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While 2020 was a year like no other, it was a trans-
formative one for our Company, with our core values 
– Integrity First; People Make the Difference; 
Deliver a Better Customer Experience; and Evolve 
and Constantly Improve – continuing to guide our 
actions as we fulfill our responsibilities to our customers, 
investors, business partners, employees and the 
communities we serve. 

Though the year brought the unforeseen and the 
unexpected related to the pandemic, our mission and 
values, along with our business continuity and emer-
gency operations planning as a critical infrastructure 

provider, ensured stability 
of services, support and 
network performance for 
our customers while safe- 
guarding the health of our 
employees, customers and 
communities above all else.  

Our Company’s social 
responsibility and the role 
we play has never been 
more important than it is 
today. During the past year, 
we successfully responded 
to new challenges, and we 

continue to refine and improve our response to the 
challenges that continue to impact our communities.  

As a leading broadband and business communica-
tions provider across a 23-state service area, we are 
committed to building stronger communities and 
being a responsible neighbor in the communities 
where we work and live.  

Every day, we carry out this commitment by ensuring: 

• The highest standards of legal and ethical business 
   conduct in all business transactions.

• Our workplaces embrace diversity and inclusion.

• Compliance with legal requirements and ethical 
practices related to human rights.

• Workplaces are free from discrimination and 
harassment.

• The safeguarding of our customers’ privacy, data 
and personally identifiable information.

• A commitment to the communities we serve 
through continued volunteer efforts and the sharing 
of Company resources.

• Advocacy to lawmakers to build awareness of the 
needs of our customers and all stakeholders 
through political support and engagement

• The creation and provision of a safe, healthful and 
secure workplace

• Honest and fair business practices and utilizing 
vendors and suppliers who adhere to the same 
standards of legal and ethical business conduct,

• Operating a sustainable business with minimal 
impact on the planet and environment.

We are proud to serve our customers, investors, 
business partners, and communities as responsible 
corporate citizens and with respect for the Earth, its 
people and the environment. 

Our Company values and principles inspire us to be 
a good neighbor, deliver the most reliable services 
and products and connect people in all that we do, 
every day.

Bob Udell
President & CEO, Consolidated Communications

Letter from Bob Udell



About Consolidated
Communications

3  I  Consolidated Communications CSR • 2020

Consolidated Communications Holdings, Inc. (Nasdaq: 
CNSL) is a top 10 fiber provider in the U.S., and a leading 
broadband and business communications provider, offering 
a range of flexible services that meet consumer, commer-
cial and carrier customers’ evolving needs across rural and 
metro communities within a 23-state service area.  

Leveraging an advanced fiber network spanning 46,600+ 
fiber route miles, Consolidated Communications’ numer-
ous communications solutions include high-speed 
Internet, data, voice, security, managed services, cloud 
services and wholesale carrier solutions.

We pride ourselves on our reliability, exceptional service 
and delivering a better experience by listening, evolving 
and innovating to meet and exceed our customers’ 
expectations. We are also deeply committed to building 
stronger communities through employee volunteerism and 
our community giving programs.

From our first connection over 125 years ago, Consolidat-
ed is dedicated to turning technology into solutions, 
connecting people; and enriching how they live and work. 
And, with a rich history and track record of stability and 
innovation, we are here today and tomorrow as a trusted, 
long-term provider.
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• Top 10 U.S. fiber provider with 46,600+ fiber route miles

• $1.5 million 2020 local community investment

• $217 million in broadband infrastructure investments in past year 

• 37 years of hosting the Special Olympics Family Festival

• Company Values: Integrity First; People Make the Difference; 
• Deliver a Better Customer Experience; and Evolve and Constantly Improve



Business Practices & Ethics
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At Consolidated Communications, we’re committed to the 
highest standards of legal and ethical business conduct. 
Our Code of Business Conduct and Ethics (available at 
consolidated.com/ethics) summarizes the legal, ethical 
and regulatory standards we follow and is a reminder to 
our directors, officers, employees and vendors of our 
obligation to uphold this commitment.  

