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MISSION STATEMENT
The Co-operators: financial security for Canadians and  
their communities.

Our Vision
The Co-operators aspires to be valued by Canadians as . . .
> a champion of their prosperity and peace of mind,
>  a leader in the financial services industry, distinct in  

its co-operative character, and
>  a catalyst for a sustainable society.

 

Statement of Values
At The Co-operators we . . .
>  strive for the highest level of integrity
> foster open and transparent communication
> give life to co-operative principles and values
>  carefully temper our economic goals with consideration  

for the environment and the well-being of society at large
>  anticipate and surpass client expectations through innovative 

solutions supported by mutually beneficial partnerships.

 

Seven Co-operative Principles
1. Voluntary and open membership
2. Democratic member control
3. Member economic participation
4. Autonomy and independence
5. Education, training, and information
6. Co-operation among co-operatives
7. Concern for the community

In 2012, The Co-operators is celebrating the International Year of Co-operatives as declared by the United 
Nations General Assembly. Co-operatives are viable, values-based businesses like ours — that are governed by 
the members who benefit from their operation. As a member and strong supporter of the co-operative sector, 
we have joined with co-operatives worldwide to celebrate this significant year.  
Learn more at: www.cooperators.ca

THE CO-OPERATORS SUSTAINABILITY POLICY
The Co-operators recognizes that our business, our communities, 
and the whole global economy exist within the closed system of 
the earth, which provides unique and irreplaceable resources and 
support for all forms of life. We also recognize that the capacity  
of the earth, to continue to provide these resources and supports, 
is threatened by growing demand and by the degradation of natural 
and social systems.

As an insurer, employer, investor, community partner, and a  
co-operative, The Co-operators believes that we can and must  
lead the way in ensuring a sustainable future.

To us, sustainability is about balancing economic, environmental, 
and social priorities as a responsible corporate citizen.

We are committed to developing our business in a way that 
builds on our financial strength and seeks both to minimize any 
negative effects that our activities could have on the environment 
and society at large and, further, to perform a restorative function 
through innovation in business practices, product development, 
public engagement, and partnerships with our stakeholders.

The nature of our activities is such that from a sustainability 
perspective the indirect impact of our products, services,  
and stakeholder relationships is more significant than the  
direct impact of our operations. However, we commit ourselves  
to a continual assessment of all we do and to the ongoing  
pursuit of alignment with these four sustainability principles:

1.  In a sustainable society, nature is not subject to systematically 
increasing concentrations of substances extracted from the 
earth’s crust.

2.  In a sustainable society, nature is not subject to systematically 
increasing concentrations of substances produced by society.

3.  In a sustainable society, nature is not subject to systematically 
increasing degradation by physical means.

4.  In a sustainable society, people are not subject to conditions that 
systematically undermine their capacity to meet their needs.

Step-by-step, The Co-operators will strive to align our business 
operations, products and services, and stakeholder relationships 
with these fundamental sustainability principles in ways that 
advance our long-term financial objectives.

http://www.thenaturalstep.org/en/canada/the-system-conditions


TAKING A CLOSER LOOK
We all have an interest in realizing a better,  
healthier and more sustainable tomorrow.  
Everyone must take up the challenge in order to 
transition to a sustainable society. By working 
together, we can all make a positive impact.

We are always looking for ways to improve our 
report and we welcome your feedback. Please take a 
few moments to complete an online survey available 
at www.cooperators.ca/sustainability_report.

For each completed survey, we will donate $5 to  
the David Suzuki Foundation.

To view the online version of this report,  
including appendices and links to organizations  
and initiatives referenced throughout,  
visit www.cooperators.ca/sustainability_report.
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Take a closer look

People expect more from business today. They want to be heard, to have 
influence and to connect on a more personal level. As a co-operative 
organization we agree. Our values compel us to think and act differently.  
As such, our success is measured beyond our financial results — we make 
business decisions based on doing what’s right and what’s sustainable for 
our stakeholders (staff, clients, agents and broker partners, member-owners, 
co-operative partners and communities).

Take a closer look

Co-operatives exemplify both a longer-term view of business results and  
a deep-rooted concern for community. These elements have guided us as 
we’ve continued our sustainability journey. In 2008, we formally penned 
our commitment to building sustainable practices throughout our group of 
companies. Since then, we’ve worked hard to get our own house in order.

However, the unyielding sustainability challenges of our time tell us that  
we simply can’t stop here. We’ve intentionally set more ambitious goals  
in phase two of our sustainability strategy. In addition to more robust 
internal targets (reducing carbon emissions, stakeholder engagement, 
product development, etc.), we know we must mobilize others to act.  
Our 2011–2014 areas of focus, objectives and performance indicators  
are aligned with our vision: to become a true catalyst for sustainability.

We know that as we become more externally focused with our sustainability 
strategy and engage more communities, the pressure on us to “walk the 
talk” will be much greater. Demonstrating responsible, accountable and 
transparent governance is critical. By 2014, our goal is to have leading 
sustainability governance and management practices in place. By doing 
this, we will continuously improve our sustainability performance and risk 
management approach while building trust with our stakeholders.

Take a closer look

Staff and agents continue to make Canadian communities better places  
by volunteering and spearheading numerous local initiatives. In 2011,  
our support remained strong with over $6.1 million going towards the 
support of vibrant communities.

In 2011, we held the second IMPACT! Youth Conference for Sustainability 
Leadership where 160 university and college students were empowered  
to lead change in their communities. Year-over-year, we’ve also seen the 
positive results our commitment to sustainability engenders with staff.  
We achieved our overall staff engagement target of 80%,1 with 86%2 
indicating that their personal values are very similar to our own.

Our claims handling procedures have evolved over the years to offer options 
that minimize harmful environmental impacts. We’re also proud to offer a 

 
1. As measured by our annual staff engagement survey administered by Aon Hewitt.
2. Based on percentage of staff who respond “agree” or “strongly agree” to the statement.

at our sustainability journey

at why we’re a different kind 
of company

at how we’re influencing 
positive change

“Take a closer look”

As a co-operative we  

govern ourselves differently. 

We respond to our clients’ 

needs differently. We think 

about solutions differently. 

We are different. After taking 

a closer look at us through 

the pages that follow,  

we hope you agree.
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As a member and strong supporter of the co-operative sector,  
we are pleased to join our co-operative and credit union partners  
in promoting our co-operative difference.

As a co-operative we govern ourselves differently. We respond to our 
clients’ needs differently. We think about solutions differently. We are 
different. After taking a closer look at us through the pages that 
follow, we hope you agree.

suite of sustainability inspired products and services. In 2011, we improved  
our product development process by developing a Sustainability Product 
Assessment Tool in partnership with The Natural Step Canada. This tool  
will challenge us to look closely at our product lines and make them more 
sustainable wherever possible.

As a testament to our efforts, we ranked #1 on the list of the “50 Best  
Corporate Citizens in Canada” by Corporate Knights, an organization that  
promotes responsible business practices and the advancement of social  
and environmental sustainability worldwide. We were also named among  
Aon Hewitt’s “The Green 30,” a list of Canada’s top employers acknowledged  
by their staff for their sustainability efforts.

Take a closer look

 
Volatility is the theme that continues to underpin our biggest challenges: 
unpredictable storm activity, global economic instability and shifting 
investment markets.

Across the country, no region is immune to the devastating effects of climate 
change. This was the fifth year in a row for record-breaking storm claims  
— and the worst in our history. In 2011, major event-related losses tallied 
approximately $2 billion in Canada industry-wide, $206.3 million of which 
represents our losses, before reinsurance. The increasing unpredictability of 
when and where these events will strike makes preparing for them extremely 
difficult. The result will be greater displacement of people and livelihoods.

We’ve been increasingly vocal in advocating for action on the issue of 
climate change. This year we actively participated in the drafting of 
the Principles for Sustainable Insurance — a project led by the 
United Nations Environment Programme Finance Initiative. 
While this is a good start, Canadian insurers need to be doing 
more to brace for the challenges ahead. Working with 
governments to create a unified industry response to flooding 
is one area in particular where we’d like to see progress.

The global economic recovery from the 2008 fallout 
remains shaky at best. As a financial services provider  
we continue to be negatively affected by historically  
low interest rates and market fluctuations. Despite this, 
our consolidated financial results remained stable in 
2011 achieving an overall return on shareholders’  
equity of 5.3%. It’s expected that the economic climate 
will remain unpredictable; our staying power will be  
in our strategic execution, engaged people and focus  
on fundamentals like sound underwriting and ongoing 
risk management.

Take a closer look

In 2012, we will celebrate an unprecedented year  
for co-operatives worldwide — the International Year  
of Co-operatives, as declared by the United Nations.  

Kathy Bardswick 
President and Chief Executive Officer

Richard Lemoing 
Chairperson, Board of Directors

at our biggest challenges

at us

For 15 years, we’ve been a member of Imagine Canada.
In 2011, we contributed 3.9% of our pre-tax profits

to Canadian co-operatives, non-profits and charities.
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In our annual staff engagement survey, staff respond “agree” or “strongly agree” to the question: “I am a champion of sustainability  
with my colleagues, family, friends, and businesses, organizations and others in the community (includes social, environmental and  
economic sustainability).”

OUR PEOPLE

OUR CLIENTS

OUR INVESTMENTS

OUR GOVERNANCE & OPERATIONS

OUR PUBLIC VOICE

OUR RELATIONSHIPS

We have participated in, or led, the following public policy initiatives:

> To influence government(s) on the following climate change adaptation initiatives:
  - Seek three building code changes that address wind storms and flooding (strapping on garages, extra nails on roofs, backflow valves).
> To influence government(s) on safety objectives:
  - Seek mandatory installation of fire sprinklers in new homes and all residential care facilities; and,
  - Seek mandatory installation of carbon monoxide detectors in all homes.

100 youth across Canada remain connected to IMPACT! The Co-operators Youth Program for  
Sustainability Leadership.

100% of The Co-operators companies are participating in a common group-wide strategic Community Investment program.

50% reduction in net carbon emissions from 2010 level.

100% of our identified strategic suppliers commit to our Code of Conduct and rank 2 or 3 (out of total possible score of 3)  
on our sustainability questionnaire.

100% of relevant leading practices identified in our Sustainability Governance and Management Framework are adopted.

The Key Performance Indicators (KPIs) listed below are from our 2011–2014 Sustainability Strategy.3 These targets will be used to measure our 
sustainability performance and gauge how well we are doing in our efforts to become a catalyst for a sustainable society.

 
3.  As a result of our renewed sustainability strategy, we have redefined some of our KPIs. To view the list of KPIs identified in our 2010 Sustainability 

Report, and our progress in achieving these goals, refer to the appendices available on our website at www.cooperators.ca/sustainability_report.

100% of The Co-operators assets are managed under our updated Socially Responsible Investment (SRI) policy.

PERFORMANCE MEASURE

60% of clients are aware of The Co-operators commitment to social and  
environmental responsibility.

40% of clients are aware that The Co-operators has products with environmental and socially  
beneficial features.

Clients indicate our commitment to social and environmental responsibility is one of the reasons  
they do business with us.

100% of core Home and Auto insurance products have been assessed using our Sustainability Product Assessment Tool.
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This new survey question is being asked in our 2012 annual staff 
engagement survey. A 2014 target will be established once we  
have a baseline score.

In 2011, 48% of clients were aware of our commitment to social and 
environmental responsibility.

In 2011, 27% of clients were aware of our products with environmental 
and socially beneficial features.

This is a new survey question being asked as part of 2012 client surveys. 
A 2014 target will be established once we have a baseline score.

Assessments were completed on five products in 2011.

OUR PEOPLE

OUR CLIENTS

OUR INVESTMENTS

OUR GOVERNANCE & OPERATIONS

OUR PUBLIC VOICE

OUR RELATIONSHIPS

Please see page 30 for a detailed discussion of our advocacy initiatives 
and progress in achieving our goals.

160 university and college students attended our second IMPACT! Youth 
Conference for Sustainability Leadership.

Three of our nine core companies are currently participating in this program.

Carbon emissions were 0.28% lower compared to 2010 levels.

A total of 34 (out of 38) identified strategic suppliers have committed  
to our Code of Conduct.

A process to identify relevant leading practices was completed in 2011. 
A total of 35 practices have been identified. One practice was targeted 
for completion in 2011 — this was achieved. In 2012, 20 practices are 
targeted for completion.

New in this year’s report 
The structure of Take a Closer Look is different than  
our previous reports. The main sections of the report  
are now aligned with the six areas of focus in our new  
four-year sustainability strategy: Our People, Our Clients,  
Our Governance & Operations, Our Investments, Our Public  
Voice and Our Relationships. While our previous strategy  
focused on “getting our own house in order,” our current 
approach is about fulfilling our vision to become a “catalyst for 
sustainability.” Aided by consultations with both internal and 
external stakeholders, we’ve determined where we need to  
focus our efforts with respect to strategic priorities, long-term 
goals, KPIs and yearly targets — all of which align with our 
Sustainability Policy.

We are committed to extending the breadth of this report.  
As in past years, we have used the Global Reporting  
Initiative (GRI) guidelines to help structure the content  
of our report. By including additional metrics, this year’s  
report is self-declared and GRI-checked at a GRI-G3.1 
Application Level ‘B’ and includes select metrics from  
the GRI Financial Services Sector Supplement.

The GRI index found on page 40 outlines which  
indicators are included throughout this report.

Our Approach to Materiality
To help identify and determine material issues,  
we gauge feedback from a variety of sources on  
a regular basis. Our processes include:

>  Discussions with our Sustainability Steering Committee 
(comprised of executives from across our group of companies) 
and Board Sustainability Committee to review existing and 
emerging issues

> Input from our Enterprise Risk Management department
> Broad-based research and best practices analysis
> Participation in multi-stakeholder initiatives
> Engaging with the Ceres-led stakeholder panel
>  Stakeholder Sustainability surveys (feedback received from 

staff, agents, Board of Directors, member-owner delegates, 
Community Advisory Panel members)

This combined feedback is carefully considered and informs  
our strategy and reporting. Additionally, it has helped shape  
the strategic priorities and KPIs against which we are measuring 
ourselves from 2011 to 2014.

Our investment manager, Addenda Capital, appointed its first Sustainable 
Investment Specialist in 2011. As part of implementing our approach to 
sustainable investment, The Co-operators SRI policy will be revised in 2012.

PROGRESS TOWARD 2014 GOALS
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Listed below are the significant organizations that comprise The Co-operators group of companies and the products and services offered through each. 
The Co-operators group of companies is 100% Canadian-owned and operated.

The Co-operators Group Limited is the co-operative holding company for The Co-operators group of companies.

Co-operators Financial Services Limited is a Canadian holding company that consolidates all The Co-operators 
insurance and investment management operations.

Co-operators General Insurance Company provides Home, Auto, Farm and Commercial insurance through an 
exclusive agency network across Canada. This network also distributes Life and Travel insurance, and Wealth 
Management products for Co-operators Life.

The Sovereign General Insurance Company offers solutions for the specialized and complex insurance needs  
of Canadians through a coast-to-coast-to-coast, independent brokerage network.

L’UNION CANADIENNE, Compagnie d’assurances offers general insurance products for individuals and 
businesses through a network of independent brokers, with over 300 points of sale in Quebec, as well  
as general insurance products in Newfoundland and Labrador.

Co-operators Life Insurance Company provides Life, Health and Travel insurance, as well as Wealth 
Management products to individuals and groups across Canada.

TIC Travel Insurance Coordinators Ltd. is one of the largest providers of Travel insurance products to Canadians 
and visitors to Canada.

Federated Agencies Limited offers specialty Personal, Commercial and Wealth Management products that 
complement the offerings of its strategic business partners.

HB Group Insurance Management Ltd. and COSECO Insurance Company offer Auto and Home insurance 
products through three contact centres to employer groups, affinity groups, associations and credit union 
members. Business developed by HB Group is primarily insured by COSECO.

Addenda Capital Inc. provides discretionary investment advisory services to pension plans,  
insurance companies, endowments, foundations, governments, corporations and mutual funds,  
as well as the companies of The Co-operators Group Limited.

The CUMIS Group Limited is the leading provider of insurance-related products and services to  
credit unions, caisses populaires and their members in Canada.
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http://www.travelinsurance.ca/
http://www.cooperatorsgroupinsurance.ca/
http://www.coseco.ca/
http://www.addenda-capital.com/en/
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THE CO-OPERATORS GROUP LIMITED ORGANIZATIONAL CHART 
Headquartered in Guelph, ON, The Co-operators Group Limited is  
the co-operative holding company for The Co-operators group of 
companies. It is owned by 45 Canadian co-operatives, credit unions  
and like-minded organizations.

Addenda Capital Inc. (71.28%)

Co-operators General Insurance Company
> The Sovereign General Insurance Company
> L’UNION CANADIENNE, Compagnie d’assurances
> The Equitable General Insurance Company*
> COSECO Insurance Company

*non-operating entity

Federated Agencies Limited
> HB Group Insurance Management Ltd.
> UNIFED Insurance Brokers Limited

Co-operators Life Insurance Company
> TIC Travel Insurance Coordinators Ltd.
  - SELECTCARE WORLDWIDE CORP.

> The CUMIS Group Limited (72.99%)
  - CUMIS Life Insurance Company
  - CUMIS General Insurance Company
  - Credential Financial Inc. (50%)

The Co-operators Group Limited

Co-operators Financial 
Services Limited

BUSINESS
PROFILE

and an extensive national broker network

call centre for our Travel 
insurance business

5,017staff members

1 

688 retail outlets

512 exclusive agents with

employees insured through 
Group Benefit plans

250,000

and provides institutional investment and asset management services.

It offers a wide range of Wealth Management 
products including mutual funds

The Co-operators has:

and provides Travel insurance to more than Canadians and 
visitors to Canada.1,018,000

38,000 farms, 131,000 businesses

provides coverage to more than
844,000 homes, 1.2 million vehicles, 767,000 lives,

It protects over

with more than

in assets under administration.
$40.3 billion

The Co-operators is a leading

multi-product insurance  
and financial services organization

Canadian-owned,

largest share of 
the Property and 
Casualty (P&C) 
market in Canada 
with 6.1%

the 5th

Canadians 
1 million
Provides Credit insurance to

contact 
centres4
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“Take a closer look”

Today’s rapid pace requires 

us to foster an environment 

where staff and agents can 

advance innovative solutions. 

It’s our responsibility to 

provide a workplace that 

enables them to flourish.

Engaging Matters
Every June, we ask all full-time and part-time permanent staff to  
complete our annual staff engagement survey administered through  
Aon Hewitt. Our commitment to building solid engagement throughout  
our organization was proven this year as we reached our goal of an 
aggregate staff engagement score of 80%. This score places us on  
the “50 Best Employers in Canada” list for the ninth consecutive year.  
In addition, Co-operators Life was recognized as one of Canada’s  
“Top Employers for Young People,” a competition organized by the  
editors of “Canada’s Top 100 Employers.”

Our work environment — with flex-time options, personal days,  
professional development, competitive compensation and  
benefits — has helped us maintain strong scores over the years  
(with a three year average of 79%). We are particularly encouraged  
by the results for our GenX and Millennial staff;4 compared to  
other Best Employers results5 the scores for these groups are  
solid at 78% and 79%.

We are pleased with our overall engagement results; however,  
we know that there is room to improve, including: career opportunities, 
work processes/resources, manager effectiveness/manager support, 
work-life balance and resources. For these areas of concern  
we will work with our staff through focus groups to effect  
required improvements.

We believe that our commitment to sustainability fosters engagement  
and creates an organization that staff are proud to be a part of. In our 
2011 Stakeholder Sustainability survey, 95% of staff responded that  
“It is important for The Co-operators to have a Sustainability Policy  
to guide business decisions.” Additionally, 85% of staff and agents  
believe we act in alignment with our Vision and Values Statements  
and Sustainability Policy.

In our staff engagement survey, 86% agreed that their personal values  
are very similar to those of the organization. This close alignment of our 
actions with our staff members’ personal values, we believe, will set us 
apart as an employer of choice in a tight job market.

