of Dubai and the
increase in its population, DEWA is
committed to continue providing a
solid and advanced infrastructure
to meet the increasing demand for
electricity and water. During the
year 2023, 14 nos. new 132 kV (kilo
Volt) Transmission Substations

were commissioned by DEWA.
This substantial infrastructure
enhancement comprises total
investment cost of AED 11 billion
spanning the period 2021 and
2024. Notably, the energized
projects during 2022 - 2023
accounted for an expenditure of
approximately AED 5.3 billion,
while the ongoing projects under
execution represented a financial
commitment of about AED
4.6 billion.

In response to the population surge
in 2023, the electricity demand in
the Emirate of Dubai increased
to 56,516 GWh. DEWA remains
steadfast in its commitment to
furnishing a robust and state-
of-the-art  infrastructure to
effectively meet the growing
demands for electricity and
water. The heightened demand
prompted a cumulative extension
of 81 kilometres in the length of
transmission lines, which included a
marginal net growth of 1 kilometre
in the 400kV transmission
lines and a net increase of 80
kilometres in the length of 132 kV
transmission lines.
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The Below Table Demonstrates Details About the Transmission Substations and Lines:

Transmission Substations (EU12)

Type 2019 2020 2021 2022 2023
132 kV (Nos.) 285 307 319 334 348
400 kV (Nos.) 22 23 25 27 27
Length of Transmission Lines (EU4)
Type 2019 2020 2021 2022 2023
132 kV 402 402 369 367 331
Overhead Lines (KM)
400 kv 1,164 1,168 1,386 1,388 1,388
132 kV 2,146 2,249 2,335 2,552 2,668
Underground Lines (KM)
400 kv 24 24 25 25 26

Power Distribution:

As on end of 2023, DEWA's distribution network have 75 nos. of 33 kV substations and 44,015 nos. of
11-6.6 kV substations in service across the emirate of Dubai. Alongside, the network includes underground
cables of 1965.71 km and overhead lines of 99.75 km under the 33 kV voltage level. In addition, there are
36,174.451 km of underground cables and 607.29 km of overhead lines under 11-6.6 kV voltage level

as well.

The Below Table Demonstrates Details About the Distribution Substations and Lines:

Type 2019 2020 2021 2022 2023
33 kV 93 85 81 73 75
11-6.6 kv 38,240 40,588 41,814 42,771 44,015
Length of Distribution Lines, 2022 (EU4)
Type 2019 2020 2021 2022 2023
33kV 111.88 104.33 100.1 99.75 99.75
Overhead Lines (KM)
11-6.6 kV 616.02 608.26 606.4 613.28 607.29
33kV 2,142 2,119.49 2,108 2,000.44 1,965.71
Underground Lines (KM)
11-6.6 kV 33,940 34,475 35,001 35,541 36,174.45
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DEWA SMART GRID Smart Grid incorporates advanced  cogeneration technology to
features, automated decision- generate electricity and water.
DEWA is consistently dedicated  making, and interoperability — Utilizing Heat Recovery Steam
to enhancing and sustaining  throughout the entire electricity =~ Generators, waste heat from
optimal operational efficiency in  and water network. gas turbines is harnessed to
its T&D network. To achieve this produce additional electricity,
goal, in 2014, DEWA formulated  For further insights into While supplying energy to the
its inaugural Smart Grid strategy ~ DEWA’s Smart Grid, kindlyscan  Multi-Stage Flashing (MSF)
extending until 2035, a pivotal  the QR code. water desalination  process.
element in the development of DEWA employs a .hyb4r|d system
a smart city. The critical success in its water desalination plants,
factors forsmartcities hingeonthe F:ombmmg various technologes,
S . including MSF and RO, to achieve

seamless availability of integrated,

. . . optimal efficiency over the
connected services meeting daily s .
- , plant’s life cycle at minimal cost.
living needs — a feat achievable o .
i e Additionally, DEWA proactively
through a Smart Grid. Facilitating

o engages in gas turbine upgrades,
two-way communication between

= collaborating  with  original
the utility and consumers, a Smart equipment manufacturers for

Grid enables comprehensive  SUPPLY SIDE cost-effective enhancements and
monitoring across both powerand  (GRI 3-3, EU11) innovative technologies, thereby
water grids. Comprising controls, increasing capacity, efficiency,

computers, automation, and In pursuit of enhanced production  and reliability throughout the
integrated equipment, DEWA’'s  efficiency, DEWA employs turbine’s life cycle.