We have built our business based on excellence and quality 
in services and products. Our employees and representatives 
adhere to the highest standards of honesty, ethics and 
fairness in their business dealings, contributing to a culture 
of compliance and accountability.

We place the highest value on the integrity of our directors, 
officers and employees and demand the same level of 
integrity in all business transactions. We insist on ethical 
dealings with others and on the swift, transparent handling 
of actual or apparent conflicts of interest within personal 
and professional relationships.

Directors, officers and employees are required to deal 
honestly and fairly with our customers, collaborators, 
competitors and third parties in all interactions. In our 
dealings with customers and suppliers, we prohibit making 
or receiving bribes, kickbacks or any other improper payment, 
direct or indirect, to any representative of government, 
labor union, customer or supplier in order to obtain a 
contract, commercial benefit or government action.

When an ethical issue or concern needs to be addressed 
with a supervisor, we respond quickly and have built an 
environment where difficult discussions can take place and 
questions may be asked without the fear of retribution or 
retaliation. Information on reporting and access for anyone 
who wishes to report a suspected violation are clearly 
defined and available to all stakeholders.

If it is determined that our Code of Business Conduct and 
Ethics was violated, Consolidated Communications will 
take the necessary corrective action to   
address and to correct the violation.

https://www.consolidated.com/about-us/social-responsibility/business-practices-ethics


Human & Labor Rights
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Consolidated Communications believes it is critical to 
promote and protect human rights in all communities we 
serve, and in our relationships with our employees and 
vendors. As a long-standing employer and business 
partner, we strive to foster a work culture that respects 
fundamental human rights and ensures that our business 

practices in no way contribute to human rights abuses. 
Consistent with these goals, we have established a Human 
and Labor Rights Policy (available at consolidated.com/ 
laborpolicy) to create awareness and establish expectations 
related to legal requirements, ethical practices and human 
rights. 

https://www.consolidated.com/about-us/social-responsibility/human-labor-rights


Human & Labor Rights (Continued)
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Affirmative Action/
Equal Opportunity Employment
Consolidated Communications has been and will continue 
to be an equal opportunity employer. We strive to maintain 
workplaces that are free from any type of discrimination or 
harassment by recruiting, hiring, assigning and promoting 
without regard to race, ethnicity, color, religion, sex, sexual 
orientation, gender identity, age, national origin, disability 
or any other factor prohibited by law. Consolidated 
Communications will reasonably accommodate qualified 
applicants with covered disabilities who can perform the 
essential functions of the job with or without reasonable 
accommodations.

Diversity & Inclusion
At Consolidated Communications, we seek high-quality 
employees of all backgrounds and experiences. We believe 
diversity of backgrounds contributes to different ideas, 
which in turn drives better results for our customers 
and our shareholders. We respect differences and 
diversity as qualities that enhance our efforts as a 
team and believe embracing diversity and a 
culture of inclusion makes Consolidated 
Communications a better Company. In 
accordance with these core values, Consoli-
dated Communications is committed to 
pursuing diversity in the workplace and 
in our leadership team. 

Consolidated is an Equal Opportunity, Affirmative Action, 
Disabled and Veteran Friendly Employer. All employees 
are required to complete annual harassment prevention 
and diversity trainings online as part of their safety and 
professional development coursework, but we know we 
must expand our efforts beyond compliance.  

In 2020, Consolidated launched a renewed internal 
diversity, equity and inclusion initiative. Executives and 
company leaders began developing a plan around diversity 
and inclusion (D&I) training and leadership coaching and 
are aiming to establish a D&I Steering Committee and 
goals around our ongoing work in 2021. 

We strive to create a work environment that provides all 
employees equal access to information, equitable opportu-
nities and ongoing career development and are continuing 
to advance in our diversity journey. We frequently seek out 
employee feedback through formal surveys and informally 
through participation in annual employee meetings, 
quarterly employee town halls, webcasts, and always-on 
Q&A forms on our intranet.



