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CEO’S MESSAGE

CEO’S MESSAGE

Sustainability is a term that often means different
things to different people. At Unitil, an electric and
natural gas utility company in northern New England,
our mission is to safely and reliably deliver energy for
life, and provide our customers with affordable and
sustainable energy solutions. Our business is shifting
to one of increased customer engagement and
empowerment, even as we strengthen our
commitment to reliable, affordable and cleaner
energy. Sustainability is a way of defining and
executing our business strategies in alignment with
the economic, environmental and social expectations
of our customers and communities to create
long-term value for our shareholders and
other stakeholders.

to the development of tomorrow’s workforce. Our partnerships with the United Way, the Shoals
Marine Lab and the American Red Cross, combined with the tremendous volunteerism of our
employees, positions our Company as a corporate force for good. Our employees believe we are a
good corporate citizen and care about our communities; an equal number say they are proud to
work for Unitil.
With this, our inaugural report on Corporate Sustainability, we share our vision for sustainability as
well as the values that are ingrained in all of our business practices. I’m proud of the path we are
forging at Unitil and believe our shareholders will be equally pleased with their investment in a
progressive and successful Company.

Tom Meissner
Chairman of the Board, CEO and President

We believe that financial success, environmental stewardship and social
responsibility are all hallmarks of a healthy, thriving business.
Our approach to corporate sustainability reflects a broad set of objectives including superior customer
service, affordable rates, service to our communities, environmental stewardship, a steadfast
commitment to safety and the growth and well-being of our employees. We constantly search for
better ways to serve our customers through the implementation of new technologies and best
practices, and through pursuit of operational excellence. We are committed to the modernization of our
infrastructure to meet the highest standards for safety, reliability and resiliency while also adapting to a
changing energy mix driven by technological advancements and clean energy objectives. Our vision is to
transform the way people meet their evolving energy needs to create a clean and sustainable future for
us all.
Our commitment to deliver energy for life extends beyond our infrastructure and operational
practices. Day in and day out our employees help businesses enhance their competitive position
through investments in energy efficiency, conversions to natural gas and advocacy of policies that
create a favorable businesses climate for all. Our support of STEM education, including classroom
curricula on electricity and magnetism, as well as scholarships to well-rounded students, contributes
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Lead Independent Director
Audit Committee Chair

OUR VISION

We recognize that many of our investors are
increasingly evaluating corporate sustainability as
an important element of their investment decisions,
believing that growth and prosperity go hand in hand
with environmental stewardship and social
responsibility. Embedding sustainability into our
business strategies and using it as a lens to guide the
direction of the Company is essential to achieving
our long-term operational and financial goals within
a changing environmental and social landscape. The
Board is committed to continued focus on our mission,
vision, values and goals, and to managing the critical
success factors outlined in our strategic plan.
We believe this focus will ensure ongoing profitability
and long-lasting growth for the benefit of our
customers, employees, investors and all stakeholders.
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Our Vision is to transform the way people meet their evolving energy
needs to create a clean and sustainable future.

Our Mission is to safely and reliably deliver energy for life and provide
our customers with affordable and sustainable energy solutions.
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Long-term value creation is the
foundation of the Board’s goals for the
sustainability of Unitil.
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Michael B. Green

OUR VISION, MISSION & VALUES
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OUR VALUES
Unitil’s RISE Values are organized into four categories: Respect, Integrity, Stewardship and Excellence.
Together, these value categories are central to assuring Customer Experience, Employee Engagement
and our Corporate Responsibilities support our vision and mission.

Integrity

Transparency
Accountability
Ethical Pracces

Stewardship
Community
Sustainability
Social Responsibility

Respect

Excellence

Open Communicaons
Diversity & Inclusion
Empowerment

Commitment
Achievement
Collaboraon

CUSTOMER
EXPERIENCE
EMPLOYEE
ENGAGEMENT
CORPORATE
RESPONSIBILITY
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SUSTAINABILITY AT UNITIL

OUR SUSTAINABILITY PRACTICES & PRIORITIES

HOW WE DEFINE SUSTAINABILITY
Simply put, sustainability refers to the Company’s ability to achieve its mission and create value over
the long term. It begins with our people, whose growth and development are crucial to our continued
success. Sustainability also implicitly recognizes that our business strategies must be aligned with the
economic, social and environmental priorities of the communities we serve if we are to sustain our
growth and achieve long-term financial success. Our commitment to sustainable practices includes a
responsibility to the environment as we work to expand clean energy choices for our customers, while
also ensuring a reliable and affordable energy supply. Sustainability requires engagement at all levels
of the Company in order to ensure long-term value creation benefiting our customers, employees,
shareholders and all stakeholders.

