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Conclusion
This CSR report covers our key CSR topics following the conduct of a stakeholder engagement exercise. We have expanded on
important facts and information regarding our customers, including how we approach them and how we are able to deliver a
superior experience. We have also expanded on data privacy, data security and business continuity.
And of course, as a shining example of our commitment to reduce paper consumption, this report comes in a new online format
that is more exible and dynamic for readers.
Enjoy the read. Enjoy the discovery. We look forward to your feedback.

Philippe Jetté

President and CEO
Cogeco Inc. and Cogeco Communications Inc.

Louis Audet

Executive Chairman of the Board
Cogeco Inc. and Cogeco Communications Inc.
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Profile
Cogeco Inc. is a diversified holding corporation which operates in the communications and media sectors. Its
Cogeco Communications Inc. subsidiary provides residential and business customers with Internet, video and
telephony services through its two-way broadband fibre networks, operating in Québec and Ontario, Canada,
under the Cogeco Connexion name, and in the United States under the Atlantic Broadband brand. Its Cogeco
Media subsidiary owns and operates 23 radio stations with complementary radio formats and extensive
coverage serving a wide range of audiences mainly across the province of Québec, as well as Cogeco News, a
news agency. Cogeco’s subordinate voting shares are listed on the Toronto Stock Exchange (TSX: CGO). The
subordinate voting shares of Cogeco Communications Inc. are also listed on the Toronto Stock Exchange (TSX:
CCA).
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Our operations
Cogeco operates in the provinces of Québec and Ontario in Canada and in 11 U.S. states along the East Coast,
from Maine to Florida.

UNITED STATES OF AMERICA
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Signi cant Changes
Some signi cant strategic changes occurred at Cogeco during scal 2018 and 2019 that have further
positioned the company for future success and growth.

Leadership Succession
On September 1, 2018, Louis Audet retired as President and Chief Executive Officer of Cogeco Inc. and Cogeco Communications Inc., a
position he held for the past 25 years. Mr. Audet became Executive Chair of the Boards of Directors for both companies and Philippe
Jetté was appointed President and CEO. As a result of the various positions he held previously at Cogeco, Mr. Jetté has extensive
knowledge of the company’s operations and he has played a significant role in defining Cogeco’s growth strategy. During his first
year of leadership, Mr. Jetté has led Cogeco with passion, vision and care.

Louis Audet

Philippe Jetté

Divestment of Cogeco Peer 1

With the sale of Cogeco Peer 1, we enabled the organization to refocus its efforts and resources on its core broadband businesses in
Canada and in the U.S. Cogeco Communications used a significant portion of the net proceeds from this sale to repay amounts
outstanding under the Corporation’s revolving term facility and another portion to repurchase subordinate voting shares under a
normal course issuer bid. Going forward, the Corporation will exclusively focus on the Canadian and U.S. broadband segments and it
will have greater flexibility to pursue organic investment and acquisition opportunities.

Expansion of Atlantic Broadband
Atlantic Broadband completed three important acquisitions in fiscal 2018 and 2019 that will bring significant value to our customers.

The acquisition of MetroCast allowed Atantic Broadband to expand its operations across 11 states on the East Coast of the United States, thus enabling
future growth opportunities.
The acquisition of the South Florida bre network previously owned by FiberLight, LLC., allows Atlantic Broadband to bring signi cantly faster, more
reliable and scalable bre for businesses and carriers. This deal more than doubled the company’s existing bre footprint in the South Florida region,
while expanding by 30% its capacity to serve data centre customers in the same geographic area.
The acquisition of the cable system serving Spring eld, West Virginia, allowed Atlantic Broadband to o er a host of new services, including high-speed
Internet, digital telephony, and expanded video options for both residential and business customers in these service areas.

Expansion of Cogeco Media
Cogeco Media acquired 10 radio stations from RNC Média Inc. The stations are located in Sanguenay-Lac-Saint-Jean, AbitibiTémiscamingue and Lachute, Québec, as well as Hawkesbury, Ontario. With this transaction, Cogeco Media has expanded its
network of radio stations to 22 across the province of Québec and one in Ontario.

Alma, Québec

Chibougamau, Québec

Sanguenay, Québec

Roberval, Québec

La Sarre, Val-d'or
and Rouyn-Noranda,
Québec

Dolbeau, Québec

La Sarre, Val-d'or, Lachute and
Rouyn-Noranda, Québec and
Hawkesbury, Ontario
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Fiscal 2018 and 2019 Highlights

Cogeco Communications is one of
Corporate Knight’s 100 most
sustainable companies in the world.

We have donated more than 1% of
our pre-tax pro t.

Our broadband network
was available more than 99,9%
of the time.

We reduced our GHG emissions on a
per revenue basis by 24% since 2014

49% of our customers receive
electronic bills.

Our frequency of workplace-related
incidents was below industry
average in the jurisdictions where
we operate.

We remained in the top tier of
family-controlled dual-class
companies listed on a Canadian
stock exchange.

36% of managerial positions and
above were occupied by women.

More than 95% of our

employees are trained on our
Code of Ethics.
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Our Commitments
In scal 2018 and 2019, Cogeco seized the opportunity to not only update its Corporate Social Responsibility (CSR)
policy and supporting CSR pillars, but also de ned a new set of commitments that re ect our CSR priorities.

Commitment

Status

Progress

Be a trusted and reliable partner for our customers
Each business unit to impr ove its Net Promoter Score

O target

An action plan is being deployed to improve our NPS score,
which was a ected by the introduction of a new customer
service system.

Zero founded privacy complaints from the Office of the
Privacy Commissioner of Canada, the Federal Trade
Commission or the Federal Communicatons Commision
of the U.S.

Achieved

No founded privacy complaints in scal 2018 or 2019.

No security incidents resulting in the loss, theft

Achieved

No security incidents in scal 2018 or 2019 related to
customer data.

To have our broadband network available 99.9%
of the time.

Achieved

(NPS)* as compared to the previous scal year.

or unauthorized access of customer data.

Both in scal 2018 and 2019, our broadband network was
available more than 99.9% of the time.

Take part in developing our employees
Improve our global workforce engagement score.

O target

Cogeco's global employee engagement score did not
improve compared to fiscal 2017 (last period when the
survey was conducted). Action plans are being deployed
to improve our employee engagement score.

Improve participation rate in the global workforce
engagement survey.

Achieved

The participation rate improved by 9% compared to
fiscal 2017 (last period when the survey was conducted).

Maintain a frequency of workplace-related incidents
below industry averages in the jurisdictions where we
operate.

Achieved

From scal 2018 to 2019, Cogeco signi cantly reduced its
frequency of workplace-related incidents.

Ensure at least 35% of women at a managerial level and
above by 2021.

Achieved

At the end of scal 2019, 36% of positions at the
managerial level and above were occupied by women.

Take part in developing our communities
Donate at least 1% of pre-tax pro ts.

Achieved

In scal 2018 and 2019, Cogeco donated more than 1% of
its pre-tax pro t, taking into consideration cash and in-kind
donations.

Maintain a sound culture and strong corporate governance practices as enablers of value creation
Remain in the top tier of family-controlled dual-class
companies listed on a Canadian stock exchange.

Achieved

Currently in the top tier of Canadian family-controlled
dual-class companies according to The Globe and Mail’s
Board Games corporate governance rankings.

Ensure 95% of employees are traied on the Code of Ethics.

Achieved

At the end of scal 2019, more than 95% of our employees
were trained on Cogeco’s Code of Ethics.

In progress

At the end of scal 2019, 80% of the contracts with top
suppliers included the acknowledgement of the Supplier
Code of Conduct or Cogeco had accepted their CSR
standards.

In progress

A technological tool has been selected to successfully start
monitoring our top suppliers in scal 2020.

Achieved

In scal 2018 and 2019, all fraud reports submitted through
the Cogeco Ethics Line were investigated.

By fiscal 2020, all of Cogeco's contracts with top suppliers

must acknowledge Cogeco’s Supplier Code of Conduct or
Cogeco must have approved the supplier’s CSR standards.
Monitor the social and environmental performance of 100%
of our top suppliers by fiscal 2020.
Systematically investigate all fraud reports submitted
through the Cogeco Ethics Line.
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Commitment

Status

Progress

Manage our environmental footprint
We surpassed this target, having achieved a 24% GHG
emissions intensity reduction. Cogeco will define a new,
more aggressive, target for the coming years.

Reduce GHG emissions by 10% by 2020 on a per re venue
basis as compared to scal 2014 emissions.

Achieved

Perform a more comprehensive calculation of our Scope 3
(indirect emissions) by fiscal 2021.

In progress

We have identi ed relevant and measurable elements that
can be included in our Scope 3 calculations.

O target

During 2017**, 100% of set-up boxes purchased in Canada
complied with CEEVA standards. However, in 2018, an
unforeseen situation impeded us from complying with CEEVA
standards and we achieved a 66.22% level of compliance.
An action plan is now in place to enable compliance in
future years. In the U.S., although we are not signatories of
the STB VA, 63% of our purchased set-top boxes complied
with the standards set by the agreement in 2018.

Achieved

In scal 2019, 49% of Cogeco’s customers received
electronic bills.

As signatories, comply with the Canadian Energy
Efficiency Voluntary Agreement (CEEVA) for set-top
boxes. Also, comply with the standards of the United
States Set-Top Box Energy Efficiency Voluntary
Agreement (STB VA) by 2022.

Ensure that 40% of customers receive electronic bills by the
end of scal 2019.
Ensure that 100% of applicable facilities have an e-waste
management strategy in place by the end of scal 2020.

In progress

All business units have a plan in place to achieve this
target by scal 2020.

*The Net Promoter Score (NPS) measures the willingness of customers to recommend a company’s products or services to others.
**Voluntary agreement compliance is measured on a calendar basis by a third party. The last available report corresponds to 2018 compliance.
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Awards and Recognition
During scal 2018 and 2019, Cogeco’s advancements on the environmental, social and governance (ESG) fronts have
been recognized by multiple organizations.

Cogeco Communications was ranked
among Corporate Knights’ 2020
Global 100 Most Sustainable
Corporations in the World. The
Company holds the 88th spot in this
ranking, which is a badge of honor
for sustainability excellence.

In 2019, for a second consecutive
year, Cogeco Communications was
named to the list of Corporate
Knights’ Best 50 Corporate Citizens
in Canada. The Company holds the
33rd spot in this highly regarded
ranking, placing it among Canadian
companies that are setting the
standard for sustainability
leadership.

Cogeco Communications continues to

be part of the Jantzi Social Index by
Sustainalytics, consisting of 50
Canadian companies that passed a
set of broadly based environmental,
social and governance rating criteria.

Cogeco is ranked by Corporate
Knights as one of the 200 cleanest
companies in the world. The
company holds the 155th spot.

Cogeco Communications received
the ISS Quality-Score environmental
badge, which recognizes our
environmental disclosure practices.
Cogeco is part of Forbes'
prestigious Canada's Best
Employers for 2020. This
nomination highlights Canadian
companies that are the most likely to
be recommended by their
employees, and are the best
perceived employers in their
respective industries.

Louis Audet, Executive Chair of the
Boards of Cogeco Inc. and Cogeco
Communications Inc. was named a
2018 Global Citizens Laureate by the
United Nations Association in
Canada. This recognition
acknowledges Mr. Audet’s dedication
to continuously giving back through
his active involvement with
charitable, educational and
community organizations, and
through his leadership.
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Ken Smithard, President of Cogeco
Connexion in scal 2018 and 2019,
was named to Canada's Clean50 for
2020, as the leader in the
Technology, Telecom & Media
category, and also to Canada's Clean16
award by Delta Management. The
2020 Clean16 is a group of women
and men who have made a
measurable di erence in advancing
sustainability and clean capitalism in
Canada.

Cogeco Connexion was named to the
2018 and 2019 Waste Diversion
Champions list by Re cient –
Excellence level for having diverted
over 100,000 pounds (45,360 kg) of
waste.