Safe & Healthy Workplace

We prohibit unlawful discrimination and 
protect against behavior that creates an 
offensive, hostile, or intimidating work 
environment. We work to create a safe, 
healthy and secure workplace where 
employees are able to do their jobs without 
fear of harassment or discrimination based 
on race, ethnicity, color, religion, sex, age, 
national origin, disability, sexual orientation or 
any other factor prohibited by law or which 
violates our workplace policies or procedures. 
Physical harm or threats, direct or implied, and 
illegal acts of harassment, including sexual 
harassment, are a violation of the Consolidated 
Communications Code of Conduct and are not 
tolerated.

Safety is also a top priority at Consolidated 
Communications as demonstrated in our Safety 
Policy Statement. We have a strong, ongoing 
commitment to providing a safe and healthful 
workplace and to ensure employees are properly 
trained and have appropriate safety and emergency 
equipment. We provide employees with quarterly, 
online general environmental health and safety training, 
harassment training and relevant job-related, instructor-led 
trainings on hazards they may experience. In 2020, 
employees completed a total of over 30,000 safety and 
human resource compliance training modules.

A focused effort on eliminating accidents and injuries, in 
conjunction with a heightened awareness for Safety due to 
COVID-19, resulted in a 56 percent decrease in workers 
compensation claims in 2020 compared to the year before.

Staying Safe & Connected: 
COVID-19
At Consolidated, we are fortunate to have pandemics 
included as part of our Emergency Operations Plan and 
preparedness trainings. Using this plan as our guide, and 
following the guidance of government, state and local 
officials and organizations, our Business Continuity Team 
ensured the appropriate business response related to 
network reliability, safety, security and communications. 

At the onset of the COVID-19 pandemic, we took proac-
tive and immediate measures to keep our employees 
safe. This included implementing protections for our 
customers and employees deemed as “essential” on the 
front line as well as transitioning 90 percent of our office 
employees to remote work. Employees with job require-
ments that could not be performed remotely, were safely 
set up in company environments with increased social 

distancing and enhanced cleaning.  Field employees were 
provided with all required personal protective equipment, 
including face coverings and hand sanitizer.

We also implemented a comprehensive, multi-channel 
communications plan to proactively inform and update our 
teams. This included a dedicated Intranet portal with 
information on updated policies, active cases, employee 
communications, external resources and more. An internal 
email and phone number were also set up for employees 
to report any concerns or issues.

A COVID-19 Support landing page on our external website 
provided customers with updates on the company’s 
preparedness, pandemic response and targeted business 
solutions.

We continued to provide on-site support to our customers, 
unless circumstances or events prohibited us from doing 
so, and adhered to all customer restrictions, limitations or 
policies. When presented with a safety concern related to 
COVID-19, Consolidated Communications employees had 
the option to postpone or reschedule an appointment and 
provided customers with temporary, customized solutions 
to fit their needs. 

The Company’s COVID-19 response efforts won a Silver 
Stevie Award in the Great Employers competition.

Across the country, many generous employees made 
reusable, fabric face masks to boost the supply of personal 
protective equipment (PPE) available to their co-workers in 
the field. 
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SAFETY IS OUR #1 PRIORITY

Employees are the cornerstone of our success. Consolidated Communications is 

committed to providing a healthy, safe and productive work environment for all 

employees and customers. As we strive to fulfill our mission to turn technology into 

solutions, connecting people and enriching how our customers work and live, our 

employees’ commitments and positive attitudes toward safety and safe practices at 

work and at home is integral to our success. 

An effective safety culture prospers with personal accountability, collaboration and by 

embracing innovative ideas. These practices complement our core values of “Integrity 

First” and “Evolving and Constantly Improving.”  

The work of the Safety & Risk Management Department ensures all employees are 

educated on emergency procedures so at the time of an emergency all employees    

will be able to respond without hesitation or undue stress.

We believe that extending safe, responsible work habits into the communities we    

serve help to make them better places to live and work. And a sincere commitment     

to safety at all levels of the Company will support our vision to be the preferred    

choice for communication solutions. 

https://www.consolidated.com/about-us/news/article-detail/id/752/consolidated-communications-wins-silver-stevie-award-for-covid-19-response


Corporate Philanthropy
& Volunteerism 
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For more than 125 years, we have forged a strong legacy 
and tradition of philanthropy and volunteerism within the 
communities we serve. We believe engaging in and 
supporting the community improves the quality of life and 
creates a more vibrant place to live and work.  