Efficiency Improvement wrt 2006 (%) .
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TOWARDS
A CIRCULAR

ECONOMY
(GRI 3-3)

DEWA already has a strong
commitment to sustainability,
which is reflected in the overall
purpose, vision, and mission of
the company. Building on the
momentum of our sustainable
business and operations, we
continue to advance along this
pathway by developing a clear
circular economy strategy. Our
objective is to shift away from
the traditional linear business
approach to a circular economy.
We believe that circularity is a key
lever to contribute to our existing
corporate sustainability goals in an
integrated manner. Hence, DEWA
has set a clear ambition to become
a circular leader in the region by
focusing on optimal resource use
and creating social, economic, and
environmental value.

Through this strategy, DEWA
continues to successfully perform
its core activities in line with the
best global practices. DEWA's
circular economy model holds a
particular mandate to contribute
to many of the strategies and
objectives set on a global, federal,
and local level. These include the
UNSDGs 2030, the UAE Net
Zero by 2050 Strategic Initiative,

the UAE Vision 2071, the UAE
Circular Economy Policy, and the
Dubai Clean Energy Strategy
2050. DEWA is one of the first
entities in the region to develop a
comprehensive circular economy
strategy. Our Circular Economy
Model is based on five key circular
principles that serve as the basis
for circularity within DEWA:

1. Circular Design and Use of
Circular Material

2. Optimise Asset Management

3. Value Retention and End-of Life
Treatment

4. Circular Partnership

5. Renewable Energy, Energy and
Water Efficiency

DEWA's Circular Economy Model provides insight into our focus
pillars, while moving our business to become more circular:

CIRCULAR DESIGN
AND USE OF CIRCULAR
MATERIAL

SMART USERs

—a0oluogclyya Adiua
Dubai Electricity & Water Authority

“DEWA aims to become a
circular leader in the region
by focusing on optimal
resource use creating social,
economic and
environmental value”

We aim to fully collaborate with stakeholders in our value chain by focusing
on Smart Users, Circular Procurement and Supplier Engagement:

DEWA aims to actively support its clients in optimising the energy consumption,
lowering resource use by focus on real -life data and offering smart use solutions.

Circular
Procurement

DEWA sets circular procurement criteria for its assets and equipment, to aim for
circular procurement throughout the value chain.

Supplier

Engagement

In order to ensure full value chain collaboration, DEWA engages with its suppliers on
the use of circular material, the re -use of assets, and creating collaborations to jointly
contribute to the transition towards a circular economy.
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DEWA'S SMART
RECYCLE BIN

DEWA is committed to adopting
sustainable  practices  and
promoting a culture of sustainability
among its employees. In line with
the UAE circular economy policy
and DEWA's Circular Economy
Strategy, DEWA has installed
two smart recycling machines
within its premises (Head Office
& Warsan). The primary goal of
this initiative is to advocate for
the recycling of plastic bottles,
fostering awareness about
environmental issues, circular
measures, and emphasizing
the significance of embracing
sustainable  behaviours. In
collaboration with a local company,
DEWA retains the value of the
plastic bottles and converts them
into products using sustainable
manufacturing solutions. The
initiative resulted in the collection
of more than 470,557 plastic
bottles and aluminium cans and
diverted 6,931 kg of plastic from
landfills.