Cogeco Connexion was ranked in 2019, for a
third consecutive year, among Montréal’s Top
45 Employers by Mediacorp Canada. This
ranking showcases employers in the Greater
Montréal area who have distinguished
themselves through the excellence of their
human resources practices and the quality of
their work environment.
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External initiatives
Cogeco is involved in various regulatory proceedings before the Canadian Radio-television and Telecommunications Commission
(CRTC) and the U.S. Federal Communications Commission (FCC) and is an active participant in CRTC working groups. We participate
in consulting forums with Innovation, Science and Economic Development Canada (ISED), the Office of the Privacy Commissioner of
Canada, the Commission d’accès à l’information du Québec, among others, and make representations before parliamentary
committees and Canadian federal agencies such as the Competition Bureau. All employees who engage in lobbying activities are
duly registered where necessary. For more information on some of our public policy positions, please consult our Annual Report and
Annual Information Form.
As a member of various industry associations, we are indirect participants in lobbying activities they undertake on behalf of
members. We are also members, participants or subscribers to many other associations, initiatives and legal proceedings relevant to
our role as a business enterprise and corporate citizen. Our involvement covers the following spheres: sustainability, social, economic
and industry, cultural and governance. Cogeco is an active contributor in the communities where it operates, and is a member of
many chambers of commerce in Canada and in the U.S.
In fiscal 2019, Cogeco agreed to be part of the Business for Inclusive Growth coalition. In total, 34 leading multinationals agreed to
join forces to tackle inequality and promote diversity in their workplaces and supply chains. Cogeco is one of two Canadian
organizations that joined this coalition.
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Cogeco’s key
CSR topics
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Key CSR topics for Cogeco
Every two years, Cogeco conducts an assessment to
identify key corporate social responsibility (CSR) topics
as well as environmental, social and governance risks
and opportunities for the organization. We conducted
our fourth stakeholder engagement exercise in
scal 2018. Not only did we perform a comprehensive
literature review, but we also engaged with di erent
stakeholder groups to identify the Corporation’s CSR
priorities. The results have shaped our new CSR policy,
pillars and commitments. All key CSR topics will be
covered throughout this report.

Key CSR topics for Cogeco and their main impacts
Each of these key CSR topics are linked to speci c risks and opportunities for Cogeco.
Revenue
Reputation growth

Cost
control

Customer
satisfaction
and retention

Employee satisfaction,
productivity and
Business Regulatory
retention
continuity compliance

Energy management

●

Talent attraction,
development and
retention

●

●

●

Employee health, safety
and well-being

●

●

●

Diversity

●

●

●

Customer experience

●

●

●

Data privacy

●

●

●

●

●

●

●

Data security

●

●

●

●

●

●

●

Business continuity

●

●

●

●

●

Product quality and
innovation

●

●

●

Corruption prevention
and competitive
behaviour

●

●

Governance

●

●

●

●

●

●

●

●

●

●

●

●

●
●

●

●

●

●

●

●

●

●
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Governance
and integrity
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Governance at Cogeco

.

.
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Information updated in November 2019
*The Executive Chair has a direct executive management role in relation to major business transactions and strategies, working in concert, as appropriate, with the
President and CEO.

For additional information on the Board's structure and composition go to: Cogeco Inc. and Cogeco Communications Inc.
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The recently updated CSR Policy and Code of Ethics, as well as the Supplier Code of Conduct together form the framework of our CSR
Program.
Concerns from stakeholders are collected during the stakeholder engagement process and through the CSR department. Critical
concerns are generally discussed at CSR Steering Committee meetings or, extraordinarily, directly with executives, depending on the
signi cance of the concern.

Identifying and managing CSR impacts through our ERM program
Cogeco’s Enterprise-wide Risk Management (ERM) program is supported by a
governance structure headed by a Corporate Strategy and Risk Committee composed
of our President and CEO and his direct reports. The ERM program entails a systematic
annual identi cation and evaluation of risks — including CSR-speci c risks — within the
context of Cogeco’s global business and a airs. Principal business risks and appropriate
mitigation measures to manage these risks are presented to the Board and fully
considered in the annual strategic planning process. The Audit Committee oversees on a
quarterly basis the ERM activities and the operational and nancial risks associated with
the signi cant programs and projects of the Corporation.
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Ethical and competitive behaviour
As an organization, Cogeco is committed to maintaining high standards of ethical behaviour in its professional
and business dealings. We are very proud of the bond of trust we have created, over the years, with our
customers, suppliers, investors, employees, colleagues and the communities we serve, by constantly striving to
treat them fairly, honestly and with integrity.

95% of employees trained on
Cogeco's Code of Ethics.

Systematically investigate all fraud
reports submitted through the
Cogeco Ethics Line.

ACHIEVEMENTS

At the end of scal 2019, more than
95% of our employees were trained
on the Code of Ethics.

ACHIEVEMENTS

In scal 2018 and 2019, all fraud
reports submitted through the
Cogeco Ethics Line were thoroughly
investigated.

Management approach
The Ethics Program is under the purview of the Vice President, Internal Audit. An Ethics Steering Committee, composed of members of
the Executive Management team, is in place to oversee all ethics-related matters, including reviewing any changes to the Cogeco Code
of Ethics, the monitoring of Code of Ethics training completion and the review of Ethics Line reports received during the quarter.

Who manages the topic?

Related policies and documents

Board level
Audit Committee.

Code of Ethics

>

Management level
Steering Committee composed of Senior Vice
Presidents, Corporate A airs, Chief Legal
O cer and Secretary, Chief Human Resources
O cer, Chief Financial O cer and Vice
President, Internal Audit.

Supplier Code of Conduct

>

Policy on a Harassment, Discrimination and ViolenceFree Workplace

>

Gifts and Entertainment Policy

>

Drugs and Alcohol Policy

>

Con ict of Interest Declaration Form

>

Direct responsible
Vice President, Internal Audit.
Frequency of review
Quarterly meetings held by the Ethics Steering
Committee.

Our Code of Ethics is the core foundation that sets out the principles that should guide the behaviour of all individuals who form part of
the Cogeco family or who contribute to its operation, image and reputation. It is supported by Cogeco's core values and is to be used
as a reference in terms of how to properly conduct ourselves and foster an ethical atmosphere in the workplace. It is a roadmap to
assist individuals in making decisions that meet the highest standards of integrity, professionalism and ethical behaviour.
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Mechanisms to seek advice and/or submit concerns about ethicsrelated topics
In scal 2010, Cogeco implemented an anonymous and con dential Ethics Line that allows employees and
other individuals to report any perceived or actual instances of Code of Ethics violations. The Ethics line is an
integral part of Cogeco's Code of Ethics and the web-based ethics training also incorporates all necessary
information on the Cogeco Ethics Line. Employees are also encouraged to use this tool to seek advice about
ethical and lawful behaviour. All reports submitted through the Ethics Line are reviewed by the Vice
President, Internal Audit.

A formal Conflict of Interest (COI) declaration process is also in place at Cogeco, which requires all employees to report any
potential COI (actual or apparent) to the Vice President, Internal Audit, who will review all COI declaration forms jointly with
Human Resources and determine if any action is required to mitigate or eliminate a COI. All confirmed COIs are also reviewed
by the Ethics Steering Committee. Furthermore, data related to the number of COI forms received and analyzed are reported
to the Corporate Governance Committee of the Board of Directors.

Reports submitted to the Cogeco Ethics line
Fiscal 2018
Number of reports
% of reports where corrective action* was taken

Fiscal 2019
44

73

61%

51%

*Corrective action may include employment termination, suspension of employment, disciplinary letter in employee le, resignations, changes in policies and procedures, etc. None of the reports with
corrective action involved the integrity of Cogeco’s nancial reporting.
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Sustainable procurement
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Integrating sustainable procurement practices
Given the globalized and complex dimension of our supply chain, there are various associated social,
environmental and ethical risks that need to be addressed, especially with suppliers located in developing
and emerging economies. The Corporation has developed policies and mechanisms to engage in business
with suppliers that demonstrate a strong commitment to sustainability and ethical behaviour.

Supplier Code of Conduct and supplier selection process
We address our suppliers’ sustainability practices through our Supplier Code of Conduct.

By 2020, all of Cogeco's
contracts with top suppliers
must acknowledge Cogeco’s
Supplier Code of Conduct or
Cogeco must have approved the
supplier’s CSR standards.

In order to promote supplier engagement with our
sustainability e orts, we have developed a Supplier Code of
Conduct that we have started implementing with our main
suppliers. Our Supplier Code of Conduct de nes our
expectations for suppliers and encourages them to go beyond
legal compliance, in order to advance social and
environmental responsibility as well as business ethics.
In scal 2018, the criteria for de ning top CSR suppliers
were revised to include those suppliers who represent higher
environmental and social risks for Cogeco.

As part of our supplier selection process, we carried out an
environmental, social and governance (ESG) veri cation for
modems in scal 2018 and an on-site ESG audit for IPTV
set-top boxes in scal 2019.
In fiscal 2020, the Global Procurement team, together with
the CSR team will start implementing a Local Procurement
Plan to develop more proactive measures to promote even
more local purchasing. This will include relevant indicators
to monitor our performance.

IN PROGRESS

At the end of scal 2019, 80%
of the contracts with our top
suppliers included the
acknowledgement of the Supplier
Code of Conduct or Cogeco had
accepted their CSR standards.

Our Supplier Code of Conduct is in line with
International standards
United Nations Guiding Principles on Business and Human
Rights
International Labour Organization Declaration on
Fundamental Principles and Rights at Work
United Nations Universal Declaration of Human Rights

Principles of Cogeco’s Supplier Code of Conduct
Respect for human rights
Favourable working conditions
Valuing occupational health and safety
Respect for the environment
Ethical and responsible conduct
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More than
60 years of
value creation
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Enabling value creation through a strategic vision
Our strategic vision and priorities are designed to bring value to di erent stakeholders, including customers,
employees, communities and shareholders.
Our vision is to deliver value to our shareholders by
1.
2.
3.
4.

creating an exceptional customer experience
augmenting our geographic reach in Canada and the United States
expanding into new market segments
mobilizing highly engaged teams

The Corporation has de ned six key strategic priorities that embody the roadmap to achieving our mission and vision. These strategic
priorities are as follows.

As re ected in our enterprise strategic priorities, customers are at the heart of our operations. Delivering an exceptional customer
experience is the result of a value creation chain at Cogeco.
Our products and services improve the lives of our customers.
We o er a safe and motivating work environment for employees to develop high-quality products and services.
We negotiate fair conditions with our suppliers in order to meet our targets and to respond to customers positively.
We integrate practices to improve the environmental and social impacts of our operations. This strengthens the social and economic life of communities,
which represent our customers and our employees.
We pay taxes responsibly, enabling regulators to execute their responsibilities.
All these result in pro tability for the company, which is re ected in economic value for shareholders and resources for the company to continue
developing products and services and generating more value.

In scal 2020, customer experience will remain a priority for all business units. We will further drive our digital transformation to continue
improving not only our customer experience, but also our employee experience, by o ering a more agile and engaging work environment.
Our commitment to our local communities will be demonstrated through corporate social responsibility (CSR) initiatives designed to engage
team members and the wider community in activities that will support sustainability, respect for the environment and social responsibility.
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Direct and indirect economic impacts
We continuously seek to innovate our processes, operations, services and products while e ciently managing
capital utilization to secure future growth. We practice prudent nancial management with a history of deleveraging following acquisitions. Fiscal 2018 and 2019 were characterized by strong nancial performance with
attractive adjusted EBITDA margins, strong free cash ows and dividend growth.
Between 50% and 75% of senior executives' compensation is variable and at risk, based on long-term creation of economic
value. In addition, beginning in fiscal 2019, a portion of the executives' variable compensation is also linked to the Corporaton's
health and safety, employee engagement and customer satisfaction results, thus demonstrating a commitment to ESG
components.

Positive economic impact of the Information and Communications Technology (ICT) sector
According to the “SMARTer 2030 ICT Solutions for 21st Century Challenges” by GeSI and Accenture report, ICT will connect 2.5 billion
additional people to the “knowledge economy” by 2030, giving 1.6 billion more people access to healthcare and half a billion more
people access to e-learning tools.
Direct link between technology adoption and socioeconomic growth.
Promotes employment creation.
ICT positively impacts labour productivity, innovation capacity and business competitiveness, among other bene ts.
ICT is linked to improvement of quality of life.