Investments in the 
Communities We Serve
Last year, Consolidated Communications invested more 
than $1.5 million in the communities we serve through 
our company giving programs, educational grant program, 
Foundation grants, economic development initiatives, 
community events and sponsorships.

Community Volunteerism
We believe contributions of time are just as important as 
financial gifts and are proud to support employees who 
dedicate their time to serving the community. Every year, 
the Company recognizes those distinguished employees 
who are committed to corporate stewardship and supporting 
the communities we serve with Community Service Awards.

In 2020, our employees 
reported thousands of 
volunteer hours, despite 
the limitations of the 
COVID-19 pandemic for individuals and community organi- 
zations, in support of important initiatives and groups.   

Local Community COVID-19 Relief
With many unemployed as businesses closed and schools 
curtailed feeding programs due to the coronavirus, and 
seeing the significantly increased demand on food banks 
and food pantries, Consolidated Communications made 
contributions totaling $75,000 to organizations in our 
service area that provide nutritious food and meals to 
those in need.

In addition, to keep students learning during the pandemic, 
we helped schools across our service area by increasing 
their bandwidth to boost hot spots and partnering with them 
to ensure low-income families had access to the Internet. 



Corporate Philanthropy & Volunteerism 

Minnesota Community Fund
Over the past 50 years, the Consolidated Communications 
Community Fund has given more than $6 million to non- 
profit organizations throughout southern Minnesota. The 
community-fund is a donor-advised fund, administered by 
the Mankato Area Foundation. An advisory board comprised 
of local Consolidated Communications employees directs 
grants and gifts from the Community Fund. 

Community Fund grants support critical community needs 
such as hunger and homelessness and provide scholarships 
and funding for technology-focused educational programs. 
In 2020, 20 non-profit organizations received grants 
totaling $141,000 from the Fund.  

California & Kansas CCI Foundation
The California and Kansas chapters of the Foundation have 
given over $5.5 million to communities through local non- 
profits and organizations serving those in need and 
creating more vibrant communities. 

Each year, the Foundation is funded through the generosity 
of employees who voluntarily make payroll contributions 
and with a company gift. The Kansas chapter provided 
support to 44 organizations serving Greater Kansas City in 
2020 with a focus on cultural and educational services 
and physical and mental health services.

 

In California, the Foundation focuses on supporting organi- 
zations addressing hunger and homelessness, health, and 
children and families. In 2020, 86 local nonprofits 
received funding. 

Consolidated Communications is proud to support programs 
and organizations that address essential and critical 
community needs and key community and educational 
initiatives, improving the quality of life for our friends and 
neighbors.

Investing In Broadband:
Bridging the Rural Digital Divide 
Broadband is essential for economic opportunity, job 
creation, education and civic engagement, and Consolidated 
Communications is actively working to expand rural 
broadband. Partnering with public and private entities, in 
2020 we invested $217 million to deliver better broadband 
services to unserved or underserved people in rural 
communities throughout our service areas.

Special Olympics 
Family Festival 

Every year since 1984 on the third Saturday in September, 
Consolidated Communications employees, family members 
and community volunteers host the Special Olympics 
Family Festival (SOFF) in Mattoon, Ill., for Illinois Special 
Olympian Athletes from east central Illinois. The daylong 
event, planned throughout the year by a committee made 
up of Consolidated employees and business and community 
leaders, is filled with non-competitive games and activities 
in a carnival-like atmosphere. 

SOFF began as another way for co-founder and former 
Consolidated Communications founding Board Director 
and Chairman Richard A. Lumpkin to engage Consolidated 
Communications employees in the community and 
included a few hundred athletes and volunteers. 

It has grown and evolved, but the focus on inclusion, 
friendship and having fun remains. Today, Special Olympics 
International calls it the “biggest event of its kind in the 
world” with more than 600 Special Olympian Athletes and 
1,200 volunteers. 