The Smart Recycle Bin Machines
seamlessly integrate with DEWA's
Smart Office App, enabling
employees to monitor their recycled
bottles and cans. Furthermore,
active participants in this
initiative qualify for entry into
monthly and mega raffle draws.
Launched in October 2022, with
the enthusiastic involvement of
over 589 employees, 49 employees
were rewarded during the first cycle.
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INNOVATION
(GRI 3-3)

FOSTERING INNOVATION

Aligned with the National
Innovation Strategy led by His
Highness Sheikh Mohammed bin
Rashid Al Maktoum to position
the UAE as a global innovation
hub and the Dubai Innovation
strategy to establish Dubai as
the world’s most innovative city,
DEWA has consistently upheld
its role as a major advocate for
innovation in both the UAE and
Dubai. Notably, DEWA achieved
recognition by obtaining 1SO
56002:2019 in Innovation
Management, a distinctive
honour as the world’s inaugural
recipient of this certification.
Furthermore, DEWA secured
ISO 30401:2018 in Knowledge
Management Systems, marking
a global milestone as the first
utility worldwide to attain this
certification. Fostering an innovative
culture among its workforce, DEWA
integrates innovation institutionally,
advancing steadily towards a
sustainable future.

DEWA has an integrated Knowledge
Management (KM) function
based on ISO 30401: 2018,
which includes a Knowledge
Management Policy, Framework,
Quality Procedures, and
Processes to promote and embed
KM awareness, capability, and

practices at DEWA. Activities
such as Reading & Knowledge
Days, KM Training (online and
in person), Share an Hour,
Communities of Practice, the
Ma'rifa Collaboration Platform,
Expert Knowledge Sessions,
LinkedIn Learning, and the
iAsk Reference & Research
Service promote the transfer of
knowledge between individuals
and groups.

DEWA provides access for DEWA
stakeholders to physical and digital
knowledge resources and creative
spaces through the 6 DEWA
Knowledge Centres, 6 Knowledge
Chairs, 3 Digital Reading Trees,
the DEWA SMART Library, the
Knowledge Corner on the DEWA
Smart App, and the DEWA Online
Catalogue.

AFKARI

In 2023, DEWA received 6,235
ideas through the AFKARI
ideation Platform. This brings
the platform’s total number of
ideas received since 2015 to
61,074, DEWA organised 10
campaigns, 23 workshops, and
20 brainstorming sessions in
2023 to encourage employees to
participate in its initiatives and
projects, listen to their ideas, and
study their suggestions.
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AFKARI 2019 2020 2021 2022 2023
Ideas 7,249 7,053 7,845 7,631 6,235
Participants who used the Afkari platform 7,627 7,645 7,740 6,516 6,516
Sl RS AED AED AED AED AED
P . . 5451 22572 247078 258603 272962

(Accumulative cost savings) - . . . .

million million million million million
Number of Ideas with Cost Saving 302 596 819 888 959
AED AED AED AED
Cost Savings (Per Year) 1161 17124 21358 AED 11.’5.25 14.359
million million million miton million
Number of implemented ideas 360 616 893 519 537
Number of ideas in progress 4,997 2,622 1,820 759 441

DIGITALISATION

Digitalisation has been a focal
point of DEWA's strategy for
several years, serving as a crucial
facilitator for service enhancement,
achieving sustainability goals,
introducing new business avenues,
and implementing the Digital
Transformation Strategy. This
strategy vyields the following key
advantages:

Improved customer experience
and increased customer value

Cost optimisation through
enhanced asset utilization and
capacity planning

Efficiency enhancement via
process optimization and
optimal resource utilisation

Revenue augmentation through
innovative business models and
products. DEWA collaborated
with partners to launch the
Digital Transformation House,
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featuring six essential pillars
to seamlessly drive digital
transformation across the
organization. These pillars
include Enablers, Governance
& Operating Model, Technology
Engine, Digital Applications/
Use Cases, Strategic Objectives,
and Digital Ambition. Aligned
with DEWA's Strategy Map and
the vision to become a “Globally
Leading Sustainable Innovative
Corporation Committed to
Achieving Net Zero by 2050,
the Digital Transformation
House has enabled significant
achievements. Out of the 65
identified initiatives, 15 have
already been successfully
implemented.