Contributing to the development of many rural areas and smaller centres where we operate is key for Cogeco. Our a ordable, high-quality
broadband services improve the connectivity of businesses and facilitate their growth. In addition, we often enable the digital inclusion of
underserved communities. The diagram below highlights Cogeco’s direct and indirect economic impacts.
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e information on Cogeco Inc.’s nancial performance and operations, please consult our Annual Report and Annual Information Form for the scal year ended August
31, 2019 at:
http://corpo.cogeco.com/cgo/en/investors/ nancial-reports/.
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Putting our
customers at
the heart of
our activities
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Delivering an exceptional customer experience
One of Cogeco’s strategic priorities is to deliver an exceptional customer experience through continuous
innovation of our service o ering. We strive to be a trusted provider that not only o ers fast and reliable
networks, but also maintains respectful and transparent relationships with its customers. By providing a superior
service to its customers Cogeco nurtures their loyalty and drives its revenues, growth and reputational capital.
Customer experience is overseen by the Board of Directors and managed by each business unit according to customer needs and
expectations.

Who manages the topic?

Related policies and documents

Board level
This topic is reviewed by the Board of Directors.

Privacy Policy

>

Frequency of review
Quarterly

CSR Policy

>

Code of Ethics

>

3 year Strategic Plan which is updated annually

>

Management level
Customer experience is a direct responsibility of
the President of the Business Unit and his
leadership team.

We firmly believe that customer service with a local touch represents a key differentiator and enabler for Cogeco. Every Canadian and
American customer is served by a Canadian or American employee. We have implemented various programs and actions aimed at
constantly improving our customer service. The strategies deployed to achieve this objective include: increasing synergies between
business units, pursuing our efforts on the digitization program and the establishment of new shared-services teams. It should be further
noted that, beginning in fiscal 2019, we made the customer experience a key criterion from a compensation perspective by linking a portion
of executives’ variable pay to the company’s customer satisfaction results.

Each Business Unit to improve its Net
Promoter Score (NPS) compared to
the previous scal year.

PROGRESS

We did not meet our target and an
action plan is being deployed to
improve our NPS score, which was
a ected by the introduction of a new
customer service system.

Each business unit has a plan in place to continuously enhance its customer experience. Plans cover di erent spheres, as re ected in the
customer journey diagram below. We are putting customers back at the heart of the value chain and enhancing harmonization so that they
have a seamless experience through all our channels. All actions are supported by a company-wide digital transformation program that
impacts customers positively, by o ering digital experiences, data-driven processes and continuous innovation automation.
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The digitization of our customer journey means putting the
consumer rst, gaining agility, speed and e ciency. We have
various projects in place to modernize all customer journey
touchpoints, from research to relationships with Cogeco. We want to
ensure that we o er the right product to the right consumer, at the
right time and in the right context, as well as best-in-class contact
centre technologies. Consumer satisfaction is also measured in real
time at every touchpoint of the consumer journey (store, online,
contact centre agents, etc.), so the organization can focus on what
matters. For Cogeco, this will also reduce costs and contribute to
capturing new revenue sources and market opportunities.

Focusing on what really matters to our
customers:
Exceptional service
Innovative and reliable services
A local company playing an active part in the
community
A company that customers can trust
Superior post-sale experiences
Getting the best value all the time
Digital experience, data driven processes and
continuous innovation automation

Fiscal 2018 and 2019 projects
Various customer projects were launched in scal 2018 and 2019, mainly to empower our customers with online tools.
Management of service choices

Atlantic Broadband deployed a My Services Online Customer Portal to provide customers with a single access point to manage their
account, including the outages/storms dashboard, online modem support and reset tool, and email and phone manager. It also launched a
platform that will better enable our eld technicians to meet customer scheduling demands. Similarly, Cogeco Connexion has added new
self-serve features to MyAccount, including for viewing and managing appointments and adding/removing channels. New features will be
added in scal 2020.
Electronic billing

A big focus in scal 2019 was the migration to paperless billing. By the end of scal 2019, almost half of our residential customer base
received electronic bills. We have also put some emphasis on sending legal documents by email. Cogeco Connexion is planning to increase
the percentage of emailed legal documents from 60% at the end of scal 2019 to 70% at the end of scal 2020.
Self-installation tools

To support new consumer behaviour, while reducing the operating cost, we have introduced new relevant self-serve capabilities online,
including a self-installation option for our phone product, the ability to view and reschedule appointments and modify TV channels. This is
more convenient for customers, as no appointment or technical visit is required. This also reduces the need for technician visits and
therefore has a positive impact on our fuel consumption and GHG emissions.
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Product quality and innovation
We continuously adapt and evolve our service o erings in order to respond to the increasingly digitized world
in which we operate. It is essential that we anticipate and respond in a timely manner to changing market
conditions and customer expectations and behaviour, in order to satisfy current customers and attract new
ones. Our focus is on the quality of the customer experience with our products and services, as well as the
quality of the customer care and technical support interactions that support our services. We also promote
technological innovation by focusing on new and emerging technologies and on market trends.

Who manages the topic?
Board level
Product and innovation plans are reviewed by
the Board of Directors during the Strategic
Retreat Session.

Related policies and documents
Product roadmaps and plans*

>

*which are developed by the product teams in coordination
with di erent teams including Engineering, Architecture and
Operations.

Frequency of review
Annually
Management level
Steering committees review product and
innovation plans. These are also periodically
discussed with the President and CEO of Cogeco.
Chief Technology and Strategy O cer of Cogeco
oversees product roadmap through Centre of
Excellence.
Product quality and innovation are discussed by
the Cogeco Technology Council and the Cogeco
Capital Committee.
The Vice President, Wireless Solutions and
Innovation as well as the Vice President,
Transformation and Innovation play an important
role in product quality and innovation.
Each business unit has a vice presidency in charge
of the topic: Vice President of Product &
Programming at Atlantic Broadband and Vice
President Network, Operations and Technological
Delivery at Cogeco Connexion.

We assess customer needs and preferences through periodic surveys in order to measure their satisfaction and to proactively inform
product development and product innovations. We continuously monitor the activity of other providers in our markets to ensure that
our products and services remain competitive and well-positioned for business growth.
The product teams have implemented a process of
vigorous testing before products are deployed to market,
including in-house testing and introducing new technologies
rst to employees and pre-identi ed friendly customers. In
addition, extensive training is provided to all team members
before products are deployed to market. Once products
are deployed, various tools provide the company with
insights into customer usage patterns to ensure that
services are working as intended and to determine market
potential for future enhancements.

Product quality and innovation measurement indicators
Signal strength and quality at customers' premises
Outage alerts
Product usage data
Service Level Agreements (SLAs) with key business accounts as a
formal commitment to reliability
Quality and responsiveness of customer care and technical
support
Focus groups
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Unique service o ering
Flexibility
We provide a range of service options designed to meet varied needs and budgets, including entry level and smaller-service
video packages, premium options, and high-speed Internet with multiple speed tiers. These services are often offered to
customers in attractively-priced bundles for additional savings. In Québec and Ontario, we exceed the CRTC requirements
allowing our customers to only pay for the channels they want to watch.

Security

In order to make the Internet a safer environment, we provide our residential customers with a free Internet security service,
including parental control and other features, with most of our Internet packages. For example, with Cogeco Connexion’s Internet
security services, customers can enjoy unlimited licenses with Cogeco Security GO on their tablets, smartphones and computers for
an additional monthly fee. Similarly, our physical and digital set-top boxes include parental control features, giving video users the
capability of locking out programming by rating and channel. Various modem and gateway products also provide parental control
features. As part of broadcasting licenses, we adhere to all applicable industry codes, regulations and programming standards.
Accessibility

All recent set-top boxes enable the display of closed captioning for hearing impaired persons, and the activation of described video
for the visually impaired. In scal 2019, new accessibility features were enabled on all TiVo DVRs, Minis, and certain SmartBoxes,
including a screen reader that voices the TiVo menu choices displayed on the TV screen, closed captioning and a video description
track.

To read about our Connecting Families program, which o ers a ordable Internet for low-income families, go to the Community Relations section of this report.

Product and service innovation
Cogeco has introduced a series of product innovations designed to further enhance the customer experience while providing a
competitive advantage in our markets.
IPTV

With the objective of reinforcing Cogeco's path towards business transformation, this project provides a lower-cost alternative while
providing a more powerful customer experience. Customers are able to self-install their equipment and reduce the need for repairs
due in part to cloud-based recording. In addition, the IP set-top box is energy e cient and compliant with the Canadian and United
States set-top box energy e ciency voluntary agreements.
Read more about Cogeco’s participation in voluntary agreements in the Environmental section.

High-Speed Data (HSD) Wi-Fi

This project positions Cogeco as a key competitive player in Internet o erings with speeds of up to 1 Gbps. HSD Wi-Fi brings the best
Wi-Fi experience as well as reduced support costs. This project also involves plant upgrades that will increase Cogeco’s Internet
capacity and decrease network congestion at the same time. Atlantic Broadband expanded the availability of gigabit-speed Internet
to more than 90% of its footprint, while Cogeco Connexion has achieved approximately 60% with plans to further increase this
percentage in scal 2020.
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Business continuity
Having a resilient infrastructure that ensures the delivery of high-performance video, Internet and phone services
to both residential and business customers represents a top priority for Cogeco. As a telecommunications
provider, our infrastructure is also fundamental to the delivery of emergency communication systems; hence we
are committed to providing reliable and uninterrupted service and have set an aggressive target for broadband
ntework reliability accordingly.

To have our broadband network
available 99.9% of the time.

ACHIEVEMENTS

In scal 2018 and 2019 our broadband
services were available 99.9% of the
time or more.

Cogeco continuously invests in network infrastructure enhancements, as well as the consolidation of headends (signal control centres), to
ensure high levels of network performance and reliability and to prepare the network for the delivery of new advanced products and
services.
We have a robust governance structure in place in order to e ectively manage business continuity-related risks.

Who manages the topic?
Board level
The Audit Committee of the Board of Directors
reviews business continuity as part of its
oversight over Enterprise Risk Management
(ERM).
Frequency of review
Quarterly

Related policies and documents
Business Continuity Plans

>

Crisis Management Plans

>

Disaster Recovery Plans

>

Disaster Recovery Program Framework

>

Management level
Depending on the business unit, this topic is under
the responsibility of the Vice President, Network,
Operations and Technology Delivery or the Vice
President, Engineering, vice presidents and general
managers for the di erent regions or the Senior
Director, Technical Operations.
Implementation of the policies and plans is a
shared responsibility.

Our business units manage business continuity-related risks through a Business Continuity Planning Program as well
as through a Disaster Recovery Policy and related procedures. The Business Continuity Plan documents the steps and activities
required to respond, resume, recover and return to normal when faced with a disruptive event impacting our people, our
premises/facilities, and/or our systems. These documents are reviewed and improved periodically to incorporate the lessons learned
from major and minor events.
In Canada and the United States, we have backups or replacement sites in order to be able to respond to emergencies. We increase
preparedness by having practice exercises at certain sites. The frequency of these practice exercises is di erent for each region.
We strive to minimize the number and impacts of outages. When they occur, we ensure we resolve them as promptly as possible and we
take appropriate measures to prevent reoccurrence. It is, however, important to clarify that some outages, such as utility outages, are
out of our control. We have change management and incident-management processes in place. Once incidents are resolved, we identify
the root causes and implement improvements.
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and

Zero founded privacy complaints
from the Office of the Privacy
Commissioner of Canada, the
Federal Trade Commission or the
Federal Communications
Commission of the U.S.
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Personal information is retained only as
long as necessary for the fulfilment of the
purposes for which it was collected and for
which consent was received, unless
otherwise required by law.*
The time of retention depends on the type
of information.
Each business unit has developed retention
guidelines and destruction procedures.

Law-enforcement requests for customer information

Cogeco may be compelled to disclose personal information in response to a law, regulation, court order, subpoena, demand, search
warrant, government investigation or other legally valid request or enquiry. Each business unit has written procedures on how to
review and handle such law-enforcement requests. We seek to protect our customers’ interests by ensuring that data is disclosed in
accordance with applicable laws. This does not apply to Cogeco Media because of the type of information it collects. For more
information on Cogeco’s procedures to manage law-enforcement requests, see:
Atlantic Broadband’s Law Enforcement Handbook
Sharing of Personal Information section of Cogeco Connexion’s Privacy Policy
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Data security
Cyber security threats and breaches in the public and private sectors have grown in frequency and complexity
over recent years. This is why ensuring the security of the Cogeco ecosystem, including our customers’ data,
represents a top priority for our organization. Cogeco aims to proactively manage its cyber security risks while
also capitalizing on the opportunities associated with better managing these risks, such as:
Better understanding and visibility for technology management
Alignment with regulatory and customer requirements
Increased business resilience
Improved customer and partner trust
Increased brand value

No security incidents resulting in the
loss, theft or unauthorized access of
customer data.

ACHIEVEMENTS

No security incidents in scal 2018
or 2019 related to customer data.

Management approach
Our approach to cyber security is based on obtaining an understanding of our business units’ speci c objectives and managing the risks
which may prevent those objectives from being achieved. Thus, we invest in our people, technologies, processes and facilities to mitigate
identi ed cyber security risks. The cyber security program considers the talent and experience of our engineers and cyber security
personnel, combined with the acquisition of technologies to help us cope with rapidly changing cyber threats and guarantee the
highest standard of protection in cyber security.

Who manages the topic?
Board level
The Board of Directors oversees security topics.
Most relevant issues are escalated to the Board
of Directors by the Senior Vice President and
Chief Technology and Strategy O cer.

Related policies and documents
Cyber Security Policy

>

Cyber Security Program

>

Frequency of review
The Cyber Security Governance Committee
meets once per month and the Cyber Security
Management Committee meets bi-weekly.
Management level
The Cyber Security Governance Committee is
composed of selected Corporate and business unit
vice presidents. Strategy level subjects are
discussed.
The Cyber Security Management Committee is
composed of directors and senior directors in
operations. Tactical and operational topics are
discussed.
The Corporate Cyber Security Department is led
by the Senior Director, Information Security, who
reports to the Vice President, Information
Technology.
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Our cyber security strategy aims to balance proactive safeguards while preparing for worst case scenarios and is aligned with the ve
concurrent and continuous function areas of identify, protect, detect, respond and recover, upon which, the Cogeco Corporate Cyber
Security Framework is built. We manage the cyber security practice within this governance framework, which is based on industry best
practices such as the National Institute of Standards and Technology Cybersecurity Framework (NIST CSF), Information Technology
Infrastructure Library (ITIL) and Factor Analysis of Information Risk (FAIR).
Since cyber security is the responsibility of everyone at Cogeco, all our employees receive comprehensive training in cyber security and
privacy during the onboarding process. They also receive periodic updates as needed during the year.
The cyber resilience of our services is also an integral part of our
vision for cyber security. It materializes in the early stages of
designing our systems and continues throughout the entire life cycle
(i.e. security by design).
The choices of technologies as well as the design of each of our
systems are also essential to our approach to security. Our goal is to
maintain optimal security for our users and services on a continuous
basis, regardless of the level of threat. Therefore, our most critical
systems and related cyber security processes are tested and audited
on a regular basis. Action plans are developed and implemented to
address any de ciencies identi ed during these audits.

In scal 2019, we developed and are in the process of implementing the various stages of a Corporate Cyber Security Program to
improve security core functions maturity, to enable Cogeco to manage risks e ciently taking into consideration the continuous evolution
of cyber threats.
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Cyber Security risk management standards
We are currently de ning our Cyber Security Risk Management Practice based on the NIST CSF and the FAIR models, where risk is
de ned as the probable frequency and magnitude of a future loss. At Cogeco, the vulnerability management process is intended to
identify weaknesses and evolving threats by performing scans and tests on the organization’s assets. We conduct network-based scans,
host-based scans, wireless scans, application scans and database scans on a regular basis.

Third-party security evaluation
As part of our value chain, we also ensure that our service providers are secure. To do so, we have the following third-party evaluation
practices:
Completion of a Cogeco Security Questionnaire through which we evaluate the security maturity of the third party.
Review and analysis of reports from an external provider that rates the security maturity of any organization.
Review and analysis of SOC 2 assessment Type 1-2 reports, which enable us to evaluate third parties as assessed by an independent organization.
Request for and review of third parties' ISO security-related certi cates.
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Our employees
are our priority
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Our workforce

Our workforce is a key driver of our success
Attracting and retaining a competent and diverse workforce will enable Cogeco to keep pace with the continuous technological
change that the ICT industry is facing.
Our employees are the key to maintaining and improving our customer experience, which is one of our competitive strengths
and a strategic priority.
Retaining our talent not only contributes to cost control, but is critical for our business continuity.
Our employees represent one of our main connections to our communities in the markets that we serve.
Our employees are fundamental to the success of our acquisitions and the preservation of a positive and strong corporate
culture.
Our employees implement our strategy and are therefore revenue and growth drivers.

Management approach
One of Cogeco’s strategic priorities is to deliver an exceptional employee experience. With this objective in mind, we are implementing
multiple initiatives to improve the daily work experience of our employees.
Human Resources practices and performance are overseen by the Human Resources Committee of the Board of Directors. As part of
our enhanced collaboration model, Cogeco recently created an integrated Human Resources function, led by the Senior Vice President
and Chief Human Resources O cer. This team includes an employee experience team as well as a compensation and human resources
systems team.
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Who manages the topic?
Board level
The Human Resources Committee of the Board
of Directors oversees employee-related topics
including compensation, pension plan funding
and status, labour relations, human resources
performance, including health and safety,
employee engagement, diversity and
succession planning.
Frequency of review
The Human Resources Committee meets at
least three times per year.
Management level
Senior Vice President and Chief Human
Resources O cer, who provides leadership in
harmonizing human resources practices across
the organization. There is human resources
personnel at each business unit.

Related policies and documents
Code of Ethics

>

Policy on the Use of Alcohol, Drugs and Medication

>

Policy on a Harassment, Discrimination and
Violence-Free Workplace

>

Hiring Policy - Canada

>

Health and Safety Policy

>

Employment Equity and Diversity Policy

>

CSR Policy

>

Our Human Resources policies and practices are intended to support the highest standards of labour/management relations. We have
policies, procedures and guidelines in place to ensure compliance with relevant laws and regulations in the di erent jurisdictions where
we operate. They include, among others, the following.
Labour standards regulations
Occupational health and safety regulations
Human rights acts
Charters of rights and freedoms
Employment equity regulations

The employee dimension encompasses multiple key CSR topics for Cogeco, i.e., talent attraction, development and retention, diversity
and inclusion, as well as health, safety and well-being. Topic-speci c strategies and initiatives will be covered in the following sections.
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Talent attraction, development and retention
We strive to provide a stimulating, progressive and diverse work environment built on the values of collaboration
and respect. We o er a safe workplace and competitive wages and bene ts, while providing continuous
learning, professional development and internal advancement opportunities. The recently created centralized
talent and employee experience team is responsible for the implementation of an engaged, integrated and
harmonized employee experience throughout the organization.

Employee engagement
Cogeco actively seeks to measure employee engagement. A company-wide employee engagement survey is conducted regularly
to address this objective. The last survey was conducted in fiscal 2019 and it addressed subjects such as career development,
learning and skills development, recognition and salary, performance appraisal, work processes, teamwork, physical environment,
ethics, leadership and human resources practices. This survey provides us with valuable information in terms of understanding how
our employees feel about us as an employer and identifying where we need to focus our efforts to improve the overall employee
experience. It is important to note that, beginning in fiscal 2019, a portion of our executives’ variable compensation is linked to the
Corporation’s employee engagement results. All teams at Cogeco are tasked with proactively contributing to engagement and
motivation.

Cogeco's employee engagement
score did not improve compared to
scal 2017 (last period when the
survey was conducted). Action plans
are being deployed to improve our
employee engagement.

Improve our global workforce
engagement score.

PROGRESS

Improve participation rate in the
global workforce engagement
survey.

ACHIEVEMENTS 9% compared to scal 2017.

The participation rate improved by

In order to drive continuous improvement, Cogeco has developed a global action plan to create purposeful employee experiences,
foster a culture of engagement, enhance organizational agility and increase trust in an aligned leadership. This will be achieved
through the following three areas of focus.

Enabling Infrastructure
Systems, tools & ideas

Culture
Brand
Empowerment & In uence
Collaboration

Employee Experience
Learning & Development
Career Opportunities
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Employee retention
We have made it a priority to invest in development programs and our workplace in order to attract and
retain our talent across all our business units. We monitor our turnover rate and strive to maintain it at a
healthy level. The turnover rate in fiscal 2018 was 14% and it increased to 17% in fiscal 2019. The
transformation of our workforce and our commitment to become more agile and flexible resulted in the
need to streamline our structure. A voluntary departure program was thus offered to employees that
included: competitive severance packages, outplacement services for career counselling, and an extension
of benefits coverage with both employee and family assistance coverage.

Competitive working conditions
Working environment

In order to adjust to evolving market trends and improve upon the overall employee
experience of its workforce, Cogeco implemented certain policies and initiatives during scal
2018 and 2019. Some of the initiatives that were implemented, which varied by business unit,
include the following.

Cogeco Connexion was
named one of Montréal’s
Top Employers for 2018 by
Mediacorp

Introduction of exible working arrangements such as teleworking, and exible schedules.
Update of the absence policy to o er some personal days in accordance with the revised Canada Labour Code.
Implementation of user-friendly digital tools to communicate with our employees and to enhance collaboration, for example Google Suite and
enhanced intranet platforms.
Compensation strategies were revised for certain groups as part of an ongoing process.
Compensation and bene ts

We o er comprehensive compensation packages to attract and retain high-calibre
employees. Our compensation packages include competitive salaries, group bene ts
and reward programs, including bonuses, commissions and an annual incentive
program driven by a performance-review process based on the achievement of
goals and contribution to corporate results. Bene ts vary from business unit to
business unit, but in general, permanent employees are entitled to speci c bene ts
such as life insurance, health and dental care and long and short-term disability
programs. Also, all our employees are entitled to participate in a stock purchase plan
that attracts an employer match.
An enterprise wide human capital management (HCM) platform is being implemented in scal 2020 to support the delivery of an
enhanced employee experience.
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Employee development
Professional development is a key cornerstone of our employee
experience and various opportunities exist for such development at
Cogeco. Training and education ensure ongoing professional development
for enhanced performance, knowledge and skills in current roles while
preparing for future roles. Managers are important enablers of the
employee experience and that is why we are focusing on increasing and
enhancing management capabilities. Managers are also responsible for
the training needs of their employees and related budgets. During fiscal
2018 and 2019, a new job classification structure was developed for all of
our business units. Our efforts in this area will continue in fiscal 2020 with
the development of a competency model and career path plan. This will
provide employees with increased visibility on potential career pathing
opportunities.

Cogeco Connexion invests at least 1% of its annual payroll in training

Individual training program
Employees de ne performance objectives
with their supervisors and mutually agree
on required training programs.
Training is fully paid by Cogeco and takes
place during working hours.
Training programs are o ered according
to each employee’s position.

Continuing education nancial
assistance
These are employee development
initiatives through courses followed
outside working hours that help them
develop skills and knowledge for their
current or future positions. Eligible
programs are those that lead to a diploma
or certi cate at an accredited educational
institution.

Internal training for managers
Internal training initiatives include the
Cogeco Leader Program for managers at
all levels. Its curriculum and design
supports our leadership competencies,
values, business priorities and vision.

The table below re ects some of the training programs that we have deployed to enhance the competencies of our employees.
Program and audience

Description

Cogeco McGill Leadership
Development Program

Seven days of training spread over four modules aimed at developing leadership attributes and pro ciency
in strategy, nance, leadership and human resources management.