In 2020, to ensure the health and safety of SOFF athletes 
and volunteers during the coronavirus pandemic, we 
recreated the event in a safe, virtual environment that 
allowed the athletes to still come together and included 
many of the games, activities and performances participants 
have grown to love delivered in an online format. More 
information is available at consolidated.com/SOFF. 
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https://www.consolidated.com/about-us/community-matters/special-olympics-family-festival


Our Environmental 
Commitment
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At Consolidated Communications, we are committed to 
the natural environment that surrounds us and we know 
our actions have direct and indirect impacts on our local, 
regional and global footprint. 

We stand firmly behind our Environmental Responsibility 
Statement demonstrated through a number of actions and 
initiatives, including ensuring our 1,600+ buildings and 
facilities are in compliance with federal, state and local 
environmental regulations and laws, and continuously 
evaluating how we can operate our business more 
sustainably to minimize the impact on the Earth and 
environment. 

The pivot to remote work allowed us to evaluate our 
physical footprint and reassess our office and space needs. 
Initiated as a preventative measure resulting from the 
COVID-19 pandemic, the transition resulted in important 
reductions in energy consumption, waste, and supply 

usage, which are critical to our ongoing sustainability 
efforts and will continue for the foreseeable future.

Overall, our environmental objectives help us operate our 
business in a more sustainable manner and are as follows:

• Minimize Waste – We continue to find sensible ways to 
minimize waste in our offices and facilities. Through the 
proper disposal of old computers and office technology 
products, to the recycling of cardboard, paper, electron-
ics, glass, plastic, aluminum and other items at our 
primary offices and larger employee locations, Consoli-
dated Communications believes in the importance of 
recycling.  

Out in the field, all wire and equipment is processed and 
sorted for shipment to approved recyclers.  

Recognizing the effect waste can have on the communi-
ties we serve, we provide consumer education on the 

importance of recycling phone directories, offer recycle 
bins and promote local recycling events.  

Consolidated Communications phone directories are 
printed on recycled paper and include an option for 
customers to opt-out of receiving future directories, 
further reducing their environmental impact. Customers 
also have the option to enroll in paperless billing, which 
we promote continuously.

Employees receive their pay checks via direct deposit and 
Form W-2s electronically as another way to reduce waste. 
In addition, they’re provided with company information, 
including handbooks, policies and personnel files, 
electronically. They are also encouraged to share informa-
tion electronically, significantly reducing paper consump-
tion and paper waste.

We comply with all state, federal and local laws related to 
hazardous waste. When necessary, we hire certified and 
compliant waste disposal companies to dispose of 
materials in a safe and environmentally-friendly manner.

• Energy Conservation and Efficiency – Our investments 
in energy conservation and efficiency reflect our commit-
ment to reducing the impacts our energy use has on the 
environment. In our buildings and facilities, limited 
employee presence allows for a significant reduction in 
our heating, cooling and energy needs. However, 
additional important steps have been taken to reduce our 
energy consumption, including updating boilers and 
HVAC systems with high-efficiency units; adding 
motion-sensitive and/or LED lighting in several offices 
so lights stay on only if employees are present, and 
employing active-monitoring of our heating and 
cooling facilities to adjust to changes in ambient 
temperature and humidity.  

Consolidated Communications also purchases 
Renewable Energy Credits, when possible, to 
utilize renewable sources for our electricity.

In an effort to reduce transportation and fuel-relat-
ed emissions, Consolidated Communications 
encourages employees to work remotely, when 
possible, and to limit air and work-related automobile 
travel. Instead, the use of technology solutions, such as 
video or phone conferencing, are recommended. When 
travel is necessary, employees are encouraged to use 
surface-based options, including the use of low-emission 
and flex-fuel fleet vehicles and are reminded to not idle 
vehicles to reduce air pollution and gas usage.

• Low- and Reduced-Energy Products and Services – 
Through the utilization of Voice over Internet Protocol 
(VoIP), the need for travel by business customers is 
reduced as the service allows for effective and productive 
telecommuting options.