GENERATIVE Al

DEWA's Al initiatives encompass
a broad spectrum of applications
aimed at revolutionizing current
processes. Key use cases include

the deployment of Gen Al for
predictive  maintenance and
implementing Gen Al in smart grid
technologies. Al is also pivotal
in DEWA's customer service
operations, it powers
“Rammas For You” powered by
ChatGPT. Additionally, DEWA is
greatly increasing its employees’
efficiency by developing tools
such as “Rammas At Work”
(Knowledge Mining).

where

These Al-driven
greatly benefit sustainability by
optimizing resource utilisation,
reducing wastage, and
promoting energy conservation.
By integrating Al into its
operations, DEWA is not
only enhancing efficiency and
reliability but also significantly
contributing to the UAE’s
sustainability goals, aligning
with its vision of a greener, more
sustainable future.

initiatives
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DEWA DIGITAL TRANSFORMATION STRATEGY

The project aims to develop a corporate-wide digital transformation strategy that shall define DEWA's
digital aspirations, key areas of action, and the roadmap to achieve effective and value-adding digital
transformation across all divisions to support our stakeholders’ happiness.

Digital Ambition

TBLO1

Strategic
Objectives

Metadata
Management
Data Archival
Technology and Disposal
Engine

Data Access and Sharing

Optimized costs,
revenues and
diversified global
investments

L J
Al & Data Analytics - Generative
(ChatGPT
Enterprise Systems
Digital applications/ _
Use Cases Operations Technology

To be the most
innovative digital corporation with
superior stakeholder proposition

S01 {0

Available, reliable | Engaged

and high quality | & Happy
supply of stake-
electricity holders
and water

IPO3
Leading

Data Acquisition
Data Aggregation and Storage

Innovative

customer
experience

Automation

Smart visualisation, VR/AR,
DEWA Verse

LGO3
Enabling Al &

Disruptive
Digital 0

Technologies

>

Digital Work Enablement

Sourcing Data

0 Partnership/
Data Harmonization .

External
Collaboration

Generative Model
Deployment & Monitoring

Governance &
Operating Model

Digital Governance:
Digital Policies

é.hI

and Governance

and Processes

2L
SoE @)
@ 7o
Data Management Cybersecurity ' '

Human Capital

Enablers

RAMMAS

DEWA started using ChatGPT in
April 2023 onits website and smart
app through Rammas, DEWA's
virtual employee supported by Al,
to enhance customers’ experience.
ChatGPT improves Rammas’ ability
to learn, understand, and analyse
customer enquiries based on
available data and information to
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Communication and Change Management

respond promptly and accurately.
Since the end of April and until
December 2023, Rammas,
supported by this advanced
technology, has answered more
than 138,600 queries through
DEWA's website and smart app.
Customer  happiness  towards
Rammas’ services during its pilot
use of ChatGPT has reached
95%. Since its inception in the

- Talent Management and Future Skillsets

first quarter of 2017, Rammas
has responded to over 8.5 million
enquiries. Rammas services are
available round the clock in Arabic
and English through DEWA's
website, its smart app, Facebook,
Amazon'’s Alexa, Google Assistant,
robots, and WhatsApp Business.
DEWA is the first government
organization to launch Rammas in

Arabic and English. .
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The move is part of DEWA's ongoing efforts to provide a seamless experience for its customers using the latest
technologies. The table below demonstrate Rammas achievements:

Year Total Payment  Total cost saving Total CO, emissions

transaction (AED) trees saved  reduction (Tons)
2019 2,688 37,380,766 13,734 2,747
2020 5,882 48,301 17,455 3,491
2021 6,875 18,153,428 7,054 1,402
2022 7,284 15,281,151 11,897 2,365
2023 7,761 14,023,956 10,921 2,171

DEWA's Smart Document System
The Smart Document Platform is a comprehensive system designed to manage various types of documents
and correspondence, including memos, circulars, quality procedures, and certificates. The platform aligns with

Dubai’s strategy towards a paperless government workflow.