Cogeco Business Solutions
University for Business
Solutions employees at
Cogeco Connexion

Digital onboarding and continuous-learning experience. It contributes to our employees’ success by
enabling them to have high-quality conversations with our customers about our solutions. The curriculum,
which covers our product portfolio, tools, processes, and professional development, is constantly growing
to incorporate our latest innovations.

Language courses

In-classroom English and French courses.
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Diversity and inclusion
Diverse and inclusive environments enable innovation and provide for a better understanding of
challenging situations as well as more e ective decision-making. Diverse groups also facilitate learning
and team collaboration. Improved nancial performance is further correlated with diverse and inclusive
work environments. At Cogeco, our objective is to treat all employees fairly and without discrimination
and to ensure that our hiring practices and advancement-related decisions are based entirely on
people’s abilities, skills and potential.
One of Cogeco’s core values is respect, and the rst principle of our Code of Ethics is Personal Respect. Cogeco is an equalopportunity employer and believes every employee is entitled to fair treatment, courtesy and respect. We respect all
individuals, whatever their origin, physical characteristics, sexual orientation, beliefs, opinions or social condition (or any other
characteristic protected by applicable federal, state, provincial and local laws), and we do not tolerate any form of
discrimination. In scal 2019, we launched a new Harassment, Discrimination and Violence-Free Workplace Policy and we had
training sessions for individuals on the topic. This policy applies to all business units of Cogeco.

Ensure at least 35% of women
in a managerial level and
above by scal 2021.

ACHIEVEMENTS

At the end of scal 2019, 36% of
our managers were women.

Cogeco’s Canadian business units develop a triennial Employment Equity and Diversity Plan with strategies and measures
that enable us to achieve our short and long-term goals for representation in the designated groups i.e. women, aboriginal
people, persons with disabilities and members of visible minorities. As an example, Cogeco Connexion’s triennial plan includes
initiatives related to governance, recruitment, training and awareness, communications and accommodation measures.
Cogeco is a model of leadership in terms of gender diversity, with half of our Board
members being women. Furthermore, 38% of our workforce is currently composed of
women and 36% of our managers are female. We have a self-identification process in
place to measure the number of employees in different groups in our workforce.

Cogeco Connexion won the
Employment Equity
Achievement Award from
the Government of Canada
in 2018.

An important initiative from a diversity perspective is the Cogeco Women’s Network (CWN), whose mission
is to promote and support women’s advancement by providing opportunities for professional development
and networking, supporting external visibility and social involvement and enabling gender diversity as a
whole. This initiative has been launched at Cogeco Connexion and within the corporate team, and we intend to
extend the deployment to all business units in the coming years. In scal 2019, the CWN launched a pilot
mentoring program to further support women in achieving their professional and personal development goals.
The pilot program was successful and will be pursued in scal 2020. We also implemented initiatives focusing
on the professional progression of women through our association with “Women in Communications and
Technology” in Canada and “Women in Cable Telecommunications” in the U.S.
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Our business units have multiple initiatives in place to promote diversity and inclusion of di erent groups. The following are
some of the most relevant.

RECRUITMENT

Selected job fairs, postings and partnerships with organizations that target designated groups: women,
immigrants, First Nations and veterans.
Adaptation of some internal rules for hiring and promotion, putting more emphasis on experience versus
diplomas.
Recruitment is a function of the candidates’ skills, expertise and capacity to practice their profession in an
ethical, respectful and inclusive manner toward all societal groups.
Mentoring programs to raise awareness of the important role of the population over 50 in business success
and combating potential discrimination in the hiring process.
Cogeco Connexion has a new career site which includes a diversity section. Visit here.

POLICIES AND
AWARENESS-RAISING

All business units are covered by a Harassment, Discrimination and Violence-Free Workplace policy.
Mandatory online Diversity Awareness Training course for all new managers.
Deployment of psychological and sexual harassment training to all human resources employees.
Some business units have an Employment Equity Committee to oversee this topic.
New employees are individually met to explain the importance of self-identi cation.
Cogeco Women’s Network.
Celebration of International Women's Day at some of our premises.

ADAPTATION AND
ACCESSIBILITY

Flexible work arrangements such as teleworking, paid and unpaid vacation, adaptable schedules and work
time reduction so that employees can better reconcile personal and professional responsibilities.
Employees who require workstation upgrades due to a particular disability or condition are eligible for
accommodation by the company.

WORK WITH
DIVERSE
COMMUNITIES

Atlantic Broadband works actively with governmental and non-pro t organizations to provide on-the-job
training and job opportunities to people with disabilities, low-income students and people over 50 years old.
Partnerships and nancial aid to organizations that support designated groups such as low-income students,
LGBTQ+, women in the cable and telecommunications industry and people with disabilities.

CAREER PATH AND
PERFORMANCE
MONITORING

Our core competencies have been updated to include diversity & inclusion components.
The de nition of the “teamwork and collaboration” skill has been modi ed to include the ability to adapt to
individual di erences.
In response to speci c needs of designated groups, one of our business units developed a workshop that
provides the necessary coaching and tools to all employees to de ne their individual development plan, based
on their expected career path.

% men and women in management

Women:

Men:

36.17 %

63.83 %
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Employee health, safety and well-being

Health, safety and well-being overview
Cogeco is committed to providing a safe and healthy workplace for all employees, volunteers and business
partners. The centralized talent and employee experience team encompasses a specialized function
devoted to managing workplace health, safety and well-being. We favour a collaborative and preventative
approach to health and safety (H&S), and as such we strongly encourage people to report hazards, which
we then strive to mitigate or eliminate. Beginning in scal 2019, a portion of our executives’ variable
compensation is linked to the Corporation’s health and safety results. All teams at Cogeco are
accountable for the results and proactively contributing to ensuring a safe and healthy workplace.

Maintain a frequency of
workplace-related incidents
below industry averages in the
jurisdictions where we operate.

ACHIEVEMENTS

From scal 2018 to 2019, Cogeco
signi cantly reduced its overall frequency
of workplace-related incidents.

Our business units have health and safety policies, which outline management's commitment to H&S and remind all employees
that everyone must take responsibility for, and work together to achieve, a healthy and safe workplace. Policies and procedures
are reviewed periodically to ensure that they meet legal requirements and that they are in line with industry best practices.
Applicable training is provided based on each employee’s tasks to ensure that the associated hazards are adequately
communicated.

Fiscal 2018 and 2019 health and safety related projects
One of our business units has started the process of updating and standardizing health & safety related processes that will extend to
employees and contractors alike.
We have started and will continue to provide more in depth H&S-related training to all of our managers to ensure a consistent management
approach.
We are in the process of implementing a new system that will enable Cogeco to track and to address H&S key performance indicators.
One of our business units trained eld managers/network infrastructure and distribution centres on the H&S legal framework, Bill C-45, which
establishes new legal duties for workplace health and safety in Canada and due diligence, incident investigations and workplace inspection
requirements.

Workplace-related injury rate by business unit
1.75

Injury Frequency Rate
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Main health and safety risks and hazards
The level of H&S risks and hazards varies from business unit to business
unit. Our broadband business units have the highest associated risk
factors. Given that we also employ many contractors for projects, it is
also important for Cogeco to mitigate risks as they relate to both
contractors as well as customers.
We developed a hazard prevention program, which is a repository of any and all
hazards to which any of our employees may be exposed. This repository was built by
engaging with the employees and understanding not only the physical limitations,
but also any psychological requirements of the position and ensuring that all tasks
were adequately re ected so that associated hazards could be identi ed and
subsequently controlled.

Our most important hazards for the broadband services business units are as follows:

Type of hazards
Hazards that have contributed to
high-consequence injuries
Manual equipment handling
(namely ladder usage)
Slips/trips
Environmental conditions such as
ice and rain

Other operations/ eld hazards
Heat/cold stress
Workplace violence/harassment
Electrical hazards
Laser hazards
Unsanitary client conditions
Contact with another object
Tra c control

Actions taken or underway

New training on manual handling designed to educate employees on appropriate lifting techniques.
Working on obtaining lighter ladders for our technicians.
Analyzing availability of anti-slip shoes and equipment.
Currently in the process of reviewing inclement weather guidelines.

Safety alerts as we become aware of new hazards.
Implement signage at storefronts and work centres advising clients/visitors that bullying or violence will
not be tolerated given that all of our employees have the right to a safe workplace.
Monthly safety talks available for all managers and continuing training of employees on di erent hazards.
Fibre optics personal protective equipment for employees a ected by Type 3B Lasers.
Management eld supervision.
Lone worker program currently being considered and piloted for deployment.

O ce main hazard
Repetitive strain from lack of
ergonomic stations or equipment.

Ergonomic assessments to favour a good posture and prevent repetitive strain injuries.
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Employee participation
Our approach to H&S includes the establishment of joint workplace health and safety committees. When
applicable, depending on the regions and on the number of employees in each location, H&S
representatives and regional committees are present, in accordance with applicable federal, provincial or
state laws and regulations.
Joint workplace health and safety committees
Who participates in the committees?
All positions subject to inherent hazards and/or more frequent risks are represented on committees. However, there are some
small groups or regions where there are no "worker volunteers" to represent their groups within the committee.
What is the role of the committees?
Ensure that all H&S concerns are addressed.
Identify and communicate workplace hazards, safe work procedures and all safety compliance information as required under
applicable regulations.
Conduct monthly H&S inspections in Canada.
Conduct incident investigation processes when needed, and take preventive/corrective actions for improving H&S within the
organization.
What is their meeting frequency?
Depending on the Committee and the regions, there are monthly or quarterly meetings. The workplace Health & Safety
committees meet nine times a year.
What type of training do committee members receive?
Health and Safety committee members have training on incident investigation and workplace inspections. This training is also
applicable to other positions including eld managers and employees from our distribution centre. In Canada, there is also H&S
training on the legal framework.

Promotion of workers' health
Each business unit has di erent bene ts and initiatives to promote non-occupational and healthcare services. One of the most
important programs that we have in place is the Employee Assistance Program, which provides all employees and their families with
access to con dential consultations and information services from external professionals to resolve challenges and problems of a
personal nature.
Objectives of the Employee Assistance Program
Achieving personal well-being
Managing relationships and family issues
Addressing workplace challenges
Tackling addictions
Researching child and elder care resources
Obtaining nancial and legal advice
Understanding nutrition and focusing on health

Con dentiality of our workers’ health information
Worker's personal health related information is typically held in con dence in the Human Resources department. We take
appropriate security measures to prevent access by any unauthorized users. Measures such as con dentiality clauses in human
resources contracts and the use of a con dential fax line for health-related topics are in place.
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Making a world
of difference
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Hand in hand with our communities
Making our communities thrive is close to the heart of Cogeco. We operate local o ces in the communities
where our team members and customers live. We are committed to operating as a responsible corporate
citizen in these communities, not only by providing high-quality services, but also by supporting local
initiatives that depend on outside support to thrive. We also believe it is good for business; customers are
more likely to do business with companies that have invested in their communities and that support causes
that are important to them.
Based on best practices, we have established the following community relations commitment.

Donate at least 1% of pre-tax
pro ts.

ACHIEVEMENTS

In scal 2018 and 2019, we donated
more than 1% of our pre-tax pro ts
considering cash and in-kind
contributions.

Every year, we support the communities where we operate, and in fiscal 2018 and 2019, we donated more than $12.5 million
and $13 million respectively in cash and in-kind contributions.

Donations and sponsorships
15,000,000
13,076,322

12,500,000

12,521,904

$CAD

10,000,000
7,500,000
5,000,000
2,500,000
0

FY2018

FY2019
Donations and
sponsorships
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Community relations approach
All business units have developed community-focused initiatives, reflecting the particular needs of their
communities. From production and airtime on our community television channels and radio stations, to
participating in local chambers of commerce events and supporting local non-profit organizations or raising
funds through community runs/walks, there are many ways we make a difference where we live and work. In
fiscal 2019, we supported more than 700 organizations in Canada and the U.S.