As part of our strategic planning process, Unitil has identified areas that will be central to all
utilities as the transition to a sustainable future continues. By looking closely at each of these areas,
we’ve identified practices and priorities which demonstrate our commitment to sustainability in
support of our stakeholders while simultaneously showcasing our corporate culture in action:

Unitil’s Solarway, Fitchburg, MA

OUR APPROACH TO SUSTAINABILITY
True sustainability requires a holistic approach. Unitil’s leadership integrates our beliefs in Respect,
Integrity, Stewardship and Excellence (RISE) into our strategic planning. Our values state clearly
that sustainability is a key, central concept, meaning that all environmental, social and governance
initiatives are firmly rooted in Company culture. This top-to-bottom emphasis on the very nature of
sustainability ensures long-term benefits and value creation for employees, our customers
and our corporate responsibilities to both our investors and society at large.
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CUSTOMER ENGAGEMENT
& COMMUNITIES

COMMUNITY RELATIONS & CHARITABLE GIVING

We have a responsibility to put the customer first and to
be a vital part of the communities where we operate.

Unitil believes in providing opportunities to the people in our communities. Through corporate
donations and sponsorships, including core partnerships with the United Way and the American Red
Cross and employee volunteering opportunities, Unitil is committed to making the communities we
serve in northern New England the best they can be and to serving as a corporate force for good.

ENERGY AFFORDABILITY
Affordable service means valuable service. Unitil strives to deliver value to customers so they
can meet their energy needs, including powering homes and businesses and meeting personal
environmental goals, without unnecessary expense. We understand the value of programs designed
to help customers better afford energy through efficiency and third-party assistance, and we work to
promote these programs and help educate customers on these opportunities.

ECONOMIC DEVELOPMENT
Unitil’s business thrives when the businesses we serve thrive. Unitil is committed to supporting
economic development throughout northern New England by partnering with business leaders to find
innovative solutions to their energy needs. We work with businesses to find competitive advantages
through conversion to natural gas, expansion into additional communities or greater overall energy
efficiency, and we work with our regulators to make sure sound energy policy decisions create a
favorable business environment for all.

188,300
Total Customers

SUPERIOR CUSTOMER SERVICE
Quality customer service is a foundational component central to Unitil’s vision, mission and values.
Energy delivery, service calls, field work, interactions with the contact center, billing, online
experience, community involvement, thought leadership, customer advocacy and visibility as an
integral regional business leader, are all part of the customer’s experience. We offer assistance
programs to customers with financial hardships and work to raise awareness of third-party programs
as well as the value of energy efficiency. By bringing our central values of respect, integrity,
stewardship and excellence to all of the above endeavors, we will not only meet our customer’s
expectations for service, we will exceed them.

79

Communities Served in Three States

Unitil at the United Way’s Day of Caring, 2018
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SAFETY & RELIABILITY

INTEGRITY OF GAS DELIVERY INFRASTRUCTURE

Safety is in our DNA at Unitil; we work to make sure we
deliver safe and reliable service to our customers.

Ensuring safety is an important foundational element to our energy services because it is about
customer expectations and trust. We deliver energy directly into homes and businesses and customers
trust and rely upon us to deliver it safely and to protect customers, employees and the environment
from harm. Through aggressive integrity management, ahead-of-schedule pipe replacement and the
use of innovative location technologies, we make sure our system is both modernized and safe.

EMERGENCY PREPAREDNESS
Unitil strives to be a premiere emergency response organization, and recognizes the important role
we serve in the wake of severe storms or other natural disasters. Unitil’s responsibility to the
communities it serves is to prepare for and then work closely with both first responders and our
industry peers to preserve continuity for the general public when the worst occurs. Our philosophy of
continuous improvement assures that we learn from events around us and integrate their lessons into
our own plans, so our customers benefit.

DATA PRIVACY & CYBER SECURITY
Trust is a central component to our RISE values, therefore it is important that our customers trust that
the information they share with us digitally is secure. Unitil employs a robust tool set to combat
cybercrimes, both in terms of data protection and customer information security. All employees with
access to personal information are trained on how to protect that information and all employees are
taught how to identify and report cyber security attacks.

500+

Employees with Emergency Storm Roles

GRID RESILIENCY
Through proper design and construction, the Company ensures the reliable delivery of energy to our
customers through a system which withstands major disruptions and recovers within acceptable
time-frames. System reliability and resiliency are central to our operations and are what our
customers want and expect. With the increasing potential for more frequent damaging storms
affecting where we live, we recognize the need for a resilient system will only increase. We implement
approaches which minimize storm impacts on our customers and the length of restorations.
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74%

Reduction in Tree-Related Outages
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PEOPLE

EMPLOYEE DEVELOPMENT & ENGAGEMENT

What makes Unitil special is the people who make up its
workforce. Finding and retaining quality, highly motivated
employees ensures Company culture continues to thrive
and the Company mission is successful.