As a co-operative, our deep-rooted concern for community is reflected  
in our Human Resources (HR) policies. Each year, staff are given two  
paid days to volunteer. In 2011, 1,378 staff members volunteered  
a total of 12,517 hours to local charities and community organizations 
through this program.

Total Rewards
In addition to base pay, we strive to make our companies a better  
place for staff to start or advance their careers. Our comprehensive  
Total Rewards program includes competitive compensation and incentive 
plans, a generous defined contribution pension plan, wellness programs 
and other workplace satisfiers.

 
4. “Gen X” represents those born between the years of 1966–1980. “Millennials” refers to those born in 1981 and later.
5. Best Employers average of 74% for GenX and 71% for Millennials according to Aon Hewitt.
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In addition, we pay 100% of the Life, Health and Dental premiums for all 
full-time and part-time staff. A recent survey, commissioned on our behalf 
and administered by Aon Hewitt, compared our benefits program with 
select peers in our industry. It concluded that we offer a very generous 
benefits package.

Besides these formal programs, staff also have options surrounding  
how and where they do their work. Flexible work hours are encouraged, 
where it fits into the scope of the function,  
and help our staff balance personal, 
educational, family and work commitments. 
Working from home is also an option in  
some instances. In order to attract and  
retain exemplary staff, we continue to  
adopt progressive HR policies and practices.

This year, we made great strides  
in harmonizing our HR programs  
and processes across our group of  
companies, including a common  
performance management process.  
This will encourage greater staff  
mobility between our companies,  
increase efficiencies when people-leaders  
have staff at more than one company  
and support our overall succession  
planning initiatives.

As a testament to our corporate culture,  
our voluntary turnover rate is low at 5.6%; 
however we fell just short of meeting our  
goal of being 2% below the Conference Board 
of Canada benchmark.6 With retention levels 
of 92%, we are also fortunate to have many 
long-serving staff who have chosen to stay 
with us for the majority of their working years. 
We celebrate the tenure of staff members 
through formal service recognition programs 
and in many instances, through staff service 
clubs and recognition events.

Our Focus on Wellness
Staff can take advantage of a wide  
range of wellness-related services,  
including fitness facilities and massage  
therapy (at select office locations),  
information tools and counsel through  
our Employee Assistance Program (EAP).

Much work has been done to advance our 
wellness initiatives across Canada. We have a joint Health and Wellness 
Committee across the group of companies and within each company,  
that work to increase wellness awareness through education and 
programming to all staff.

In 2011, we concentrated on three wellness themes: nutrition and fitness, 
mental and emotional health, and simplicity. Throughout the summer,  
our national Wellness Committee ran the Thrive for Wellness event,  
which challenged staff to incorporate these three themes into their  
daily lives.

In 2011, a total of 28,404 sick days were reported, an average of  
5.7 days per staff member. This is on par with the Conference Board of  

Canada’s average of 5.6 days per staff member.  
We also had 227 staff members (4.5% of our staff 
base) on the various Health and Safety committees 
across our group of companies who monitor and 
report on potential hazards and promote overall  
safety awareness in our offices.

Employer of Choice
Being viewed as an employer of choice is an  
expected outcome if we are truly living our  
co-operative values.

As the Baby Boomer7 generation prepares for the  
next stage of their lives, a significant number are 
expected to retire in the near future (27.6% of our 
staff fall into this age category). As an insurance  
and financial services organization, many of our  
roles require specialized training, education and 
certifications. As the talent gap continues to grow, 
filling these specialized roles will become increasingly 
difficult. We are already experiencing challenges in 
identifying possible successors to highly specialized 
roles throughout the organization and continue to 
focus on developing internal candidates through  
our succession planning program.

We know potential hires actively research our 
organization. Our Careers website receives an  
average of 12,944 hits monthly.8 While we have  
not collected any firm data, anecdotally, we can 
report that during interviews, candidates are 
well-versed in our co-operative values, culture,  
unique ownership structure, community investments 
and sustainability programs and initiatives. A new 
hire survey9 (administered after six months) tells  
us that our co-operative structure makes a difference 
to staff. When asked “Is our co-operative model 
important to you now (six months after starting)?” 
83% of staff responded “yes.”

Since 1985, our Service Excellence program  
has recognized staff by encouraging nominations  

for those who provide exceptional service. Those selected attend the annual 
Service Excellence Conference, where they participate in development 
sessions and network with senior management. In 2011, 1,244 staff 
members were nominated, from which 62 were selected to attend the  

 
6. In 2011, the Conference Board of Canada voluntary turnover industry benchmark was 7.1%.
7. Baby Boomers are categorized as those born between the years 1946–1961.
8. Google Analytics web trends.
9. Survey administered with The Co-operators Group Limited, Co-operators General and HB Group staff only.

80%
67% 81%

76%77%

64%

71%78%

ENGAGEMENT SCORES BY COMPANY

Aggregate

Addenda Capital Co-operators 
General*

CUMISCo-operators Life

L’UNION 
CANADIENNE

* Includes engagement scores from  
The Co-operators Group Limited and  
HB Group.

TICThe Sovereign 
General

It’s our people who will ensure our sustainability
as an organization and it’s our responsibility to provide a workplace

that enables them to flourish and grow.
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conference. Similar recognition programs are offered at CUMIS  
and Co-operators Life. As well, The Sovereign General hosts a  
staff recognition and appreciation day.

How we recruit
Having the right processes in place — and following these — is crucial to  
an efficient, fair recruitment experience for candidates and our hiring 
managers. Our recruitment and selection guideline is designed to attract, 
select, retain and develop the best candidate for each position.

Specifically, managers and supervisors work with HR to develop  
position profiles. When there is a vacancy, preference is given to  
qualified internal candidates. In cases where a qualified internal  
candidate is not found, managers are encouraged to select the  
most qualified external candidate, ensuring they are a fit for  
the role, the culture and values of our organization.

Although we do not have a formal diversity strategy, we treat our  
staff with the utmost respect; our hiring process ensures we recruit  
the best person for the role, regardless of age, gender, race or religion. 
Through our annual engagement survey, 9.9% of our staff identified 
themselves as a visible minority; with 1% saying they were of Aboriginal 
descent. Of these staff, when asked if “our people practices create a 
positive work environment for me,” 81% agreed.

Continuing to Strive
Our dedication to staff development shows in our investment in  
training programs, paid tuition and leadership programs. On average,  
in 2011, we spent $730 per staff member on education. This is  
6% above the Conference Board of Canada’s average and 2% above  
our 2010 amounts ($714 per staff member). Our extensive internal 
catalogue offers a variety of courses, including general insurance 

AVERAGE ENTRY LEVEL WAGES COMPARED TO 
PROVINCIAL MINIMUM WAGE
In 2011, in provinces where we have a significant staff 
presence,* the ratio of standard entry level wages compared 
to local minimum wages were:

Alberta 177%

New Brunswick 170%

Ontario 162%

Quebec 168%

Saskatchewan 172%
* Significant staff presence is defined as more than  
200 employees. Wages are the same for both male  
and female employees.

STAFF WAGES, BENEFITS AND INCENTIVES 
Totals represent staff salaries, incentive program amounts and benefits paid in calendar year.

Total staff incentive program
 2009: $8.5 million
 2010: $22.0 million
 2011: $29.5 million

$0

$50,000,000

$100,000,000

$150,000,000

$200,000,000

$250,000,000

$300,000,000

$350,000,000

$400,000,000

Total benefits*
 2011: $69.8 million

* Benefits are a new measure  
being reported in 2011.

Total staff salaries
 2009: $320 million
 2010: $360 million
 2011: $385 million
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Leave for Change
In 2011, six staff from across our group  
of companies participated in the Leave for  
Change Program (a partnership with Uniterra  
— a Canadian international and voluntary 
development program). With the provision of  
one week paid leave and two weeks of personal 
vacation time, staff spent a total of three weeks 
volunteering overseas. Each staff member was 
assigned a distinct mandate in the developing 
country where they were posted. In addition,  
we cover the incurred expenses (travel, medical, 
lodging, etc.) for each staff volunteer through a 
$5,500 contribution to Uniterra.

practices, co-operative structure  
and principles, leadership, 
professional development and 
pension awareness. In addition,  
we provide funding up-front for 
courses and training for our staff.

As an insurance company, we place 
a great deal of emphasis on industry 
related education and development. 
We believe that this knowledge 
builds credibility and trust with  
our clients. We encourage  
all staff to pursue Chartered 
Insurance Professional designations 
and other courses offered  
through the Insurance Institute  
of Canada. We continue to be  
one of the Institute’s largest 
subscribers of industry courses  
at 1,640 registrations annually  
(a two year average).

We also have a longstanding partnership with the Masters of 
Management — Co-operatives and Credit Unions program offered  
through Saint Mary’s University. We continue to have the highest  
enrollment of any co-operative organization and applaud the  
seven staff who have graduated from this program and the six additional 
staff who are currently enrolled. Additionally, we support staff in the  
Co-operative Management Certificate Program — a partnership between  
the Ontario Co-operative Association and the Schulich School of Business, 
York University — four of our staff members are graduates of this program.

Part of our sustainability as an organization depends on our ability to  
fill key roles throughout our companies. Our succession planning and 
management program is a formal, proactive process of aligning our staffing 
and leadership needs with our future strategic objectives to ensure we have 
the readiness of talent to fill key positions when necessary. To build internal 
leadership capacity, we offer our staff three signature internal programs, 
ranging from aspiring leaders to senior managers. We take our succession 
planning efforts seriously; our President and CEO reports annually to the 
Board of Directors on this initiative.

Achieving Results
As we increasingly embed sustainable practices into our business and  
our operations, we must also find ways to build our staff members’ 
understanding of, and commitment to, the same standards. We employ  
a number of leading HR practices when it comes to sustainability,  
including staff training and incentivizing senior management to achieve  
key sustainability goals.

Our expectation within the organization is that 100% of employees  
have an annual performance review conducted. HR actively monitors for 
compliance. In 2011, we piloted a new performance management system, 
our Achieve program, in select departments across our group of companies. 
The competencies, which are applicable to all staff, are closely linked  
to our Mission, Vision and Values — of which sustainability is a critical 
component. The new program will be rolled out to every staff member  
across the group of companies in 2012.

Frontline Support
Our agents are key ambassadors for our organization and a critical point  
of interaction with clients. That’s why it is so important to engage them  
and their staff in sustainability initiatives. To promote awareness of 
sustainability, our Sustainability 101 e-learning course is available to  
all agents and their staff.

While we’re making progress in making sustainability a priority for our 
agents, there is room for improvement. Mainly, agents are presented with  
a number of competing and urgent tasks, and sustainability is not always 
seen as a top priority. Additionally, creating sustainable agency offices comes 
with some cost which must be weighed with other business priorities.
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Take a closer look

Co-operators Sustainability Race (CSR)
In 2011, we ran the second iteration of CSR. 
Developed in partnership with the David Suzuki 
Foundation, the online program is designed to 
motivate staff and agents to become personal 
champions of sustainability. The program  
consisted of four modules spanning over 2010  
and 2011 that focused on various sustainability 
aspects: food, transportation, water and energy.

In 2011, changes to the program (length,  
complexity and promotion), resulted in  
495 additional registrations, bringing the  
total number of participants to 975.

Through the Agent Sustainability Committee (ASC), nine agents  
from across the country meet twice per year by teleconference.  
These meetings focus on progress updates, consultations on  
sustainability priorities and our strategy to achieve them. This highly 
engaged group then spreads the word to their colleagues about the 
opportunities and benefits of embedding sustainability into their agencies. 
This collaborative approach ensures that sustainability is not just a “head 
office” initiative, but is a real part of what our organization represents.

In addition to the ASC, we engage our agents through the President’s 
Agents Council (PAC) — a group of 12 agents from across Canada  
that meets with our President and CEO and other senior managers.  
These meetings are an opportunity to discuss and share information  
on topics such as product development and distribution, marketing needs 
and other corporate programs, such as advancing our sustainability 
strategy. Agents from each region are elected by their peers and serve  
a three-year term.

Managing Through Change
To remain relevant in the marketplace, an organization of our size must 
continuously look at its operations to ensure we’re operating in the most 
efficient manner possible. In 2011, we continued to make progress in the 
ongoing integration of our most recent acquisition — The CUMIS Group 
Limited. This has resulted in a number of organizational structure changes 
designed to organize our core insurance operations by function and to 
provide more holistic client-centric service across all lines of business. 
This restructuring has created opportunities for staff to develop, take on 
new roles and expand their knowledge across different product lines.

We pride ourselves in communicating with our staff and our external 
audiences in a transparent, honest and timely manner. We want our  
staff to hear news from us first and we make every effort to ensure this 
happens. When a restructure results in job loss or relocation, we offer 
career transition services to the staff member.

Our Workforce: by the numbers
In 2011, we employed a total of 5,017 staff across our group of 
companies, with an average age of 42. Our workforce is broken  
down to 68% females and 32% males. Of our 10 senior managers,  
three are female.

WORKFORCE BY PROVINCE 

Alberta 594 / 19

British Columbia 146 / 6

Manitoba 26 / 1

New Brunswick 232 / 0

Newfoundland and Labrador 43 / 0

Nova Scotia 51 / 0

Ontario 2,471 / 71

Saskatchewan 763 / 28

Quebec 511 / 43

Prince Edward Island 12 / 0

500 1,000 2,0001,500 2,5000

 Full-time /  Part-time

Total number of employees across the group of companies
2010: 5,018 2009: 5,099

5,017
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Take a closer look

Nestled in the heart of Alberta, Slave Lake was a 
bustling resource town. That all changed in an instant 
when one afternoon in May 2011, flames came raging 
out of the woods and destroyed house after house in 
their wake. In less than 24 hours, Slave Lake was 
reduced to a ghost town of smoke and rubble.

“Everyone watched in shock and disbelief,” recalls Sherry 
Watty, Co-operators Agent in Slave Lake. “Knowing that 
everything had been lost . . . I was numb.” Even though 
her own home had burned, Sherry was relieved that  
her agency was spared from the fire. She and her team 
were able to quickly jump in and help clients recover 
from the devastation.

With so much debris and devastation, a sustainable 
claims handling approach was critical. Throughout the 
recovery process, The Co-operators worked with others 
in the industry and the Insurance Bureau of Canada  
to meet the town’s needs. We spearheaded the  
debris removal — one street at a time — with a view to 
minimizing as much waste as possible. Material that  
could be recycled or re-used was salvaged.

To accelerate the debris removal process, an auto wrecker was 
brought onsite to load damaged cars onto a flatbed, and shipped  
to the nearest wrecking yard. This approach eliminated the need  
to tow individual vehicles. Trees were chopped and wood chipped. 
Metal objects, including vehicles, stoves, refrigerators etc., were 
recycled and concrete was ground for reuse. Ultimately, only the ash 
went to a special landfill location as it was considered hazardous.

Sherry comments that things are starting to return to normal.  
Since the fire, people have really come to see the value and  
benefits of insurance first-hand. “From the beginning we’ve always 
been here to help. We sit with our clients and prospects, and let  
them tell their story,” explains Sherry. “It’s really not hard to sell  
a product when you and the community truly believe in it!”  
she muses. “It was an incredibly difficult time that has changed 
lives forever. And, although everything here has changed, 
nothing has changed about how I run my business.”

From the ashes
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“Take a closer look”

Every client interaction —  

whether it’s part of the initial 

sales process, handling a 

claim or making a policy 

change — provides an 

opportunity to build trust by 

anticipating and exceeding 

our clients’ expectations.

Our Difference
As a co-operative organization, our success is driven by more than  
our financial results — we put people before profits. Our co-operative  
values compel us to think differently about clients, which we believe, 
translates into a better experience and builds trust.

Our Trust Score among our clients has returned to its previous level of 69% 
since its initial decline in 2008. Ongoing economic concern since the onset 
of the financial crisis has created distrust of “Big Business.” According to 
the 2012 Edelman Trust Barometer, banks and financial service providers 
remain the two least trusted sectors for the second year in a row.

Despite this levelling out, amongst our clients we still track 17 percentage 
points higher than our competitors, a gap that has actually increased  
since the fall of 2008. Of the brand attributes we track, Trust remains  
our highest score.

In September 2011, we launched a new brand campaign, asking television 
viewers to take a closer look at how we deliver value to clients as a  
result of being a co-operative. This campaign has received praise from  
the Canadian and international co-operative community. We will leverage 
and build on this campaign throughout 2012.

As a proud member and supporter of the co-operative and credit  
union sector, we will join co-operatives worldwide to celebrate the  
2012: International Year of Co-operatives (IYC) as declared by the  
United Nations General Assembly. IYC presents an opportunity to  
increase the visibility and understanding of our distinct co-operative 
business model and values — one that’s been building local economies, 
improving livelihoods and supporting communities for hundreds of years.

Providing Sustainable Options
Through our sustainability efforts, we are creating value for our clients  
and our communities by promoting and rewarding socially responsible 
choices. We want to ensure our commitment to sustainability is evident  
to our clients. That’s why we offer a suite of sustainability-inspired 
products and services.10

To date, these products have not performed as well in the marketplace  
as we would like, experiencing slow uptake overall (see table on page 15).  
While we stand behind these products and services, we need to do more 
to communicate the value they offer in encouraging sustainable choices.

We’ve taken a sustainability lens to our product development process, 
working with The Natural Step Canada to develop a Sustainability Product 
Assessment Tool (completed in 2011 and will be implemented in 2012). 
Our approach to assessment will be to challenge ourselves in asking, 
“What are the biggest sustainability challenges with this type of 
insurance — from product design through to claims handling? Can our 
products address these challenges?,” and to look for the features in the 
products that contribute to sustainability. The tool has been utilized by  

 
10.  For a list and description of our sustainability-inspired products and services, refer to the appendices available on our website at  

www.cooperators.ca/sustainability_report.
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a cross-departmental group of senior staff to conduct initial assessments  
on five products. It’s anticipated that this screening process, coupled with 
third-party endorsement of the assessments (from The Natural Step Canada) 
will help move the needle in terms of product uptake and marketing efforts.

In 2012, all of our existing Home and Auto products will be  
assessed to determine if adjustments can be made to make them  
more sustainable. We’ll then begin to screen our Commercial products, 
which are more complicated, later in the year. We intend to prepare  
a thought leadership study around this tool to be shared with the  
industry and like-minded organizations.

Fully embedding sustainability into our operations means we must  
push ourselves to look beyond product offerings to the core of our 
processes — our underwriting practices. To date, little has been done  
within the Canadian insurance industry to establish best practices  
for sustainable underwriting. As such, we’ve committed to better 
understanding and developing solutions for sustainability risks.

As a start, we plan to enhance our underwriting models, analytics,  
tools and metrics. We are creating a priority list of sustainability  
trends, risks and opportunities and through our underwriting,  
product manufacturing and loss prevention efforts, will design  
systematic approaches to managing these.

This is uncharted territory within the industry and we know that the way 
forward is unclear. However, this is a huge opportunity to fulfill our vision to 
be a catalyst for sustainability. To learn more about how we’re growing our 
understanding of sustainable underwriting, please see page 19.

Providing Solutions
Providing options to our clients is not just about products, it’s also giving 
them sustainable solutions for claims settlement. We are proud of the 
progress we’ve made on this front as our claims processes progressively 
incorporate sustainable practices. Included in these options are:

FibreNew: specializes in the repair, restoration and renewal of leather, 
plastics, vinyl, fabric and upholstery.

Paintless dent repair: a process for hail damaged automobiles  
that uses leverage to push the dent out without the use of filler,  
sanding and refinishing.

Esporta Cleaning System: cleans and restores soft content household 
items, including clothing, leather goods, soft toys, sports equipment and 
specialty items. Environmentally-friendly detergents effectively remove 
bacteria, mould, dirt, smoke and soot.

Not only are these sustainable repair options better for the environment, 
they also make economic sense. Using options like the Esporta  
Cleaning System and FibreNew cost less on average than item 
replacement. Our aim for 2012 and beyond is to identify at least  
one new sustainable repair process each year.