We work with dedicated local teams that understand our communities’ needs and we have developed clear standards for responding
to community requests. Cogeco reviews all requests with full consideration of the organization, its mission and its t with our purpose,
mission, core values and funding areas. Furthermore, teams analyze the potential social and environmental impact of the proposed
community projects as well as the potential in uences that we can have on stakeholders including the community at large, employees,
customers, vendors and partners. When analyzing community requests, we also identify opportunities to bring additional value by
including in-kind promotional support for the endeavours with which we partner.

Who manages the topic?
Management level
Communications, Community Relations,
Marketing and Customer Care teams at our
business units. Local teams are involved to
identify opportunities for support within each
local market.

Related policies and documents
Policy for Granting Donations and Sponsorships*

>

*The main funding areas described in these guidelines
are: culture, education, health and well-being.
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Building community cohesion through our community channels and radio services
Cogeco’s community television channels, YourTV in Ontario and NousTV in Québec, are a powerful complement to our
donations and sponsorship activities. Our 36 YourTV/NousTV channels produce and broadcast accessible, local
programming that is focused on the needs and aspirations of the communities.
Programming on YourTV/NousTV is produced with the assistance of volunteers who help drive the content of our stations. It’s
television for the community, created by the community! Our volunteers contribute their time and talent while gaining valuable
production experience. In addition, YourTV/NousTV sta are community leaders who use their in uence to contribute to building a
sense of community for municipalities.
Our community channels are funded by a regulated percentage of gross video revenues. In fiscal 2019, the value of television
production services offered by YourTV/NousTV free of charge and the amounts that these services raised amounted to more
than $7 million.
In addition, Cogeco Media offers Cogeco News services free of charge to five regional stations: Shawinigan, Bécancour,
Maskinongé, Acton Vale and Maniwaki.

Local call centres and technicians
We are committed to providing our customers with local customer service agents and technicians from the communities where we
operate. In our industry, call centres are often outsourced whereas our agents are primarily in-house and located within our areas of
service, which creates jobs in smaller or rural areas. In cases where we outsource to third-party providers, outsourced agents are most
commonly located within our service areas.

Augmenting our impact through fundraising
Cogeco’s business units use di erent tools in order to fundraise and amplify the bene ts for community organizations. For example,
community television channels (YourTV/NousTV) o er funding opportunities to non-pro t organizations through TV-Bingo and
telethons, Cogeco Media promotes organizations’ speci c events through its radio stations and Atlantic Broadband uses cross-channel
insertions. Employees at all business units participate in fundraising events and campaigns. Every year, our Canadian operations
conduct fundraising events for Centraide, a non-pro t organization which works to break the cycle of poverty and social exclusion
Through our Centraide campaigns in scal 2018 and 2019, we raised more than $789,000, including employee and corporate donations.

5K Run/Walk for veterans in Berwick, PA

Working in partnerships
In order to maximize the positive impact of our projects in our communities, we usually work in partnership with other local groups. The
following are some examples of these long-term partnerships.
Cogeco Amphitheatre in Trois-Rivières

Since scal 2015, Cogeco has made culture shine through its partnership with the
Cogeco Amphitheatre in Trois-Rivières. This magni cent 9,000 seat outdoor theatre
located at the con uence of the St. Lawrence and Saint-Maurice rivers stimulates
economic and tourist development in the Mauricie region and surrounding areas.
Cogeco supports this venue, through nancial contributions, airtime on our radio
station network in Montréal, Québec City, Sherbrooke and Gatineau to promote the
events that take place in the amphitheatre and through the provision of television,
Internet and telephony services.
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and

As a result of
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Community stories
Halton Learning Foundation - Enriching educational opportunities and eliminating
economic barriers to learning for students of the Halton District School Board
(HDSB) in Ontario
In fiscal 2018 and 2019, Cogeco donated $45,000 in cash and in-kind contributions to the Halton
Learning Foundation. Tim Caddigan, Senior Director of Community Relations, hosted their
Annual Fundraising Gala in fiscal 2019 with approximately 400 guests.
Tim Caddigan, Senior Director of
Community Relations at Cogeco Connexion,
and HLF Executive Director Lesley Mans eld
at the event last year, where Tim served as
master of ceremonies for its annual Gala.

Read more

About one in 10 students in the Halton District School Board (HDSB) lives at or below the poverty
line and encounters nancial barriers making it di cult to attend school regularly or to become
fully engaged at learning. Thanks to the Halton Learning Foundation, more than 800 students
received support for basic needs, such as food, clothing and school supplies.

“Cogeco has been a tremendous partner of the Halton Learning Foundation since its inception,
through its signi cant nancial assistance and raising awareness in the community by
promoting HLF on YourTV. As a direct result of Cogeco’s support, more than 300 students of the
Halton District School Board have received help with basic necessities, such as food, clothing,
school supplies and other essentials they need to be successful in school.” Lesley Mans eld,
Executive Director, Halton Learning Foundation

Protecting the environment, mitigating climate change and creating a healthier,
more environmentally responsible city
In scal 2018 and 2019, Cogeco donated $106,000 in cash and in-kind contributions to
BurlingtonGreen. Cogeco also participated in the organization’s clean-up and tree planting
activities.
Read more

Cogeco has supported the BurlingtonGreen Environmental Association since 2011.
BurlingtonGreen recognizes that we are all connected to and dependent on the environment,
and acts on this understanding to ensure a good quality of life and a sustainable future. Thanks
to BurlingtonGreen, more than 7,400 children were involved in "Kids go Green Workshops" and
there were 91,000 participants in the Green Up tree planting event.

“Over 105,000 people have directly bene ted from participating in the various events and ecoaction opportunities we have been proud to host, thanks to Cogeco’s continued support.
Whether it has been inspiring thousands through events with fascinating special guests such as
Dr. Jane Goodall, Rob Stewart and David Suzuki, or supporting the annual city-wide community
clean-up, tree planting projects or the popular Eco-Film Festival, Cogeco has been alongside us
every step of the way. Their commitment investing in the local community and partnerships to
achieve a healthier, more sustainable environment is both impressive and truly appreciated.”
Amy Schnurr, Executive Director & Co-Founder - BurlingtonGreen Environmental Association
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Improving healthcare in Niagara
In scal 2018 and 2019, Cogeco donated $100,000 in cash and in-kind contributions to the
Niagara Health Foundation. Cogeco also actively participated in the “Big Move Cancer Ride” and
Gala events.
Read more

The Niagara Health Foundation brings people across the region together for a single purpose –
to help their local hospitals and their healthcare teams deliver the best possible healthcare in
Niagara. The Foundation raises funds for essential equipment through community donations.

“Having Cogeco as a title sponsor for our events allowed us to really tap into the Niagara
community and raise awareness for our cause, to help build a healthier Niagara. Their nancial
support coupled with in-kind services really drove our event towards success and the
partnership meant so much to our team, donors and attendees.” Chris Green, Director of
Communications, Marketing & Community Engagement, Niagara Health Foundation
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Sharing the joy of Christmas in the Mauricie region
More than $600,000 was raised at the 60th edition of this event.
Read more

Louis Audet, Executive Chairman of the
Board of Directors of Cogeco Inc. and
Cogeco Communications Inc.

Le Téléthon Le Noël du Pauvre, an initiative that enables disadvantaged families in the Mauricie
region to experience the joy of Christmas, is the oldest telethon in North America. Cogeco has
supported this event since the beginning, when Cogeco founder Henri Audet started it. In 2018,
the 60th edition of this initiative was celebrated, achieving fundraising records.
“I want to emphasize the dedication of our Honorary Chair, Louis Audet, Executive Chair of the
Board of Directors of Cogeco Inc. and Cogeco Communications Inc., who spared no e ort to
support our cause that was initiated by his father, Henri. I also extend my thanks to Cogeco
employees who have invested so much in supporting our work.” Pierre Normand, Chair of the
Board of Directors, Le Téléthon Le Noël du Pauvre

Working together for the betterment of the physical and psychosocial health of
the Florida community
Atlantic Broadband contributed almost $60,000 in television advertising. Over the years, it has
actively participated by organizing employee walking teams to participate in the AIDS Walk,
hosting a tent and providing giveaways.
Read more

Care Resource has been at the forefront of the HIV/AIDS epidemic since 1983. This illness
became the rst bene ciary of Care Resource’s two premier annual community fundraising
events: the White PartyTM and the Miami AIDS Walk 5km walk-a-thon.
For the past 10 years, Care Resource has been able to reach a wider population of patients,
volunteers and donors through TV air time donated and organized by Atlantic Broadband. This
commercial time has been critical in helping Care Resource e ectively communicate its
programs and services throughout the diverse neighbourhoods in South Florida that its health
centres serve. In fact, with this help, in 2017, over 80,000 visitors, many of whom belong to the
city’s most vulnerable and diverse populations, came through the doors of all of Care Resource's
health centres. As a result of this long-standing partnership, on November 24, 2018, Atlantic
Broadband received the Visionary Award, a community health advocate award from Care
Resource.

“Thank you for your commitment of uniting the South Florida community in the common goal of
living AIDS-free and for advancing Care Resource’s e orts in delivering high-quality, a ordable
and accessible healthcare.”

Mobilizing the community and promoting culture in New London, Connecticut
Atlantic Broadband donated more than $125,000, including cash and in-kind contributions.
Read more

The mission of the Garde Arts Center is to engage, enrich, entertain, educate and inspire the
region of Greater New London County, Connecticut. It does so by protecting and operating a
historic theatre and its facilities as a central cultural gathering place and educational resource,
presenting top quality performing arts and lms, fostering community arts organizations,
providing educational opportunities through the arts, and strengthening community interaction
and vitality. This centre serves to mobilize the community around projects and events; it hosts
numerous
events, from local youth talent showcases to political debates.
.
Atlantic Broadband partners with the Garde Arts Center by supporting the three-month Winter
Cinema Series, which features over 20 lms. Thanks to our sponsorship, the Garde is able to
provide low-cost tickets and series passes to the community. The 2019 Winter Cinema Series,
which ran from February through April, had almost 12,000 visitors. Atlantic Broadband has
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signage throughout the facility, and a "TIVO Lounge" available year-round where after-movie
presentations are hosted.

“The nature of the arts is to connect through a shared human experience, and Atlantic
Broadband has enabled us and the larger cultural community to do so by providing services
that make communications possible. With our new technology upgrades, we have seen
immediate business e ciencies that have had nothing but a positive impact.” Steve Sigel,
Executive Director, Garde Arts Center

Supporting youth organizations in New Hampshire
More than $30,000 raised in scal 2018 and $35,000 raised through the 2019 Robbie Mills
Memorial Golf Tournament held by Atlantic Broadband in September 2019.
Read more

The Robbie Mills Memorial Fund began as an initiative to honour the memory of Robbie Mills,
son of Wendy Mills, a long-time Atlantic Broadband employee. Robbie, a 14-year-old Laconia
boy, was killed in 1998 by two older teens, for his trail bike. The event was launched 20 years ago
to support services for at-risk youth and other vulnerable populations. Groups supported by the
e ort provide essential services to these populations.
Some of the youth-serving organizations supported by the Robbie Mills Memorial Fund in
Laconia include: Spaulding Youth Center (Northfield, NH), Boys & Girls Club of Lakes Region
(Concord, New Hampshire), Granite State Children’s Alliance/Child Advocacy Center (Belknap,
Carroll, Strafford Counties, New Hampshire), Bread and Roses Soup Kitchen (Franklin, New
Hampshire), WABAN (Sanford, Maine), Haven (Rochester, New Hampshire), Court Appointed
Special Advocates (CASA), and the Greater Lakes Region Charitable Fund Children’s Auction
(Laconia, New Hampshire).
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More than 13 years contributing to children’s health in the province of Québec
For the Tree of Lights event, Rythme FM o ered $300,000 in airtime and Cogeco donated
$5,000. For the Mois des Câlins, Rythme FM o ered $220,000 in airtime.
Read more