Additionally, the need for traditional cable set-top boxes 
that contribute to carbon emissions and energy use is 
reduced through Consolidated Communications’ stream-
ing video strategy.

• Environmentally Conscious Suppliers and Partners – 
By working with business partners who also embrace 
green initiatives and the conservation of natural resourc-
es, we are able to continuously ensure sustainability from 
within our supply chains. We strive to balance environ-
mental and fiscal responsibilities when making purchas-
ing decisions.

Environmental Awareness and Education - By educating 
our employees and customers on environmental issues, 
our sustainability initiatives and providing them with 
information on how they can put environmentally-friendly 
practices in place at home and work, we are able to 
establish and maintain a culture of awareness and action. 



Corporate Philanthropy & Volunteerism 
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The safeguarding of our customers’ personal information is 
of the highest importance to Consolidated Communications. 
We do not sell, rent or disclose personally identifiable 
information to any third party for any reason that is not 
directly related to providing products and services except 
as required by applicable law or unless our privacy policy 
specifically permits it.

Occasionally, we will use personally identifiable information 
to offer a customer new products and services but 
customers have the ability to opt out at any time. 

As a data privacy champion, Consolidated Communications 
provides ongoing consumer education on how to protect 
their personal data and, more broadly, how to keep 
themselves and their families safe online. Consolidated 
recognizes and supports the principle that all organizations 
share the responsibility of being conscientious stewards of 
personal information and has undertaken significant efforts 
to educate our customers, employees and communities 
on safe online practices. Consolidated maintains and 
regularly updates actionable tips on online safety and data 
privacy practices at consolidated.com/staysafeonline.

More information on our Customer Privacy Policy is 
available at consolidated.com/privacy.

Internally, Consolidated Communications employees are 
kept abreast of the latest cybersecurity risks and threats and 
are regularly provided with educational content and informa-
tion to minimize risks to our network and business systems.

Political Support 
& Engagement
Rapid changes in policy require Consolidated Communica-
tions to assert its voice to continually inform and educate 
lawmakers on issues affecting all stakeholders and, most 
importantly, the needs of our customers. While we are 
members of various trade organizations that advocate on 
our behalf, at times our position on an issue may differ 
from that of other members.

As such, our Political Action Committees (PACs) allow us 
to more effectively reach policy makers at the federal and 
state levels to share our stories, voice our opinions and 
advocate for our customers on important issues. Voluntary 
contributions by employees are made in accordance with 
all applicable state and federal laws and are a meaningful 
way for Consolidated Communications employees          
to engage in the political process.

Privacy & Data Security

https://www.consolidated.com/support/alerts/stay-safe-online/staysafeonline
https://www.consolidated.com/support/terms-policies/privacy-policy
https://staysafeonline.org/data-privacy-day/all-champions/


Vendors & Suppliers
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Consolidated Communications is committed to doing 
business with suppliers and vendors that positively influence 
our strategic and operational goals as outlined in our Vendor 
Code of Conduct (available at consolidated.com/ 
vendorpolicy). Notwithstanding compliance with all 
applicable laws and regulations, vendors must also provide 
high-quality goods and services, exceptional customer 
service and competitive pricing. 

Lifeline Program
Consolidated Communications offers a Lifeline Program for 
eligible low-income residential subscribers at their primary 
residence. The FCC’s Lifeline Program allows eligible 
subscribers to apply a monthly discount to a voice service 
or qualifying Internet service. Services and availability vary 
by state, and in some states, an additional monthly voice 
discount may also be available. For eligibility in your area, 
please visit consolidated.com/lifeline.

Eligible subscribers who apply the Lifeline Program discount 
to their CCI voice service may also qualify for free toll 
blocking to help control long distance usage. 

More information on the Lifeline Program can                  
be found at usac.org/lifeline.

https://www.consolidated.com/about-us/social-responsibility/vendors-suppliers/vendor-code-of-conduct
https://www.consolidated.com/support/residential-support/lifeline-assistance-programs
https://www.usac.org/lifeline/
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