Another innovative development is the ability to track the percentage  
of claims handled by those preferred auto body shops identified  
as having adopted sustainable collision repair practices. In 2010,  
8.6% of repairable vehicles were repaired at these preferred collision repair 
facilities; in 2011, we substantially increased this percentage to 15.2%.

We continue to explore new sustainability initiatives with our  
contractors. For example, one of our vendors is expanding their  
services to include identifying and sourcing out supplies of vinyl  
siding and asphalt shingles to match existing products, which could  
result in being able to repair, instead of fully replacing the roof  
or siding. If realized, claims costs would be reduced and less waste  
would go to landfill.

Paying Attention 
Decision making through democracy and open forum are mainstays  
of the co-operative model. This means looking for more than just client 
feedback, it also means creating ways for our clients and our communities 
to influence our business and our decisions.

We continue to provide clients with a voice when they are not satisfied 
with a claims settlement decision. Our Service Review Panels — a group  
of client volunteers — help to ensure we are delivering on our client service 

EnviroGuard®

Hybrid Vehicle Discount

Community Guard®

Éco-Logik™

Envirowise®

insure2green®

SRI Fund Contracts

Windsurance®

SUSTAINABLE PRODUCT UPTAKE

 2010  2011

15,722

2,004

3,531

19

10

53

1,406

3

16,902

1,903

3,270

19

1

49

1,195

1

2010 2011TOTALS:
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promises and work toward a fair resolution. In 2011, 46 cases were 
brought forward to the panel (see results in table below).

Research shows that when making purchasing decisions, Canadians now 
seek out convenience, second only to price. As a result, we made  
some changes to improve the client experience in 2011. Our corporate 
website was redesigned to provide greater interactivity and functionality.  
It offers clients and prospects a growing list of online services including 
secure account access, allowing clients to view a summary of their 
policies with us.

The website has also provided the functionality to pilot our integrated 
distribution model. This model allows clients to have the choice to  
Call, Click or Come In. We are uniquely positioned in the marketplace  
to offer these choices seamlessly — a key component of our value 
proposition. Piloted first in Ottawa, ON, then in Calgary, AB, the model 
will roll out Canada-wide in 2012–2013.

Results of the 2010 J.D. Power and Associates Property & Casualty 
Customer Satisfaction Study indicated that we had significant 
opportunities to improve the client experience with our Home and  
Auto products. In 2011, we introduced a series of initiatives to address 
these “points of pain,” including advance notification of major rate 
changes and keeping clients better informed about the status of their 
claim. The J.D. Power results in 2011 showed significant improvement  
— particularly for Auto scores. However, clients have asked us to be  
more consistent in our service delivery and to make policy documents 
easier to understand. Both areas will receive direct attention in 2012. 
Additionally, when asked what practices would make the insurance 
industry “green”, 33% of our Auto clients and 38% of our Home clients 
mentioned using less paper. We are tackling this issue, in terms of our 
internal operations and client mailings.

In an effort to serve all Canadians, we have established a formal 
accessibility policy. It defines our commitment to providing an 
environment that is considerate and accommodating for all individuals, 
including people with disabilities. Rolling out this policy, and associated 
training, also means that we are in compliance with the Accessibility  
for Ontarians with Disabilities Act (AODA) legislation. In 2011,  
4,611 staff completed AODA training for a total of 3,450 hours  
of training. Although not legislated, we have rolled this training out 
nationally — over 90% of our staff and agents have now completed  
the course.

Appeals Agreed with The Co-operators Reached a compromise Agreed with client

2011: 46 33 9 3

2010: 45 31 9 5

2009: 53 35 9 9

DECISIONS BY SERVICE REVIEW PANELS

We continue to provide clients with
a voice when they are not satisfied

with a claims settlement decision.
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 The Co-operators  Competitive average
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November 2009
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November 2011

November 2011

November 2011

November 2011

November 2011

November 2010

November 2010

November 2010

November 2010

COMMUNITY

TRUST

SUSTAINABILITY Prior year data unavailable, as this is our first year tracking our Sustainability Score.

Percentages are respondents giving an 8–10 rating on  
a 10-point scale, where 10 is the best rating. From our 
proprietary brand tracking study completed on our behalf  
by Northstar Research Partners. 

In 2006, we began tracking a number of our brand  
attributes by surveying both clients and non-clients.  
These results roll-up into a number of power scores,  
three of which (Community, Trust and Sustainability)  
are represented above. Our Community Score tracks  
the attributes “Canadian-owned” and “Community-minded”. 
Despite a small decline since 2010, our Community Score 
amongst our clients tracks 22 percentage points higher  
than our competitors. For further information about our  
Trust Score, refer to page 14.

Based on Total sample responses Based on Client responses
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Take a closer look
Our Guarantees
We are committed to safeguarding our clients’ rights. Part of this  
involves our unique Claims Guarantee.11 This includes guaranteed  
repairs or replacements when required and access to claims  
professionals 24/7. Counselling is also offered to help clients  
determine the impacts of making a claim or not. The information  
is not used to increase premiums or deny coverage. It’s our guarantee  
of fairness.12 

Education
We believe in transparency, open communication and in providing 
knowledge to help our clients make informed choices. As part of  
our website redesign, we developed the Answer Centre — an online 
resource that provides easy to understand articles and tools on the  
topics of insurance, claims, sustainability, safety and investing.  
The Answer Centre is available in English and French.

 
11. A full description of this Claims Guarantee, as well as our Code of Consumer Rights and Responsibilities, is available at www.cooperators.ca.
12.  Some claims situations require a full investigation. For example, claims with potential injury, environmental losses, water damage or losses  

with legal involvement need to be reported and investigated. Depending on fault, rates may be impacted.

CLIENT SATISFACTION SCORES

2009

2009

2010

2010

2011

2011

200 400 600 800 1,0000

J.D. Power and Associates Property & Casualty Customer Satisfaction Study, based on a scale of maximum 1,000.

We have a great opportunity to effectively communicate preventative 
measures clients can take to minimize their risk. And, as professional 
advisors, we have an obligation to properly counsel our clients and  
prospects on what is included — and equally important, what’s not 
included — in their policies. We are also well positioned to recommend 
value-added features, such as earthquake and sewer back-up coverage.

We can do this through conversations with our agents, online in our  
Answer Centre, or through our various client newsletters. Our newsletters  
not only promote our sustainable product offerings, but they also provide 
clients with the information and resources they need to adopt more 
responsible choices in their lifestyles.

We encourage clients to sign up for the electronic version of our newsletter  
to reduce paper use, and many have taken advantage of this option. In 2011, 
we had over 200,000 e-subscriptions, an increase of 35,000 over 2010.

 The Co-operators  Industry average

Home

Auto

Sustainability at Home
This year, in partnership with The Natural Step Canada, we developed and  
launched Sustainability at Home: Decision making help for your everyday  
choices — a comprehensive guide to help Canadians identify opportunities to  
lead more sustainable lives at home. Launched in the fall, a total of 2,012 toolkits 
were distributed in 2011 and another 742 toolkits were accessed online.

Printed copies of the toolkit are available at all of our agencies, to help agents  
promote sustainability in their communities. It has also been shared with our 
Community Advisory Panels and our member-owners. If you would like a printed  
copy, please email us at sustainability@cooperators.ca. You can also review the 
document on our website in French and English at www.cooperators.ca.
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Take a closer look

As more individuals and organizations seek to improve 
social and environmental outcomes in their communities, 
new opportunities, technologies and sustainable practices 
are emerging. For example, wind turbines, green roofs  
and solar panels are becoming mainstream ways to  
benefit the environment — all of which will demand 
insurance solutions.

Underwriting is in essence the process of understanding 
risk and determining how or if insurance can be offered 
to cover it. It is important for organizations to fully 
understand the opportunities and risk exposures  
presented by new and emerging sustainability 
technologies. The Sovereign General is beginning to 
take steps to understand these exposures and the cost 
of insuring these emerging practices; this requires a 
significant shift in thinking.

“Three years ago, a structure with a green roof would 
automatically be declined for insurance,” says Coleen 
Cudmore, Manager, National Personal Insurance 
Operations, The Sovereign General. “Now we’re 
investigating these exposures more carefully and  
looking to gain a better understanding of green roofs.” 
Underwriters are now being encouraged to be more  
open-minded when considering new sustainability risks.

“Staff are empowered to make decisions related to 
sustainability,” says Rob Wesseling, Chief Operating 
Officer, The Sovereign General. Underwriters are 
encouraged to be creative and given license to take on 
added exposures that these new, sustainability-oriented 
underwriting opportunities may present. “We have an 
opportunity to make a significant impact by offering 
insurance solutions for sustainable technologies,” 
comments Rob.

While still early days, progress is being made to better  
understand these new risks and to offer insurance coverage  
that will encourage ongoing development of sustainability  
solutions. “The bottom line is we believe in offering insurance 
solutions to organizations that care about their community.  
Like The Co-operators, they’ve taken on the responsibility  
to ensure the health of Canadian communities today and  
in the future,” says Rob.

Thinking outside of the box 
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“Take a closer look”

As a co-operative, the way  

in which we govern ourselves 

is guided by the seven 

internationally recognized 

co-operative principles.  

These principles are 

embedded throughout  

the core of our business.

Rooted in Co-operation
While we understand the need for profit for our long-term  
viability, we also understand that we were formed to meet the 
needs of our members and their communities. Unlike shareholder 
organizations, we are 100% democratically controlled and  
jointly owned by our 45 member-owners from across Canada.13 
Large or small, each member-owner has an equal vote and equal 
opportunity to provide feedback at our Annual General Meeting 
(AGM) and during bi-annual Region meetings.

In addition, each member-owner appoints representatives  
to regional committees who nominate the Board of Directors  
of The Co-operators Group Limited. In this way, our Board  
of Directors is representative of our diverse membership;  
it is made up of 22 members — 18 men and four women —  
from a variety of sectors and specializations. Each director, 
including the Chairperson, is independent from, and not  
involved in, the day-to-day operations or the management  
of our business. There is no link between Board compensation 
and the company’s performance.

At the highest level, the Board of Directors is responsible for:

> ensuring our financial viability
 > ensuring that we are a good corporate citizen
>  ensuring that we maintain a leadership role within  

the insurance industry
>  ensuring that we provide a leadership role in the  

co-operative movement
> monitoring our operations
> regularly reviewing the work of the Board and its committees
>  communicating with member-owner organizations, 

policyholders, management, regional committees,  
corporate secretaries of members, other co-operatives,  
industry and government

In addition to these over-arching responsibilities, Board members 
sit on standing and ad hoc Board committees,14 including: 
Executive, Audit, Conduct Review, Corporate Governance, 
Investment Policy, Sustainability, Democratic Structure  
Review (DSR), Community Economic Development Funds,  
Youth Initiatives and Special Donations.

In 2010, we began a comprehensive review of our democratic 
structure, which is required by our bylaws to be conducted every 
10 years. We want to ensure our governance structure remains 
representative of the co-operative sector in Canada, is dynamic 
and relevant, and continues to serve our members’ needs. 
Through ongoing consultation with our member-owners, in 2011 

 
13.  For a breakdown of our member-owners’ representation by sector and region, visit www.cooperators.ca and click on About Us, Why co-ops are better, 

Meet our member-owners.
14.  For a complete listing of committee mandates and membership, refer to the appendices available on our website at  

www.cooperators.ca/sustainability_report.
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amendments to The Co-operators Articles and By-laws were reviewed and 
approved by the membership to:

> affirm value of membership shares
> affirm basis for voting at the AGM
> affirm co-operative nature and membership of The Co-operators

We are working toward conclusion of the DSR at the 2012 AGM.

High Priority
Our Board of Directors continues to set the tone by taking active measures 
to reduce its own environmental footprint through sustainable meeting 
practices,15 reduced paper use and reduced air travel whenever possible.  
In 2011, our Board reduced carbon emissions from air travel by 8% as 
compared to 2010. The Board tracks and reports its carbon reduction 
targets annually. Additionally, management presents a sustainability and  
corporate citizenship report to our Board of Directors on an annual basis.

Since 2007, our sustainability focus has been represented at the Board 
level with the Board Sustainability Committee. This group of five directors 
are highly involved in shaping our strategy, identifying our priorities,  
and monitoring our progress. In 2011, this committee met four times  
and discussed several sustainability issues impacting our organization, 
including: claims handling, product development, underwriting practices 
and general trends impacting the future of insurance. Furthermore,  
a one-day meeting was held between the Sustainability Steering 
Committee, the Board Sustainability Committee and our President and 
CEO, to review the goals set out in our 2011–2014 Sustainability Strategy.

A significant step towards ensuring effective ongoing governance of 
sustainability has been our recent review of sustainability governance 
leading practices. Because we have a decentralized model for the 
implementation of our Sustainability Policy and Strategy (in which our 
business lines, functional departments and subsidiary companies are 
responsible for delivering aspects of our sustainability commitments),  
it is even more important that we get our governance and management  
of sustainability performance right. In doing so, we are also addressing  

a potential reputation risk that could result from underperformance on  
our sustainability commitments, a risk identified through our Enterprise 
Risk Management process.

After studying leading practices for sustainability governance and 
management, we developed a Sustainability Governance and 
Management Framework. This framework includes a number of 
recommendations — prioritized over the next three years — that will 
enhance our governance practices.

Developing our Board
Given the increasing demand for strategic thinking and innovation  
at all levels, we need to ensure we provide the necessary and ongoing 
development opportunities for members of our Board of Directors.  
When a new director joins the Board, they receive a formal orientation 
within the first couple of months. This includes a minimum of a  
one-day orientation session focusing on the roles and responsibilities  
of our directors and a comprehensive review of our governance and 
organizational structures and business operations.

At two of our bi-monthly Board meetings — in June and November —  
an additional day (for a total of two days) is scheduled for formal  
Board training and development. This includes one sustainability  
related education session per year. While attendance at these events  
is optional, all directors are encouraged to participate. In addition  
to these two days, allowances for training and development purposes  
— up to $18,000 per three-year term — are available for each director;  
in 2011, all 22 directors participated in some form of education day  
and/or program.

To ensure the performance of the Board is on par with its mandate, 
director performance is reviewed on an annual basis, through peer 
assessments. Future development plans of our directors are often  
shaped by the feedback from these plans. From a collective  
perspective, Board members challenge themselves to look for  
the greatest opportunity to improve their performance through  
an annual Board Evaluation process.

 
15.  Choosing meeting locations that are central for the majority of Board members, and working with location vendors to ensure waste from food/beverage 

service and meeting materials is minimized.

BY THE NUMBERS: 22 members
18 men, 4 women

6 bilingual members
1 visible minority

OUR BOARD

*Inclusive of meetings and travel time.2010: 885 days 2009: 853 days

Aggregate number of days our 22 member Board of 
Directors was engaged in Co-operators business*954 days
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THE CO-OPERATORS GROUP LIMITED DEMOCRATIC STRUCTURE

Risk Management
At the core of any successful entity is the sound identification and 
management of the major risks that could threaten the future of a  
company and/or industry as a whole. At the same time we seek 
opportunities to increase our risk exposures that are attractive due  
to our unique strengths and competitive advantages. At least every  
two years, we refresh our list of what we have classified as our top  
risks; our Enterprise Risk Management (ERM) department also works 
closely with our strategic planning area in incorporating these risks  
and opportunities into our over-arching plans and areas of focus.

Risks have been identified and split into five categories; insurance 
(including climate change); investment; operational (people, processes, 
systems or external events); industry; and, strategic. Given that our 
reputation is a large part of our brand strength, it is always a consideration 
when determining which risks to act on and which to avoid; therefore,  
it underpins all risk categories.

Our ERM approach helps us to more closely manage risks related  
to our capital. As a co-operative, this is particularly important  
as we have a limited ability to raise capital through traditional  
means (i.e., share offerings). Additionally, it helps us to identify risk 
opportunities related to our unique multi-company, multi-product structure.

We are proactive in identifying emerging risks and use a four-pillared 
approach in doing so, including:

> an environmental scan
>  the engagement of ‘risk owners,’ as each identified risk has  

an identified owner
>  our Emerging Risk Council, which has both internal and  

external representation
>  stress testing, which is conducted to test specific scenarios  

and project how they would impact our business and operations

While we can’t know what the effects are with certainty, this approach 
helps us to be proactive in planning and preparing for the risks.

If something is identified as a top risk, we will strive to develop appropriate 
measures and limits to effectively manage it. As we’ve just come out of yet 
another record-breaking year for weather-related losses, climate change and 
the unpredictability of major weather occurrences remains one of our top 
risks. We will continue to partner with organizations to map trends and 
identify ways to manage these risk exposures.

Compliance Practices and Standards
Through our Conflict of Interest Policy, our Board and senior management  
are held to the utmost levels of professional ethics, including the absence  
of conflicts of interest. Similarly for our staff, our Terms and Conditions of 
Employment agreement outlines our Staff Code of Ethics statement as  
well as policies pertaining to harassment, violence in the workplace,  
health and safety, information security and privacy. This policy is agreed  
to upon hiring, and reviewed annually by every staff member via a  
mandatory, online renewal process.

Staff with concerns are encouraged to approach their supervisor  
or manager, our Corporate Secretary or our Board of Directors  
Conduct Review Committee. In 2012, we will be implementing  
a ‘whistle blowing hotline’ to provide another way in which staff  
can confidentially voice any concerns.

To aid in the regulation of our business, we have identified  
Chief Compliance Officers (CCOs) at Co-operators General,  
Co-operators Life and Addenda Capital; these CCOs interact  
with our operational teams to evaluate and implement legislative  
and regulatory changes within prescribed timeframes. A CCO is  
also designated for our group of companies, who oversees individual  
company compliance programs and policies and liaises with the Board.  
No significant compliance issues were escalated to the attention of the  
Conduct Review Committee in 2011.

Each of our companies has a designated Chief Privacy Officer and 
Ombudsman. In 2011, we did not receive any complaints from regulatory  
or other official bodies regarding breaches of customer privacy and/or losses  
of customer data. There were 13 privacy-related concerns identified that  
were addressed by a Privacy Officer, but none of these resulted in the 
identification of systematic risk or gaps. Customer data was not at risk  
under any of these incidents.

In 2011, 172 reportable complaints from clients were brought forward to  
the Ombudsman Liaison Officers. Reportable complaints are submitted  
to the Board of Directors and provincial regulators.

Our internal compliance processes ensure that agents, broker partners  
and Licensed Insurance Representatives carry out business in accordance  
with government regulations relating to licensing, continuing education  
and general market conduct. All marketing material is passed through  
our internal controls; there were no material instances of marketing  
non-compliance reported in 2011.

45 member-owners appoint

118 delegates to

7 region committees who elect

the 22-member Board 
of Directors of

The Co-operators 
Group Limited
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CARBON EMISSIONS

CARBON EMISSION INTENSITY

Five years of data are provided to show the overall trend in 
emissions since measurement and reduction efforts began.
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CARBON EMISSIONS (tonnes of CO2 equivalent)

2007 2008 2009 2010 2011

Scope 1 (Energy)

Fleet 5,066 4,448 3,673 2,970 2,753

Natural Gas 2,585 2,465 2,652 2,662 2,546

Total 7,651 6,913 6,325 5,632 5,299

Scope 2 (Energy Indirect)

Electricity* 10,668 10,176 9,132 9,271 9,251

Steam 100 102 107 101 97

Total 10,768 10,278 9,239 9,372 9,348

Scope 3 (Other Indirect)

Air Travel 4,468 3,796 3,842 4,679 4,964

Employee Vehicle Business Travel 2,037 2,049 1,656 1,544 1,556

Total 6,505 5,845 5,498 6,223 6,520

Total Emissions 24,924 23,036 21,062 21,227 21,167

 * A significant portion of electricity emission reductions are attributable to changes in 
emission factors.
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OPERATIONS
Our Carbon Goals
As part of our goal to be recognized as a catalyst for sustainability,  
we have set an aggressive target to reduce our net carbon emissions  
by 50% by the end of 2014,16 compared to 2010 emissions. Even more 
ambitious is our target of having zero net emissions in our facilities and 
business travel by 2020. To achieve our goals, we have a multi-step plan 
that begins with identifying emission reduction opportunities. In 2012,  
we will implement energy saving retrofits in a number of our facilities.  
In 2013 and 2014, we will continue to look for emission reduction 
opportunities within our office locations and business travel, and will 
investigate renewable energy purchase and carbon offset opportunities.