For more than 13 years, the partnership between the CHU Sainte-Justine Mother and Child
Teaching Hospital and Rythme FM (a Cogeco Media radio station network) has contributed to
improving children's health across the province of Québec, and to raising funds for research.
Cogeco supports two of Ste-Justine’s major annual events: Le Grand Sapin (The Tree of Lights)
in December and Le mois des Câlins (Hug Month) in February.
Le Grand Sapin. The objective of this event is to make Sainte-Justine’s Tree of Lights shine, with
hundreds of thousands of year-round bulbs (sold for $5 each) illuminating the lives of children
and families who must spend the Holidays at CHU Sainte-Justine. This money is invested in
innovation to bring about the dream of healing all children. Cogeco contributes to a far-reaching
visibility plan, which includes airtime and social media. In 2018, 136,675 lights were sold,
surpassing the goal by over 11,000. The CHU Sainte-Justine Foundation raised $759,000 in 2018.
Mois des Câlins. In 2019, Quebecers once again showed great generosity toward the children
and families of Sainte-Justine, thanks to the support of the hospital’s long-time partners,
including Rythme FM. The campaign raised $400,000 in 2019. These funds will help drive
excellence at the Marie Enfant Rehabilitation Centre of CHU Sainte-Justine, an institution
dedicated to helping young patients diagnosed with a locomotor or speech impairment. The
commitment of our Rythme FM hosts and partners (Fées Câlins (Hug Fairies), Mitsou Gélinas,
Julie Bélanger, Marie-Ève Janvier and, Annie-Soleil Proteau, and Cuddle Sponsors, Sébastien
Benoit, Jean-Philippe Dion, Stéphane Bellavance and Philippe Pépin) contributed signi cantly to
the success of this campaign.
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Being stewards of
the environment
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Minimizing our impact
Our environmental impact is driven mainly by our energy consumption, greenhouse gas (GHG) emissions, waste
production, and the use of our products and services by customers. Environmental stewardship represents a
fundamental principle of our Code of Ethics and a pillar of our Corporate Social Responsibility (CSR) Policy. We have
a governance structure in place to oversee and manage our environmental impact.

Who manages the topic?

Related policies and documents

Board level
Environmental topics are overseen by the
Governance Committee of the Board of
Directors.

CSR Policy

>

Code of Ethics

>

Frequency of review
The Governance Committee meets at least
twice per year.

Supplier Code of Conduct

>

Management level

Cogeco Connexion has an Environmental Management >
System

The CSR Steering Committee is responsible for the
identi cation of environmental risks, the
establishment of goals and related performance
indicators and the monitoring of performance.
Environmental topics are under the purview of the
Vice President, Enterprise Strategy and Social
Responsibility.
Environmental-related initiatives are implemented
by the business units and they are customized to
their speci c needs.

We are committed to progressively reducing our environmental impacts and to implementing best practices in an e ort to go beyond
regulatory requirements. Cogeco’s digital transformation is and will continue enabling the reduction of resource consumption. Our
environmental initiatives are focused on the following areas:
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In our largest business unit, we are implementing an in-house environmental management system to assess, control and mitigate the
environmental impact of our operations, products and services. This system helps us address non-compliance situations and provides
processes to meet and exceed regulatory requirements in order to ensure continuous improvement. In addition, we have an environmental
compliance process in place, which enables us to remain up to date on applicable laws and regulations and to take appropriate actions in
case of any regulatory variances.
Each business unit conducts annual environmental audits to visually identify the activities where our environmental practices can improve.
In most cases, these audits are conducted by third parties. We are currently in the process of transitioning to a risk-based approach with
regard to these environmental audits.
In scal 2018 and 2019, we provided conferences and training to increase employee awareness of environmental topics. We had the rst
CSR day across the company, which was devoted to sustainable consumption; the objective was to raise awareness of the social and
environmental impacts of our daily activities. Besides some training, we had an interactive activity in which employees publicly expressed
their commitment to being more sustainable consumers. In scal 2018 and 2019, we also held some environment-related conferences
covering di erent topics such as recycling, preventing food waste, biodiversity conservation and the e ects of arti cial intelligence on the
environment.

Cogeco's rst CSR day held in June, 2019
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Energy and GHG emissions management
Climate change is occurring at a faster rate than
anticipated and its e ects are being strongly felt
worldwide. In order to limit global warming to 1.5°C (as
proposed in a special report in 2018 by the
Intergovernmental Panel on Climate Change),
countries and businesses must set a more ambitious
path towards decarbonization. While our industry’s
environmental footprint is arguably smaller than that
of many other sectors, Cogeco is nonetheless
committed to ghting climate change.

Emissions by the information technology industry are expected
to represent 2% of worldwide GHG emissions by 2030

Reduce GHG emissions by 10% by
scal 2020 on a per revenue basis
based on scal 2014 emissions .

ACHIEVEMENTS

We surpassed this target. Our GHG
emissions on a per revenue basis have
decreased by 24% since fiscal 2014. Cogeco
will define a new, more aggressive, target.

Perform a more comprehensive
calculation of our scope III (indirect
emissions) by scal 2021 .

PROGRESS

We have identi ed the most
important categories for Cogeco and
we will soon start integrating them
into the scope 3 calculation .
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GHG emissions
Cogeco generated 33,116 tonnes of carbon dioxide equivalent emissions (CO2 eq.) in fiscal 2019. More
than 62% of our emissions come from our electricity consumption (Scope 2), thus we rely significantly
on the composition of the grid of each region we operate in. We do not generate any renewable
energy. However, the electricity consumed in the province of Québec, where electricity is more than
99.9% renewable, can be considered clean. In addition, in fiscal 2018 and 2019, we bought 300 tonnes of
CO2 eq. in carbon offsets.
The business unit that contributes the most to Cogeco’s emissions is Atlantic Broadband (77%), which has been growing through
acquisitions in the past years and operates in U.S. states that do not have a high proportion of the grid production consisting of
renewable energy.
We have been reporting our GHG emissions to the CDP since fiscal 2012. Emissions from buildings, facilities and fleet we own
from all business units are included in the calculation. We also report on our emissions from business travel. Nonetheless, we
are aware that our indirect emissions go beyond solely our business travel. This is why we are committed to start measuring
our Scope 3 emissions more comprehensively in order to integrate emissions that occur along our value chain.

GHG emissions by scope fiscal 2019

GHG emissions exclude those emissions from Cogeco Peer 1, the business unit that was sold in fiscal 2019. Fiscal 2019 emissions include
Metrocast and FiberLight, which were purchased in 2018.
Scope 1: Direct emissions from owned or controlled sources.
Scope 2: Indirect emissions from the generation of purchased electricity.
Scope 3: Indirect emissions from business travel.
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Please note that 2014 to 2018 values in the above graph have not been restated to include Metrocast, and thus do not reflect the progress achieved on our
emissions intensity reduction target.

21

Energy consumption in the above tables excludes Cogeco Peer 1, the business unit that was sold in fiscal 2019. Fiscal 2019 energy consumption includes Metrocast and
FiberLight, which were purchased in 2018.
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Energy e ciency initiatives
In order to achieve our targets, we have strategies in place to reduce carbon emissions from operations. Our
approach to reducing overall emissions is through energy e ciency initiatives which drive reductions in GHG
emissions, reduce costs, improve operational e ciency and enhance our reputation.

Fleet management
We aim to reduce our GHG emissions by managing our vehicle eet responsibly. These are some of the eet-related initiatives that
we have implemented.
More e cient and hybrid vehicles

In scal 2018 and 2019, we replaced 208 vehicles for more e cient ones. For scal 2020, we
have already ordered 12 hybrid vehicles and we will continue to deploy our electri cation
strategy. In September 2019, Cogeco Media was one of 30 companies in Québec that
participated in testing a eet of electric cars as part of the Plug-in Fleet Project led by the
Innovative Vehicle Institute.

Idling time monitoring, route e ciency monitoring and technology acquisition

Cogeco has started implementing a new GPS technology that will allow us to monitor metrics related to vehicle performance, fuel
e ciency and overall driving patterns. In scal 2019, we deployed the GPS device in 607 vehicles and we expect to see an overall
5% reduction in fuel consumption.
Auxiliary batteries and Jobsite Energy Management Systems (JEMS)

These systems free up the main battery and prevent running engines on job sites by providing electrical power for added
equipment such as a beacon light, light arrow, aerial bucket and power converter. While this is an initiative that has been fully
implemented in Canada, it will start to be deployed in the United States with the installation of JEMS in 18 v ehicles.
Truck-roll reduction

An important element of Cogeco’s digitization journey is providing customers with self-installation tools. Business units have
established speci c targets on the percentage of customers who will use such tools. This will signi cantly reduce technician
transportation, positively impacting Cog eco’s fuel consumption and GHG emissions.
Sustainable transportation for employees

Cogeco is committed to helping employees make more sustainable commuting choices by providing amenities such as bicycle
parking, changing rooms and showers, ride-sharing platforms and parking spots. In addition, we have installed four electric-vehicle
charging stations at two of our main sites. In scal 2019, we broadened the scope of the teleworking policies, which are supported
by the necessary technological and collaboration tools. This initiative will certainly contribute to reducing our GHG emissions from
employee commuting.

Facility management
Some energy e ciency features in our buildings include the following.
LED lighting
Motion sensors for lighting at some locations
Low-consumption plumbing xtures
White or light-coloured roofs at some locations
Free-cooling systems
Precision cooling systems for some data rooms
BOMA-certi ed buildings

Currently, four of Cogeco’s facilities in Canada are certi ed BOMA (Building Owners and Managers Association). Through the
certi cation process, we gain a better knowledge of the consumption of resources and impacts of our buildings. The BOMA certi cation
also promotes the implementation of policies and procedures to better manage energy use and consumption, air quality, occupant
comfort and wellness and, hazardous and other waste.
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In scal 2018 and 2019, some of the speci c initiatives that we implemented include the following.
LED lighting retro t at di erent locations.
Thermostat replacement and temperature control at certain locations.
HVAC replacement at certain sites. Cogeco Connexion’s latest headend installed CO2 TFC (total free-cooling) units that can run in free cooling
mode for close to 70% of the year and can decrease energy consumption for cooling by up to 80% (compared to similar projects’ consumption).
These units enable cooling without the need of a compressor, with no pump, and no fresh air added to the room. CO2 (R-744 refrigerant) has
1,500 to 4,000 times less impact on the climate than that of synthetic HCFC and HFC refrigerants.
Atlantic Broadband will implement a Standby Power Supply reduction initiative in scal 2020. The project will eliminate 225 eld power supply
assemblies while decreasing power consumption and costs. This initiative will also reduce the use and maintenance on several hundred Standby
Power Supply batteries annually.
Current and planned relocation of employees to existing more energy-e cient facilities. This will result in electricity and natural gas savings.

Business travel
The same travel agency now manages all our business units. This gives us better insight into travel trends and we can subsequently
implement relevant initiatives.

Leaks and fugitive emissions prevention
To limit fugitive emissions and refrigerant gas leaks from our cooling equipment, we perform annual leak tests as part of our
preventive maintenance program. These tests are required by federal, provincial or state regulations and we also follow
manufacturers’ recommendations for each type of equipment. In scal 2019, in Sainte-Anne-des-Monts, Québec, we had a spill
where 54.4 kilos of HFC-227 halocarbon were released into the environment when the re suppression system was accidentally
activated in our headend. The spill was reported to the federal and provincial authorities and appropriate measures were taken to
prevent any future spills.