Smart Document Savings in 2023

Number of procedures (completed) 1,174,268 documents archived (completed the workflow process)

73 process automations (excluding the sub-processes or

Number of services (provided) . .
systems integrations)

Savings (AED) AED 127,436,533 (estimated)

1009% achieved (this is a Smart Government initiative, not related

P 22l [Feloel a5 Siiers) to the Smart Document specifically)

Digital Integrations

DEWA completed the digital
integration  of  more  than
90 projects with more than
65 government and private
organisations. These organisations
include Digital Dubai Authority,
Dubai  Municipality, Roads and
Transport Authority, Dubai Land
Department, more than 20 banks,
Etisalat, EPPCO/ENOC, Nogodi,
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Western Union, and Empay. This
is part of DEWAs continuous
efforts to enrich the customer
experience in Dubai and enhance
the happiness of its stakeholders.

Through digital integrations and
the digital channels more than
12.5M online transactions have
been completed in 2023, which
contributed to reducing more than

42,000 tonnes of CO2. This is
equal to planting more than 48,000
trees over an area equivalent to
92 football pitches by December
2023. DEWA provides its services
through
app for customers to complete
their transactions anytime and
anywhere. This is in addition to
protecting the environment and
preserving natural resources.

website and smart
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DEWA'S
INNOVATION
CENTRE

DEWA prioritises innovation to
align with both the National and
Dubai Innovation Strategies. The
Innovation Centre at the heart
of the Mohammed bin Rashid Al
Maktoum Solar Park serves as a
global platform for sustainable
energy innovation. Supporting
the Dubai Clean Energy Strategy
2050 and Net Zero Carbon
Emissions Strategy 2050, the
Centre aims to achieve 100%
clean energy in Dubai by 2050.

In line with the vision of DEWA
and the operational strategy of
the Innovation Centre to Innovate,
Educate & Inspire — multiple
initiatives have been shaped within
the Centre’s Cleantech Hive. This
myriad of projects and endeavors
places DEWA’'s Innovation
Centre as a pivotal global hub for
clean energy and sustainability
education. Capacity Building
and awareness are strong pillars
portrayed through, for example,
the “CleanTech Connect” Program.
Through this series, the Centre
aims at bringing the best experts,
scientists and leaders in the field
of clean technology innovation to
share their discoveries, insights,
and best practices through this
knowledge sharing platform
for clean energy professionals.
Additionally, the CleanTech Youth
Program is a successful annual
initiative aimed at empowering
youth to become the next
generation of energy leaders.
Designed for university students
studying renewable energy fields,
it enhances their skills through
both theoretical and experimental
mentoring, crowning them with a
significant graduation.

TABLE OF CONTENTS

The Centre also acts as an
essential core focused on
bringing international names and
crucial players to the benefit of
the clean energy enthusiasts.
Having successfully hosted the
first ever regional IEEE Middle
East and North Africa solar
conference, and organized various
professional training certifications
with  multiple international
certification bodies mirroring
the highest global standards, are
only few accomplishments not
only in serving the community
professionals but raising Emirati
and fellow DEWA employee
calibers in sustainability, clean
energy, and innovation.

It also engages university
and school students through
enriching contests such as the
Cleantech Hackathon and Young
Inspirers Contest, encouraging
innovation in renewable energy,
visiting different exciting tracks
year after year in order to foster
the next generation of innovators.

In its efforts to raise further public
awareness about sustainability
and green initiatives, the
Innovation Centre offers a
pioneering experience through its
public exhibit that showcases the
latest innovations in clean energy
technologies, where visitors can
also witness drone and hologram
shows whilst experiencing
interactive displays.

Utilizing Metaverse technology,
the Centre offers an immersive
virtual experience of the
Mohammed bin Rashid Al
Maktoum Solar Park. The first-floor
exhibition area features DEWA's
journey, historical inventions, and
innovations in energy, mobility
and electricity. Moreover, the

Centre spotlights Smart DEWA,
the application of solar technology
in space, and the development of
sustainable buildings. The exhibit
is always undergoing periodic
enhancements not only to present
state-of-the-art technologies to
the public, but to also highlight
DEWA's efforts and project
progress in solar, storage and
various other renewable energy
fields which are pioneering and
cutting edge.