Our Carbon Inventory
To measure, monitor and reduce emissions we have established a carbon 
inventory that is consistent with the guidelines of the Greenhouse Gas 
(GHG) Protocol, a widely used international accounting tool developed  
by the World Resources Institute and the World Business Council for 
Sustainable Development. Over the years, we have strived to improve the 
data quality and estimation methods that we use to quantify our carbon 
emissions. Our method involves using the “operational control” approach 

Natural Gas consumption measured in gigajoules (GJ) 
2010: 54,093 GJ 2009: 53,893 GJ

Electricity and steam consumption measured in equivalent 
kilowatt hours (ekWh) 
2010: 26,019,561 ekWh 2009: 25,297,099 ekWh

51,694 GJ

26,004,077 ekWh
 
16.  Includes corporate office locations representing 84% of total floor space occupied and business travel (fleet vehicles, staff-owned vehicles used for 

business-related purposes and air travel).

TIC’s Sustainable Office Space
When TIC sought out new office space  
in Toronto, ON, in 2010, it incorporated 
sustainability criteria into its search, including: 
proximity to public transit, access to bicycle  
storage, and other green initiatives. In 2011,  
the team moved into their new location within  
the Toronto Eaton Centre. On a subway line  
and connecting to the PATH underground  
walkway system, the building also provides  
bicycle storage, achieved BOMA BEST Level 3  
and has a Green At Work™ sustainability program.
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Prior year paper tracking included copy paper used for internal,  
office-related purposes, as well as paper sent to clients for policy  
fulfillment and marketing-related purposes from in-house print shops.  
In an effort to provide a more fulsome account of our paper-related 
impacts, we have broadened our paper capture to include data  
from various external print vendors used by our group of companies.  
Paper quantities in both 2010 and 2011 now include this external  
vendor data.

It should be noted that we have also corrected the method used to 
calculate the weight of paper (for both historical and current data)  
to reflect the ream weight of paper. Previously, we had erroneously  
used the basis weight of paper, thereby overstating our paper-related 
impacts. In 2011, paper use increased by 1% compared to our  
2010 results, as measured in 8.5 by 11 inch copy sheet equivalents,  
from 112.7 million sheets (1.13 million lbs) to 113.9 million sheets  
(1.14 million lbs). The amount of paper that has at least 30% recycled 
content was 77.2% in 2010 and 81.0% in 2011.

Sustainable Buildings
As part of our effort to reduce emissions from energy use in our  
office locations, we engaged with Sustainability Solutions Group,  
a Canadian worker co-operative, to conduct energy audits in  
13 office locations. A number of initiatives were identified through  
these audits, examples of which include:

> installing fresh air energy recovery ventilators
> installing variable frequency drives on fans and pumps
>  rebalancing mechanical systems and installing more advanced 

automated controls

We’ll begin putting these recommendations into practice throughout 2012.

Business Travel
Reducing air travel has been a challenge for us. We will continue to 
examine opportunities to reduce travel where possible.

We encourage efficient modes of travel wherever possible for our staff, 
including the use of carpools, public transportation and walking or biking to 
work. Between 2008 and 2010, we converted our corporate vehicle fleet 
to meet a fuel efficiency standard of 10 litres or less per 100 km, as part of 
our involvement with the PHH GreenFleet program. As of the end of 2011, 
participation in this program has resulted in approximately 1.35 million 

as defined by the GHG Protocol, where we report on our operational 
emissions which are under our control. Using this approach, we have 
assessed emissions from the majority of our owned and leased office 
space, all of our leased vehicle fleet, air travel, and — new in 2011 — all 
business travel in staff vehicles. (We broadened the scope of coverage  
in 2011 by expanding our definition of business travel to include situations 
where staff travel in their own vehicles for business-related purposes,  
and are reimbursed by the company for distances travelled. Prior to this, 
business travel calculations were limited to our leased fleet vehicles and  
air travel).

In addition to broadening our inventory to include business travel in staff 
vehicles, we made some further changes to our inventory. We expanded 
the number of office locations included in our inventory, such that our 
scope now covers over one million square feet and represents 84% of  
the office space that we occupy, up from 45%. In addition to electricity 
and natural gas, some of the office locations now tracked use steam as a 
source of heat. We have begun including these emissions in our inventory. 
Emission data for CUMIS (acquired in 2009) are now included in our 
inventory as well.

While we added the aforementioned elements to our inventory,  
we decided to exclude carbon emissions associated with our paper  
use, reversing the approach we have followed from 2008 to 2010. 
Through our experience, we have learned that there are many  
complexities and uncertainties involved in calculating emissions relating to 
paper use. To ensure our carbon inventory is as robust as possible, we are 
no longer including paper use as an emission source for our inventory. 
However, we remain committed to reducing the amount of paper we use.

Our historical emission data has been recalculated to reflect these  
changes, and also takes into account updated emission factors for 
electricity, natural gas and air travel. These changes have been applied  
to all prior years, and the trend in total emissions from 2007 to 2010 
remains the same. Expanding our inventory to include additional office 
locations and non-fleet vehicle travel has increased the overall emissions  
in our inventory by approximately 29%, and provides a more accurate  
and complete picture of our climate impact.

Paper Consumption
We have set a goal to reduce paper consumption by 25% by 2014 
(compared to our revised and expanded 2010 paper quantities,  
as discussed next).

Carbon Shadow Price
Our Board of Directors approved the use of an internal carbon  
shadow price, set at $50 per tonne of carbon (price to be reviewed 
annually). This carbon shadow price assigns a value to emitting a  
tonne of carbon, which represents the cost of reducing or capturing  
one tonne of emissions. The use of an internal carbon shadow price  
for decision making is still quite new in Canada, and we’re proud to  
be on the leading edge of this practice.

Through collaboration with our finance department, we used the carbon 
shadow price as one of the factors in choosing which of the energy 
reducing retrofit recommendations to proceed with. Accounting for an 
‘externality’, such as carbon, in our evaluation of emission reduction 
projects, helps strengthen the business case for proceeding with 
environmentally sustainable decisions.
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Take a closer look
fewer litres of gasoline consumed and 3,400 fewer 
tonnes of carbon emissions, on a cumulative basis, 
than if we had not implemented the use of  
higher efficiency vehicles. The overall reduction  
in emissions is also attributable to a reduction  
in the number of vehicles that are part of our fleet.

We continue to use video and web conferencing 
solutions to mitigate travel where possible.  
We logged 8,196 hours of video conferencing  
in 2011, a decrease of 9.5% from 2010 levels.

Our Suppliers
Since developing our first sustainability strategy,  
we have made strides in bringing innovative  
products and processes to the marketplace.  

As an insurance company, 
the way in which we 
conduct our business,  
and who we conduct our 
business with, are equally 
as important.

To help guide our 
interactions with  
vendors and suppliers,  
in 2009, we developed  
a Sustainable Purchasing 
Policy,17 guideline and a 
Supplier Code of Conduct 
to span across our group  
of companies. In 2011,  
we saw 24 additional 
suppliers sign on to  
our Code of Conduct, 
resulting in a total  
sign off of 54 of our  
61 in-scope suppliers.

Of these 61 suppliers,  
38 have been deemed 
‘strategic’ due to the  
fact our contracts with 
them involve high profile 
products or services  
and/or result in a spend  
of over $1 million  
per year. Our key 
performance indicator  
for success in this area  
is to ensure that our 
strategic suppliers  
are ranking a two or a 
three18 in terms of their 
sustainability commitment. 
In 2012 we will be 
developing a process for 
tracking and compliance, 
and to support lower 
ranking suppliers in 
improving performance.

Also worth noting is that 
five of our suppliers have 
provided their own Code of 

Conduct, that we have accepted in place of them signing ours. 
Conversely, four suppliers have advised us that they cannot or will 
not sign the Code of Conduct, nor do they have their own in place; 
we are building a process for working with those suppliers and to 
investigate alternative suppliers who can meet our Code of Conduct 
as a viable option when their contracts are up for renewal.

While the number of suppliers who have signed our Code of Conduct 
has increased, we continue to experience challenges in embedding 
this program into varying routines and processes across our group  
of companies. We will have greater opportunity in 2012 to better 
understand who all of our suppliers are at each of our companies, 
and to further expand the scope of this program.

Waste Management 
While each of our companies is taking small steps (i.e., discouraging 
the use of takeout containers from cafeterias and expanding recycling 
programs), we have yet to develop a company-wide strategy on 
waste management. However, this is an area we intend to address 
by 2014.

In 2011, we continued our national program of battery recycling, 
diverting 617 lbs of batteries from landfill. Select office locations  
also participate in toner cartridge recycling and office furniture is 
regularly donated for reuse.

Habitat Protection
The CUMIS head office in Burlington, ON, sits on a 134 acre 
property.19 A portion of this site is a wooded area that is part of  
the protected Sassafras Woods — one of the few remaining large 
woodlots in the region. It is home to many rare species of plants  
and animals, including the Jefferson Salamander and the Cerulean 
Warbler. This area is an example of Southern Ontario’s Carolinian 
ecosystem, which makes up only 1% of Canada’s land area,  
but has a greater number of flora and fauna than any other 
ecosystem in Canada. This land is protected as a provincially 
significant Area of Natural and Scientific Interest (ANSI).

Staff Commuting 
Although we do not track staff commuting as part of our carbon 
inventory, as part of our 2011 Stakeholder Sustainability survey,  
we asked our staff members to identify how they commute to work. 
The image to the left shows our survey results.

Water Consumption 
In 2011, we began measuring our water usage impacts in select 
office locations in which actual consumption data is available.  
We have not yet set a specific target to reduce water usage.  
Currently we are in the process of establishing a baseline upon  
which a future reduction goal can be set.

 
17. To review the policy, refer to the appendices available on our website at www.cooperators.ca/sustainability_report.
18. This is out of total possible score of three.
19. 0.54 square kilometres.

1,835
312
229

92

70
13

STAFF COMMUTING
As part of our 2011 Stakeholder 
Sustainability survey, we asked our  
staff members to identify how they 
commute to work. Below are the  
results (based on 2,551 responses).

72.0%Drive alone

12.2%Carpool

9.0%Public transit

3.6%Work from home

2.7%Walk/run

0.5%Bike

Water Consumption*

Water Intensity

* Water consumption in all offices where metered data was obtained, 
representing 71.0% of our total office space.

64,432 m3

71.6 m3/1000 sq.ft.
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Take a closer look

For many of us, recycling is as simple as tossing a can in the 
blue box and putting it out to the curb to be hauled away.  
In Canada’s most northern territory, Nunavut, it’s not quite 
that easy. Of the 10 million aluminum cans shipped to 
Nunavut each year, nearly all end up in landfills.

A government run pilot program attempted to resolve  
the issue, however, faced with transportation challenges 
(limited road networks and shipping costs), the program 
costs far outweighed the benefits and the pilot was 
cancelled. Since the last shipment of recyclables in  
2010 under the government program, over two million 
bottles and cans accumulated in the Nunavut communities 
of Kugluktuk, Rankin Inlet and Iqaluit.

In 2011, Arctic Co-operatives Limited — one of our  
member-owners — saw an opportunity to step up  
and fill the void through co-operation. In the 
absence of an in-territory recycling facility,  
cans and bottles need to be sent by boat to 
Montreal, QC. Fortunately, Arctic Co-operatives  
is a majority shareholder of Nunavut Sealink  
and Supply, a marine transportation company.
 
To address the cost prohibitive task of  
collecting the materials, member co-operatives  
of the federation partnered with local  
community groups and schools to collect  
and load the cans/bottles. Once a shipping 
container is full, Arctic Co-operatives make  
a $1,500 contribution to the group to put 
towards community programming.

As a catalyst for a sustainable society and 
co-operative partner, we were pleased to  
support Arctic Co-operatives when approached 
for funding to launch a Nunavut-wide recycling 
program. Our contribution of $40,000 (over a 
two-year period) from The Co-operators 
Foundation® will help Arctic Co-operatives 
expand their recycling of cans/bottles into  
23 northern communities.

By working co-operatively, Arctic Co-operatives, 
its members and community groups have 
created a cleaner environment for future 
generations — and we’re proud to be a part  
of that.

The Power of Co-operation

“We are committed to conducting our 
affairs in an environmentally responsible 
manner — providing a recycling program  
for these northern communities is a  
natural fit for us. I am proud that this 
initiative was made possible through 
collaboration amongst our co-operatives.”
Andy Morrison, Chief Executive Officer, Arctic Co-operatives Limited.
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“Take a closer look”

As a socially responsible 

insurance and financial 

services company, we have 

an obligation to manage  

our assets in a manner  

that will reduce risk and 

enhance long-term  

value while contributing  

to environmental, 

social and economic 

sustainability.

Sound Business Sense
We believe that environmental, social and corporate governance 
(ESG) issues can affect the performance of investment portfolios.  
It therefore makes sound business sense to consider ESG issues 
when making investment decisions in our portfolios, as we would 
any other pertinent financial information.

Addenda Capital (Addenda) is developing a socially responsible 
investment policy that will eventually be applicable to most of our 
insurance companies’ investments. This policy will help clarify 
Addenda’s approach in considering ESG factors and include an 
approach to active ownership and mechanisms to ensure Addenda 
adheres to the policy. Work on this policy has begun with Canadian 
and US equity mandates, and will eventually be employed in other 
asset classes.

In the past, Addenda’s portfolio managers have informally 
incorporated material ESG factors (i.e., greenhouse gas regulation, 
health and safety, stakeholder relations, senior management 
compensation) into their decision-making. By having a dedicated 
resource in this area, Addenda will more actively look for ESG  
factors when making investment decisions and eventually,  
will be more vocal about these issues with potential investment 
options. While Addenda will not refuse to invest in companies  
that present ESG concerns, they will work with clients who request 
more rigorous screening.

Challenging Environments
The investment industry experienced some serious challenges 
throughout 2011. Global equity and fixed income markets  
exhibited extreme volatility with the political issues in Europe  
and the United States.

Despite these challenging market conditions, Addenda continued  
to expand its approach to sustainable investments. The availability 

A Specialist in Sustainable Investing
This year, Addenda Capital — our investment company — achieved a significant 
milestone in its approach to sustainable investments when it appointed its first 

Sustainable Investment Specialist. In addition to advising staff and clients  
as required on sustainable investment policy and governance-related issues,  

this role is involved in the development and implementation of an ESG analysis 
process that will gradually be integrated into Addenda’s decision-making process 

for its various investment strategies.
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Take a closer look

We’ve heard that change begins with one. This proved true 
with the actions of one student who has reached 170,000 
students and counting across Canada with her message of 
energy conservation. At age 16, Keleigh Annau founded Lights 
Out Canada, an annual, national event during which Canadian 
schools turn off their lights and learn more about climate 
change and what youth can do to effect positive change.

As an eager and sustainability conscious young leader,  
Keleigh was an ideal candidate to attend our first IMPACT! 
Youth Conference for Sustainability Leadership in 2009.  
The first conference brought 180 Canadian university and 
college students together, who inspired by sustainability, 
academic and industry leaders, developed practical solutions 
and practices to effect change long after the conference. 
Keleigh returned for IMPACT! 2011 as an alumni facilitator,  
a role that connected the network of sustainability leaders  
from the two conferences.

To continue our support of IMPACT! alumni’s sustainability 
ideas and solutions, we created The Co-operators Foundation 
– IMPACT! Fund in 2009. Keleigh has received three  
grants through the fund for a total of $17,000 to further  
the work of Lights Out Canada. Funding enabled Keleigh  
to increase her outreach to students across the country  
through the recruitment of and support for additional  
Provincial Ambassadors, graphic design, and translation  
of all curriculum into French.

In addition to providing much needed access to funding, 
Keleigh appreciates the opportunity to connect with  
other like-minded individuals through IMPACT!. “It’s an 
opportunity to learn, recharge and meet with like-minded 
people,” says Keleigh. “Meeting others who are engaged, 
passionate and doing the same work as you is revitalizing. 
Having the opportunity to be in the same space as those  
doing the same work you do is very important.”

Currently in her final year at Mount Allison University, Keleigh works 
with her team of Provincial Ambassadors to continue to expand  
the effectiveness and reach of Lights Out Canada. “I would never  
have been able make such a big impact without the funding,”  
declares Keleigh. “I’m incredibly grateful to The Co-operators —  
it all means so much to me.”

It’s within our power

2011 INVESTMENTS AT-A-GLANCE

Assets Under Management (Addenda Capital) 
2010: $33.5 billion 2009: $33.4 billion

The amount of client-directed Socially Responsible 
Investments offered by Addenda Capital  

2010: $386 million 2009: $281 million

$31.0 billion

$373 million

of ESG research, varying client expectations regarding ESG and the 
relatively slow development pace of sustainable investments within  
the Canadian investment industry, are all challenges Addenda will  
have to address as their approach to sustainable investing progresses.

Looking Ahead
Addenda and The Co-operators Group Limited are, and will continue  
to be, signatories to the Carbon Disclosure Project (CDP) and CDP 
Water Disclosure. Addenda has plans to also become a signatory  
of the Principles for Responsible Investment initiative when it has 
concluded that it can satisfactorily meet the expectations of the 
responsibility. Developing its active ownership activities in the coming 
years, with emphasis on collaborating with like-minded investors and 
stakeholders, is also a priority for Addenda. Part of this increased 
collaboration will include becoming more involved in promoting 
sustainable investing.

2011 SUSTAINABILITY REPORT 29

http://www.impactyouthsustainability.ca/
http://lightsoutcanada.tpweb.ca/
http://www.impactyouthsustainability.ca/impact_fund
https://www.cdproject.net/en-US/Pages/HomePage.aspx
http://www.unpri.org/


Take a closer look

“Take a closer look”

We are committed to taking 

action and raising our voice 

on issues because it’s the 

right thing to do.

Responsible Advocacy
As a group of insurance companies operating in almost every line of 
insurance, our non-partisan advocacy efforts cover a broad range  
of topics at all levels of government. In addition to a direct insurance 
business advocacy role, we also contribute to discussions on other  
public policy issues such as the importance of the co-operative sector  
and sustainability issues. This year was a busy one, as we partnered  
with various groups to become more active in our advocacy efforts.

Ambitious Goals
By 2014, we have stated that our goal is to have contributed to 
advancing public policy and education in climate change mitigation  
and adaptation, health and safety.

Climate Impacts
Weather-related events have had a direct impact on insurers world-wide 
and we are not exempt from this impact. The reality is that the solution 
does not reside with one company or organization; it demands a  
collective response. This past year, as part of a global consultation,  
we coordinated and participated in The United Nations Environment 
Programme Finance Initiative (UNEP FI) Principles for Sustainable 
Insurance Regional Consultation Meeting for North America. The objective 
of this meeting was to seek feedback on the Principles for Sustainable 
Insurance. While several organizations sent representatives — and input 
gathered was invaluable — we were disappointed with the lack of 
widespread industry representation at the event. Please see page 31  
for more details about this initiative.

In 2011, we also joined with other international investors representing 
more than $20 trillion in assets, to endorse the 2011 Global Investor 
Statement on Climate Change. This statement stresses the urgent need 
for policy action that will stimulate private sector investment into climate 
change solutions.

We continue to support the work of the Institute for Catastrophic  
Loss Reduction (ICLR) in helping Canadians find ways to adapt to  
our changing climate; this work will be of increasing importance as  
the impacts become more severe. ICLR’s evidence-based research  
can be an important tool for policy makers at all levels of government.

Looking ahead, we will develop and implement a climate change 
mitigation and adaptation public policy program, and will urge 
governments to adopt building code changes (i.e., strapping  
on garages, extra nails on roofs and back flow valves) that address  
wind storms and flooding.