Spill prevention
The backup generators we rely on to be able to provide our services under all conditions contain fuel tanks.
These generators are inspected annually as part of our preventive-maintenance programs, and a visual
inspection for spills is also performed during environmental assessments.
Lead-acid batteries used to provide back-up energy can also leak. At most locations, we have timely
replacement of at risk batteries and proactive battery exchanges and recycling e orts further reduce battery
spill hazards. For example, in our cable operations, most standby power supplies are monitored through iGlass
and Continuity monitoring solutions for batteries performing out of speci cations. We are in the process of
improving our battery management practices at some locations. Spill-containment plans are also developed in
facilities where spent network batteries are temporarily stored while waiting to be transferred to recyclers.
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Climate-related risks and opportunities
In the context of its global business and affairs, Cogeco has a formal enterprise risk management
(ERM) program that entails a systematic annual identification and evaluation of risks that are liable to
have a material adverse impact on the Corporation’s financial situation, revenues or activities as well
as the identification and monitoring of related mitigation strategies for high-level risks. This exercise
covers risks of all types: financial, operational, technology, reputational, etc. It also includes
environmental risks and trends such as climate change and clean technology.
As climate-related risks increase, the company needs to be better prepared to face extreme events and to operate accordingly.
Thus, the climate change issue needs to be gradually integrated into all business decisions. Climate change is a material topic for
Cogeco because some of our infrastructure is prone to climate-related risks and because climate change can have an adverse
impact on our operating and nancial performance. We strive to improve resiliency through our business continuity planning and
Disaster Recovery Policy and related procedures.

Top climate-related risks

Top climate-related opportunities

1. Increased severity of extreme weather events,
which can result in service disruption and
extraordinary capital expenditures and
operational costs.
2. Changes in precipitation patterns and extreme
variability in weather patterns, which can result in
additional operational costs.
3. Increased operational costs mainly due to
increased fuel prices.

1. Increased business resilience to operate under
challenging conditions caused by climate.
2. Resource e ciency and reduced operating costs.
3. Reduced customer churn and enhanced
reputation.

Resilient Headends
We comply with strict federal and provincial (federal and state in the U.S.) standards, which protect the network well
against weather hazards. As required, Cogeco conducts pole, strand and anchor maintenance to ensure compliance with
security standards and regulations. If structural updates are impossible to complete or too costly, we bury our infrastructure.
Headends are interconnected through Cogeco’s bre network. Furthermore, Cogeco possesses its own mobile headend (in
Cornwall, Ontario) that could easily be dispatched to replace an impacted Cogeco headend if ever a catastrophe were to
cause a major service interruption.
We have plans underway to relocate our Miami headend, which is located in a climate-sensitive area; we have secured a
new location farther inland at one of the higher points in the Miami area.

Carbon reduction enablers
According to the “SMARTer 2030 ICT Solutions for 21st Century Challenges” by GeSI and Accenture report, the use of information
and communications technologies (ICT) could result in the avoidance of emissions representing almost 10 times those generated
by the ICT sector. ICT, including products from the telecommunications industry, can enable a 20% reduction in global carbon
emissions by 2030, holding emissions at 2015 levels. We are helping to dematerialize the economy by virtualizing services and
substituting higher-emission products or services for lower-emission ones. For example, our telephone conferencing and ecommerce services are reducing business travel. E-billing and e-ticketing are reducing paper usage.
For more information on how Cogeco identi es and manages climate-related risks and opportunities, please read our CDP report here.
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Energy consumption of our products
Lowering the energy consumption of the customer premise equipment (CPE) used in our networks is one
of the initiatives that is helping Cogeco red uce its environmental footprint. As a signatory of the
Canadian Energy E ciency Voluntary Agreement for set-top boxes (CEEVA), the company actively
works with other Canadian pay-TV service providers along with set-top box manufacturers to improve
the energy e ciency of set-top boxes. In the United States, while Cogeco is not a signatory of the SetTop Boxes Energy E ciency Voluntary Agreement (STB VA), it has committed to comply with the
standards of the agreement, nonetheless.
Since the inception of these industry-wide voluntary agreements, the improved energy efficiency of set-top boxes has
enabled the avoidance of 8.9 million metric tonnes of CO2 emissions in the U.S. and it is expected that in Canada, annual CO2
emissions will be cut by over 100,000 tonnes.

As signatories, comply with the
Canadian Energy Efficiency
Voluntary Agreement (CEEVA) for
set-top boxes. Also, comply with
the standards of the United States
Set-Top Box Energy Efficiency
Voluntary Agreement (STB VA) by
2022.

PROGRESS

During 2017*, 100% of set-top boxes
purchased in Canada complied with the
CEEVA standards. However, in 2018, an
unforeseen situation impeded us from
complying with CEEVA and we achieved
66.22% of compliance. An action plan is now
in place to ensure compliance in future
years. In the U.S, although we are not
signatories of the STB VA, 63% of our
purchased set-top boxes complied with the
standards set by the agreement in 2018.

*Voluntary agreement compliance is measured on a calendar basis by a third-party. The last available report corresponds to 2018 compliance.

Percentage of purchased set-top boxes compliant with
voluntary agreements
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Voluntary agreement compliance is measured on a calendar basis by a third party. The last available report corresponds to 2018
compliance.
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Waste management
Electronic waste (e-waste) represents the biggest waste category generated by our operations. Because
it contains both reusable material and hazardous substances, proper collection and disposal are
important. The equipment we provide to our customers is collected, tested, repaired or refurbished, then
redeployed, thus enabling a circular economy. More than 1 million units of customer products such as
modems and set-top boxes have been refurbished and redeployed in our operations over the
last two scal years. Equipment, which can no longer be redeployed, is brought to organizations or thirdparty vendors that partner with us to resell and recycle obsolete equipment.

Ensure that 100% of applicable
facilities have an e-waste
management strategy in place
by the end of scal 2020 .

PROGRESS

All business units have a plan in
place to achieve this target by
scal 2020.

During scal 2018 and 2019, Cogeco Connexion once again attained the Excellence Level on the RE cient
Waste Diversion Champions list for diverting over 100,000 pounds (45,360 kg) of waste from land ll.
Cogeco Connexion was the top company among 29.
In fiscal 2019, Cogeco entered into a partnership with Computers for Success Canada, donating the

company's used desktop and laptop computers to the Computers for Schools program. Through this
partnership, the donated equipment is refurbished and distributed to young Canadians who need this
equipment. End-of-life electronics that cannot be used are safely recycled. A total of 250 computers and
monitors were reused and 4,000 pounds (1,815 kg) of equipment were recycled.
In scal 2020, Cogeco Connexion will be testing new processes with a third-party partner to collect network waste such as
outside plant equipment, cable and connectors from its eld service centres in Ontario to resell usable equipment and recycle
what can no longer be used.
We believe in the 3Rs: Reduce, reuse, recycle. We strive to control our waste and in most of our facilities, electronic equipment,
paper, glass, plastic and metal items, as well as hazardous waste, are recovered and recycled. Organic matter such as food
waste is also collected so it can be composted at some of our largest o ces in Canada. As the best way to reduce waste is to
avoid generating it, Cogeco has committed to banning the use of single-use plastic water bottles at its locations.
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Cogeco donated more than 500 binders to organizations and employees
In line with our objectives of reducing our environmental impact and supporting our communities, Cogeco donated
more than 500 binders to its employees as well as to two community organizations that help families and schools in
disadvantaged communities. The result was clear.
We avoided sending binders in good condition to land lls.
We met the needs of the communities where we operate.
Who bene ted from our donation?

Fondation Christian Vachon (Estrie, Québec), which encourages young people’s academic perseverance and success by giving all
children equal opportunities to be successful, no matter their situation.
Centre d’actions bénévoles of the Maskinongé Regional County Municipality (Louiseville, Québec), which promotes volunteering by
o ering a variety of services and activities in the Louiseville area.
Montréal o ce employees

With the various renovation and moving projects in progress to provide Cogeco employees with more modern and
enjoyable workspaces, plans will be put in place to collect o ce supplies that are in good condition to give them a
second life.

Reno Longpré (left), NousTV Programming Director, Cogeco, with Christian Vachon (right), Fondation Christian Vachon Founder

Electronic waste collected
500,000

400,000

kg

300,000

200,000

100,000

0

FY2015

FY2016

FY2017

FY2018

FY2019

COGECO

The weight of e-waste collected has been steadily decreasing, due to the fact that the equipment we provide to customers is more
compact and weighs less. This helps decrease the environmental footprint of our operations.
79

Paper consumption reduction
In order to optimize the use of natural resources, we also have strategies and commitments aimed at
reducing our paper consumption.

Ensure that 40% of customers
receive electronic bills by the
end of scal 2019.

Electronic bills and documentation. A clear focus of our

digital strategy in fiscal 2019 was our migration to paperless
billing. In fiscal 2019, we increased our electronic billing
percentage from 32% in fiscal 2018 to 49% and this will

continue to increase.

We have also put an emphasis on digitizing documentation.
Through the conversion of multiple paper eld forms to eforms, Atlantic Broadband saved over 92,000 paper printed
documents in scal 2019 and will save an incremental
20,000 in the next scal year. Similarly, Cogeco Connexion is
planning to increase the percentage of legal documents
sent by email from 60% by the end of scal 2019 to 70% by
the end of scal 2020. Using the e-signature tool available
at our business units, we are also reducing the daily paper
consumption.

ACHIEVEMENTS

In scal 2019, 49% of Cogeco’s
residential customers received
electronic bills.

Incentivizing the adoption of electronic bills
By default, new customers are subscribed to
electronic billing .
Incentives for sales agents to o er electronic bill to
existing customers .
Atlantic Broadband charges a fee for paper
statements .

Stewardship programs. In Canada, we are registered stewards of EPRA/OES (Electronic Products Recycling Association/
Ontario Electronic Stewardship) in Ontario and ARPE (Association pour le recyclage des produits électroniques) in Québec,
which cover 100% of our customer premise equipment (CPE). For printed matter (including marketing material and
invoices) and packaging, we contribute to the Blue Box program in Ontario and are a member of Éco-entreprises Québec,
which is responsible for financing the costs of effective and efficient municipal curbside recycling services.
Boxes and cardboard consumption reduction. Cogeco has undertaken different actions to reduce the consumption of
boxes used for equipment sent to customers. For internal shipments of equipment in Canada, we use reusable plastic bins.
In addition, we no longer send boxes to customers to return equipment and we contribute to recycling any boxes sent by
customers. Approximately 100 metric tonnes of cardboard are recycled yearly in our warehouses.
Office paper consumption. Two of our business units have acquired print-management software to reduce paper
consumption. The system has predefined features such as double-sided and black-and-white only printing. In order to raise
awareness on the topic and identify initiatives to avoid paper waste, the system provides visibility on the environmental
impact of the amount of paper printed by each employee and by the company.
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About this report
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Report pro le
Scope
Period covered: This report covers a 24-month period from September 1, 2017 (“fiscal 2018”) to August 31, 2019 (“ scal 2019”).
Entities included: Cogeco Inc. (the “Corporation” or “Cogeco”), which includes information on all business units, i.e., Atlantic
Broadband, Cogeco Connexion and Cogeco Media, unless otherwise speci ed. Some of the statements herein, including
information about various initiatives and programs, may not apply equally to all business units. To facilitate the reader’s
understanding, we have made general statements and do not specify initiatives by business units.
Currency: All amounts are in Canadian dollars and data calculations are in compliance with Global Reporting Initiative (GRI)
protocols, unless otherwise speci ed.
Previous reports: Previous reports, published every two years, are available in the Corporate Social Responsibility section of our
website.

Content
Decisions regarding the content of this report were based on a stakeholder engagement exercise, including direct engagement
through surveys and a literature review. As this is our fth Corporate Social Responsibility (CSR) Report, we have provided
comparative data when available and will continue to report progress in subsequent editions, which we will publish every second
year. Annual CSR updates will be available every year on our website. The Corporation believes the information in this report to be
accurate. This report has been subjected to a formal Internal Audit review in order to assess the overall reasonableness of data
published herein; however, no external audit was undertaken.

Sustainability framework
The Cogeco 2019 CSR Report was prepared in accordance with Global Reporting Initiative (GRI) Standards. This is a report under
the GRI Standards Core option, containing information on 83 indicators. This report also integrates ten indicators from the
Sustainability Accounting Standards Board (SASB) Telecommunication Standards.

Restatement of information
The historic information presented in this report does not include information from Cogeco Peer 1, the business unit that was sold in
scal 2019. As a result, some of the information from Cogeco’s 2017 CSR Report is not the same as that presented in this edition.
Some of the data that has changed as a result of this includes greenhouse gas (GHG) emissions and energy consumption,
electronic waste and employee-related data.
If you have any comments of questions, please contact us at: responsibility@cogeco.com
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