For more information about
DEWA's Innovation Centre, scan

the QR code below:
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B ENVIRONMENTAL
PERSPECTIVE

ENERGY
INSTALLED CAPACITY

In response to the increasing population in the Emirate of Dubai and the escalating energy demand, DEWA
has diligently maintained the provision of electricity and water services at globally leading standards. A
pivotal aspect of DEWA's strategic vision involves transitioning Dubai into a global hub for clean energy,
aiming to achieve 100% reliance on clean energy by 2050. Since its inception in 1992, DEWA has undergone
substantial development, resulting in an installed capacity of 15,717 MW, which encompasses 2,627 MW
from renewable energy sources, particularly solar energy.

DEWA Gross Installed Capacity

Generation Plant Capacity (MW)
Jabel Ali and Al Aweer 10,690 .
Mohammed bin Rashid Al Maktoum Solar Park 2,627
Hassyan Power Plant 2,400
Total 15,717

MOHAMMED BIN RASHID AL MAKTOUM SOLAR PARK

The Mohammed bin Rashid Al Maktoum Solar Park in Dubai is the largest single-site solar park in the
world based on the Independent Power Producer (IPP) model. The project supports the Dubai Clean Energy
Strategy 2050 and Dubai Net Zero Carbon Emissions Strategy 2050. The solar park will be fully operational
by 2030 with a total capacity of 5000 MW. The project’s completion will reduce 6.5 million tonnes of CO2
emissions annually.
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Phase Phase 1 Phase 2 Phase3 Phase 4 Phase 5 Phase 6
Status Completed| Completed| Completed| Inprogress| Completed| In progress
Date of 2013 2017 2020 2024 2023 2026
Completion
Energy
CATIELCE 13 MW 200MW  800MW 950 MW 900 MW 1,800 MW
(Installed
Capacity)

Technologies

Photovoltaic

Photovoltaic

Photovoltaic

Photovoltaic

Photovoltaic

Photovoltaic

& CSP
VETER 153000 2.3 million 3 million 791560 22 milion 3.7 million
Used
Emission 214,000  1.055 million 1.6 million| 1.18 million 2.36 million
. 15,000 tons
Reduction tonnes tonnes tonnes tonnes tonnes
AED 82.7 AED 1.2 AED 3.47 AED 15.78 AED 2.058 AED 5.51
Investment . . . . . .
million billion billion billion billion billion
Land Used
(square 03 4.5 18 Lty 10.17 20
kilometres)
DEWA (DSEl\i’Xé DEWA
0 o 0
DEWA (609%) ACWA (609%) DEWA
(519%) Masdar ACWA Power
Partners & DEWA Power (609%)
ACWA Power | (249%) EDF (249%)
Shares (1009%) . (25%) Masdar
(24.99%) Energies Silk Road Gulf (40%)
TSK (24.01) Nouvelles Fund Investment °
(o) (o)
(16%) (249%) (16%)
End Users
3,900 50,000 240,000 320,000 270,000 540,000

(Residences)
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MOHAMMED BIN RASHID
AL MAKTOUM SOLAR
PARK ACHIEVES TWO NEW
RECORDS

In December 2023, His Highness
Sheikh Mohammed bin Rashid Al
Maktoum, Vice President and Prime
Minister of the UAE and Ruler of
Dubai, inaugurated the largest
concentrated solar power (CSP)
project in the world, within the
fourth phase of the Mohammed
bin Rashid Al Maktoum Solar Park
in Dubai.

The 950MW 4th phase is the
largest project in the world that
combines CSP and photovoltaic
solar power with investments
totaling AED 15.78 billion based
on the IPP model. It uses three
hybrid technologies to produce
clean energy: 600MW from a
parabolic basin complex (three
units of 200MW each), 100MW
from a solar power tower (based
on Molten Salt technology), and
250MW from photovoltaic solar
panels. It includes a Thermal Energy
Storage System, which provides the
capability of electricity generation
around the clock.

A consortium led by DEWA and
ACWA Power formed a project
company, Noor Energy 1, to design,
build, and operate the fourth phase
of the Mohammed bin Rashid Al
Maktoum Solar Park. DEWA owns
51% of the company, ACWA Power
owns 25%, and the Silk Road Fund
owns 24%. The fourth phase has
been implemented in stages, the
first stage became operational
in Q4, 2021. This phase will
provide clean energy for 320,000
residences and will reduce 16
million tonnes of carbon emissions
each year.