Safe Communities
As a property insurer, we have a natural concern for the safety and 
longevity of private and public dwellings. We continued our work with 
FireSAFE Ontario and the Canadian arms of the Home Fire Sprinkler 
Coalition and National Fire Protection Association to raise awareness  
and build support for residential fire sprinklers in the construction of  
new homes. This year, we also advocated for the mandatory installation 
of sprinklers in all residential care facilities through our support of a 
Private Members Bill and participation in public consultations.
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Take a closer look

Whether big or small, established or emerging, all insurers and 
reinsurers across the globe are struggling with the same daunting 
challenge — skyrocketing losses due to climate change. In 2002,  
the United Nations (UN) estimated that by 2012, the world  
would see $150 billion in severe weather and climate related  
losses. Alarmingly, this figure was surpassed by 2005.

“The metrics and loss predictions tell a powerful story that  
no forward thinking insurer can afford to ignore,” says Paul  
Clements-Hunt, Head, UN Environment Programme Finance  
Initiative (UNEP FI). To stimulate new thinking and engage insurers 
worldwide on this important issue, UNEP FI spearheaded a global 
consultation to form the Principles for Sustainable Insurance (PSI). 
Modelled after UNEP FI’s Principles for Responsible Investment (PRI), 
the PSI allows the insurance industry to focus on principles appropriate 
to global insurance.

A new conversation

We know through research and experience that carbon monoxide 
detectors drastically reduce the number of deaths attributed to this  
silent killer. In this regard, we will continue to support efforts to  
make carbon monoxide detectors mandatory in all Canadian homes.

Healthy Living
We have continued our ongoing promotion of healthy lifestyles  
throughout our companies and the communities we serve.

After closely examining possible partnerships with a number of 
organizations, we are moving forward with Physical and Health  
Education Canada (PHE Canada); this work will promote greater  
physical activity for young people across the country through  
education and community engagement.

We will advocate for the adoption of tax incentives and/or deductions  
that target healthy lifestyles and promote the importance of healthy 
choices in schools. And, we will promote active living through  
our support for increased access to cycling by encouraging  
government support to make cycling safer and more accessible.

To further the understanding of sustainable health care options,  
we have provided funding to support an initiative through the Canadian 
Alliance For Sustainable Health Care that seeks to improve the Canadian 
health system as a whole — as well as health care practices with firms 
and organizations. This year, we also partnered with the Victorian  
Order of Nurses (VON) and their SMART (Seniors Maintaining Active 
Roles Together) Program to meet the needs of seniors across Canada.  
Our funding will help launch many new SMART locations across Canada.

As a socially responsible insurance company, it is imperative that  
we cultivate these partnerships. In doing so, and through these  
advocacy efforts, we contribute to healthier and more sustainable 
Canadian communities.

CGIC CONSOLIDATED* AND CUMIS GENERAL 
MAJOR EVENT-RELATED LOSSES (GROSS)

* CGIC Consolidated is comprised of Co-operators General, The Sovereign General,  
L’UNION CANADIENNE and COSECO.

“The Co-operators has engaged deeply in 
the issue of sustainability and has set the 

standard for other Canadian insurers.”
— Paul Clements-Hunt, Head, UNEP FI

 2009: $70.2 million
 2010: $102.9 million
 2011: $206.3 million†

† Includes losses from Slave Lake 
wildfires in May 2011.

The PSI sets out a framework for insurers to better manage environmental, 
social and governance risks and opportunities, as well as concrete actions 
to enhance risk management and underwriting practices. “The ability to 
have informed and constructive discussions, removed from the politics of 

climate change are really important,” notes Paul, “and the PSI 
helps us to do that with the insurance industry.”

Developed in consultation with over 500 insurance executives, 
non-government organizations and policymakers from various 
countries, the PSI has a true global flavour. “The breadth of 
consultation gives the principles both legitimacy and weight,” 
says Paul. At The Co-operators, we were proud to not only 
participate in the development of the process, but to also  
host the North American consultation in June 2011.

The finalized Principles will be launched at the Rio  
+20 United Nations Conference on Sustainable  

Development in Rio de Janeiro, Brazil. “Then the real hard  
work begins,” comments Paul. “In addition to sound governance,  
the PSI framework must remain relevant and close to real business.”  
Paul also notes that there is a real opportunity for the PSI to start  
new conversations about the role of insurance, “It’s about demonstrating 
the social and economic utility of insurance and the positive effects  
it has on helping communities understand and manage their risk.”

*Paul stepped down as Head of UNEP FI, effective February 29, 2012.
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“Take a closer look”

As a co-operative, our role 

in Canadian societies goes 

beyond providing insurance 

and financial products. 

We have become known 

as a catalyst for change in 

helping develop resilient,  

safer communities. This is 

made possible through the 

many programs we offer  

and support.

The Co-operators Foundation®

Through The Co-operators Foundation,® financial assistance is  
provided to social economic enterprises, emergent co-operatives, 
community economic development initiatives and other worthy  
causes in Canada. Assistance is provided through three programs:

1. Corporate Giving Program
2. Community Economic Development Fund
3. Co-operative Development Program

Corporate Giving Program
The Corporate Giving Program is composed of three areas:  
Corporate Donations, United Way and Directed Donations.

Corporate Donations: Our Corporate Donations program provides  
funding for national, regional and local organizations where we have  
a large business presence and where our local agents are involved.  
In 2011, The Co-operators Foundation® directed $575,261 to 
organizations and events through this program.

United Way: As a long time supporter of United Way, we make a 
corporate donation to chapters in cities where our staff live and work.  
In 2011, our total contribution was $773,856, a 6% increase over our 
2010 result. A portion of this total — $146,589 — was contributed through 
our group of companies; $200,700 was provided by our Corporate  
Giving Program as a $50 donation on behalf of staff to their local United 
Way Chapters. The rest of the funding is generated through staff led 
campaigns in our major office locations. In addition to the monetary 
support, one staff member in both Regina, SK, and Guelph, ON,  
is seconded to the local United Way chapters as a campaign coordinator.

Directed Donations: Staff, delegates and Board members are encouraged 
to direct corporate funds ($75/staff and $125/delegate and Board 
member) towards a charity of their choice. In 2011, $236,150 was 
donated on the participants’ behalf to 156 community organizations 
across the country.

Community Economic Development Fund
Our Community Economic Development (CED) Fund provides much 
needed support to organizations that carry out programs to create local 
employment and promote self-reliance for marginalized Canadians.  
Since the CED Fund was founded 16 years ago, $3.4 million has  
been disbursed to 86 organizations; in 2011 $419,918 was directed  
to 23 organizations.

Co-operative Development Program
Through the Co-operative Development Program, over the past 19 years, 
we have provided $1,570,285 in grants and investments to developing 
Canadian co-operatives and like-minded organizations. In 2011,  
we granted $115,800 to 11 co-operative organizations; these grants 
covered marketing and advertising costs, promotion, skill development 
and capacity building.

As part of living our co-operative values, we believe in “co-operation 
among co-operatives.” When a catastrophic earthquake and tsunami  
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$1,012,111

$575,261

$236,150

$200,700

Corporate Giving Program total in 2011
2010: $1,023,912 2009: $997,974

Corporate Donations in 2011
2010: $566,712 2009: $556,174

Directed Donations in 2011
2010: $253,050 2009: $237,450

United Way Donations in 2011
2010: $204,150 2009: $204,350

CORPORATE GIVING
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hit Japan in March 2011, we did not hesitate to offer our support  
to the numerous Japan-based co-operatives that suffered massive  
losses. As a supporter of the International Co-operative Alliance (ICA),  
we contributed $100,000 to the ICA’s “Japan Disaster Recovery  
Fund” to assist with the rebuilding efforts of the communities and  
co-operatives affected.

Reaching out to make a difference
We balance our giving with national and local priorities, supporting many 
initiatives across Canada. Examples of these programs include:

Apple Day – 2011 marked the 20th anniversary of this signature  
CUMIS event; this year, 200 Co-operators and community volunteers  
picked more than 200 boxes of apples in the orchard at CUMIS,  
for donation to 23 community groups.

Helping children learn – L’UNION CANADIENNE donated $30,000,  
spread over three years, to the Peter Hall School — a school that helps  
students with intellectual disabilities, pervasive developmental disorders  
or psychopathological disorders.

Wish-maker – The Sovereign General continued its annual support  
of The Children’s Wish Foundation, through a $200,000 contribution  
and providing all staff with two paid days to volunteer in support of  
the Foundation.

Building with heart – TIC sponsored Habitat for Humanity by donating  
$5,000 and lending the muscles of 20 staff volunteers to help build  
homes in Scarborough, ON, that will house 20 families.

Our action – The Co-operators Volunteers in Action, formal groups of  
staff volunteers who regularly help in their community, expanded in  
2011 to seven chapters across the country. Their third annual national 
fundraiser, supporting the Salvation Army’s Give-A-Kid-A-Coat Campaign, 
helped collect 1,482 coats for Canadian youth in need.

Sustainability adds up – Through it’s $20,000 contribution, Addenda Capital 
supported Concordia University in the development of the Sustainable 
Investment Professional Certification Program — a first of its kind in Canada. 
The program is designed to provide finance professionals, investment or other 
business students with rigorous training in the field of sustainability.

Strengthening co-operative education – The Co-operators continues  
to support the Masters of Management – Co-operatives and Credit  
Unions (MMCCU) program at Saint Mary’s University in Halifax, NS,  
providing additional funding of $15,000 in 2011. We have contributed  
a total of $225,000 since the program’s inception. As part of the  
university’s Sobey School of Business, it has created the world’s only  
Centre of Excellence in Accounting and Reporting for Co-operatives.

Supporting children with cancer – Co-operators Life partnered with  
the Childhood Cancer Canada Foundation, contributing $50,000 to  
support cancer research on pain management and improved optimal  
health outcomes. The contribution also enables families to receive  

Unique Internships
In September, we announced a new  
four-year partnership with the David Suzuki 
Foundation, which creates 12 internship  
positions at the Foundation.

Beginning in September of 2011, student interns 
have the opportunity to support and create  
public campaigns on issues ranging from energy  
use to household toxins and consumer choices.  
This partnership is funded by an investment of 
$120,000 from The Co-operators Foundation.®

“The David Suzuki Foundation strives to be  
a catalyst for positive change in Canada,  
and we seek partners who want to do the same. 
Our partnership with The Co-operators will help 
train the next generation of environmentally  
engaged youth and also point the way for other 
organizations on how they can make a difference.”
Peter Robinson, CEO of the David Suzuki Foundation
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differently about the choices they make. Mitch visited 49 schools, 
reaching 19,051 Canadian students.

Safe Seniors Calendars: in partnership with senior advocates across 
the country we produce a one-of-a-kind senior’s safety and wellness 
calendar which was distributed to 196,625 Canadian seniors.

Fire Safety Education: in partnership with the Fire Marshal’s Public 
Fire Safety Council and the Canadian Association of Fire Chiefs we help 
provide life-saving fire prevention and safety information to over one 
million elementary students across Canada.

Kids Help Phone: Canada’s leading phone and online bilingual 
counselling service for kids in crisis. Our support provides youth the 
opportunity for direct counselling with a Kids Help Phone professional.

Engaging Conversations
As we’ve already acknowledged, we cannot drive change alone. 
Through our ongoing strategic conversations, we have built support, 
advocated for change and influenced real decisions — all with the 
objective of ensuring our operations and strategy continue to meet  
the needs of all our stakeholders.

Community Outreach
Co-operation is based on collaboration and collective decision-making; 
for this reason, in 2004, we formed our CAP program. These  
cross-country panels in St. John’s, NL, Halifax, NS, Moncton, NB, 
Ottawa, ON, Guelph, ON, and Calgary, AB, include a diverse set of 
community stakeholders. These panels give us frank, open and honest 
feedback on the issues that impact our organization, our stakeholders 
and the communities in which we operate. In 2011, our CAP program 
was recognized as a “best practice” case study by Canadian Business 
for Social Responsibility.

Co-operative Relations
Throughout the national and international co-operative sector,  
our involvement and willingness to share information has built  
our reputation as a leader for advocating change. Thanks to  
the generosity in time and energy given by our senior managers,  
Board members and staff, we are well-represented on the  
boards of co-operative Associations at all levels in all regions  
across Canada and are often asked to speak at association  
events throughout the year. We also work closely with the  
Canadian Co-operative Association (CCA), as well as the  
various provincial associations.

On an international level, we are highly involved in the operations  
and at events of organizations such as the International Co-operative 
Alliance (ICA) and the International Cooperative and Mutual Insurance 
Federation (ICMIF).

Furthermore, our unique ownership structure allows our  
member-owner organizations to be more than just shareholders;  
we value, and encourage, their involvement. Our interactions  

educational information and inspirational materials to help them as they 
move through their cancer journey.

Continuing our IMPACT!
IMPACT! The Co-operators Youth Program for Sustainability Leadership 
continued in 2011. This year saw 148 university and college students 
from across Canada, 12 alumni facilitators and 33 volunteer speakers 
come together in Guelph, ON, for our second IMPACT! conference.

Our network of student leaders from this conference now amounts  
to 328 innovative alumni who work in a wide range of fields to  
advance their creative ideas for making sustainable change in  
Canadian communities.

As students work through the commitments they made at the conference, 
we will stay in close contact to offer support and encouragement,  
and celebrate their successes.

IMPACT! Fund
The IMPACT! Fund was created to support IMPACT! alumni by  
providing financial support to sustainability solutions that will have  
a positive impact on Canadian organizations and communities.  
These grants, which range from $1,000 to $5,000, are targeted  
to alumni of the IMPACT! program. In 2011, we launched our third  
round of IMPACT! funding and provided $76,740 in grants toward  
18 projects. Since its launch in 2009, the IMPACT! Fund has helped  
27 projects through $165,425 in total funding.

YES Network
We engage Regina-based high school students through the  
YES (Youth Engagement in Sustainability) Network. In 2011,  
students organized and participated in several sustainability  
related initiatives including: school composting programs,  
raising money to install sensor lights and school-wide recycling 
challenges. Additionally, students participated in three major events:  
The Environmental Education Communication Conference; 2011 YES 
Network Youth Leadership Conference; and, Regina Town Planning Day.

Signature Safety Programs
As a responsible insurance provider, we feel obligated to protect  
our communities. We do this through our national Signature Safety 
Programs including:

Buckle Up Bears: we hold free car seat installation clinics across Canada. 
We inspected 916 car seats and distributed 2,100 copies of our Car Seat 
Safety Check DVDs to safety educators and the community.

The Block Parent Program of Canada: as the national sponsor of 
Canada’s largest safety network, we work with Block Parents to  
ensure that children, adults and seniors have access to safety  
education and community assistance.

In Your Face and Interactive featuring Mitch Dorge: with our support, 
Mitch visits high schools across the country to inspire teens to think 

“I consider myself fortunate to be an original  
member of The Co-operators first Community  
Advisory Panel (CAP). It’s personally rewarding  
to see our recommendations being integrated into  
The Co-operators products and services — like the  
development of Community Guard,® which originated  
from the CAPs and directly benefits our communities.”
Bill Walker, President & CEO, Safety Services New Brunswick and Moncton CAP Member
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Take a closer look
with these organizations span from face-to-face opportunities at our 
bi-annual Region Committee meetings and our Annual General Meeting, 
to annual visits to review our member’s insurance/client relationship.  
We work hard to meet the insurance needs of our member-owners;  
in fact, our goal is to be the provider of choice for the co-operative  
sector and to grow our co-operative book of business at a rate faster  
than the rest of our business.

Each year a portion of our profits are returned to our member-owners  
in the form of member loyalty payments. The total payment to our 
member-owners for the year is based directly on the increase in  
The Co-operators Group Limited consolidated retained earnings.  
In 2011, we returned $5.8 million in profit to our member-owners 
through this program.

On a biennial basis, we survey our members to gauge their engagement 
levels and satisfaction with the insurance relationship, our communication 
efforts and our governance structure. The results are shared with each 
organization through a comprehensive communication plan, including 
in-person meetings. While our overall engagement results continue to be 
very strong, with a score of 88% in 2011, we recognize the downward 
trend in some of our sustainability-focused scores. We will be meeting 
with our member-owners to discuss any areas of concern.

In the spirit of co-operation, we hosted our first National Community 
Partners Symposium which brought together all of our national 
community safety partners for a one-day collaboration and consultation 
workshop. All participants found numerous points of connection and 
opportunities to support one another and our Canadian communities.

THREE YEAR COMPARISON OF MEMBER LOYALTY PAYMENTS
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MEMBER-OWNER ENGAGEMENT SURVEY RESULTS

2007 2009 2011

Overall engagement score 81% 89% 88%

I believe that The Co-operators acts  
as a good corporate citizen 100% 100% 95%

The Co-operators group of companies 
(including CUMIS) is the company we 
prefer to deal with

N/A N/A 85%

The Co-operators is supporting the  
co-operative sector to improve its
sustainability performance

N/A 86% 82%

The Co-operators balances economic, 
environmental and social priorities as
a responsible corporate citizen

97% 98% 79%

The Co-operators is a leader  
in managing the sustainability  
impact of its operations

N/A 86% 67%

The Co-operators encourages its 
stakeholders to contribute to a  
sustainable future

N/A 75% 77%

The Co-operators is advancing 
sustainability through collaborative
relationships and initiatives

N/A 70% 77%

  *  Percentages are based on the top two responses “strongly agree” and “agree” (top-two box score). 
Results listed in our 2009 Sustainability Report represented top-four box score.

CO-OPERATIVE AND CREDIT UNION BUSINESS

 2009 2010 2011

Member-owners who choose  
to do business with us 95.7% 97.8% 97.8%

Member-owners who are  
multi-product clients 78.8% 87% 95.5%

Member-owner business  
premium ($ millions) $134 $169 $161

Total premium from the co-operative/
credit union sector ($ millions) $295 $414* $408

 *Increase primarily due to the inclusion of business from The CUMIS Group Limited
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Take a closer look
Ties that bind

Melanie envisioned a social 
enterprise where women 
could refine their sewing 

skills through training and 
supplement their incomes.

Immigrant women and women living with mental illness are among  
the most marginalized populations in Canada. While Vancouver, BC,  
offers several non-profit organizations and community groups  
that provide employment opportunities to women, Melanie Conn,  
Common Thread Director and Marketing Coordinator, recognized that  
a co-operative marketing and production structure would provide  
a way for these women to use their talents to earn income.

Through her work with these non-profit/community groups, Melanie noted  
that many of the women had sewing skills, but did not have the time  
or experience to run a business on their own. Using her extensive  
knowledge of co-operatives and community economic development,  
Melanie envisioned a social enterprise where women could 
refine their sewing skills through training and supplement 
their incomes.

Melanie’s idea was met with enthusiasm by The Kettle 
Friendship Society and other non-profit organizations,  
and in 2009, Common Thread Co-operative was born. 
Common Thread was formed as a non-profit co-operative 
and its members are community organizations that  
host sewing programs or support the co-op in other 
significant ways.

The co-operative works with its members to provide a 
flexible work environment. “We know that all people have 
skills — Common Thread seeks to help our producers recognize  
the skills they have and put them to use,” says Melanie.  
Many of the members of the production network have not  
worked in a structured way before and the co-op provides  
various options for them to build on their strengths.

Funded in 2010 through the Co-operative Development Program  
and in 2011 through the Community Economic Development Fund,  
Common Thread has worked to address supply and demand  
issues by developing and marketing new items, training producers,  
and securing many large contracts to make delegate bags for  
conferences and major events. In 2012, a special International  
Year of Co-operatives delegate bag is being supplied to co-ops  
and credit unions across Canada and the United States.