Employees who feel integral to the overall health and wellbeing of a company are more productive,
loyal and willing to go the extra mile in service to the customer and to fulfill the Company’s overall
strategic goals. Strong engagement practices help foster greater employee retention and are the
foundation of our culture. Unitil is committed to giving its employees the opportunity to grow as
professionals and succeed in their endeavors in the workplace, as volunteers within the community and
in their post-work retirement goals. We provide employees with a compensation and benefits package
that includes comprehensive health insurance, a competitive retirement plan, and a variety of paid
leave options.

DIVERSITY & INCLUSION
Unitil is committed to maintaining an inclusive, respectful and diverse workplace that rewards
performance and encourages employee engagement. Employees take responsibility for results and are
committed to diversity and to continual improvement, and we conduct surveys to assess the health of
our organization’s culture and help guide us along the way.

WORKPLACE SAFETY
Keeping our employees safe while they are on the job is our highest priority. We promote wellness
and healthy choices while in the office, and through regular training, monitoring and the use of proper
equipment, we make sure our staff has a healthy and productive work environment every day.

SUSTAINABLE WORKPLACE
While actively promoting ourselves as stewards of the environment, Unitil must also show a
commitment to those same standards internally by lowering our own carbon footprint and protecting
the environment. We promote a workplace that fosters and supports sustainable choices such as
recycling, the use of renewables and environmentally sound practices.
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ENERGY SUPPLY

SUPPORT OF UTILITY-SCALE RENEWABLES &
LOWER EMISSIONS

Proactive energy resource planning with an emphasis
toward lowering greenhouse gas emissions will be a central
philosophy for reaching a more sustainable future.

Unitil has promoted the development of renewable energy generation projects that benefit all
customers simultaneously, as shown by the operation of our 1.3 MW Solarway Project and our
involvement in the solar tariff-based program known as Solar Massachusetts Renewable Target
(SMART). We also participate in the Massachusetts clean energy and wind procurement processes
and ensure that our renewable portfolio standards meet regulatory expectations.

END USE EFFICIENCY & DEMAND
Helping customers meet their evolving energy needs is a central tenet of the Company’s mission and vision.
Energy efficiency is and will continue to be an important part of a smarter energy future for
our customers. Unitil is actively involved in the development, promotion and implementation of
energy efficiency programs consistent with regulatory policy in all of the states where we operate.
We will continue to develop and implement tools that empower our customers to monitor, manage and
control their energy usage through efficiency, innovative rate structures and grid modernization initiatives.

20%

Renewables in New England Energy Supply Portfolio

$13 Million

Energy Efficiency Investments in 2018

DER FACILITATION
Distributed energy resources (DER) and storage alternatives are making an important contribution to
the future of the energy industry, and Unitil is committed to helping facilitate the adoption of these
emerging technologies. As the ways customers utilize our distribution infrastructure become
increasingly complex, and as distributed energy resources and customer owned energy storage
options proliferate, we will work to modernize our facilities and services to accommodate the
productive utilization of this equipment and ensure safe operations.
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PLANNING FOR THE FUTURE
This inaugural report is designed to give shareholders a glimpse into our views on the value of
sustainability. While we have confidence that our mission and vision are pointing us in a direction that
will allow us to continuously improve in the spirit of sustainability, we recognize the strategic value of
measuring our success and growth in the years ahead.
We are currently in the process of reviewing numerous reporting standards in the market. We
understand that reporting standards can be the road map which offers guidance to the investor
audience, and we hope to find the system that best captures the sustainable culture our Company
has, as well as the improvements we will continue to seek.
We will also continue to explore new ways to further promote our sustainable initiatives, including
additional integration on our Website and overall investor platform. We look forward to sharing more
information with you in future reports.

Safety &
Reliability
Energy
Supply

Customer
Engagement

Utility Of
The Future

People

FORWARD-LOOKING STATEMENTS
This document contains “forward-looking statements” made pursuant to the safe harbor provisions of the Private
Securities Litigation Reform Act of 1995. Forward-looking statements are all statements other than statements of historical
fact, including, without limitation, those that are identified by terminology such as “may,” “will,” “should,” “expects,”
“plans,” “anticipates,” “believes,” “estimates,” “predicts,” “potential” or “continue”, the negative of such terms, or other
comparable terminology.

Regulation

These forward-looking statements are neither promises nor guarantees, and involve risks and uncertainties that could cause
the actual results to differ materially from those set forth in the forward-looking statements. Forward-looking statements
should be read in conjunction with the cautionary statements included in Unitil’s Annual Report on Form 10-K for the year
ended December 31, 2018, including those appearing under the caption “Risk Factors” in that report and in other reports
filed by Unitil with the Securities and Exchange Commission.

Growth

Readers should not place undue reliance on any forward-looking statements, which speak only as of the date they are made.
Except as may be required by law, Unitil undertakes no obligation to update any forward-looking statements to reflect any
change in Unitil’s expectations or in events, conditions, or circumstances on which any such statements may be based, or
that may affect the likelihood that actual results will differ from those set forth in the forward-looking statements.
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