DEWA has achieved two new
Guinness  World  Records in
the Mohammed bin Rashid Al
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Maktoum Solar Park; for ‘The Tallest
Concentrated Solar Power Tower’ at
263.126 meters, and ‘The Largest
Thermal Energy Storage Plant’ in
the world with storage capacity of
5,907 megawatt hours using CSP
based on parabolic basin complex
with  Molten Salt technology.
These new achievements add to
DEWA's global accomplishments
and leadership in the clean and
renewable energy sector.

5™ PHASE OF THE
MOHAMMED BIN RASHID AL
MAKTOUM SOLAR PARK

In June 2023, His Highness
Sheikh  Mohammed bin Rashid
Al Maktoum, inaugurated the
900 MW fifth phase of the Solar
Park The fifth phase, which uses
photovoltaic solar panels, provides
clean energy to around 270,000
residences in Dubai. The AED2.058
billion project,  implemented
based on the IPP model, features
a partnership between DEWA
(60%) and a consortium led by
ACWA Power and Gulf Investment
Corporation (40%) through Shuaa
Energy 3. DEWA achieved a world
record by receiving the lowest bid
of $1.6953 cents per kilowatt hour
(kWh) for the fifth phase.

AGREEMENT BETWEEN
MASDAR AND DEWA TO
DELIVER 6™ PHASE OF
WORLD’S LARGEST
SINGLE-SITE SOLAR PARK
PV PROJECT

The Abu Dhabi Future Energy
Company (Masdar) was awarded
the sixth phase of the Mohammed
bin Rashid Al Maktoum Solar Park
PV Project, that will have a capacity
of 1,800 MW. The sixth phase
will increase the solar park’s total
production capacity to 4,660MW
and will be completed by 2026. The
sixth phase will power over half a
million residences while reducing

carbon emissions by 2.36 million
tonnes annually. All phases of
the Solar Park are expected to be
completed by 2030, with a total
investment of AED50 billion and a
capacity of 5,000MW.

HYDROELECTRIC
POWER PLANT IN
HATTA

The 250MW pumped-storage
hydroelectric power plant in Hatta
is the first of its kind in the GCC,
with a storage capacity of 1,500
megawatt-hours and a life span
of up to 80 years. The project
supports the Dubai Clean Energy
Strategy 2050 and is part of the
Comprehensive Development
Plan for Hatta, launched by His
Highness Sheikh Mohammed bin
Rashid Al Maktoum to meet the
social, developmental, economic,
and environmental needs as
well as provide innovative job
opportunities for Emiratis in
Hatta. The project is currently
under construction and will be
completed in Q1, 2025. The
Hydroelectric power plant is an
energy storage with turnaround
efficiency of 789%. It utilises
the potential energy of the water
stored in the upper dam, which
is converted to kinetic energy
as the water flows through
the 1.2-kilometre subterranean
tunnel. This kinetic energy rotates
the turbine, converting mechanical
energy to electrical energy, which
is then sent to DEWA's grid.

To store energy again, clean energy
generated at the Mohammed bin
Rashid Al Maktoum Solar Park
is used to pump the water back
through the tunnel to the upper
dam. This process converts
electrical energy into kinetic
energy, which is stored as a
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potential energy in the upper
dam, which is 150 meters above
Hatta Dam. This makes the entire
project 100% renewable.

ENERGY
MANAGEMENT
REPORT FOR DEWA
PREMISES AND

ASSETS
(GRI 302-4)

DEWAiscommittedtoestablishing
a sustainable built environment
that prioritises energy, water,
and material resource efficiency.
This commitment is realised

DEWA has consistently made
strides in enhancing energy
production efficiency, reducing
Auxiliary Power Consumption,
lowering carbon emissions, and
achieving fuel savings. Progress
made from 2006 to 2023
includes:

1. Efficiency Improvement: A
significant achievement of
41.73% improvement in
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through the implementation of
both national and international
standards for green buildings
across all DEWA assets. The
development  of  sustainable
and efficient buildings aligns
seamlessly with the UAE's
broader objectives of fostering
a green and  sustainable
economy, meeting the Nationally
Determined Contributions
for the UAE against Climate
Change, and supporting the
Dubai Digital Authority initiative.
DEWA extends its dedication
to energy management through
the application of an Energy
Management  System  across
various facilities, encompassing

efficiency in the year 2023
compared to 2006.

2. Auxiliary Power Consumption
Reduction: A notable reduction
of 279,023 MWh in Auxiliary
Power Consumption in 2023
compared to 2006.

3. Carbon Emission Reduction: An
impactful reduction of 10.54
million tonnes in carbon emissions
in 2023 compared to 2006.

power generation plants,
substations, administration
buildings, and the fleet. Recently
expanded, this system enables
DEWA to monitor its energy
performance meticulously and
pinpoint opportunities for energy
conservation. Such initiatives not
only contribute to environmental
sustainability but also yield cost
benefits for the organisation.

The below table provides a
comprehensive overview of the
total auxiliary energy consumption
derived from power generation and
water production facilities at Jabel
Ali, Al Aweer, and the Mohammed
bin Rashid Al Maktoum Solar Park
Phase 1 of the Jebel Ali facility.

4. Fuel Savings: Achieving fuel
savings of 197,567,687
Million British Thermal Units
(MMBtu) attributed to
efficiency enhancements in
2023 compared to 2006.

These accomplishments reflect
DEWA's ongoing commitment

to advancing sustainability and
efficiency in energy production.
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Carbon Reduction

Fuel saving due

Im E:I;::::z{ Aue(g:‘itgr:ot\;v:; (Million Tons of CO2) to efficiency

Year P . P due to efficiency improvement
Percentage Reduction (MWh) T MMBTU

(compared to 2006) (compared to 2006) (compared to 2006) (compared to 2006)

2019 31.40 408,148 7.06 132,295,018
2020 33.41 293,385 711 133,309,503
2021 37.63 314,781 8.04 150,786,454
2022 37.78 225,873 9.22 172,973,272
2023 41.73 279,023 10.54 197,567,687

EV GREEN CHARGING
STATIONS

DEWA EV GREEN CHARGING
STATIONS

In 2014, DEWA launched the
EV Green Charger Initiative to
promote sustainable mobility
in Dubai by encouraging the
use of electric vehicles. DEWA
plans to expand the number
of EV charging stations in the
Emirate to over 1,000 by 2025.
By the end of 2023, DEWA had
successfully installed more than
700 charging points across Dubai,
attracting 13,959 registered
customers in the EV Green
Charger programme, in addition
to the daily “Guest Mode” feature
users. These users collectively
covered approximately 117
million kilometres through electric
vehicle travel. Simultaneously,
the initiative contributed to the
growth of EVs in Dubai, reaching
over 25,700 by end of Q4 2023.

For more details about the EV
Green Charger initiative, scan the
below QR code:
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Additionally, DEWA launched the
‘Dubai EV Community Hub’ website
to further boost EV adoption. This
platform centralises information
on EV developments within Dubai,
providing a valuable resource for
those interested in electric mobility.

For more information on EV
developments in the Emirate,
explore the ‘Dubai EV Community
Hub’ scanning the below QR code:

EMISSIONS
(GRI 3-3, 305-1, 305-4, 305-5,
EUS)

CO2 EMISSION REDUCTION
PROGRAMME

DEWA aims to reduce its carbon
footprint while maintaining a
secure, reliable, and affordable
supply of power and water. DEWA
has systematically worked on
reducing its emissions through its
Carbon Dioxide Emission Reduction
Programme launched in 2012.

DEWAs CO2 Emission Reduction
Programme (ERP) is a long-term
carbon emissions abatement
strategy that provides an extensive
analysis of DEWA's current
greenhouse gas emissions, sets
targets to reduce CO2 emissions
up to 2030 from all operations, and
incorporates proposed emission
reduction targets within its business
decisions and overall growth
strategies. DEWA's efforts have led
to a significant reduction 