Canadian co-operative/mutual association membership dues  
(combined provincial and national)  

2010: $584,448 2009: $578,830

ICMIF/Americas dues 
2010: $27,177 2009: $32,605

International Cooperative and Mutual Insurance Federation (ICMIF) dues  
2010: $48,533 2009: $45,922

$607,398

$25,981

$56,241

“The Co-operators grant came at the right time to help develop  
Up To Speed, our sewing training program,” says Melanie.  
“The strategic application of money and commitment can  
make all the difference between something remaining a  
good idea and an initiative that makes a difference in people’s  
lives.” Today, Common Thread is helping women gain confidence 
and independence.
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This annual Sustainability Report provides our key stakeholders —  
our staff members, clients, agents and broker partners, member-owners 
and co-operative partners, and communities — with information and  
data related to our economic, social and environmental performance.  
This report discloses our activities in compliance with the Public 
Accountability Statement (PAS) requirements under the Insurance 
Companies Act and helps us move toward best practices in sustainability 
reporting. This report includes information on our activities from 
companies owned by The Co-operators Group Limited, including:

> Co-operators General Insurance Company (Co-operators General)
> The Sovereign General Insurance Company (The Sovereign General)
>  L’UNION CANADIENNE, Compagnie d’assurances  

(L’UNION CANADIENNE)
> Co-operators Life Insurance Company (Co-operators Life)
> Federated Agencies Limited
> HB Group Insurance Management Ltd. (HB Group)
> COSECO Insurance Company (COSECO)
> Addenda Capital Inc. (Addenda Capital)
> TIC Travel Insurance Coordinators Ltd. (TIC)
> The CUMIS Group Limited (CUMIS)

The information and data described throughout these pages focuses  
on our larger operations outlined above. There are a number of smaller 
subsidiaries that are excluded from this report, based on their size and 
number of staff members. These organizations include: The Equitable 
General Insurance Company; UNIFED Insurance Brokers Limited;  
and SELECTCARE WORLDWIDE CORP. For more information on  
these organizations, please visit www.cooperators.ca.

2011 CONSOLIDATED TAX EXPENSES (IN $000 DOLLARS)

Income 
Tax1

Capital 
Tax

Premium 
Tax

Other 
Tax2

Federal 40,719 0 0 44,557

Provincial

Alberta 3,943 0 18,283 9,256

British Columbia 2,181 0 8,041 1,665

Manitoba 1,110 0 3,088 141

New Brunswick 572 0 2,395 1,694

Nfld. and Labrador 801 0 4,113 875

Nova Scotia 1,264 107 3,978 960

Ontario 15,043 0 38,595 20,369

Prince Edward Island 252 0 947 311

Quebec 2,022 0 12,198 3,376

Saskatchewan 1,089 0 5,304 271

Territories 136 0 451 10

Total Provincial 28,413 107 97,393 38,928

Total 69,132 107 97,393 83,485

Total Tax Expense Related to 2011 250,117
 1. Income tax amounts are estimates for 2011 as at February 16, 2012.
 2. Includes commodity, property & business, payroll and other miscellaneous taxes.

DEBT FINANCING

Number of 
authorizations

Amount 
Authorized

$0 to $24,999    2 $34,680

$25,000 to $99,999    1 $25,000

$100,000 to $249,999    0 $0

$250,000 to $499,999    1 $294,007

$500,000 to $999,999    0 $0

$1,000,000 to $4,999,999    0 $0

Over $5,000,000    1 $15,281,164

Total    5 $15,634,851

  For reasons of confidentiality, a provincial breakdown of the number of authorizations and amount 
authorized is not included.
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In Take a Closer Look, we’re asking our stakeholders to look at  
The Co-operators as a catalyst for sustainable change — one that  
does what’s best for its clients, Canadian communities and the  
insurance industry as a whole.

Our Report
Our eighth annual Sustainability Report captures the activities  
of The Co-operators Group Limited and its major subsidiaries,  
unless otherwise stated, for the 2011 calendar year running  
from January 1 to December 31. Our previous report,  
Measuring our Impact, was published in May 2011.

This report (including appendices) is available in English  
and French on our website at www.cooperators.ca. To obtain  
a print copy or for more information, please contact our  
Director of Sustainability and Corporate Citizenship at  
sustainability@cooperators.ca.

Our Process
Take a Closer Look is the result of collaboration of approximately  
90 staff members and external sustainability experts. To ensure  
accuracy, this collaboration includes an extensive review and  
approval of the data and content by various departmental  
representatives across our group of companies. Our report is  
not externally assured.

To increase validation mechanisms, our internal audit department  
has assessed the data integrity of several key measures and  
statements in this report. Future reports will incorporate internal  
audit’s recommendations on reporting controls where applicable.
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This report has been prepared using the Global Reporting Initiative (GRI) guidelines. This index shows which of the GRI indicators we have reported on in 
accordance with GRI-G3.1 Application Level ‘B’ guidelines. For more information about the GRI, please visit www.globalreporting.org.

GRI INDICATORS PAGE

STRATEGY AND ANALYSIS
1.1 Statement from the most senior  

decision-maker of the organization
2–3

1.2 Description of key impacts, risks,  
and opportunities

2–3, 22

ORGANIZATIONAL PROFILE
2.1 Name of the organization 6
2.2 Primary brands, products, and/or services 6–7
2.3 Operational structure of the  

organization, including main  
divisions, operating companies, 
subsidiaries, and joint ventures

7, 38

2.4 Location of organization’s headquarters 7
2.5 Number of countries where the 

organization operates
6

2.6 Nature of ownership and legal form 20
2.7 Markets served (including geographic 

breakdown, sectors served, and types  
of customers/beneficiaries)

6–7

2.8 Scale of the reporting organization 6–7, AP-15
2.9 Significant changes during the  

reporting period regarding size,  
structure, or ownership

—

No significant changes in 2011

2.10 Awards received in the reporting period 3, 8

REPORT PARAMETERS
3.1 Reporting period (i.e., fiscal/calendar year)  

for information provided
39

3.2 Date of most recent previous report (if any) 39
3.3 Reporting cycle (annual, biennial, etc.) 39
3.4 Contact point for questions regarding  

the report or its contents
39

3.5 Process for defining report content 5
 Although we have not completed a formal  
stakeholder mapping exercise, stakeholders  

whom we regularly engage with (listed in 4.14)  
are expected to be the primary users of the report

3.6 Boundary of the report (i.e., countries, 
divisions, subsidiaries, leased facilities, 
joint ventures, suppliers)

38

3.7 State any specific limitations on the  
scope or boundary of the report

38

3.8 Basis for reporting on joint ventures, 
subsidiaries, leased facilities,  
outsourced operations

7, 24–25, 38

3.9 Data measurement techniques 8, 24–26
3.10 Explanation of the effect of any  

re-statements of information provided  
in earlier reports, and the reasons  
for such re-statement

24–25, 36

GRI INDICATORS PAGE

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

24–25

3.12 Table identifying the location of the 
Standard Disclosures in the report

40–41

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

—

This report is not externally assured

GOVERNANCE, COMMITMENTS, AND ENGAGEMENT
4.1 Governance structure of the organization, 

including committees under the highest 
governance body responsible for  
specific tasks, such as setting strategy  
or organizational oversight

20, 22, AP-6, 
AP-7

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

20

4.3 For organizations that have a unitary  
board structure, state the number and 
gender of members of the highest 
governance body that are independent 
and/or non-executive members

20

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

20, 22

4.5 Linkage between compensation for 
members of the highest governance  
body, senior managers, and executives 
(including departure arrangements),  
and the organization’s performance 
(including social and environmental 
performance)

11, 20

4.6 Processes in place for the highest 
governance body to ensure conflicts  
of interest are avoided

22, AP-5

4.7 Process for determining the composition, 
qualifications, and expertise of the 
members of the highest governance 
body and its committees, including 
any consideration of gender and other 
indicators of diversity

20

4.8 Internally developed statements of mission 
or values, codes of conduct, and principles 
relevant to economic, environmental,  
and social performance and the status  
of their implementation

Inside front cover

4.9 Procedures of the highest governance 
body for overseeing the organization’s 
identification and management of 
economic, environmental, and social 
performance, including relevant risks  
and opportunities, and adherence  
or compliance with internationally  
agreed standards, codes of conduct,  
and principles

20–22

4.10 Processes for evaluating the highest 
governance body’s own performance, 
particularly with respect to economic, 
environmental, and social performance

21

40 THE CO-OPERATORS

GLOBAL REPORTING INITIATIVE CONTENT INDEX

https://www.globalreporting.org/Pages/default.aspx


*AP = Appendices (available on our website at www.cooperators.ca/sustainability_report).

GRI INDICATORS PAGE

4.11 Explanation of whether and how the 
precautionary approach or principle is 
addressed by the organization

3, 30

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

Inside front 
cover, 29,  
30, 31

4.13 Memberships in associations  
and/or national/international  
advocacy organizations

5, 30, 35

4.14 List of stakeholder groups engaged  
by the organization

5

 Staff: pg 8; agents: pg 11; clients: pg 14;  
community partners: pg 32; member-owners  

and co-operative partners: pg 36

4.15 Basis for identification and selection  
of stakeholders with whom to engage

—

 We seek to engage with stakeholder groups  
whose values and objectives align with our own

4.16 Approaches to stakeholder engagement, 
including frequency of engagement by  
type and by stakeholder group

5, 36, 44

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

44

ECONOMIC PERFORMANCE INDICATORS
EC1 Direct economic value generated  

and distributed, including revenues, 
operating costs, employee compensation, 
donations and other community 
investments, retained earnings,  
and payments to capital providers  
and governments

10, 33, 38

Revenue: $3.5 billion; Operating costs: $3.4 billion;  
Payments to capital providers: $38.8 million

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

3

EC3 Coverage of the organization’s defined 
benefit plan obligations

AP-12

EC4 Significant financial assistance received 
from government

—

No significant financial assistance received

EC5 Range of ratios of standard entry level 
wage by gender compared to local 
minimum wage at significant locations  
of operation

10

EC6 Policy, practices, and proportion of 
spending on locally-based suppliers  
at significant locations of operation

AP-13

Sustainable Purchasing Policy referenced

GRI INDICATORS PAGE

EC7 Procedures for local hiring and proportion 
of senior management hired from the  
local community at significant locations  
of operation

10

 Recruitment practices discussed on page 10.  
We do not have a global policy for local hiring

ENVIRONMENTAL PERFORMANCE INDICATORS
EN1 Materials used by weight or volume 25
EN2 Percentage of materials used that are 

recycled input materials
25

EN3 Direct energy consumption by primary 
energy source

24, AP-14

EN4 Indirect energy consumption by  
primary source

24, AP-14

EN5 Energy saved due to conservation  
and efficiency improvements

25–26

Vehicle fleet efficiency savings noted

EN8 Total water withdrawal by source 26
Metered locations only

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

26

EN16 Total direct and indirect greenhouse  
gas emissions by weight

23

EN17 Other relevant indirect greenhouse gas 
emissions by weight

23

EN18 Initiatives to reduce greenhouse gas 
emissions and reductions achieved

26

Reductions associated with fuel standard reported

EN22 Total weight of waste by type and  
disposal method

26

Weight of batteries recycled reported

EN26 Initiatives to mitigate environmental 
impacts of products and services,  
and extent of impact mitigation

14–15

EN28 Monetary value of significant fines and  
total number of non-monetary sanctions  
for non-compliance with environmental 
laws and regulations

—

No instances of non-compliance

LABOUR PRACTICES AND DECENT WORK  
PERFORMANCE INDICATORS
LA1 Total workforce by employment type, 

employment contract, and region,  
broken down by gender

12, AP-8, AP-11

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

AP-10
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GRI INDICATORS PAGE

LA3 Benefits provided to full-time employees 
that are not provided to temporary or  
part-time employees, by major operations

AP-12

LA4 Percentage of employees covered by 
collective bargaining agreements

AP-1

LA5 Minimum notice period(s) regarding 
significant operational changes,  
including whether it is specified  
in collective agreements

12, AP-1

No set notice period

LA6 Percentage of total workforce represented 
in formal joint management-worker health 
and safety committees that help monitor 
and advise on occupational health and 
safety programs

9

LA7 Rates of injury, occupational diseases,  
lost days, and absenteeism, and number  
of work-related fatalities by region and  
by gender

9

Sick days reported

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

AP-12

LA9 Health and safety topics covered in formal 
agreements with trade unions

AP-1

LA10 Average hours of training per year  
per employee by gender, and by  
employee category

10

Dollar figure reported

LA11 Programs for skills management and 
lifelong learning that support the continued 
employability of employees and assist 
them in managing career endings

12

Severance pay takes into account  
age and years of service

LA12 Percentage of employees receiving regular 
performance and career development 
reviews, by gender

11

LA13 Composition of governance bodies and 
breakdown of employees per employee 
category according to gender, age group, 
minority group membership, and other 
indicators of diversity

10, AP-9

HUMAN RIGHTS PERFORMANCE INDICATORS
HR3 Total hours of employee training on  

policies and procedures concerning  
aspects of human rights that are relevant  
to operations, including the percentage  
of employees trained

16

GRI INDICATORS PAGE

SOCIETY PERFORMANCE INDICATORS
SO5 Public policy positions and participation in 

public policy development and lobbying
30–31

SO6 Total value of financial and in-kind 
contributions to political parties, 
politicians, and related institutions by 
country

—

No contributions

SO8 Monetary value of significant fines and 
total number of non-monetary sanctions 
for non-compliance with laws and 
regulation

22

PRODUCT RESPONSIBILITY PERFORMANCE INDICATORS
PR5 Practices related to customer satisfaction, 

including results of surveys measuring 
customer satisfaction

16, 18

PR6 Programs for adherence to laws, 
standards, and voluntary codes related 
to marketing communications, including 
advertising, promotion, and sponsorship

22

PR7 Total number of incidents of  
non-compliance with regulations and 
voluntary codes concerning marketing 
communications, including advertising, 
promotion, and sponsorship by type  
of outcomes

22

PR8 Total number of substantiated complaints 
regarding breaches of customer privacy  
and losses of customer data

22

PR9 Monetary value of significant fines for 
non-compliance with laws and regulations 
concerning the provision and use of 
products and services

22

FINANCIAL SERVICES SECTOR SUPPLEMENT
FS1 Policies with specific environmental  

and social components applied to  
business lines

Inside front 
cover, AP-13

FS2 Procedures for assessing and  
screening environmental  
and social risks in business lines

14–15, 26, AP-1

FS5 Interactions with clients/investees/
business partners regarding environmental 
and social risks and opportunities

26, 28–29

Summary of interactions discussed

FS15 Policies for the fair design and sale of 
financial products and services

18, 22

FS16 Initiatives to enhance financial literacy  
by type of beneficiary

18

42 THE CO-OPERATORS



REPORT APPLICATION LEVELS

Mandatory Optional

2002 

In Accordance Self Declared
Third Party 
Checked GRI Checked

    C

    C+

    B

    B+

    A

    A+

To view GRI’s Application Level Check Statement,  
visit www.cooperators.ca/sustainability_report.

GRI INDICATORS PAGE

DISCLOSURES: MANAGEMENT APPROACH
Economic:
Economic Performance 3, AP-2, AP-15
Market presence 6–7, AP-2
Indirect economic impacts 32-37, AP-2

Environmental:
Materials 25, AP-1
Energy 24–26, AP-1
Water 26, AP-1
Biodiversity 26
Emissions, effluents and waste 24–26, AP-1
Products and services 14–15, 18, AP-2
Compliance AP-1
Transport 25–26, AP-1
Overall 24–26, AP-1

Labour Practices and Decent Work:
Employment 8–12, AP-1, 

AP-2
Labour/management relations 8, AP-1
Occupational health and safety 9, AP-1
Training and education 10–11, AP-1
Diversity and equal opportunity 10, AP-1, AP-2
Equal remuneration for women and men 10, AP-1

Human Rights:
Non-discrimination 10, AP-1, AP-2

Human resource practices discussed

Freedom of association and collective bargaining AP-1

Society:
Local communities 32–34

Positive social impacts discussed

Public policy 30–31, AP-2
Compliance 22, AP-2

Product Responsibility:
Product and service labelling 16, 18, AP-2

Compliance and customer satisfaction discussed

Marketing communications 22, AP-2
Customer privacy 22, AP-2
Compliance 22, AP-2
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We want to ensure that our efforts to embed sustainability within our organization are captured and reported on in an effective, engaging manner.  
For the third consecutive year, we called on the expertise of a group of external, independent individuals, representing a range of environmental,  
social and economic constituencies. This stakeholder panel, led by Ceres, reviewed our 2011–2014 Sustainability Strategy as well as the content 
schematic for our 2011 Sustainability Report – Take a Closer Look. Key recommendations are outlined below: 

Feedback  The Co-operators Response

Discuss the challenges the company has 
faced in increasing client uptake of its 
sustainable products, and how it will  
address these challenges.

  We describe our new approach to product development on page 14. It is anticipated that our use of 
the Sustainability Product Assessment Tool, which we developed in 2011, will strengthen sustainable 
product uptake and marketing efforts.

Stakeholders were impressed by the level 
of detail integrated within the sustainability 
strategy with regard to priorities, objectives, 
key performance indicators, targets and 
accountability mechanisms. The organization 
should consider making this level of detail 
publicly available.

  In 2012, we will be developing a performance dashboard, enabling staff and agents to view  
progress on our sustainability targets. Consideration for making this information publicly available  
will be determined once the dashboard is completed.

Stakeholders felt the content schematic 
was more heavily focused on environmental 
issues and priorities than previous years.

  Our approach to sustainability (based on The Natural Step principles) addresses both social and 
environmental priorities and is reflected in our Vision and Values statements. We strive to maintain 
financial strength for our member-owners and our clients, while giving back to Canadian communities. 
Aligned with our co-operative roots, our commitment to social responsibility has been, and always will 
be, an integral part of our corporate culture.

Recommend finding ways to integrate 
financial information and metrics  
throughout the report in a way that shows 
the connections between the business side 
and the organization’s sustainability efforts.

  This report discusses a number of sustainability-related issues, challenges and opportunities impacting 
(or impacted by) our organization. We have attempted to illustrate the connections amongst these 
issues, our co-operative values and the direct impacts they have for our organization. Examples of 
these connections can be found in the ‘story profiles’ included throughout the report; the discussion 
about ‘Our Investments’ (see page 28); and our use of a carbon shadow price to inform decisions 
relating to carbon reduction initiatives (see page 25).

“The stakeholder team applauded  
The Co-operators strong 2011–2014 
strategy, including its ambitious vision  
to be a catalyst for a sustainable society. 
The group recommended that the linkages 
between The Co-operators sustainability 
strategy and the overarching corporate 
strategy be more explicitly drawn out.”
Veena Ramani, Manager, Corporate Programs, Ceres
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This year, we have broadened our reporting to include additional Global 
Reporting Initiative (GRI) indicators along with a management discussion 
on the following six categories of focus: Environmental; Labour Practices 
and Decent Work; Human Rights; Society; Product Responsibility;  
and Economic. The Disclosures on Management Approach (DMA)  
provides an overarching view of how we manage our sustainability 
performance across the organization.

Environmental
As an insurer, identifying and managing risk is integral to our financial 
sustainability. Climate change and the unpredictability of major  
storm-related losses continue to be one of our top risks. Our approach  
to managing environmental aspects is rooted in our Sustainability Policy 
(based on the four sustainability principles developed by The Natural Step) 
which has guided our sustainability strategy and goals.

While our business operations do not directly generate large amounts of 
carbon emissions, we recognize that we must measure and reduce our 
contribution to this global issue. In the five years that we have calculated 
our carbon emissions, our approach has evolved to include additional 
corporate office locations and our most relevant business travel emission 
sources including: air travel, fleet vehicles and personal staff vehicle use 
for business travel.

Due to the complexities and uncertainties involved in calculating  
emissions relating to paper use, we are no longer including this as  
an emission source for our inventory. However, we remain committed  
to reducing the amount of paper we use. We have broadened our  
paper tracking to include data from external print vendors, in addition  
to paper already tracked through our in-house print shops. The majority  
of our purchased paper contains a minimum of 30% post-consumer 
waste. Within our corporate offices, double-sided printing is automated 
wherever possible.

We have set a target to reduce our net emissions by 50% by the  
end of 2014, compared to 2010 emission levels. By 2020, we will  
achieve zero net carbon emissions through reductions in our energy  
use, renewable energy purchases and carbon offsets.

This year we began to track our water use in facilities where metering  
is available. In the coming years we will explore opportunities to reduce 
water use through conservation and efficiency initiatives.

Many of our corporate office locations employ recycling programs 
(including paper, toner cartridges and batteries). Where possible,  
office equipment and furniture is donated to local charities or  
repurposed to avoid landfills. We have not yet developed a  
comprehensive company-wide waste management strategy.

To reduce the environmental impact of property losses, we offer  
clients sustainable repair options, including: Paintless Dent Repair,  
Esporta Cleaning System, windshield repair vs. replacement. To learn more 
information about our sustainability-focused product and claims settlement 
solutions, refer to AP-5 and page 15 of our Sustainability Report.

We are required to comply with all applicable provincial and federal 
regulations related to our business, including the environment. The way in 
which we conduct our business, and who we conduct our business with, 
are equally as important. As such, we have developed a Sustainable 
Purchasing Policy, guideline and a Supplier Code of Conduct. The scope  
of this program will be expanded throughout 2012 to track compliance  
of those who have signed-on.

Labour Practices and Decent Work
Our Human Resources (HR) practices and policies — overseen by  
HR Vice Presidents at each of our group of companies — are underpinned 
by the core philosophy that “our people are our greatest asset.” To attract, 
develop and retain the best talent, our Human Resources strategy focuses 
on four core areas that we believe help create a workplace of choice:

> Achieve staff engagement of at least 80%
> Strengthen our resilience to accept and embrace change
> Encourage and reward creativity, innovation and service excellence
> Ensure the right people are in the right positions at the right time

Our Total Rewards program reflects a balance between staff needs, 
corporate values and our desire to be seen as an employer of choice.  
It includes staff share purchase programs, flex-time options,  
personal days, professional development, competitive compensation  
and comprehensive benefits (for qualifying full, part-time and temporary 
staff). We also offer staff discounts on our insurance products and 
services. Our compensation strategy is designed to be competitive  
within the marketplace and promotes a pay for performance culture. 
Performance reviews are conducted annually.

We foster an inclusive and respectful work environment that treats  
people fairly. Although we do not have a formal diversity strategy,  
our HR policies ensure we treat our staff with the utmost respect.  
Our hiring process ensures we recruit the best person for the role, 
regardless of age, gender, race or religion. We clearly communicate  
the role staff have in creating an inclusive workplace through our  
Code of Ethics Guideline (addresses such issues as Harassment and 
Violence in the Workplace, Acceptable Use of Information and 
Communication Systems). Staff with concerns are encouraged to 
approach their supervisor or manager, our Corporate Secretary or  
our Board of Directors Conduct Review Committee.

We recognize that many of our future leaders work within the organization 
today. Succession planning is monitored at the Board level and discussed 
ongoing at the senior management level. We also have three internal 
leadership programs for each stage of leadership development. As a 
co-operative, we believe in training and education; we offer various 
training and education programs, as well as up-front reimbursement  
for external courses.

The health, safety and wellness of our staff is supported through  
Joint Health and Safety, Joint Health and Wellness committees  
and Employee Assistance Programs. We employ human resources 
practices that comply with, and in most cases exceed, provincial 
employment legislation.

Of our total workforce, 2.8% are covered by a collective bargaining 
agreement (143 staff at The CUMIS Group Limited) — represented by the 
Canadian Office and Professional Employees Union — Local 290. A variety  
of conditions are outlined in the agreement,1 including workplace health  
and safety, and minimum notice periods required for contracting out 
bargaining unit work.

Human Rights
The rights of our staff are outlined in our Equitable Employment Practices 
Guideline. For us, equity means fairness in terms of equal access and 
opportunity for everyone. We are committed to equitable employment 
practices. Any form of discrimination within employment procedures,  
or directed against staff members, employment applicants, or clients  
is contrary to our corporate values and policies.

 
1. The agreement requires the establishment of a joint health and safety committee and reimbursement for job-required protective clothing.
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Job candidates are selected based on their potential to make a 
worthwhile contribution to the organization. A candidate’s eligibility  
for a position is based on a number of factors focused on knowledge  
and skills required for the job.

We acknowledge the rights of individuals as expressed in the Canadian 
Charter of Rights and Freedoms, Canadian Human Rights Act and in  
all provincial human rights codes.

Our workplace environment, based upon respect and inclusivity, 
recognizes the rights of all staff, including those covered by a collective 
bargaining agreement.

Society
Co-operatives, by nature, are dedicated to fulfilling the needs of their 
members and the communities in which they operate. For 15 years,  
we've been a member of Imagine Canada, contributing 3.9% of our 
pre-tax profits to Canadian co-operatives, non-profits and charities in 
2011. When deciding how to spend our community investment dollars, 
the following criteria are considered:

> Does this contribute to a safe, healthy and sustainable community?
> Is this national in scope?
>  Does this initiative have local Co-operators involvement  

and/or support?
> Does it have broad community support?

Through our Signature Safety Programs, we strive to build awareness  
of safety issues that matter to Canadians. By providing insurance 
information and safety tips, we’re empowering Canadians to make the 
most appropriate decisions when protecting what matters most to them.

We strive to build and maintain trust with all of our stakeholders, which 
we believe starts with transparency and sound governance. Through our 
Conflict of Interest Policy, our Board of Directors and senior management 
are held to the utmost levels of professional ethics. Chief Compliance 
Officers at each of our major subsidiaries oversee regulatory issues, 
compliance and legislative changes.

We foster strong relationships with federal and provincial governments. 
Through our non-partisan advocacy efforts, we are pushing for solutions 
to issues that matter to Canadians and our business, as well as other 
public policy issues such as the importance of the co-operative sector  
and sustainability issues.

Product Responsibility
Insurance and financial service products are not tangible products in the 
traditional sense; however, we are required to adhere to all applicable 
laws and regulations concerning product/service labelling.

As part of our goal to become a catalyst for sustainability, we believe  
in offering products and services that are truly sustainable. To align  
with this goal, we have taken a sustainability lens to our product 
development process, working with The Natural Step Canada to  
develop a Sustainability Product Assessment Tool. We have developed a 
suite of sustainability-focused insurance products that encourage and/or 
reward clients who make sustainable choices. Additionally, we offer 
sustainable claims settlement options that aim to minimize waste and  
use of harmful chemicals.

Our Code of Consumer Rights and Responsibilities outlines our 
commitment to treating clients fairly and protecting their rights.  
As an insurer, we are required to collect, use and retain personal 
information. Designated Privacy Officers at each of our companies  
ensure that we are diligent in protecting the privacy and accuracy of  
our clients’ information. We also employ Ombudsman Liaison Officers  
to review and respond to client complaints.

We believe in building and demonstrating trust through our internal 
compliance processes. All of our agents, brokers and Licensed Insurance 
Representatives carry out business in accordance with government 
regulations relating to licensing, continuing education and general market 
conduct. All marketing material is also subject to these controls.

Keeping our finger on the pulse of the client experience helps us  
enhance service delivery and address the issues our clients care  
about most. Client satisfaction is measured annually and action  
is taken to address areas of concern. As a co-operative, we believe  
in providing clients a voice and encourage feedback through formal 
channels (like our Service Review Panels) and informally (through  
social media, surveys, email, etc.).

Each interaction we have with our clients presents an opportunity to 
communicate preventative measures clients can take to minimize their 
risk. And, as professional advisors, we have an obligation to properly 
counsel our clients and prospects on what is included — and equally 
important, what’s not included — in their policies.

Economic
Our Mission is to provide financial security to Canadians and their 
communities. As a 100% Canadian-owned and operated organization,  
we contribute to building a strong economy through job creation,  
taxes paid, insuring risk, member loyalty payments, community and 
co-operative investment, and supplier purchases.

We are one of the largest co-operative financial services employers  
in Canada. Our business operations provide job opportunities in  
numerous locations across Canada. Taxes in their various forms  
make up a significant portion of our operating expenses.

Our products and services provide security for Canadians, knowing that 
their insurance and financial needs are covered in the event of a claim. 
Responsible and conservative investment management practices  
ensure that we are able to be there for our clients when they need us.  
We are also accountable to our 45 member-owner organizations 
consisting of Canadian co-operatives, credit unions and other  
like-minded organizations. Each year, we return a portion of our  
profits to our members through member loyalty payments.

As a co-operative, we measure our success beyond our financial results. 
Our community investment programs provide assistance to social 
economic enterprises, emergent co-operatives, community economic 
development initiatives and other worthy causes in Canada. A spirit of 
volunteerism is also encouraged among staff with two paid days to 
volunteer offered annually.

When determining our list of preferred suppliers, we look for ones  
that are making a positive difference to society, including fair trade, 
co-operatives and social enterprises. Locally based products and  
services are also preferred.
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The following is a summary of our progress on the key economic, social and environmental performance indicators that were included in our 2010 
Sustainability Report.

Indicator 2011 Performance Measure Target 2011 Result Status
Climate change Reduce carbon footprint by 50% by  

end of 2014
Carbon emissions were 0.28% lower  
compared to 2010 levels. N/A*

Operations Return on Shareholders’
Equity of 6.2%

5.3%

Revenue of $3.38 billion $3.53 billion

Member-owner business
premium of $150 million

$161 million

Voluntary staff turnover rate 2% below 
Conference Board of Canada (CBoC)  
industry benchmark

1.5% below

30% staff participation in
‘paid day to volunteer’ program

27%

Meet or exceed Imagine Canada
guideline of contributing 1% of
pre-tax profit to Canadian communities

Contributed 3.9% of our pre-tax profit

Further embed the sustainable purchasing 
program with our suppliers

A total of 54 of our 61 in-scope suppliers  
have signed on to our Code of Conduct.

Products and services Top five placement in J.D. Power and  
Associates Customer Satisfaction Study 
(compared to peer competitors)

Auto Insurance Study – placed 5th

Home Insurance Study – placed 7th

Investigate product sustainability  
assessment criteria

Developed a Sustainability Product  
Assessment Tool in partnership with  
The Natural Step Canada

Stakeholder engagement Staff engagement of 80% 80%

Advance advocacy plan by developing healthy 
living and climate change partnerships

Please see page 30 of our 2011  
Sustainability Report for a detailed  
discussion of our advocacy initiatives

Deliver IMPACT! Youth Conference for 
Sustainability Leadership

160 university and college students  
attended IMPACT! The Co-operators Youth  
Conference for Sustainability Leadership

* This is a 2014 target Achieved Exceeded target  Not achieved
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Since we began our formal sustainability journey in 2007, The Co-operators has come a long way. We’ve defined where we are headed; identified the 
ongoing steps to take toward greater sustainability as a Canadian co-operative, insurance company, employer, investor and community partner; and set 
goals for the results we hope to create. None of our achievements to date could have been made without the deep commitment and hard work of staff 
and agents across The Co-operators group of companies and among all of our stakeholders.

To measure stakeholder perceptions of our sustainability progress, we conduct an annual Stakeholder Sustainability survey. The following results are 
broken out according to stakeholder group. Percentages are the combined totals of those who responded “agree” or “strongly agree.”

The Co-operators acts in alignment with its Statement 
of Vision & Values and Sustainability Strategy.

 2011  2010  2009

It is important for The Co-operators to have a 
Sustainability Policy to guide business decisions.

 2011  2010  2009
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Our sustainability-focused product offerings include the following:

Socially Responsible Investments (SRI): We provide a range of SRI 
options for plan members who seek to invest their funds in ways that 
achieve both competitive financial returns and generate social returns 
as well. Social criteria upon which companies are evaluated include 
excellence in environmental management, positive labour practices, 
human rights, and the avoidance of tobacco, weapons, alcohol or  
nuclear power as major sources of revenue.

Solutions for the voluntary sector: The Co-operators recognizes and 
respects the unique challenges facing the volunteer/nonprofit sector,  
and its struggle to find accessible and affordable insurance coverage.  
Our Community Guard® solution provides insurance coverage to 
volunteer/nonprofits, while promising rate stability to assist with the 
planning and budgeting process.

Green policy endorsements: Our EnviroGuard,® insure2green® and 
Éco-Logik™ home policy endorsements allow clients to consider more 
environmentally friendly building and energy options. For an additional 
premium, these products give clients an additional coverage over the 
claim amount to restore with environmentally responsible options.  
For example, insure2green® covers the cost difference to upgrade to 
ENERGY STAR® guidelines for various home appliances and fixtures 
following a loss.

Green policy discount: Our Envirowise® discount offers a 10% savings  
for eligible Leadership in Energy and Environmental Design (LEED) 
certified dwellings.

Hybrid vehicle discount: To reward more sustainable vehicle choices, 
clients in Ontario, Quebec, Newfoundland/Labrador, Prince Edward 
Island, Nova Scotia, New Brunswick, Alberta, Yukon and Northwest 
Territories who drive hybrids are eligible for an automatic 5% discount  
on their auto insurance premium.

Offering solutions for the wind energy industry: The Sovereign General’s 
Windsurance® product has been tailored for the small to mid-size  
wind energy industry. From site preparation through grid hook up and 
beyond, our product provides comprehensive and continuous coverage. 
There is no longer the need to seek markets for construction coverage, 
operations or the production phase.

The Insurance Companies Act, Canada, as amended governs the  
activities of most of the insurance companies within The Co-operators 
group of companies.  This Act has specific statutory requirements  
related to acts or policies which the Board of Directors is required  
to establish or identify. One such requirement is the requirement to 
establish procedures to resolve conflict of interest, including techniques 
for the identification of potential conflict situations and for restricting  
the use of confidential information.

By motion of the Board as at November 13, 1992, the Board approved  
a “Conflict of Interest” policy to comply with the requirements of the 
Insurance Companies Act. Since that time a number of other policies 
have been adopted both by the Board and by the Company with respect 
to Conflict of Interest, a Code of Ethics and Director Conduct.

The Co-operators endorses business activity, premised on professional 
ethics, in a working environment free from real, perceived or potential 
conflicts of interest. Activity which compromises objective business 
decisions and/or results in inappropriate personal gain is prohibited.

A high standard of conduct is also expected with respect to the use  
and disclosure of information which is confidential to the company,  
to directors or employees of the company, to policyholders or to  
any other person whereby agreement or the operation of law the 
information is required to be maintained in a confidential manner.
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THE CO-OPERATORS GROUP LIMITED BOARD SUSTAINABILITY
COMMITTEE TERMS OF REFERENCE

CENTRAL PURPOSE:
The Sustainability Committee provides guidance and advice on 
sustainability issues to the Board of Directors and management of  
The Co-operators Group and its member companies  (“the Company”). 
It oversees the development and successful execution of the Company’s 
sustainability policy and strategies,  reporting regularly to the Board on 
progress achieved towards realizing the Company’s Sustainability Vision.

COMMITTEE STATUS:
1.  The Sustainability Committee is an ad hoc committee of the Board  

of Directors of The Co-operators Group Limited  (the “Board”).
2.  Formed in November 2007, the Committee will continue until it has 

accomplished its mandate, as set out in these Terms of Reference.

COMPOSITION AND APPOINTMENT:
1.  The Sustainability Committee is composed of four members of  

the Board.
2.  The Committee is elected at the first meeting of the Board held after 

the Annual General Meeting each year.  Casual vacancies are filled 
through election at the next regularly scheduled Board meeting.

ORGANIZATION AND PROCEDURES:
Chairperson
1.  The Sustainability Committee elects a chairperson from among  

its number at its first meeting following the Annual General Meeting.
Meetings
2. The Committee normally meets four times a year.
3.  Meetings are normally held in person, in conjunction with a  

regularly scheduled Board meeting, but may take place by  
telephone or video conference.

4.  Notice of each meeting is to be given to every member of  
the Committee not less than seven days before the meeting.  
With the unanimous consent of all members, the notice  
period may be shortened or waived.

5.  The agenda and supporting material for meetings are to be distributed 
to the Committee by e-mail three business days before the meeting.

6.  A simple majority of the Committee constitutes a quorum for holding 
meetings and transacting business.

Resources
7.  The Director, Sustainability and Corporate Citizenship provides 

management support to the Committee and attends all of its meetings.
8.  The Director or his or her designate records minutes of meetings and 

ensures their distribution to the full Board.
9.  The Director may invite other employees of the Company or other 

persons to attend meetings of the Committee, as appropriate.
10.  The Executive Vice-President, Member Relations and Corporate 

Services receives notice of and may attend all meetings.
11.  The Committee may retain such outside consultants and  

advisers, at Company expense, as it deems necessary in  
order to fulfill its duties.

12.  To keep abreast of current and emerging issues, the Committee will 
meet once a year with a sustainability expert.

Annual Work Plan
13.  The Committee adopts a work plan and annual schedule of activities 

at its first meeting after its election each year.
Reporting
14.  The Committee reports to the Board on its activities following  

each meeting.
15.  Once a year, the Committee delivers a report to the Board on the 

Company’s progress towards realizing its Sustainability Vision.

RESPONSIBILITIES:
1.  Stay abreast of broad sustainability risks and trends in the world,  

giving particular attention to the financial service sector and  
insurance industry.

2.  Develop, for the approval of the Board, a vision of the Company as 
a sustainable organization and a catalyst for a sustainable society 
(“Sustainability Vision”).

3.  Review and recommend to the Board Company-wide sustainability 
policies and strategies and monitor their execution.

4.  Monitor the alignment of Company plans and programs with the 
Company’s Sustainability Vision, policies and strategies.

5.  Ensure that sustainability risks are incorporated within and 
appropriately addressed in the Company’s enterprise risk management 
framework and processes.

6.  Regularly review the Company’s progress in achieving its sustainability 
plans and targets.

7.  Review and recommend to the Board a policy on sustainability 
reporting.

8.  Receive and give advice on the Company’s annual Public 
Accountability Statement and Sustainability Report.

9.  Monitor sustainability awareness on the part of the Company’s 
stakeholders, including its members, staff and customers, and discuss, 
as appropriate, how the Company might address their concerns and 
support their initiatives.

10.  Liaise, through the Director, Sustainability and Corporate Citizenship, 
with the staff Sustainability Steering Committee.

11.  Perform such other duties as are consistent with these Terms of 
Reference or as may be requested by the Board.

COMMITTEE GOVERNANCE:
1.  The Committee reviews these Terms of Reference each year, 

recommending changes as necessary to the Corporate  
Governance Committee, who will review and recommend  
them to the Board for approval.
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The following is a brief summary of the key responsibilities of the  
standing committees of the Board:

The Executive Committee provides guidance and advice to  
management in-between Board meetings, provides counsel on  
material issues prior to their submission to the Board and takes action 
in-between Board meetings on matters as required. The committee 
also serves as the compensation committee of the Board and provides 
oversight to the company’s succession planning and enterprise risk 
management functions.

The Audit Committee oversees the system of internal controls and 
financial reporting of the company. It has a liaison role between 
the auditors, Board and management. The committee ensures the 
independence of the auditors, reviewing their findings with respect to 
internal controls and accounting treatment and disclosure of company 
affairs. The committee also has a responsibility to review, evaluate and 
approve the procedures management puts in place to ensure appropriate 
internal controls.

The Conduct Review Committee has two principal responsibilities.  
The first is to review transactions with ‘related parties’ of the  
company in accordance with the requirements of the Insurance 
Companies Act (Canada). The second is to act more broadly as  
a committee to review the conduct of officers and directors with  
respect to the company, particularly regarding compliance with  
the code of ethics, the directors conduct policy, the corporate 
opportunities policy and conflicts of interest. To ensure independence  
and objectivity, the Chairperson of the Conduct Review Committee  
is not permitted to hold any other position on board committees.

The Corporate Governance Committee is the Board contact and 
monitoring committee for corporate governance issues. This committee 
reviews related programs and processes to enhance the company’s 
corporate governance policies and practices.

The Investment Policy Committee is responsible for reviewing the 
investment policies, assets and ongoing activities of the investment 
management of the company.

COMMITTEE MEMBERS

Executive Committee
Richard Lemoing (Chairperson)
John Lamb (1st Vice-Chairperson)
Alexandra Wilson (2nd Vice-Chairperson)
Daniel Burns
Wayne McLeod
Jack Wilkinson

Audit Committee
Paul Godin (Chairperson)
Janet Grantham
John Harvie
Rowland Kelly
Terry Otto

Conduct Review Committee
Dave Sitaram (Chairperson)
Paul Godin
Richard Lemoing

Corporate Governance Committee
Connie Doucette (Chairperson)
Karl Baumgardner
Alan Fisher
Réjean Laflamme
Sheena Lucas

Investment Policy Committee
Albert De Boer (Chairperson)
Denis Bourdeau
Denis Laverdière
Jim Laverick
André Perras
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ENGAGEMENT SCORES BY COMPANY Listed below is a three-year comparison of our staff engagement scores broken out by company.
Company 2011 2010 2009
Addenda Capital 67% 66% 62%
Co-operators General* 81% 80% 82%
Co-operators Life 77% 75% 79%
CUMIS 76% 72% N/A
The Sovereign General 78% 70% 74%
TIC 71% 73% 74%
L’UNION CANADIENNE 64% 66% 78%
Aggregate 80% 77% 80%
Best Employers Score (according to Aon Hewitt) 78% 78% 80%

 * Includes engagement scores from The Co-operators Group Limited and HB Group.

AVERAGE AGE OF WORKFORCE BY COMPANY
Company Average Age
Addenda Capital 43
Co-operators General 43
The Co-operators Group Limited 43
Co-operators Life 42
CUMIS 42
HB Group 39
The Sovereign General 45
TIC 40
L’UNION CANADIENNE 45
Average Age 42

AVERAGE YEARS OF SERVICE BY COMPANY
Company 2011 2010 2009
Addenda Capital 12 11 11
Co-operators General 13 12 12
The Co-operators Group Limited 8 7 7
Co-operators Life 11 13 10
CUMIS 10 10 N/A
HB Group 11 11 11
The Sovereign General 8 7 6
TIC 9 8 8
L’UNION CANADIENNE 6 6 5

WORKFORCE* BY PROVINCE AND GENDER
Province Male Female
Alberta 211 489
British Columbia 67 123
Manitoba 15 28
New Brunswick 39 239
Newfoundland and Labrador 12 42
Nova Scotia 20 43
Ontario 930 1,925
Prince Edward Island 2 19
Quebec 215 404
Saskatchewan 242 597

 *Includes full-time and part-time permanent and temporary staff.
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WOMEN IN MANAGEMENT
2011 2010 2009

Senior 
Mgmt

Middle 
Mgmt Supervisor Senior 

Mgmt
Middle 
Mgmt Supervisor Senior 

Mgmt
Middle 
Mgmt Supervisor

Addenda Capital 27% 39% 100% 27% 50% 100% 33% 40% 100%

Co-operators General 21% 58% 79% 15% 59% 76% 17% 61% 73%

The Co-operators Group Limited 42% 62% 0% 33% 62% 67% 39% 60% 100%

Co-operators Life 38% 48% 90% 42% 47% 86% 60% 57% 75%

CUMIS 38% 48% 53% 0% 54% 47% N/A N/A N/A

HB Group 0% 56% 77% 0% 56% 71% 0% 57% 68%

The Sovereign General 0% 41% 77% 0% 37% 77% 0% 39% 87%

TIC 17% 75% 89% 0% 52% 78% 50% 33% 78%

L’UNION CANADIENNE 18% 32% 65% 22% 43% 100% 13% 27% 68%

EMPLOYEE GENDER, AGE AND MINORITY STATUS

Senior Management Middle Management Supervisor All Other Employees

Gender Male 73.1% 45.9% 22.5% 29.5%

Female 26.9% 54.1% 77.5% 70.5%

Age

<30
0.0% 0.9% 4.1% 16.0%

Male: 0.0% Female: 0.0% Male: 0.2% Female: 0.7% Male: 2.3% Female: 1.8% Male: 5.8% Female: 10.2%

30–50
44.1% 65.5% 67.0% 57.7%

Male: 32.3% Female: 11.8% Male: 31.9% Female: 33.6% Male: 17.9% Female: 49.1% Male: 16.9% Female: 40.8%

>50
55.9% 33.6% 28.9% 26.3%

Male: 40.9% Female: 15.0% Male: 13.8% Female: 19.8% Male: 2.3% Female: 26.6% Male: 6.8% Female: 19.5%

Belong to  
a minority

Overall 4.3% 3.7% 10.1% 8.5%

Gender Male: 3.2% Female: 1.1% Male:  2.3% Female: 1.4% Male: 3.2% Female: 6.9% Male: 4.0% Female: 4.5%

BOARD OF DIRECTORS GENDER, AGE AND MINORITY STATUS

Gender
Male 81.8%

Female 18.2%

Belong to a Minority
Overall 4.5%

Gender Male: 4.5% Female: 0.0%

 All Board members are over 50 years of age.
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EMPLOYEE TURNOVER
Province Age Group Male Female

# % # %
BC <30 2 0.04% 7 0.14%

30–50 12 0.24% 20 0.40%
>50 6 0.12% 14 0.28%
Total 20 0.40% 41 0.82%

AB <30 13 0.26% 6 0.12%
30–50 20 0.40% 25 0.50%
>50 1 0.02% 6 0.12%
Total 34 0.68% 37 0.74%

MB <30 0 0.00% 0 0.00%
30–50 4 0.08% 1 0.02%
>50 0 0.00% 0 0.00%
Total 4 0.08% 1 0.02%

SK <30 5 0.10% 7 0.14%
30–50 5 0.10% 14 0.28%
>50 0 0.00% 10 0.20%
Total 10 0.20% 31 0.62%

ON <30 19 0.38% 18 0.36%
30–50 36 0.72% 59 1.18%
>50 3 0.06% 21 0.42%
Total 58 1.16% 98 1.96%

QC <30 1 0.02% 4 0.08%
30–50 10 0.20% 16 0.32%
>50 5 0.10% 4 0.08%
Total 16 0.32% 24 0.48%

NS <30 0 0.00% 0 0.00%
30–50 0 0.00% 2 0.04%
>50 1 0.02% 1 0.02%
Total 1 0.02% 3 0.06%

NB <30 0 0.00% 2 0.04%
30–50 1 0.02% 5 0.10%
>50 0 0.00% 2 0.04%
Total 1 0.02% 9 0.18%

NL <30 0 0.00% 0 0.00%
30–50 4 0.08% 1 0.02%
>50 1 0.02% 0 0.00%
Total 5 0.10% 1 0.02%

PE <30 0 0.00% 0 0.00%
30–50 0 0.00% 0 0.00%
>50 0 0.00% 0 0.00%
Total 0 0.00% 0 0.00%

Grand Total <30 40 0.80% 44 0.88%
30–50 92 1.83% 143 2.85%
>50 17 0.34% 58 1.16%
Total 149 2.97% 245 4.89%

NEW HIRES
Province Age Group Male Female

# % # %
BC <30 7 0.14% 5 0.10%

30–50 4 0.08% 3 0.06%
>50 1 0.02% 2 0.04%
Total 12 0.24% 10 0.20%

AB <30 12 0.24% 23 0.46%
30–50 13 0.26% 26 0.52%
>50 3 0.06% 4 0.08%
Total 28 0.56% 53 1.06%

MB <30 0 0.00% 1 0.02%
30–50 1 0.02% 2 0.04%
>50 0 0.00% 1 0.02%
Total 1 0.02% 4 0.08%

SK <30 5 0.10% 8 0.16%
30–50 14 0.28% 13 0.26%
>50 1 0.02% 4 0.08%
Total 20 0.40% 25 0.50%

ON <30 47 0.94% 62 1.24%
30–50 44 0.88% 76 1.51%
>50 14 0.28% 8 0.16%
Total 105 2.10% 146 2.91%

QC <30 8 0.16% 10 0.20%
30–50 17 0.34% 19 0.38%
>50 6 0.12% 7 0.14%
Total 31 0.62% 36 0.72%

NS <30 0 0.00% 0 0.00%
30–50 1 0.02% 1 0.02%
>50 0 0.00% 0 0.00%
Total 1 0.02% 1 0.02%

NB <30 1 0.02% 3 0.06%
30–50 3 0.06% 5 0.10%
>50 0 0.00% 1 0.02%
Total 4 0.08% 9 0.18%

NL <30 0 0.00% 1 0.02%
30–50 2 0.04% 0 0.00%
>50 0 0.00% 1 0.02%
Total 2 0.04% 2 0.04%

PE <30 0 0.00% 0 0.00%
30–50 1 0.02% 0 0.00%
>50 0 0.00% 0 0.00%
Total 1 0.02% 0 0.00%

Grand Total <30 80 1.59% 113 2.25%
30–50 100 1.99% 145 2.89%
>50 25 0.50% 28 0.56%
Total 205 4.09% 286 5.70%
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PERMANENT AND TEMPORARY WORKFORCE
Company Male Female Total
Addenda Capital

Permanent
 Full-time 47 51

105
 Part-time 1 6

Temporary
 Full-time 3 4

8
 Part-time 1 0

Co-operators General
Permanent

 Full-time 626 1,523
2,215

 Part-time 1 65

Temporary
 Full-time 119 372

546
 Part-time 16 39

The Co-operators Group Limited
Permanent

 Full-time 93 143
236

 Part-time 0 0

Temporary
 Full-time 2 6

11
 Part-time 2 1

Co-operators Life
Permanent

 Full-time 226 540
790

 Part-time 1 23

Temporary
 Full-time 8 19

33
 Part-time 4 2

CUMIS
Permanent

 Full-time 105 207
318

 Part-time 0 6

Temporary
 Full-time 4 2

6
 Part-time 0 0

HB Group
Permanent

 Full-time 163 307
482

 Part-time 0 12

Temporary
 Full-time 3 0

6
 Part-time 1 2

The Sovereign General
Permanent

 Full-time 88 158
263

 Part-time 2 15

Temporary
 Full-time 0 4

8
 Part-time 2 2

TIC
Permanent

 Full-time 85 126
220

 Part-time 1 8

Temporary
 Full-time 2 7

9
 Part-time 0 0

L’UNION CANADIENNE
Permanent

 Full-time 140 221
388

 Part-time 3 24

Temporary
 Full-time 4 10

18
 Part-time 0 4

All Companies
Permanent

 Full-time 1,573 3,276

 Part-time 9 159

Temporary
 Full-time 145 424
 Part-time 26 50

Total 1,753 3,909
Total Permanent Full-time and Part-time Employees 5,017
Total Temporary Full-time and Part-time Employees 645
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SUMMARY OF BENEFITS

Benefits
Flex time × × × × × × × ×

Paid personal days × × × × × × × × ×

Job sharing × × × × × ×

Flexible work options (i.e., from 
home, remotely, etc.) × × × × × × × ×

Scholarships × × × × × × ×

Health club on-site/negotiated health 
club rates × × × × × × × × ×

Phased-retirement × × × × ×

Relocation programs × × × × × × ×

Long-time service awards × × × × × × × × ×

Company share-purchase program × × × × × × × × ×

Staff discounts on insurance × × × × × × × ×

Public transit discount ×* ×* ×† × ×

Employee Assistance Program × × × × × × × × ×

Pension Plan‡ × × × × × × × × ×

Disability Benefits** × × × × × × × × ×

 * Applies only to staff in the Guelph locations. †Applies only to staff in the Regina locations. ‡A defined contribution plan that is mandatory after five  
years of employment. Two contribution schedules are available: employee 5% and employer 6.5%, or employee 6% and employer 7.5%. Available to 
temporary employees who meet eligibility requirements. **Not available to temporary employees.

EMPLOYEE ASSISTANCE PROGRAM USAGE*

2011 22%

2010 19%

2009 21%

 * Generally, participation rates over 15% are considered  
successful programs.

ASSISTANCE PROGRAMS (EMPLOYEE ASSISTANCE PROGRAM, 
SECOND OPINION CONSULT AND WELLNESS COMMITTEE)
Program 
Recipients

Education/
Training

Counselling Prevention/
Risk Control

Treatment

Workers Yes Yes Yes Yes
Workers’ 
Families Yes Yes Yes Yes

Community 
Members No No No No
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The Co-operators is committed to conducting its business in accordance 
with its Sustainability Policy. We recognize we have impact and influence 
upstream and downstream of our operations. To that end, our Sustainable 
Purchasing Policy guides the Sustainable Purchasing Programs developed 
to inform our buying decisions and signal our priorities to the marketplace, 
both through Claims and Corporate Purchasing.

In order to reduce our environmental footprint and become a catalyst for 
sustainability, The Co-operators seeks to do business with organizations 
that share our values and are similarly committed to reducing greenhouse 
gas emissions.

The Co-operators will:

>  Make purchasing decisions based on a balance between economic, 
social and environmental factors by ensuring that social and 
environmental criteria related to product and service attributes  
and supplier operations are regularly included in the evaluation  
of supplier bids and proposals

>  Seek to reduce the negative and enhance the positive environmental 
and social impacts of our spending

>  Seek to source from suppliers that are making a positive difference to 
society, including fair trade, co-operative, social enterprise and other 
social purpose businesses

>  Use eco-labels and other recognized sustainability certifications to 
define preferred or mandatory criteria related to particular products  
and services

>  Encourage suppliers to have a written sustainability policy,  
supply more environmentally-preferred and socially responsible 
products and services, and manage their operations in ways  
that foster sustainability

>  Maintain minimum performance standards for our suppliers through 
our Code of Conduct and work with those who are out of compliance 
to help them improve sustainability performance. Only as a last  
resort will we end supplier relationships that are not aligned with  
our values, preferring an approach characterized by engagement  
and continuous improvement.

>  Provide guidance and training to encourage staff involved in  
purchasing to adopt more sustainable practices to reduce  
costs and the negative environmental and social impact of  
goods and services we buy, while enhancing the positive  
sustainability impacts

>  Measure, monitor and report on both internal and supplier  
compliance with the Sustainable Purchasing Program

> Work with stakeholders to share experiences and adopt best practice
>  Communicate this Policy to our stakeholders and work towards  

full implementation
>  Commit to a process of continuous improvement, regular review  

and ongoing upgrading of the Sustainable Purchasing Program

The Co-operators Corporate Sustainable Purchasing Program is  
co-ordinated by the Manager of Sustainability and Corporate  
Citizenship through the Sustainable Purchasing Committee which  
reports to The Co-operators Sustainability Steering Committee.

AP-13 THE CO-OPERATORS

THE CO-OPERATORS GROUP OF COMPANIES 
SUSTAINABLE PURCHASING POLICY



NATURAL GAS

Total Purchased 51,694 GJ

ELECTRICITY PURCHASED FROM PROVINCIAL GRIDS2

Total Purchased 25,597,546 kWh 92,151 GJ

Primary Energy*

 Provincial Grid Non-renewable Sources 18,585,187 kWh 66,907 GJ

  Coal 8,373,918 kWh 30,146 GJ

  Refined Petroleum Products 347,758 kWh 1,252 GJ

  Natural Gas 3,111,975 kWh 11,203 GJ

  Nuclear 6,542,479 kWh 23,553 GJ

  Other 209,057 kWh 753 GJ

 Provincial Grid Renewable Sources 8,929,274 kWh 32,145 GJ

  Hydro 8,337,629 kWh 30,015 GJ

  Biomass 72,222 kWh 260 GJ

  Other Renewables 519,423 kWh 1,870 GJ

 * Total primary energy exceeds the total amount of purchased electricity due to transmission and distribution losses. Primary energy does not include 
the amount of energy lost in conversion as data was unavailable.

STEAM3

Total Purchased 1,464 GJ

Primary Energy†

 Non-renewable Sources

  Natural Gas 1,951 GJ

 † Total primary energy exceeds the amount of total purchased steam due to efficiency losses in converting natural gas to steam. We have conservatively 
estimated that natural gas is converted to steam with an efficiency of 75%.

 
2.  Source: Environment Canada. Greenhouse Gas Division, National Inventory Report 1990–2009 Part 3: Greenhouse Gas Sources and Sinks in Canada. 

(Ottawa: Environment Canada, 2011.), 45–55.
3.  Source: Office of Energy Efficiency, NRCan, Gigajoule and Energy Intensity calculator, http://oee.nrcan.gc.ca/commercial/technical-info/tools/gigajoule.

cfm?attr=20, accessed July 28, 2009.
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THREE YEAR REVIEW

(in millions of dollars, except return on shareholders’ equity) 2011 IFRS 2010 IFRS 2009 CGAAP*

Total Assets 11,587 11,184 10,531

Policyholder Liabilities 6,428 6,121 5,900

Shareholders’ Equity 1,654 1,571 1,426

Participating Policyholder Account 521 486 437

Non-controlling Interests 399 403 428

Total Equity 2,574 2,460 2,291

Property & Casualty Written Premium 2,431 2,412 2,223

Life Written Premium 802 819 594

Net Earned Premium 3,021 2,955 2,663

Net Investment Income 429 368 298

Policyholder Benefits and Adjustment Expenses 2,091 2,055 1,863

Net Income — attributable to shareholders 78 64 55

Return on Shareholders’ Equity 5.3% 4.6% 4.1%

 * 2009 Balance sheet data are IFRS compliant balances as at January 1, 2010, the remaining information is for the period ended December 31, 
2009 and is under CGAAP.
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2011 CONSOLIDATED TAX EXPENSES (IN $000 DOLLARS)

Income 
Tax1

Capital 
Tax

Premium 
Tax

Other 
Tax2

Federal 40,719 0 0 44,557

Provincial

Alberta 3,943 0 18,283 9,256

British Columbia 2,181 0 8,041 1,665

Manitoba 1,110 0 3,088 141

New Brunswick 572 0 2,395 1,694

Nfld. and Labrador 801 0 4,113 875

Nova Scotia 1,264 107 3,978 960

Ontario 15,043 0 38,595 20,369

Prince Edward Island 252 0 947 311

Quebec 2,022 0 12,198 3,376

Saskatchewan 1,089 0 5,304 271

Territories 136 0 451 10

Total Provincial 28,413 107 97,393 38,928

Total 69,132 107 97,393 83,485

Total Tax Expense Related to 2011 250,117
 1. Income tax amounts are estimates for 2011 as at February 16, 2012.
 2. Includes commodity, property & business, payroll and other miscellaneous taxes.

2010 CONSOLIDATED TAX EXPENSES (IN $000 DOLLARS)

Income 
Tax1

Capital 
Tax

Premium 
Tax

Other 
Tax2

Federal 54,308 0 0 39,088

Provincial

Alberta 5,161 0 17,506 7,450

British Columbia 2,620 0 8,487 450

Manitoba 938 82 3,296 104

New Brunswick 816 0 2,373 1,569

Nfld. and Labrador 919 0 3,960 807

Nova Scotia 1,477 107 4,023 902

Ontario 18,312 339 38,976 18,791

Prince Edward Island 355 0 988 287

Quebec 3,599 216 11,715 3,140

Saskatchewan 1,548 0 5,270 406

Territories 206 0 343 11

Total Provincial 35,951 744 96,937 33,919

Total 90,259 744 96,937 73,007

Total Tax Expense Related to 2010 260,947
 1. Income tax amounts are actuals for 2010.
 2. Includes commodity, property & business, payroll and other miscellaneous taxes.

2009 CONSOLIDATED TAX EXPENSES (IN $000 DOLLARS)

Income 
Tax1

Capital 
Tax

Premium 
Tax

Other 
Tax2

Federal 83,922 0 0 22,905

Provincial

Alberta 9,347 0 17,055 5,421

British Columbia 4,113 0 6,815 987

Manitoba 2,250 80 2,055 116

New Brunswick 1,792 0 2,230 1,473

Nfld. and Labrador 1,621 0 3,359 708

Nova Scotia 2,587 113 3,293 831

Ontario 26,277 438 35,498 24,967

Prince Edward Island 718 0 827 317

Quebec 3,504 441 10,182 3,571

Saskatchewan 3,129 0 4,116 788

Territories 337 0 500 12

Total Provincial 55,675 1,072 85,930 39,191

Total 139,597 1,072 85,930 62,096

Total Tax Expense Related to 2009 288,695
 1. Income tax amounts are actuals for 2009.
 2. Includes commodity, property & business, payroll and other miscellaneous taxes.
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When you are finished with this,  
please share it or recycle it.
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We are affiliated with the following organizations in relation to corporate responsibility:


