I AM
RESPONSIBLE
Sustainability Report
2017-18

Mahindra & Mahindra Financial Services Sector

CONTENTS
1
2
4
7
9
12
14
16
20
24

26
32
36
42
52
64
68
71
79

About the Report
At a Glance
Product Offerings
From the Managing Director’s Desk
Governance
Stakeholder Engagement
What Matters Most – Materiality
Sustainability Strategy
Risks and Opportunities
Value Creation Model

Financial Capital
Manufactured Capital
Intellectual Capital
Human Capital
Social and Relationship Capital
Natural Capital
GRI Content Index
SDG Mapping
Independent Assurance Statement

2017-18 KEY HIGHLIGHTS
FINANCIAL
CAPITAL

MANUFACTURED
CAPITAL

SOCIAL AND
RELATIONSHIP
CAPITAL

Rs. 55,101 CRORE
Total AUM MMFSL

1,284

SOCIAL

Rs. 6,248 CRORE
Total AUM MRHFL

200+

2.1 LAKH
Lives impacted through
various initiatives

HUMAN
CAPITAL

7 LAKH
Lives covered under
our flagship product,
Mahindra Loan Suraksha (MLS)

Rs. 3,352 CRORE
Total AUM MAMCPL

Offices

Smart branches

190 Electric Vehicles (EV) financed
with a total financed value of
Rs. 6.38 crore
(included in total MMFSL AUM)

NATURAL
CAPITAL

Mahindra Finance ranked under
Top 50 companies in the
Great Place to Work survey for 2017
conducted by The Economic Times

2,200
402 TONNES CO2E

GHG emissions avoided

1.2 LAKH

Employees received training
on road safety

INTELLECTUAL
CAPITAL

RELATIONSHIP

53 LAKH
Customers
17,000+
Dealer associations

Trees planted under Project Hariyali
during 2017-18
Listed on the Down Jones
Sustainability Index (DJSI)
for the fifth year in a row

3 LAKH
Lives covered under Mahindra
‘Aarogya Suraksha’ in rural and
semi-urban markets by MIBL

9
Projects under MIT Translational
Innovation Alliance

1,311+
Nominations received for various
innovation programmes

ABOUT THE REPORT
Through our report on Sustainability Performance for 2017-18, at Mahindra & Mahindra Financial Services Limited
(Mahindra Finance), we represent our value-creation story to all the stakeholders. The report includes information
on our financial, environmental and social performance. The Report presents information on our performance in the
key focus areas and material issues identified for the period April 1, 2017 to March 31, 2018. We have an annual
reporting cycle, aligned with the financial year. Our latest Sustainability Report was released for the period of April 1,
2016 to March 31, 2017 and can be viewed at https://www.mahindrafinance.com/sustainability.aspx

Reporting Guidelines

Reporting Principles

The Report has been prepared in-accordance with ‘GRI
Standards - Core’ option for reporting the performance
on key non-financial parameters. Please refer to the GRI
Content Index for a complete listing of GRI disclosures
included in this Report.

We have followed the principles of stakeholder
inclusiveness, materiality, sustainability context and
completeness for developing this Report. This Report
presents the engagement process and key issues
identified by different stakeholder groups. By engaging
with all the key stakeholders, we identify the material
issues that impact our ability of value creation. Based
on these material issues, we present the associated
performance for the reporting year.

For the first time, we have aligned our Sustainability
Reporting with the Integrated Reporting (<IR>) framework
of the International Integrated Reporting Council. As per
the framework, the Report includes our performance
under the six capitals – Financial, Manufactured,
Intellectual, Human, Social & Relationship, and Natural.
In doing so, we aim to showcase our ‘integrated thinking’
process, along with how we create value for our
stakeholders in the short, medium and long-term, using
both our financial and non-financial resources.

Reporting Boundary
The Report is the 6th annual voluntary disclosure of
Mahindra & Mahindra Financial Services Sector’s
non-financial performance for 2017-18.
For all the Standard Disclosures related to the material
issues as per the GRI Standards, the boundary of the
Report includes the entire business of Mahindra and
Mahindra Financial Services Limited and its subsidiary
companies, namely Mahindra Rural Housing Finance
Limited (MRHFL) and Mahindra Insurance Brokers
Limited (MIBL). For our environmental performance, the
scope is limited to the Head Office (HO) of the businesses
and the 31 Regional Offices (ROs) of Mahindra &
Mahindra Financial Services Sector, as most of the
business functions and processes are controlled through
these major locations.

Moreover, the GRI Standards set out principles for
defining reporting quality and we take several actions to
meet these principles:
• We safeguard the quality of information contained
in this Report through a robust assurance process
leveraging our internal expertise and external
assurance carried out by DNV GL Business Assurance
India Private Limited (DNV GL), a third-party assurance
provider. The relationship between Mahindra
& Mahindra Financial Services Limited and the
Assurance provider is independent. Please find our
Assurance Report on page 79. The financial data and
general information about the business presented in
the Organisational Profile and Economic Performance
sections of this Report are audited for disclosure in
our Annual Report 2017-18.
• We continue to improve the availability of timely
information to internal leaders to facilitate informed
decision-making and drive performance.

Location of the Organisation Headquarters
Registered Office
Gateway Building,
Apollo Bunder,
Mumbai – 400 001.

Corporate Office
Mahindra Towers,
4th Floor, Dr. G. M. Bhosale Marg,
P. K. Kurne Chowk, Worli,
Mumbai – 400 018.

Please email your suggestions, views and opinions to
sustainability-mmfsl@mahindra.com

fb.com/MahindraFin

linkedin.com/MahindraFin

twitter@MahindraFin

youtube.com/MahindraFin
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AT A GLANCE
Mahindra & Mahindra Financial Services Limited (Mahindra Finance)
is a part of the Mahindra Group one of the largest business
conglomerates in India. We are headquartered in Mumbai and are
amongst the country’s leading Non-banking Financial Companies
(NBFCs) with a focus on catering to the financial needs of the rural
and semi-urban areas.
Over the years, we have steadily diversified our offerings, deepened our outreach and the pledge with which we began
our journey continues to grow stronger. We primarily provide financing for auto and utility vehicles, tractors, cars,
commercial vehicles and pre-owned vehicles. We also undertake mutual fund distribution, provide finance to Small and
Medium Enterprises (SME) and offer tailor-made fixed deposit and personal loans for our customers in semi-urban
and rural India.

For more information, visit our website
www.mahindrafinance.com

VISION

MISSION

To be a leading financial
services provider in
semi-urban and rural India.

To transform rural lives
and drive positive change
in the communities.

Quality
focus

Good corporate
citizenship

Customer
first

CORE
VALUES

Professionalism

Dignity of the
individual
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SUBSIDIARIES
Mahindra Rural Housing Finance Limited
(MRHFL)

Mahindra Asset Management Company
Private Limited (MAMPCL)

MRHFL was established in 2007 to provide home loans
primarily in rural areas. It provides loans specifically for
the purchase, renovation and construction of houses
to individuals in the rural and semi-urban areas of India.
MRHFL has been expanding its geographical presence to
provide affordable services for rural households.

MAMCPL, another wholly-owned subsidiary of Mahindra
Finance, serves as an investment management company
for the schemes of Mahindra Mutual Fund. As of
March 31, 2018, it acted as the investment manager
for six schemes.
For more information, visit MAMPCL’s website
www.mahindramutualfund.com

For more information, visit MRHFL’s website
www.mahindrahomefinance.com

Mahindra Finance USA LLC

MIBL is a licensed composite broker that provides direct
insurance and reinsurance broking services.

We have partnered with De LageLanden (a subsidiary of
Rabo Bank) in a Joint Venture (JV) known as Mahindra
Finance USA LLC, for financing Mahindra tractors in
the US.

For more information, visit MIBL’s website
www.mahindrainsurance.com

For more information, visit Mahindra Finance USA LLC’s website
https://mahindrausa.com/financing

Mahindra Insurance Brokers Limited (MIBL)

ABOUT MAHINDRA & MAHINDRA LIMITED
Mahindra & Mahindra Limited provides solutions that power mobility, drive rural prosperity, enhance
urban lifestyles and increase business efficiency. A US$ 20.7 billion Mumbai-based multinational entity, the
Mahindra Group employs more than 2,00,000 people in over 100 countries. It operates in key industries
that propel economic growth, such as tractors, utility vehicles, information technology, financial services
and vacation ownership. The Group enjoys a strong presence in the sectors of agribusiness, aerospace,
components, consulting services, defence, energy, industrial equipment, logistics, real estate, retail, steel,
commercial vehicles and two-wheelers.

GROUP
STRUCTURE

MAHINDRA & MAHINDRA LIMITED
Mahindra & Mahindra Financial Services Limited (51.2%)

Mahindra
Insurance
Brokers Limited
(80%)1

Mahindra Rural
Housing Finance
Limited
(89%)2

Mahindra
Finance USA LLC
(49%)

Mahindra Asset
Management
Company
Private Limited
(100%)

Note:
1 Balance 20% with Inclusion Resources Private Limited (IRPL) a subsidiary of XL Group
2 Balance 11% with National Housing Bank (NHB)

Mahindra
Trustee Company
Private Limited
(100%)
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PRODUCT OFFERINGS

VEHICLE FINANCING

SME FINANCING

• Auto and utility vehicles

• Project finance

• Tractors

• Equipment finance

• Cars

• Working capital finance

• Commercial vehicles and construction
equipment

• Institutional lending

• Pre-owned vehicles and others

HOUSING FINANCE*
• New house
• House renovation and improvements
*Through our subsidiary, MRHFL
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MUTUAL FUND SCHEMES*

PERSONAL LOANS

• Liquid scheme

• Wedding

• Equity-linked Savings Scheme (ELSS)

• Children’s education

• Equity-oriented balanced scheme

• Medical treatment

• Short-term debt scheme

• Working capital

*Through Mahindra Mutual Fund, managed by our subsidiary
MAMCPL

INSURANCE BROKING*

INVESTMENTS

• Retail customers

• Fixed deposits

• Corporates

• Mutual fund distribution

*Through our subsidiary MIBL

For more details on our product offerings, please refer to: Page 9-11, Annual Report 2017-18
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STATE-WISE CUSTOMER PENETRATION
Percentage of the portfolio for the business lines by specific region, size and sector
State/Union Territory

Andaman and Nicobar Island
Andhra Pradesh
Assam
Bihar
Chandigarh
Chhattisgarh
Dadra and Nagar Haveli
Delhi
Goa
Gujarat
Haryana
Himachal Pradesh
Jammu and Kashmir
Jharkhand
Karnataka
Kerala
Madhya Pradesh
Maharashtra
Meghalaya
Mizoram
Odisha
Pondicherry
Punjab
Rajasthan
Sikkim
Tamil Nadu
Telangana
Tripura
Uttar Pradesh
Uttaranchal
West Bengal

Percentage of customers serviced in 2017-18 (%)
Financial Services
Housing Finance
Insurance
MMFSL
MRHFL
MIBL
0.14
2.99
10.97
2
4.55
3
7.32
1.06
6
0.26
2.52
1.53
3
0.12
1.83
4
0.02
5.69
6.28
5
3.21
3
1.59
1
1.01
1
2.62
3
4.83
0.26
5
4.28
3.40
1
8.06
9.29
5
9.26
46.46
21
0.51
0.18
2.81
4
0.09
2.38
3
5.92
3.73
6
0.23
4.26
16.41
5
3.22
2
0.58
11.97
0.61
12
1.28
1
6.26
4
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FROM THE MANAGING DIRECTOR’S DESK
The ethos of Sustainability can be evidenced in the
manner of our business conduct and while we have
traversed half a decade in our Sustainability Reporting
journey, we are now preparing ourselves for the next
stage with more ambitious plans and targets. We seek
to continue to empower all our stakeholders and facilitate
their contribution towards growth that is both holistic
and long-term. ‘Making Sustainability Personal’ is the
motto that each individual at Mahindra Finance firmly
believes in and acts upon. The theme of this Report,
‘I Am Responsible’, showcases how we responsibly
create value for all our stakeholders.
At the heart of our organisational strategy is an inclusive
business model that relies on serving the grassroots –
the residents of rural and semi-urban India – for longterm value creation. In our journey spanning more than
two decades, we have empowered the lives of millions of
Indians by providing access to myriad financial services
and products, which have helped them to ‘Rise for Good’
– Mahindra Group’s core business philosophy. Be it
vehicle or farm equipment loans provided by Mahindra
Finance; affordable home loan products offered by
MRHFL; general, life and health insurance solutions
provided by MIBL or the investment solutions offered by
MAMCPL, we cater to a diverse spectrum of customer
needs, relying on democratising of financial products for
our growth. We have also helped our customers develop
a habit of savings through our Fixed Deposit products.

DEAR STAKEHOLDERS,

I am pleased to present to you
our sixth Sustainability Report
for the year 2017-18, based on
GRI standards, which for the first
time is aligned to the Integrated
Reporting format, prescribed by
International Integrated Reporting
Council (IIRC), discussing our
economic, environmental and
social performance and our
long‑term value creation.

With the government’s focused approach to increase
farmers’ income and implement financial inclusion
initiatives for the rural population, there exists a
unprecedented opportunity for us. Supported by a
dedicated and passionate workforce of more than
28,000 and satisfied customers spread across 3.2 lakh
villages, I am confident that we will continue to grow
from strength to strength and provide a full bouquet of
financial services to the underserved population of India.
The year gone by was a successful one, reassuring
us that our business model continues to be relevant
and that we are making a positive impact on all our
stakeholders. On the financial performance front,
we registered a 123% y-o-y increase in our Net
Profit and a 67% y-o-y increase in dividend pay-out,
rewarding our shareholders for their trust in our
Company and maintaining our credit-worthiness with
high ratings. We also bolstered our physical presence
with an expansive network of 1,284 offices across the
country, marking our presence in numerous untapped
villages. Further, setting up of 200+ smart branches at
dealerships of Original Equipment Manufacturers (OEMs)
lent us proximity to our customers, helping us serve
them even better.
At Mahindra Finance, we have been in constant pursuit
of discovering and exploring new avenues that leverage
digital technologies. A host of digital products are
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currently in the pipeline
to simplify customer
transactions.
The organisation is
constantly evolving as a
supportive workplace,
keeping in mind the
aspirations of a young
and exuberant workforce.
We hire locally, creating
employment in rural areas,
and have set up structured
programs to help build the
capability of our workforce. We strive to ensure that their
lives are transformed by giving them ample opportunities
to learn and grow. Our employees are able to envision
their growth as they are empowered to elevate their
lives within the organisation and outside, in the society,
as well. We have also been driving behavioural change
among our employees and emphasising on employee
health and safety through various initiatives.

At Mahindra Finance,
we have been in
constant pursuit
of discovering
and exploring new
avenues that
leverage digital
technologies.

We have conscientiously endeavoured to make
‘Sustainability’ integral to our usual business
deliberations; and our efforts were again recognised,
with Mahindra Finance being listed on the Leadership
Index of DJSI for Emerging Markets for the fifth year in
a row.
Climate change, such as the frequent occurrence of
extreme weather patterns, is a grave risk for humanity.
It also poses a risk for our business essentially because
most of our customers dwell in rural areas and depend
on agriculture as their primary source of income. Our risk
department publishes Monsoon Reports through which
we integrate climate risks in the overall risk framework.
Our modus operandi has always been to partner with our
customers, especially in difficult situations. In case our
customers are affected by calamities such as floods or
droughts, we assist them by providing flexible repayment
facilities apart from immediately reaching out to them
with relief material and support. In situations where our
customers are directly affected by floods or droughts,
we assist them by providing flexible repayment schedules.
We also intend to play a significant role in supporting the
transition to a low-carbon economy by offering specific
products to our customers. Last year, we financed 190
EVs, amounting to over Rs. 6.38 crore. We believe this
is a step in the right direction and electric mobility could
well be the key enabler for a cleaner environment.

We have always been conscious of our role as
a responsible corporate citizen, empowering
communities at large and creating a lasting impact
on the lives of the beneficiaries. Health, education,
livelihood and environment have been the focus areas
for our community-based interventions, operating
across 20 states, and partnering various NGOs and
implementing agencies for efficient on-ground execution.
Education has been identified as one of the thrust areas
for our CSR initiatives. To encourage education among
the economically disadvantaged sections of the society,
we provide scholarships to meritorious graduate and
postgraduate students under the Mahindra Finance
Scholarship Programme. A total of 8,700 students
have benefitted so far through the Programme. Under
our Project ‘Hariyali’, we have planted more than
1.2 lakh trees last year across India, contributing to
environmental protection. Our unique Employee Social
Options Programme (ESOP) has helped employees feel
more engaged. We registered 84% participation rate in
volunteering activities during the year. Overall, through
all our CSR interventions, we touched the lives of over
2.11 lakh beneficiaries in the reporting year.
Taking our growth aspirations further, our Sustainability
Roadmap for 2020 directs our future course of action
and sets specific milestones for us on environmental,
social and economic aspects. These are exciting times
for our country, considering our young population and
the tremendous growth potential therein. Through
Mahindra Finance’s inclusive and sustainable business
model, we are eager to play the role of an enabler to help
millions achieve their aspirations.
I would urge all our stakeholders to browse through our
value creation journey and share your valuable feedback
with us.
Regards,

Ramesh Iyer
Vice Chairman & Managing Director,
President – Financial Services Sector and Member of the
Group Executive Board
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GOVERNANCE
Strong governance, comprehensive risk management and operational
excellence are central to our business success and sustainability
strategy. Through transparent governance and rigorous risk
management policies, controls and training, we seek to help meet
clients’ needs, deliver value for investors and support a sound and
sustainable global financial system.
We have an active, experienced and a well-informed Board. Through our governance mechanism, the Board, along
with its Committees, undertakes its fiduciary responsibilities to all our stakeholders – ensuring transparency, fair play
and independent decision-making. We were rated one of the Top 10 companies with a high Corporate Governance
score, according to a study jointly conducted by the International Finance Corporation (IFC), BSE Limited (BSE) and
Institutional Investor Advisory Services (IiAS) during the year under review.

COMPOSITION OF THE BOARD

Committees of
the Board

Mr. Dhananjay Mungale
Chairman & Independent Director

Audit Committee
Nomination and
Remuneration Committee

Mr. Ramesh Iyer
Vice-chairman & Managing Director
Mr. Manohar G. Bhide
Independent Director
Mr. Piyush Mankad
Independent Director
Mr. C. B. Bhave
Independent Director
Ms. Rama Bijapurkar
Independent Director

Stakeholders Relationship
Committee

Mr. V. S. Parthasarathy
Non-executive,
Non-independent Director

Corporate Social
Responsibility (CSR)
Committee

Mr. V. Ravi
(Executive Director &
Chief Financial Officer)

Asset Liability Committee

Dr. Anish Shah
Non-executive,
Non-independent Director

Strategy Committee for
Acquisitions

For detailed profiles of the Directors, visit
http://www.mahindrafinance.com/management.aspx

CONDUCTING BUSINESS WITH INTEGRITY
We promote ethical behaviour in all our business
activities and have established a vigil mechanism for
our Directors, employees and stakeholders associated
with the Company to report their genuine concerns.
The Vigil Mechanism as envisaged in the Companies
Act, 2013 and the Rules prescribed thereunder and the
Listing Regulations are implemented through the Whistle
Blower Policy, to provide for adequate safeguards against
victimisation of persons who use such mechanism and
make provision for direct access to the Chairperson of
the Audit Committee.
As per the Whistle Blower Policy implemented by the
Company, the employees, Directors, customers, dealers,
vendors, suppliers or any stakeholders associated with
the Company are free to report illegal or unethical
behaviour, actual or suspected fraud or violation of the

Risk Management
Committee

IT Strategy Committee
Committee for Strategic
Investments

Company’s Codes of Conduct or Corporate Governance
Policies or any improper activity to the Chairman of the
Audit Committee of the Company or Chairman of the
Company or Convener of the Corporate Governance Cell.

COMPLIANCE WITH PERTINENT REGULATIONS
We believe meeting the compliance requirement of
any pertinent regulation is a non-negotiable aspect of
conducting business. We have set up a robust system for
tracking compliance with applicable regulations, including
quarterly reviews at the Board level. In addition, we are
attuned to the dynamic regulatory landscape, remaining
future-ready for new regulations.
In the reporting year, there were no incidents of fines,
show cause notices or non-compliances.
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GRIEVANCE MECHANISM
The Company has appointed a Grievance Redressal
Officer at the HO and Nodal Offices at the North, East,
West and South Zones for redressal of customer
complaints. The Company has a designated investor
helpline, mmfsl@mahindra.com, as an e-mail ID for the
purpose of registering complaints/queries/requests by
investors and has displayed the same on its website. The
Company has also designated mfinfd@ mahindra.com as
an exclusive e-mail ID for Fixed Deposit Investors for the
purpose of registering queries/complaints/requests in
respect of Fixed Deposits of the Company and the same
has also been displayed on the Company’s website.

SUSTAINABILITY GOVERNANCE
Ethical leadership is ensured at the Board and
Management level through various committees.
The governance of economic, environmental and social
aspects is administered through the Board-level CSR
Committee and a Sustainability Council consisting of
Senior Management personnel.
The delegation of authority and responsibility for
sustainability topics is through the organisation structure
listed here.

Mahindra & Mahindra Group Sustainability
Council (at the Group Level)
• The Council is a cross-sector committee of senior
executives chaired by a member of the Group
Executive Board
• Mr. Ramesh Iyer, Vice Chairman & Managing
Director and President - Financial Services Sector,
is a member of the Mahindra & Mahindra Group
Sustainability Council

Sustainability Champions [at the Financial
Services Sector (FSS) Level]
Leads sustainability for each business with responsibility
for:
	Disseminating information and ensuring monitoring
and review of data and information
	Being a single point of contact between the
businesses the Sustainability Cell
	Ensuring reporting under the GRI framework
	Implementing initiatives and driving sustainability
awareness programmes

Regionwise Sustainability Champions (at the
RO Level)
• Undertakes the overall responsibility at the RO for
data collection
• Is aided by a team of sustainability enthusiasts to
implement various sustainability activities
We have established robust business practices and
procedures to ensure that we remain fully compliant with
mandated regulations and achieve business excellence
to enhance stakeholder value; retain trust and goodwill
of our investors, business partners and employees and
meet societal expectations. Through sustained efforts
and robust business processes, we have been able to
achieve the highest standards in corporate governance.

MAHINDRA & MAHINDRA GROUP’S
CORPORATE SUSTAINABILITY CELL
Our initiatives and activities are supported and guided
by the Group’s Corporate Sustainability Cell. The
responsibilities of the Sustainability Cell are listed here:

The Council undertakes following responsibilities:

• Support and guide approved sustainability vision and
strategies, including the Mahindra Sustainability
Framework

• Acts as a link between our businesses and the Group
Sustainability Council

• Propose strategies and action plans to the Mahindra
Finance Sustainability Council

• Consists of a cross-functional team using an
integrated network

• Provide knowledge support to Mahindra Finance’s
Sustainability Report

• Undertakes the following responsibilities:

• Enable knowledge sharing and capacity building on the
subject of sustainability

Mahindra Finance Sustainability Council

	Effectively integrating sustainability into business
strategy and practices
	Ensuring all relevant sustainability policies and goals
are well-aligned and efficiently executed
	Ensuring a high level of organisational
understanding, alignment and engagement of the
sustainability vision throughout our Company

CODE OF CONDUCT
Ethical business conduct is critical to our business.
Our Code of Conduct helps maintain the standards of
business conduct for the FSS. The purpose of this Code
is to deter wrong-doings and promote ethical behaviour.
Accordingly, all employees are expected to read and
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understand this Code, uphold these standards in
day-to-day activities and comply with all applicable laws,
rules and regulations and all applicable policies adopted
by us. The Board has established two detailed Codes of
Conduct, one for Board members and the other for the
Senior Management and employees of the Company.

POLICY ADVOCACY

The two Codes of Conduct represent an integral part of
the induction of new employees and have been posted on
our website. All Board members and Senior Management
personnel affirm compliance with these Codes annually.
We expect the employees to exhibit the highest level of
integrity and ethics in every sphere of activity. We deem
any act of corruption to be non-negotiable and undertake
stringent action against anyone found indulging in such
unethical acts. No incidents of unethical behaviour were
found during the reporting period.

Commitment to external initiatives – Public
policy participation

Fair Practices Code
Our core purpose and values form the foundation of
our Codes of Conduct. These Codes represent our
identity, drive employee action and permeate through the
organisation, helping us maintain impeccable standards
of business conduct. The Fair Practices Code outlines
standard procedures for loan appraisals, disbursements
and grievance mechanisms to ensure fair dealing
with customers.

We seek to constructively contribute to policy debate and
understand the perspectives of our community's elected
representatives, policymakers and regulators. Thus, we
represent our Company in various leading capacities
across national and international industry forums.

We do not make any financial or in-kind contributions
directly or indirectly to any political parties. In order to
participate in conversations centred on public policy, we
engage with industry associations and other institutions.
The Senior Management members are on various
committees, which enable public policy formulation.
As a part of the Mahindra & Mahindra Group, we adhere
to the principles on human rights and labour standards
set forth by the UN Global Compact.
Mahindra Finance has representation in the following
bodies:

Name of the industry association/institution

Type of association/ position held

Finance Industry Development Council (FIDC)

Member of core committee

Federation of Indian Chamber of Commerce
and Industry (FICCI)
Society of Indian Automobile Manufacturers
(SIAM)

Member of the NBFC Taskforce
Member of the Director’s Forum
Co-chair on the Group of Finance on Leasing and Finance and
Insurance and Council of Economic Affairs
Member of the National Committee on
Financial Inclusion

Confederation of Indian Industry (CII)

Member of Financial Development
Chairman of the National Committee on
Non-banking Financial Sector

Bombay Chamber of Commerce and
Industry
Mahindra Leadership University

Member of the Economic, Finance and Banking Committee
Member of the Managing Committee
Member of the Governing Council
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STAKEHOLDER ENGAGEMENT
One of our commitments under the opportunity initiatives is to build
transparent stakeholder engagement policies and processes that
encourage ongoing open dialogue. Stakeholder engagement is central
to our business and deeply embedded across our policies, processes
and operations.

Community/
NGOs
CO

Employees
E

Customers
C

Mode and frequency of engagement

Topics of engagement

• CSR initiatives – Ongoing
• Volunteering activities
• Community need identification
– Ongoing as per CSR project
requirement
• Community engagement initiatives
• Impact assessment studies

•
•
•
•
•
•

Local employment generation
Gender equality
Carbon emissions/footprint
Waste management
Financial literacy
Community initiatives

• Training calendar – Annual
• Talent management and employee
development initiatives – Ongoing
• Performance appraisal – Bi-annual
and annual
• Employee engagement activities –
Ongoing
• Diversity and inclusion
initiatives - Annual

•
•
•
•
•
•
•

Local employment generation
Happy and productive employees
Employee growth and development
Human rights
Safety
Diversity and equal opportunity
Community initiatives

• Gram Sabha – Ongoing
• Customer meets/ Shikhar
Sammelan – Ongoing
• Dealer and OEM events such
as Loan Mela and roadshows –
Ongoing
• Mandi Diwas – Weekly
• Saathiya Diwas – Ongoing
• NOC Activity – Monthly

• Digital disruption
• Customer need identification and
satisfaction
• Brand
• Customer privacy
• Product portfolio
• Financial product and services
information
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Regulators
R

Shareholders/
Investors
S

Dealers and
OEMs
D

Lenders
L

Vendors and
Suppliers
V

Mode and frequency of engagement

Topics of engagement

• Continued engagement and
representation
• Quarterly and annual compliance
reports
• Performance reports shared
with the Securities and Exchange
Board of India (SEBI) and the
Reserve Bank of India (RBI)

•
•
•
•
•
•

• Quarterly investors calls/
presentations
• Annual General Meet (AGM)
• Annual Report
• Annual Business Responsibility
Report and Sustainability Report

•
•
•
•

• Dealer portal – Formal mechanism
• Informal engagement – Ongoing
• Dealer and OEM events such as
dealer meets and roadshows –
Ongoing

•
•
•
•
•

• Quarterly and annual results
• AGM and other disclosures
• Engagement with Treasury and
Corporate Affairs Team - Ongoing

• Credit rating
• Sustainable/relevant business
model
• Governance and risk management
• Lender relationship
• ESG risks and opportunities

• Informal engagement – Ongoing
• Dealer engagement meets

•
•
•
•

Credit rating
Governance
Transparency and disclosures
Investor security
Representation with regulators
Environmental, Social and
Governance (ESG) aspects

Credit rating
Sustainable business model
Governance
Return on Net Worth (RONW)/
Earnings Per Share (EPS)
• Communication with investors
• Exponential growth
• Cost rationalisation

Market share
Business profitability
Dealer relation and satisfaction
Service and support
Sustainable supply chain

Sustainable supply chain
Fair procurement practices
Brand
Supplier engagement and
development
• Compliance with regulatory/
statutory requirements
• Community initiatives
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WHAT MATTERS MOST - MATERIALITY
Effective engagement with all our stakeholders is essential for us to
understand and respond to their expectations.
OUR MATERIALITY PROCESS
Through our annual materiality assessment, we engage with a range of internal and external stakeholders to build a
clear picture of those issues that have the biggest potential to impact our value creation. These issues may change
over time, reflecting developments in our external operating environment and the evolving expectations of our
stakeholders. We have used the assessment to appraise our strategy and sustainability targets, as well as to guide the
content of this Report and the applicable GRI Standards. During the year, we had conducted materiality assessment by
engaging with various internal and external stakeholders through various modes(refer table on Pg. 12-13).
Based on those discussions, we have derived our material issues. While issues such as ‘Customer need identification
and satisfaction’ , ‘Exponential growth’, ‘Investor security’ remained as critically important, there was more focus on
issues like ‘Employee growth and development’, ‘Happy and productive employees’. We have addressed all material
issues over the course of this report.

MATERIAL ISSUES
Stakeholders
E

C

Material issues

Stakeholders

Employee growth and development

CO

E

Local employment generation

Identification and satisfaction of
customer needs
Provision of information on
financial products and services to
customers

L

R

ESG risks and opportunities

Digital disruption
E

Happy and productive employees

S

Exponential growth

R

Investor security

E

Safety

L

R

S

Credit rating

S

Communication with investors

L

Governance and risk management
(compliance, codes, policies and
measures)

R

S

D

Material issues

Business profitability
Fair procurement practices
Supplier engagement and
development
Compliance with regulatory/
statutory requirements

V

CO

Carbon emissions/footprint

S

RONW/EPS

CO

Waste management

R

Representation with regulators

E

Human rights

C

V

Brand

D

Market share

Sustainable/relevant business
model

L

Lender relationship

E

Diversity and equal opportunity

C

D

Service and support

S

Cost rationalisation

CO

Gender equality

D
L

CO

Dealer relation and satisfaction
S

E

D

V

V

Community initiatives

R

Transparency and disclosures

CO

Financial literacy

Customer privacy
Product portfolio

E Employees

S Shareholders/Investors
D Dealers and OEMs

C Customers
R Regulators

L Lenders
V Vendors and Suppliers

CO Community
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MATERIALITY MATRIX
Low

Medium

High
1C

Importance to stakeholders

5

7

S

8

V

9

20

11
12

D

21

R

6

R

D

V

2C

S

3

E

4

E

Co E

10
Co E

L

E

V

Co

13

L

14
15

S

S

E

V

16
22

L

R

17

S

18

Co

R

S

19
23

24

D

25
28

L

R

C

E

26

S

27

Co

V

29
30

D

Human rights

31

Co

R

Importance to business
1	C Customer need identification
and satisfaction
2	C Information on financial
products and services to
customers
3	E Happy and productive
employees
4	E Employee growth and
development
5 L R S Credit rating
6 R Investor security
7 S Exponential growth
8	V Compliance with regulatory/
statutory requirements
9	Co E Local employment
generation

10 E Safety
11 Co E V Community initiatives
12 Co Financial literacy
L S D V Sustainable/
13	
relevant business model
E Diversity and equal
14	
opportunity
15 S Communication with investors
L R S Governance and risk
16	
management
17 R Transparency and disclosures
18 S Cost rationalisation
19 D Business profitability
D Dealer relation and
20	
satisfaction

21 V Fair procurement practices
22 Co Gender equality
23 D Dealer service and support
L R ESG risks and
24	
opportunities
25 C Digital disruption
26 S RONW/EPS
27 Co Carbon emissions/footprint
V Supplier engagement and
28	
development
29 Co Waste management
30 E Human rights
R Representation with
31	
regulators
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SUSTAINABILITY STRATEGY
We have a multi-pronged sustainability strategy through which we
are focusing on issues related to people, planet and profit. It aims
to foster a business that enables sustainable economic growth and
societal progress by creating a positive impact for our clients, our
people, our investors and our communities.
Our focus is to use sustainability as a lens to help us drive economic, social and environmental performance.
Our mission is to be a catalyst for change and part of the global sustainability movement using our skills, voice and
relationships to make a positive impact on the world.

GROUP SUSTAINABILITY FRAMEWORK
Mahindra & Mahindra, as a group, has always been a leader in adopting sustainable business practices. We have put
a sustainability framework in place, based on the pillars of People, Planet and Profit.

SUSTAINABILITY ROADMAP
We are empowering our employees, educating and motivating them to reduce their personal footprint and devising
innovative business solutions. Through our flagship community initiatives, we support education and the pursuit of
different avenues of livelihood generation. We resort to alternative thinking, in the face of challenges, to create a
sustainable business and drive positive change throughout the society. Progress on our Sustainability Roadmap is
monitored and reviewed by the FSS Sustainability Council and they suggest editions as and when required.

Enabling
stakeholders to
rise

Group
Framework

Make
sustainability
personal

Build a
great place
to work
(within the
Company)

Group
Framework
Focus Area

Promote
adoption of
responsible
habits among
employees
under ‘I Am
Responsible’
campaign

Empower
Diversity and
Inclusion
(D&I) at
workplace

MCARES Score

Create an
engaged work
environment
Build
capabilities of
people

No. of
employees

Measures of
D&I Roadmap

Training
coverage (% of
employees)

Measure of
Performance

Goal
Statement

MIBL
11.7% gender diversity
0*
* The Programme was
launched in February
2017 and was focused on
awareness creation during
the year

MRHFL
2.5% gender diversity

MMFSL
4% gender diversity
57 differently abled

1,000

11.9% gender diversity

3.5% gender diversity

4.39
4.41
4.28
Ensuring and maintaining
coverage of more than
60% of employees every
year in alignment with
TMW Level 5 measure of
performance
5% gender diversity
60+ differently abled

Target

MIBL
12 % gender diversity
2,049

MRHFL
3.15% gender diversity

MMFSL
3.88% gender diversity
64 differently abled

4.5
4.43
4.3
77%

Performance 2017-18

ENABLING STAKEHOLDERS TO RISE

MMFSL – 4.37
MRHFL – 4.41
MIBL – 4.26
More than 60%

Baseline
2016-17

Focus Area

PEOPLE

SUSTAINABILITY ROADMAP 2020

We have created policies to
enable and promote diversity
in MMFSL. Even though the
diversity in regional and zonal
office locations is above 25%,
we are currently below target in
rural locations.
Improving gender diversity is
one of the top-most priorities in
driving the overall D&I agenda
across MRHFL. During the last
year, to support our business
growth, we augmented our
workforce by 42%. Herein, we
hired 279 additional women in
frontline and back-end roles and
we endeavour to zealously grow
this number going further.

Remarks
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Ensure no
Initiate waste
waste to landfill recycling practices
across locations
(non-hazardous
waste)
Promote
Increase plantation of
biodiversity
trees across India

No. of reporting 3
locations
practicing
recycling of
waste
10% y-o-y
1.05 lakh
increase in no.
of trees planted

10% decrease 1.13
in CO2 emissions
per employee
(tCO2e per
employee)

Ensure continual
reduction in carbon
emissions

MIBL
20.58 lakh

MRHFL
7.78 lakh

We have undertaken specific ‘financial literacy’ initiatives along with
external partners with a long-term outlook. Beneficiaries of those
projects will get accounted from next year onwards.

Remarks

4

1.23 lakh

1.15 lakh

1.18

Performance
2017-18

4

1.1

Target

We increased our scope of reporting to 32 locations for this year
and majority of the new additions are non-metro cities where we
rely on Diesel Generator (DG) sets an auxiliary source of power.
The increase in specific emission is primarily due to this reason.
We would continue to increase the scope of our reporting and
meanwhile, invest in improving our resource efficiency.
Includes three office locations and one process wherein we have
engaged with our vendors involved in record maintenance to
recycle all records that are shredded after the completion of a
stipulated period.

Remarks

REJUVENATING ENVIRONMENT

Baseline
2016-17

Measure of
Performance

Goal Statement

Rejuvenating
environment

18 lakh

MIBL
15.9 lakh*
*In current
year

Focus Area

7 lakh

MRHFL
5.6 lakh

MMFSL
53.4 lakh

4.34 lakh

2.12 lakh

Performance
2017-18

PLANET

50 lakh

6.05 lakh

2.01 lakh

Target

MMFSL
47.1 lakh

5.5 lakh

10% y-o-y
increase in
coverage of
people
Total no. of
customers

1.83 lakh
beneficiaries

10% y-o-y
increase
in count of
beneficiaries

Uplift communities
through need-based
interventions and
increase beneficiary
coverage under CSR
programmes
Empower
communities by
focusing on financial
literacy and increase
the reach
Increase financial
inclusion by providing
financial products to
customers in rural
and semi-urban parts
of India

Baseline
2016-17

Measure of
Performance

Goal Statement

Group
Framework
Focus Area
Achieve carbon
neutrality

Foster inclusive
development
(beyond the
Company)

Group
Framework
Focus Area

Group Framework

Enabling
stakeholders to
rise

Group Framework
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SUSTAINABILITY STRATEGY

Building
enduring
businesses

Group
Framework
Loan
disbursement in
INR
No. of electrical
vehicles financed

Increase financing
of precision farming
equipment

Increase financing of
electrical vehicles

Enhance
brand equity

Embrace
technology
and
innovation

Make
supply chain
sustainable

Improve CaPS
CaPS

60+

No. of key
0*
dealers/suppliers *No structured
engaged
programme
currently in place
that focuses
specifically on
supply chain
sustainability
Reduce consumption Count of paper
4
of paper in operations less/paper
by leveraging
free processes
technology
OR Count of
processes
digitalised
Maintain credit rating Credit Rating
AAA
at power with M&M

Engage supply chain
members (dealers
and suppliers) on
sustainable practices

24

N/A

Baseline
2016-17

Ensuring and
maintaining CaPS of
more than 60% in
alignment with TMW
Level 5 measure of
performance

IND A1+*
*The A1+
rating indicates
the highest
level of rating
51
Customer centricity is one of our focus areas and we
have identified that there’s scope in improving customer
satisfaction in our service level. We are planning to take
steps to address service issues through initiatives such
as having a dedicated service team in place to address
customer grievances and customer onboarding process.

Maintaining the
highest level of credit
rating applicable for
our sector

Even though we keep engaging with our suppliers on
sustainability related issues on a one-to-one basis, we
plan to engage with our stakeholders on supply chain
sustainability through ‘Supplier Code of Conduct’ which
would be put in place during next year.

We have been coming out with a ‘Monsoon Report’, which
highlights the potential impacts of expected rainfall on our
business and steps to account for the risk emanating on
that front.

We are currently discussing the categorisation of farm
equipments as ‘precision farming equipment’ with OEMs.
Reporting on this parameter would be done from next year
onwards.

Remarks

7

Not Available

190

Not Available

Performance
2017-18

7

5

Improve our risk
management process
as per the Group's
template

50

1 crore

Target

BUILDING ENDURING BUSINESSES

Advancing our
As per internal
Risk Management process/template
Framework

Measure of
Performance

Goal Statement

Mitigate risk, Enhance Risk
including
Management
climate risk
Framework

Grow green
revenue

Group
Framework
Focus Area

Focus Area

PROFITS
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RISKS AND OPPORTUNITIES
A successful risk management process balances risks and rewards
and relies on sound judgement of their impact and likelihood. We
endeavour to ensure that an effective Risk Management Framework
is aligned to our objectives.
RISKS
The Risk Management Framework is based on assessment of all risks before undertaking any
transactions and changing or implementing processes and systems. Such an assessment includes a
thorough and proper analysis followed by an understanding of the underlying risks. It is supported by
regular review, control, self-assessment and monitoring of key risk indicators.

CREDIT RISK
CAPITALS IMPACTED

Financial
Social and Relationship
Manufactured

INTEREST RATE
RISK
CAPITALS IMPACTED

CONTEXT

Default or non-repayment of loan by a borrower involves monetary loss to our
Company, both in terms of principal and interest.
MITIGATION PLAN

We have set up a stringent credit appraisal system and post-disbursement monitoring.
These ensure high quality of loan assets with minimum probability of default.

CONTEXT

Fluctuations in interest rates could adversely affect borrowing costs, interest income
and net interest margins of all companies in the financial sector.
MITIGATION PLAN

Financial
Social and Relationship
Manufactured

The Assets and Liabilities Committee (ALCO) of the Board of Directors lays down
policies and quantifiable limits that involve assessment of various types of risks and
modifications in assets and liabilities to manage such risks.

MARKET RISK

CONTEXT

CAPITALS IMPACTED

Financial
Social and Relationship
Manufactured

Our Company, being an NBFC, is exposed to various external risks, which have a direct
bearing on our sustainability and profitability; foremost among them are industry risk
and competition risk. Volatile macro-economic conditions and changes in sector attitude
across various economic segments cause ups and down in the business and result in
loan asset impairment.
MITIGATION PLAN

We have a dedicated team to continuously judge the trends in the economy and various
industrial sectors. With increasing competition in financial markets, our growth is now
subject to our ability to face competition. In keeping with market trends and practices,
we have developed tailor-made offerings to deepen our market reach. Equipped with
an enthusiastic sales force, a wide range of products, dedicated efforts to improve
Turnaround Time (TAT) and a customer-centric work culture, our Company is efficiently
enduring competition.
Cost of borrowing may increase owing to a rise in market interest rates, comprising
another market risk. In such a case, the risk is then managed by lowering the cost of
borrowing by raising funds at cheaper rates through effective diversification. We meet
funding requirement through diverse sources, including banks, Foreign Institutional
Investors (FIIs), mutual funds, insurance companies, securitisation of receivables and
credit facilities like retail fixed deposits and others.
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REGULATORY RISK

CONTEXT

(current and emerging)

The risk of change in laws and regulations materially impacts the business.

CAPITALS IMPACTED

Financial
Social and Relationship
Manufactured
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MITIGATION PLAN

We fully adhere to and comply with the periodic guidelines issued by the RBI. We also
strictly abide by the Capital Adequacy, Fair Practices Code, the RBI Reporting and
Asset Classification and Provisioning Norms, among others, with a zero-level tolerance
on the non-compliance aspect. Further, in accordance with Clause 55 of SEBI’s Listing
Agreement, we have consolidated our Business Responsibility Report (BRR) based on
the National Voluntary Guidelines (NVGs) issued by the Ministry of Corporate Affairs.
In 2017, SEBI notified Top 500 companies listed on NSE and BSE to voluntarily adopt
Integrated Reporting (IR). Thereafter, at Mahindra Finance, we have been aligning
ourselves with IR.

TECHNOLOGY RISK

CONTEXT

Disruptive technology affects the financial sector as FinTech start-ups gain traction
among consumers.
CAPITALS IMPACTED

Financial
Intellectual
Manufactured

CLIMATE RISK
CAPITALS IMPACTED

Financial
Social and Relationship
Manufactured

MITIGATION PLAN

We are undergoing a transformation in a bid to adopt new-age technology and support
easier implementation of partnerships for business generation and collections,
operational efficiencies and compliance with statutes. Core business solutions for
cross-selling of loan products, collections, SME finance and dealer trade advance have
been implemented. Critical solutions of Human Resource Management System (HRMS)
and Goods and Services Tax (GST) compliance are on-stream. Enterprise platforms
such as business process management, business intelligence and enterprise service
bus have also been implemented. Information security measures have been fortified
through the implementation of Internet Protocol version 6 (IPv6), web proxy, network
access control and Artificial Intelligence (AI) based network traffic analysis tool. To
supplement the internal capabilities, we have also entered into IT service sourcing
arrangements with some of the global leaders of Information Technology Enabled
Services (ITES). Digital solutions of customer mobile app, payments and KYC have
been rolled out as well as enhanced. Various engagements for tapping into nascent
technologies and the FinTech ecosystem have been undertaken.

CONTEXT

Climate change is a major factor related to our customer profile since monsoon is
directly linked with good economic growth in rural areas and thus, with our business
and recovery pattern as well.
MITIGATION PLAN

We have devised a tool called the Monsoon (Annual Rainfall) Report, particularly for
our tractor portfolio customers. Our executives in field enter the data based on selfassessment and daily updates of monsoon; the same is tracked pan-India and reports
are generated for our managers to plan and take business decisions at village, district
and state levels. We have also mapped and identified risks pertaining to sustainability
and climate changes in specific and share the same for inclusion in our risk register.

We employ a precautionary principle approach to our organizational impact, whereever necessary.
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RISKS AND OPPORTUNITIES

OPPORTUNITIES
We are constantly building on our existing strengths, while reimagining our business priorities to reach
new horizons of growth and opportunities.

CUSTOMER
CENTRICITY

STRATEGY

Our sensitivity to local cultures and aspirations has enabled us to gain the confidence
of customers. We plan to build on our relationships with them to grow our business
sustainably.
ACTIONS

We are moving closer to our existing or potential customers, listening to their
requirements and trying to improve our products and services based on their insights.

EXPAND REACH
AND ELEVATE
OPERATIONAL
EXCELLENCE

STRATEGY

We intend to increase the number of offices connected to the centralised data centre
in Mumbai.
We have also rolled out an advanced version of the GPRS-enabled devices, which
functions as a ‘mobile office’ and allows employees to initiate fresh loans and issue
receipts. Our technology leverage enables us to expedite and streamline approval and
documentation procedures and reduce the incidence of errors.
ACTIONS

With greater reach and scale of operations, we intend to further develop and integrate
our technology to support our growth, improve upon the quality of our services and
approve loans with lower TAT.

LEVERAGE LATENT
POTENTIAL

STRATEGY

Our sound financials provide us significant scope to explore organic and inorganic
long-term growth opportunities. While we are open to assets that may be available
at competitive valuations for inorganic growth, we are equally keen on pursuing
organic opportunities.
ACTIONS

The NBFC market remains under-penetrated with significant upside potential, unveiling
emerging opportunities for growth in financial services, both in the urban and
rural economies.
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CLIMATE RISK
PROOF PRODUCTS
AND SERVICES
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STRATEGY

Climate adaptation and insurance risk solutions: Anticipating physical changes resulting
from climate change and the health risks associated with the same, will allow our
insurance business to create customised products and services in the market. Extreme
weather patterns would induce the need and demand for insurance products across
the health sector as well.
ACTIONS

One of our insurance products is Mahindra Arogya Suraksha (MAS). It is a Group health
insurance cover specially designed to cover our customers. With this product, we can
reach out to and educate rural masses on the importance of health insurance and
provide medical care to them at comparatively lower cost. Secondly, Mahindra Loan
Suraksha (MLS) is an insurance cover given to our loan customers.

STRATEGY

Development and/or expansion of low-emission goods and services: Due to increasing
awareness about climate changes issues, consumers today are more sensitive to their
consumption pattern and ecological footprint. There is a shift towards electric and
hybrid vehicles from the conventional ones. People also wish to invest in green buildings
to reduce their operational cost and move towards a healthier lifestyle. This gives us
an opportunity to provide financial products and services to support this changing
consumer behaviour in urban areas. Further, for our farm equipment loans business,
financing of precision farming equipment and tools would help reduce resource
consumption and increase efficiency in the future.
ACTIONS

We are gradually moving our focus to the financing of electrical vehicles and precision
farming equipment, which are part of our green product portfolio. We have taken this
aspect into consideration while formulating our new Sustainability Roadmap applicable
from 2017-18 to 2019-20. Our target is to double both the count of electrical
vehicle we finance every year and the loan amount we disburse for precision farming
equipment. Our financial products enable customers to reduce and control Greenhouse
Gas (GHG) emissions. We have also been proactive in developing new products
and services to deal with the changing consumer behaviour towards low-carbon
technologies.
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VALUE CREATION MODEL
At Mahindra Finance, we focus on creating sustainable value for all
our stakeholders while managing risks emanating due to external
business environment.
INPUTS
Financial
Equity
Rs. 9,303 crore

Non-current
Short-term
Liabilities
borrowings
Rs. 25,087.3 crore Rs. 6,084.9 crore
For more details, refer to Pages 26-31

Manufactured
Number of
offices
1,284

Smart branches
200+

Quantity of paper
used
146 tonnes
For more details, refer to Pages 32-35

Intellectual
Total number of nominations received
for various innovation programmes
1,311+

Number of nominations received for
‘Idea Challenge’
1,015
For more details, refer to Pages 36-41

Human
Total employees on roll
28,706

Person-hours of employee training
6,04,846

For more details, refer to Pages 42-51

Social and Relationship
Person-hours for employee
volunteering hours
78,135

Customer base
53 lakh

Dealer base
17,000+

For more details, refer to Pages 52-63

Natural
Energy
consumed
14,511 GJ

Water consumed
23,435 KL

Number of trees planted
under Project Hariyali
1.23 lakh
For more details, refer to Pages 64-67
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We take a longer-term view of our Company and evolve an
appropriate roadmap to strengthen the core fundamentals of
our business.
OUTCOMES

BUSINESS MODEL

REVENUE

RS.

7,206.12

CRORE

16%

INCLUSIVE BUSINESS
MODEL FOR VALUE
CREATION

PROFIT AFTER TAX (PAT)

RS.

891.9 CRORE
123%
DIVIDEND

Earn & Pay
Segment for
Customers
Enabling
livelihood
creation by
evaluating the
earning potential
of customers
rather than past
financial history

Low-serviced
Regions
Focus on rural
and semi-urban
parts of India
that are not
covered by
conventional
banking services

Local
Employment
Hiring local
people,
generating
employment
opportunities and
gaining a better
understanding
of markets and
customers

200 CRORE
67%

190

EVs financed with a total financing
value of Rs. 6.38 crore

2,11,591

Total lives impacted through CSR

51

Customer CaPS
Local Suppliers
Preference to
local suppliers,
thereby providing
business
opportunities
and improving
their service level
with constant
engagement

Local
Communities
Imparting
financial literacy
and focusing on
livelihood, health
and education in
communities

Customised
Products and
Customer
Centricity
Offering
customised
products and a
flexible repayment
schedule, and
partnering with
customers in
meeting the
needs of rural
India

For more details on our business model, please refer to: Page 16-31, Annual Report 2017-18

73,000+

Followers/subscribers across social
media platforms

3,339

‘RISE’ stories received; 60 winners

402

TCO2E
GHG emissions avoided through
various initiatives
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FINANCIAL CAPITAL
At Mahindra Finance, Financial Capital is the value
of money that we obtain from capital providers, which is used
to support our business activities. Part of the profits generated
thereafter is distributed among our stakeholders, while the rest
is retained to fund our operations. This capital is critical to our
business for generating, accessing and deploying other forms
of capital.
The robustness of a company’s financial capital is essential to its operational success. Over the years,
we have leveraged our strong financial capital base to expand our business and sustain our market
leadership. We manage our finances in an astute, optimum and diligent manner, thereby harnessing
opportunities that lead to long-term value creation for all our stakeholders.
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PERFORMANCE SNAPSHOT
India’s rural economy is on the path to recovery, following three years of subdued consumption. The
government’s overarching objective to achieve financial inclusion is driving this turnaround among rural
consumer groups. As a result, our Company has witnessed an improved performance across both
sales and overall collections.
Mahindra Finance’s products and services cater to
the emerging opportunities in the rural market. During
the year, we gained market share in financing owing
to higher growth and greater penetration of products
in rural areas. Asset quality revived on the back of
higher recoveries and fewer fresh delinquencies, while
government spending and infrastructure activity received
a boost. The rural market saw a marked upgradation
in environment, with improved cash flows from
farm produce.
Customer-centricity is one of the key factors defining our
policies. Our insightful and robust business model helps
serve the needs of our customers, giving our Company

RS.7,206.12

CRORE

TOTAL INCOME

RS.891.88
PAT

CRORE

a competitive edge. Superior quality of risk management
has also contributed to our commendable growth.
The technology that we deployed has resulted in broadbased improvements, be it sales productivity, market
coverage, channelisation or customer experience.
During the year, our total income increased by 16% to
Rs. 7,206.12 crore and PAT increased by 123% to Rs.
891.88 crore. Return on Equity (RoE) for the year under
review stood at 12.4% vis-à-vis 6.4% in the previous
year. Return on Assets (RoA) improved from 1% in the
previous year to 1.9% in the year under review.
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FINANCIAL CAPITAL
TOTAL INCOME
(Rs. in Crore)

PAT
(Rs. in Crore)

16%
7,206.12
6,237.54
5,905.10

TOTAL ASSETS
(Rs. in Crore)
123%
891.88

672.60

19%
54,367.81
45,836.84
39,462.08

400.23

2015-16

2016-17

2017-18

ROA
(%)

2015-16

2016-17

2017-18

DIVIDEND
(%)
90%
1.90

1.80

2015-16

2016-17

2017-18

EARNINGS PER SHARE
(Rs.)
67%
200

200

117%
15.35
11.92

120

1.00

2015-16

2016-17

7.09

2017-18

2015-16

2016-17

2017-18

2015-16

2016-17

2017-18

FINANCIAL STABILITY
We maintain our asset quality by adhering to stringent credit evaluation standards and directly
interacting with our customers at regular intervals. We abide by prudent Loan-to-Value (LTV) ratios
during the lending process. We enjoy a high credit rating across our financial instruments, enabling us
to raise funds at competitive rates.
We also comply with the prudential guidelines issued by the RBI in respect of income recognition and provision for
Non-performing Assets (NPAs). Gross NPAs, as of March 31, 2018, stood at 7.4% of the total assets vis-à-vis 7.7%
in the previous year.
CAPITAL ADEQUACY
(%)

TIER-I CAPITAL
(%)
21.9

17.2

2016-17

TIER-II CAPITAL
(%)
16.0

12.8

2017-18

2016-17

All these figures are pertaining to the financials of MMFSL on a standalone basis.

For more details, please refer, Annual Report 2017-18

5.9
4.4

2017-18

2016-17

2017-18
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CREDIT RATING
We follow high standards of corporate governance. CRISIL has reaffirmed their ratings on our
Long-term Debt Instruments and Bank Facilities, and our Fixed Deposit Programme as AA+/Stable and
FAAA/ Stable, respectively. The rating on our Short-term Debt and Bank Loans has been reaffirmed at
CRISIL A1+ – the highest grade.
Our credit rating details, as of March 31, 2018, are listed here:
Rating agency

Type of instrument

Rating*

Remarks

India Ratings &
Research Private
Limited

Commercial Paper
Programme

‘IND A1+’

The ‘A1+’ rating indicates the
highest level of rating. Instruments
with this rating are considered to
have a very strong degree of safety
regarding timely payment of financial
obligations. Such instruments carry
the lowest credit risk.

Long-term Debt
Instruments and
Subordinated Debt
Programme

‘IND AAA/Stable’

CARE Ratings
Limited (formerly
known as Credit
Analysis &
Research Limited)

Long-term Debt
Instruments and
Subordinated Debt
Programme

‘CARE AAA/Stable’

Brickwork Ratings
India Private Limited

Long-term Subordinated
Debt Programme

‘BWR AAA/Stable’

CRISIL Limited

Fixed Deposit
Programme

‘CRISIL FAAA/
Stable’

Long-term Debt
Instruments,
Subordinated Debt
Programme and
Bank Facilities

‘CRISIL AA+/Stable’

The ‘AA+’ rating indicates a high
degree of safety with regard to timely
payment of financial obligations. Such
instruments carry very low credit
risk.

Short-term Debt and
Bank Loans

‘CRISIL A1+’

The ‘A1+’ rating indicates the
highest level of rating. Instruments
with this rating are considered to
have a very strong degree of safety
regarding timely payment of financial
obligations. Such instruments carry
the lowest credit risk.

The ‘AAA’ rating denotes the highest
degree of safety regarding timely
servicing of financial obligations.
Such instruments carry the lowest
credit risk.

* The ratings mentioned above were reaffirmed by the Rating Agencies during 2017-18. With the above rating affirmations, our Company continues to enjoy
the highest level of rating simultaneously from all major rating agencies.
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INDIRECT ECONOMIC CONTRIBUTION
We believe that our role in society is defined not merely by profitability, but also by the larger economic
value we add through our products, services and operations. We play an important role in the overall
economic activity by facilitating financial flows and thus enabling people, businesses and institutions to
prosper. Our products and services are designed to meet the financial needs of people and help them
achieve their goals and aspirations.

CONSUMERS

SHAREHOLDERS

Rs. 37,772 CRORE
Loan disbursed to a customer base
of over 5 million

YoY dividend growth

Rs. 2,789 CRORE
Home loans disbursed to a customer
base of ~0.8 million
(Majority of these loans were
provided to rural customers with an
annual household income of less than
Rs. 1.90 lakh)

25.9 LAKH
Insurance cases covered over
2 lakh villages across India
Rs. 3,352 CRORE
Assets under Management (AUM)
for Mutual Fund vertical

67%

COMMUNITY DEVELOPMENT

Rs. 27.16 CRORE
CSR spend, with an impact
on 2,11,591 lives through
14 programmes on education,
environment and livelihood generation

PRODUCTS & SERVICES WITH
ENVIRONMENTAL & SOCIAL
BENEFITS
EMPLOYEES

2.16 LAKH
People benefited from our Affordable
Housing vertical, which we created in
addition to the existing rural vertical
(87% of these customers belonged
to economically weaker sections)
0.7 MILLION
Lives were covered by MIBL under
our flagship product Mahindra
Loan Suraksha (MLS) in rural and
semi-urban markets in 2017-18
(70% of the customers we serviced
belonged to the least populated or
economically disadvantaged areas)
190
EVs were financed with a value of
Rs. 6.38 crore

28,706
Employees in the
financial services sector
Rs. 1,157.14 CRORE
Employee benefits expense on a
consolidated basis

SME
Rs. 5,000 CRORE
AUM for SME financing

31

I AM RESPONSIBLE Sustainability Report 2017-18

ECONOMIC VALUE CONTRIBUTION
(in lakh)

MMFSL

Economic Value Generated and Distributed (EVG&D)
Economic value generated
a) Revenue
Economic value distributed
b) Operating costs
c) Employee wages and benefits
d) Payments to providers of capital
e) Payments to government
f) Community investments#
Economic value retained (calculated as economic value
generated less economic value distributed)

2015-16

2016-17

2017-18

5,90,510.05
5,67,378.79
1,66,380.42
55,880.74
2,84,275.41
57,936.27
2,905.95

6,23,753.82
6,14,194.29
2,07,118.59
68,089.71
2,97,141.52
38,796.94
3,047.53

7,20,612.23
6,73,525.95
2,03,915.07
85,176.48
3,22,737.84
58,980.77
2,715.79

23,131.26

9,559.53

47,086.28
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#Community investments include our CSR activities, which are explained in detail on Pages 32, 33 and 48 in our
Annual Report at https://www.mahindrafinance.com/pdf/Mahindra_Finance_AR_2018_Full_14thJuly2018.pdf

GREEN PRODUCT PORTFOLIO
We are proactively exploring avenues for expansion of our green product
portfolio. Currently, EVs are part of our green product portfolio.
We have taken specific targets for these offerings under our Sustainability
Roadmap as well. Against a target of financing 50 EVs during 2017-18,
we financed a total of 190 vehicles with a value of Rs. 6.38 crore.
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MANUFACTURED CAPITAL
Manufactured Capital is our tangible and intangible infrastructure
used for value creation through business activities. We aspire to be
the gateway for the financial needs of all our countrymen who reside
in the rural and semi-urban areas. Hence, we have been expanding
our physical footprint in terms of branch network, while increasing
the gamut of our digital services as well.
In addition to our branch network, our value chain consists of various vendors and suppliers,
utility providers, IT products and service providers, human resource service providers and
infrastructure vendors.
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We strengthened our pan-India presence with a network of 1,284 offices, which is one of the largest
among NBFCs. Our nationwide network of branches and locally recruited employees have facilitated in
catering to the diverse financial requirements of our customers by identifying and understanding their
needs and aspirations.

76

8

1,284

200+

REGIONAL OFFICES

ZONAL OFFICES

BRANCHES

SMART BRANCHES

PHYSICAL PRESENCE
States
1 Andaman & Nicobar
Islands

15

2 Andhra Pradesh
14
28
13

3 Arunachal Pradesh
4 Assam

35

6

5 Bihar

10
30

34

29

25
4

5

23

16

20

12

6 Chandigarh

3

36

8 Dadra & Nagar Haveli

22
24

12 Gujarat
26

21

8

1
2

27

18

68
25
280
18
15,233

2,405
11,898

17 Karnataka

18,874
1,642
2

20 Madhya Pradesh

34,974

21 Maharashtra

27,057

23 Meghalaya

3
1,520

24 Mizoram

187

25 Nagaland

3

27 Puducherry
28 Punjab
29 Rajasthan
30 Sikkim
31 Tamil Nadu
32 Telangana
33 Tripura
34 Uttar Pradesh

18,699
90
8,835
25,931
325
13,051
9,269
583
57,911

35 Uttarakhand

4,173

36 West Bengal

23,687

Grand Total
Numbers in the map above correspond to the names of the respective states in the table.

22
13,073

16 Jharkhand

26 Odisha

Note:

29,205

8,238

22 Manipur
31

261
5,859

6,075

19 Lakshadweep

19

13,464

14 Himachal Pradesh

18 Kerala
17

317

13 Haryana
15 Jammu and Kashmir

32

11

9 Daman and Diu
10 Delhi
11 Goa

33

7
9

7 Chhattisgarh

Customer
Footprint

3,53,257
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SMART BRANCHES

176 KW

In order to provide our customers a better experience
in terms of service and have a closer association with
dealers, we opened up 200+ smart branches within the
premises of our dealer partners. These branches have
minimum infrastructure and lesser number of employees
compared to regular branches and cater to a specific
dealer partner.

SOLAR INSTALLED
CAPACITY

PHYSICAL ASSETS
Apart from our branch and infrastructure, we have IT
assets, including computers, laptops and printers, to enable
our 28,000+ employees to perform their work. We also
have DG sets in select locations where they are used as an
auxiliary source of power and solar installation across 62
locations with an installed capacity of 176 KW.

RESOURCE CONSUMPTION

62 solar-powered systems across various branches pan-India

Being sustainable is a means of ensuring the
long-term success of the Company. We see our investment
in technology and innovation as a driver of enhanced
sustainability. For example, promoting e-communications
and investing in new apps and web-based reporting allows
us to cut paper consumption and reduce mail costs, while
increasing our use of video conferencing helps us to reduce
emissions and drive down air travel costs.

E-WASTE

Materials used by weight or volume

Total weight of E-Waste disposed

PAPER CONSUMPTION
(Tons)

E-WASTE
(Tons)

24.7

Owing to the high dependency on technology, electronic
waste is a primary environmental concern for the
Company. We are committed to sustainable e-waste
management. 100% of our e-waste is sent for recycling
through registered recyclers as per the E-Waste
Management and Handling Rules.

24.4
15.4

13.9

2.5
2015-16

2016-17

2017-18

2015-16

4.1

2016-17

2017-18

SUPPLY CHAIN
Sustainable supplier management is a prioritised area at Mahindra Finance. We aim to choose suppliers who share
our values and meet our standards for ethical conduct, human rights, workplace and the environment.

Vendor management
With a focus on ensuring proactive management of strategic supplier partners and adequate risk management, we
have been strengthening our vendor management framework and endeavour to improve and continually adopt best
practices. We have well-established vendor guidelines outlining our vendor selection criteria and compliance with laws
of the land in addition to assessing a vendors’ credibility, capability and cost to deliver.
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SUSTAINABILITY-FOCUSED INITIATIVES
Activities of Supplier Initiatives

Details of Sustainability Initiatives

We engage with record management
companies empaneled by us

Our vendors use 100% recycled paper
boxes to preserve FSS files

We engage with suppliers of
air conditioners

We use a 410 green refrigerant, which
helps to minimise ozone depletion

Paper waste such as rough paper,
cardboard, old newspapers and
magazines are collected in the HO
and sent to an empanelled vendor
for recycling

Swachh Bharat Points were collected
and approximately 1 lakh points were
accumulated up to March 2018. We
redeemed 500 cloth bags for the same,
which were distributed among employees
in MMFSL’s head office

Old record files are preserved at the
record management centre

Old record files are shredded after
stipulated time and sent for recycling

PERFORMANCE TABLE
Proportion of spending on local suppliers at significant locations of operation (2017-18)
Organisation

MMFSL
MRHFL
MIBL

Purchases from
Top 10 Suppliers
(Rs. in Lakh)
27,802.82
2,086.77
837.47

Purchases from
Local Suppliers
(within Top 10)
(Rs. in Lakh)
27,802.22
2,806.77
837.47

Percentage of
Local Suppliers
(within Top 10)
100%
100%
100%

Materials used by weight or volume
Paper Consumption (Tons)

2015-16

2016-17

2017-18

13.9

24.7

24.4

2015-16

2016-17

2017-18

2.5

4.1

15.4

Total weight of e-waste disposed
E-Waste (Tons)
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INTELLECTUAL CAPITAL
Intellectual Capital refers to the collective knowledge, research,
thought leadership, brand management and intellectual property
used to reinforce business activities. Our intellectual capital
comprises our strong brand, highly experienced human assets,
world-class technology, and robust processes and systems.
We consistently innovate with new offerings and technologies and
enhance accessibility to deliver brilliant customer experience in an
evolving industry landscape.
Over two decades of rich knowledge enables us to develop products and services according to the
specific needs of our customers across various locations. We continuously strengthen our IT and data
infrastructure to stay ahead of the curve.
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PROCESS IMPROVEMENTS

The philosophy of improvement within the organisation has been
articulated in the Quality Management system. We endeavour to
inculcate an organisation-wide culture of continuous improvement
and integrate the same with the roadmap for achieving high-level
strategic objectives. The framework for continual improvement at
Mahindra Finance involves aligning business processes to stakeholder
expectations and improving the processes at the individual/team level.
All improvement initiatives can be categorised into two categories:

1. Strategic
These are project improvements that are strategic in nature and span across the different verticals, and may
involve external stakeholders as well.

2. Operational efficiency
This involves three aspects:
i)

Pragati Kaizen
This indicates the improvements achieved
through individual effort.

ii)

Root Cause Analysis (RCA)/ Mahindra Yellow
Belt (MYB)
This indicates the improvements achieved at the
department head level and includes RCA/MYB
projects and IT-enabled initiatives. They involve
structured problem-solving such as the Six Sigma
Define, Measure, Analyse, Improve and Control
(DMAIC) methodology.

iii) IT-enabled improvements
In addition to the above, we undertake various
initiatives using IT as an enabler.

TREND OF IMPROVEMENT PROJECT
(RCA/IT AS AN ENABLER)
(Numbers)
Target

Number Achieved

200

TREND OF KAIZEN COUNT
(Numbers)
Target

Number Achieved

6,000

6,000

6,000

4,503

3,118

6,089

2015-16

2016-17

2017-18

KAIZEN PARTICIPATION
(%)
Target

Number Achieved

200

150

15
10

10

112

194

218

10

5.3

17

2015-16

2016-17

2017-18

2015-16

2016-17

2017-18
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INNOVATION PROGRAMMES
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At Mahindra Finance, we recognise the importance of technology and innovation in maintaining and
enhancing our relevance, profitability and competitive advantage. This includes applied research and
development and improvements to optimise our operations and enhance our efficiency, as well as the
adoption of new technologies and methodologies with wider sustainability benefits.

Chakravyuh
This is a structured programme that provides learners with intellectual competencies and the
practical skill sets to manage business priorities in real-time economic conditions, nurturing their
strategic foresight and innovation quotient of entrepreneurship. It helps instil among our people
greater appetite for risk and encourages use of new and innovative solutions.
The programme is based on Kolb’s model of experiential learning and aims at searching for the Mahindra Finance
leader who demonstrates the 3 RISE pillars, namely ‘driving a positive change’, ‘accepting no limits’ and ‘alternative
thinking’, while giving due importance to the Group values.
It progresses across four levels:

LEVEL 1

Training

LEVEL 2

Simulation

Classroom training on leadership is
conducted for all participants to enhance
their entrepreneurial skills.

Impact

A simulation exercise is undertaken to
evaluate how participants exhibit these skills
in a controlled environment. Post Levels 1
and 2, an elimination round is conducted to
reach Level 3.

b)

a)

c)

d)
LEVEL 3

On-field
Activity

LEVEL 4

Online
Simulation

At this juncture, the participants are exposed
to real-life situations wherein they undertake
activities that result in instant monetary
benefits. The participants indulge in real-time
selling and discern various means by which
they can ethically earn profits in a short span.
Assessments are then carried out based on
the Profit and Loss (P&L) statement, Cash
Flow statement and Balance Sheet of the
teams and individuals.

Participants now step into the CEO’s shoes
by undertaking a Business Simulation Activity
where they conceptualise, strategise and
execute a virtual business project, that
is, a mirror image of real-life scenarios.
Chakravyuh helps the individual unlearn,
learn and relearn certain aspects of their
personality that they might be unaware of.

Individual Development Action Plans
(IDAPs) are made for participants to
prepare them for future roles in the
organisation
Projects with real business challenges
are assigned to the identified talent
pool
Employees with high assessment
scores are placed in fast-track talent
pools
Over the last nine years, Chakravyuh
has identified over 60 high-potential
leaders who have graduated to head
business functions and strategic
geographies at Mahindra Finance

TESTIMONIAL
“Chakravyuh is one of the best initiatives
I have participated in. It’s a platform
that brings out your true potential; it not
only tests your mettle, but also adds
wings to your career.”
Mayank Batra
Area Manager, Madhya Pradesh
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Idea Challenge

Think Tank

This is an initiative where all the employees within the
FSS are encouraged to share any BIG Change Idea
that would provide business benefits to the organisation.
This year, we involved all the Circle Heads in propagating
the Idea Challenge, helping us improving its reach.

This is our flagship event that
provides a platform to high-potential
talent for resolving critical, strategic
business challenges. It encourages
participants to demonstrate the RISE
pillars of ‘alternative thinking’ through
innovative ideation and ‘driving a
positive change’ through execution
excellence.

Impact
A total of 1,015 nominations across the FSS sectors
were received and 12 ideas made it to the next round.

Cross-functional teams work on real-time projects
under the guidance of internal and external mentors.
The results are presented to the Steering Committee,
following which the possibility of implementation is
explored further.

TESTIMONIAL

Impact

“It is not that only extraordinarily intelligent people
can come up with ideas. Most number of ideas
come from people who are keen observers. They
live in the moment and are good listeners. One
could find inspiration from any event, at anytime,
anywhere and on any occasion. You could be
that person.”

For its 7th edition, a workshop on ideation of business
cases was conducted. 49 participants will now work on
business projects under the guidance of 10 internal and
two external mentors for a period of 90 days. After each
phase (‘milestone’), teams will share their findings with
senior business leaders.

Mr. V. Ravi (Chief Financial Officer)

RECOGNITION OF INNOVATION PROJECTS THROUGH MAHINDRA INNOVATION AWARDS (MIA)
Across the Mahindra & Mahindra Group, MIA recognises and promotes innovation projects. There are five categories
of awards, as mentioned here:

1

2

3

4

5

Offerings

Process

Business Model

Dare to Dream

Innovation related
to the product/
service offered to
the customer

Innovation in
core processes
or enabling
processes that has
led to significant
improvement in
operational efficiency
and strategic
flexibility

Innovation that has
led to a change in
the business’ value
chain and enhanced
competitive
advantage, financial
structure, vendor
partnership and so
on

New Business
Idea
Ideas that can
change the business
paradigm; winners
present to Mahindra
Partners and seek
funding

Innovation that was
implemented fully but
was not sustainable

We received a total of seven entries across categories for MIA.

Initiatives in Data Science and Artificial Intelligence (AI)
AI is growing in importance and driving the financial services businesses towards intelligent ‘Sourcing, Lending and
Collections’ mechanisms. We are gearing up to have a strong foothold in the new age of AI-driven business by setting
up multiple fundamental capabilities in place.
A Dedicated Data Science Team: A dedicated team of machine learning and data science experts has been set up
for each business vertical. These experts are focusing on vertical-specific products, policies and algorithmic models.
A team of business intelligence experts has also been built. They focus on building ‘intelligent business prediction and
monitoring dashboards’ for every business vertical.
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State-of-the-art Datamarts and Computing Infrastructure: The business operations now leverage state-of-the-art
Analytics Datamarts where all business data is pooled together for slicing and dicing, and algorithmic analysis. Private
computing facilities that enable large volumes and high speed of data computing and algorithm building have been
established.
India Intelligence Database: We have put together a large database of alternate datapoints for the entire country
(covering 6 lakh Indian villages). These datapoints include population patterns, presence of schools, ATMs, healthcare
centres, arable land area, etc., which enable us to spot and target ‘pockets of economic growth’ at a micro level. This
data is being matched with industrial data on lending in these regions, giving us idea of lending and investment
potential.
Machine Learning Based Portfolio Quality Prediction: This year, we started predicting the quality of lending and
business done using machine learning models built from an analysis of historical lending that we have done and
alternate data-points. Over the next year, we plan to actively use this across multiple verticals to ‘get a pulse’ of how
the portfolio quality is likely to turn out towards the maturity of the loans.
Driving Cross Sell and Upsell Opportunities Using Predictive Analytics: Every month, the customer base is
scientifically screened for figuring out upsell and cross sell opportunities for selling additional loan products using their
payment behaviour, demographic parameters, financial profile and geographic traits.
Leveraging Credit Bureau and Alternate Industry Data: We have built extensive partnerships
with credit bureaus, government data pools and domain consultants to leverage industry-wide data on mapping
automotive dealerships, weather patterns, industrial-lending patterns and prosperity indicators.

DIGITAL INITIATIVES
At Mahindra Finance, the digital transformation project has been undertaken to create a future-ready
organisation, where digital initiatives will not only drive productivity and profitability, but also provide a
significant competitive edge.
Today, we are adjusting our mindset and embracing new strategies to navigate this evolving
environment. We are sharpening our focus on a more inclusive definition of innovation, one that is more
customer-centric.
The projects initiated in 2017-18 are listed here:

Sales Productivity
Building a paper-less organisation
where an employee or partner
organisations can independently
complete the customer acquisition
process at the customer location

Sales app
We are creating an app for end-to-end online loan application, approval
and sanction process for the field staff. This facility has been successfully
tested centrally for our Light Motor Vehicle (LMV) business and is in the
process of being built for auto, refinance and tractor loans. This is the most
comprehensive customer acquisition app for any NBFC in India.
Creation of e-KYC platform
A common Aadhaar-based e-KYC platform linked to the Unique Identification
Authority of India (UIDAI) was created. This platform can be linked to any frontend channel across FSS. In March 2018, approximately 9,000 e-KYCs (about
15% of the total monthly cases) were carried out by business executives.
Biometric devices with printers for executives
Biometric devices were evaluated and procured for e-KYC, e-sign and
Aadhaar-based payments with receipts. This initiative has saved approximately
Rs. 2.5 crore, by avoiding investment in tablets/laptops for our business
executives as well as any recurring maintenance expenses in future.
MRHFL’s Pradhan Mantri Awas Yojana app
In a first for the sector, we created a mobile app to source leads for
affordable urban housing, by collaborating with a partner and using their
white label app.
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Payment collections
Integrating multiple payment modes
for customers to make all payments,
including EMIs and premiums
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Quick pay on app and website
Customers can now pay EMIs via debit cards, internet banking, ATM PIN
or wallets from the Mahindra Finance website. There has been a 65% QoQ
increase in collections since the facility’s launch in January 2018 on the
website and in February 2018 on the app. Separately, there have been
11,700 new downloads since the launch of the revamped app with payments.
The same facility has been extended to MRHFL and MIBL on the website.
UPI payments
For MRHFL, EMI payments were directed to our UPI ID from BHIM,
PhonePe and Google Pay (formerly ‘Google Tez’) apps. This is the fastest
growing payment channel across India; approximately 150-200 transactions
are done every month, without any customer promotion (slated for the
upcoming quarter).
Payment integration in the MIBL dealer portal
Integration design and implementation was completed for seven insurers.
User Acceptance Testing (UAT) sign-off (dependent on insurance companies)
will go live in due course; it is currently live for Oriental Insurance.

Credit models
Taking real-time decisions through
integration of credit models with the
loan management system

Integration of a credit model in the Indus Collections system for
Mahindra Finance
We have created the capability for credit model-based decisioning in our
collection system. A simple credit model based on current data for collections
has been integrated, which can be augmented by more sophisticated models in
future.
Development and implementation of alternate credit models
To augment the quality of decisions taken based on financial information and
personal evaluation by the sales personnel, we have created an alternative
non-financial information-based credit model for three wheelers and SMEs.
Here, the customer’s consent, along with the mobile, social, e-mail,
psychometric, demographic, transaction, bureau and bank account data,
acts as an input in the credit decision-making. The models are currently
under evaluation and will be administered through a mobile app.
Innovation (adopting new technologies to create competitive advantage)
a. Blockchain for supply chain
We completed a successful Proof-of-Concept (POC) of invoice discounting
in December 2017. Live implementation of this will be followed by its
integration with bill discounting systems of Mahindra Finance and SAP
systems of the auto and farm sectors and Mahindra Logistics Shipex.
b. Investment in FinTech firms
We are working on multiple programmes wherein we evaluate and shortlist
FinTech start-ups to use their technology solutions and achieve an industryfirst, specifically for Optical Character Recognition to reduce data entry,
replace login password with facial recognition for customer apps and
adopt AI-based voice bots for customer service and marketing promotions.
c. MIT translational innovation alliance
We are engaging with MIT for nine projects, which will have a
transformational impact on the sector.
d. Investment in an alternate credit analytics firm
As part of our MIT outreach, we evaluated and invested in seed funding for
Distilled Analytics. It creates financial credit models with people movement
patterns using mobile phone data. This will help us build sophisticated
credit models for rural markets in India in future.
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HUMAN CAPITAL
We define Human Capital as the competencies, knowledge and
experience of our people, and their capability to utilise the same
to fulfil stakeholder needs. At the same time, it also refers to the
programmes that we undertake for the holistic development of
our employees.
Our employees are the key to our success and we want to attract, develop and retain the very best
people to deliver unmatched outcomes for our customers. We seek to foster a harmonious and
inspiring work culture, enabling a supportive, safe and enjoyable workplace. Our Human Resource
(HR) practices have been certified at People Capability Maturity Model (PCMM) Level 5 by the CMMI
Institute, which is a testimony to the fact that Mahindra Finance strives to continually improve its
HR practices.
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DIVERSITY AND INCLUSION
SPECTRUM OF DIVERSITY
Diversity and Inclusion (D&I) empowers us. At Mahindra Finance, we operate a variety of businesses,
with more than 1,200 branches across India. Consequently, our employee and customer base belong
to different cultures and possess numerous perspectives. We manage this diversified employee base by
focusing on the varied layers of diversity – in terms of gender, generation and special abilities.

Gender
Second Career for Women
This is a project that caters to women who have left
careers due to personal/family/medical reasons and
want to reignite their careers. We also partner with
agencies that specialise in hiring such candidates.
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WOMEN FROM URBAN AND RURAL INDIA
RECRUITED UNDER THE ‘SECOND CAREER FOR
WOMEN’ PROJECT
Campus Connect
We have laid special focus on recruiting female
management trainees, as part of the organisation’s
Campus Connect programme. This programme helps
recruit and groom management trainees, sourcing
valuable talent for the Mahindra Finance leadership
pipeline. We were able to achieve a gender ratio of 33%
pan-India in 2017-18 vis-à-vis 25% in 2016-17.

APPRECIATING LOYALTY
IN SERVICE
Permanent employees at Mahindra Finance,
who have completed five years of tenure with
the organisation, are eligible to avail sabbatical
leave. This leave can be availed for a minimum
period of three months up to a maximum period
of 12 months.

Women Leadership Programme

Women Leadership Programme
In collaboration with the Mahindra & Mahindra Group,
we tied up with S. P. Jain Institute of Management and
Research, Mumbai, to initiate an 18-month long ‘Women
Leadership Programme’. This programme was specifically
designed with customised course content to help women
in leadership positions manage work and life effectively.

EMPOWERING THE FEMALE LEADERS
OF TOMORROW
The Women Leadership Programme has helped
me gain perspective with respect to my personal
career ambitions and the role that I currently
hold; and it is serving as a catalyst in expanding
my career horizon. The programme instils a
sense of confidence as one heads out in the
competitive world and attempts to break the
glass ceiling.
Ms. Natasha Hombal
Senior Manager – Taxation
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Generation
Ex-servicemen
We work with the Army Placement Welfare Organisation
across India to source ex-servicemen for our Company.
Given the high degree of discipline acquired over the years,
ex-servicemen demonstrate exemplary professional maturity,
punctuality at work and consistency in performance that help
inspire a positive change across teams.
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EX-SERVICEMEN RECRUITED

SETTING NEW
BENCHMARKS IN
DIVERSITY HIRING
“I retired from the military in 2013, but soon
after that, received an offer from Mahindra
Finance, through the Army Placement office.
I was happy to join a company that provided a
secure job opportunity.”
Mr. M. A. Ignatious

Special abilities
Enable
Mahindra Finance endeavours to provide equal
opportunities to all. India has close to 80 million people
with disabilities. We partner with non-profit organisations
to identify and recruit specially-abled candidates for
various support functions in the organisation.

64
CANDIDTAES RECRUITED UNDER
PORJECT ‘ENABLE’

PROJECT ‘ENABLE’
EMPLOYEE
“My family was happy when I got a job. I made
them feel proud and could now support them.
Mahindra Finance provided me an interesting
job that helps me develop my skills and gain
knowledge every day.”
Ms. Shobhna

A CULTURE OF EXCELLENCE
Our performance management practices are at par with industry standards, ensuring that the
professional aspirations of our people are aligned to the organisational goals.
1.

Performance management
We have a well-established performance management system that links employee goals to their job descriptions
and expectations, while maintaining the objectivity of goals. Audits are conducted at regular intervals to
corroborate the correctness of goals set for individual employees. 100% of eligible employees duly received their
performance review during the reporting period.

2.

Departmental Scorecard
In order to increase the accountability and ownership of employees across their department-level initiatives,
we introduced the concept of a ‘Departmental Scorecard’ for each business/function for every financial year.
This Scorecard is prepared based on the strategic initiatives for that year, along with the ‘Balanced Scorecard’
of our Company. The Departmental Scorecard is continually reviewed by the Senior Management.

3.

Result-based Monthly Incentive (RBMI)
This monthly incentive scheme is applicable to field employees; their targets are pre-decided and vary based on
their verticals and roles.
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MAHINDRA RISE AWARDS
We organise ‘Rise’ awards at the Group level annually to felicitate employees who have instilled the learnings
of our RISE pillars in the way they carry out their work. A total of 3,339 ‘Rise’ stories were received by us
last year and 60 winners were chosen.

THE 3 RISE PILLARS
1

2

3

Accepting No Limits

Alternative Thinking

Driving a Positive Change

• Think big, think global
• Challenge conventional
thinking
• Agility with discipline
• Reasoned risk-taking
• Orientation for
excellence
• Seek breakthrough
solutions

• Purse new approaches
• Celebrate diversity
• Focus innovation on
customer needs
• Invent your way to
growth
• Frugal mindset

• Customer sensitivity
• Build quality to delight
customers
• Entrepreneurial
engagement
• Forge strong
relationships
• Work hard. Have fun

Rise by daring to
disturb the universe

Rise with your
ingenuity

Rise by shaping
destinies

HOW ?

WHY ?
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WHAT ?

‘GAMIFICATION’ OF PERFORMANCE
‘Gamification’ is a project through which the business performance is gamified into a T-20 cricket
tournament format titled ‘T-20 Performance Tournament’. The idea was to present the performance
of our employees, areas, divisions and circles at periodic intervals, to encourage a healthy internal
competitive spirit and increase performance at the ground level.
Under this project, weekly scoreboards are shared with the employees to drive competition while
trophies are handed out to the champions at the end of the tournament. The rewards are also based
on the T-20 game format with purple and orange caps, trophies based on cricket themes and special
rewards for festive performance (such as Club Mahindra Holiday Packages).

GROWING AS A MATURE ORGANISATION
We have been rated at Maturity Level 5 of the PCMM®. The PCMM® is a framework that
helps organisations streamline their people practices. At Maturity Level 5 of the PCMM®, we
are proven to:
• Address our critical people issues within the organisation
• Focus on continuously improving processes for managing
and developing our people
• Adopt matured workforce practices and establish a culture of excellence
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TALENT MANAGEMENT
SUCCESSION PLANNING
Succession Planning is aimed at identifying and developing potential successors for critical positions
and key roles of MMFSL to ensure business continuity. All employees in key senior roles who have spent
more than two years in the organisation are eligible for the process.
Succession planning is a talent management process aimed at identifying and developing potential leaders for critical
positions in our Company to ensure business continuity. This is pertinent for people in key senior roles who have spent
more than two years with the organisation.

Process
Identification of
critical positions

Validation of the
critical positions
by the Steering
Committee

Identification
of successors
by discussion
with position
incumbents and
their managers
/ department
heads

Validation of the
successors by
Talent Council
members

Development of
successors by
preparing IDAPs

Periodic
review of the
succession plan
by the Talent
Management
Head and
the Chief
People Officer
CPO

LEARNING & DEVELOPMENT
Competency Development for Managers and
Senior Managers
Critical competencies to be developed in the organisation
are identified based on the inputs received from the
business plan, workforce plan, succession plan and
appraisal process. A Leadership Competency Framework
is used for assessing employees and it is reviewed once
in two years.

272

Arjuna 2.0
Arjuna 2.0 is aimed at providing development opportunities
for employees in in the operational band and also enables
them to develop the required leadership competencies. The
programme allows individuals to pursue focused learning by
way of personal development plans.

683
EMPLOYEES WERE ELIGIBLE, OUT OF WHICH
34 ARJUNAS WERE IDENTIFIED

EMPLOYEES COVERED

Creation of IDAPs

Manthan – the Mentorship Programme

Individual development action plans are created and
rigorously tracked every year, for the purpose of
competency development of the individuals and to bridge
the competency gaps. The IDAPs follow a 70-20-10
principle, with 70% exposure on job related projects,
20% development through mentoring of the employee
and 10% through various Learning & Development
Interventions.

Mentors are chosen to facilitate development of the
Mahindra Leadership Competencies of the mentees
through one-to-one interactions and knowledge sharing
sessions. Employees who have a high proficiency level are
nominated for the programme.

EMPLOYEE BENEFITS
In today’s competitive business climate, benefits and compensation are important factors in attracting
and retaining employees. We continue to add to and evolve our programmes to meet our employees’
needs and position Mahindra Finance as their employer of choice.
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(Rs. in lakh)

EMPLOYEE BENEFITS EXPENSES

Year Ended March 31, 2018
Salaries and wages
Contribution to provident fund and other funds
Expenses on Employee Stock Option Scheme (ESOP)#
Staff welfare expenses
Total

75,000.41
6,782.26
755.03
2,638.78
85,176.48

Note : # Inclusive of Rs. 22.66 lakh (March 31, 2017: Rs. 33.76 lakh) ESOP costs reimbursements (net) to the holding company and Rs. 177.29 lakh
(March 31, 2017: Rs. 203.44 lakh net of recoveries from subsidiary companies.

EMPLOYEE ENGAGEMENT
We constantly strive to make Mahindra Finance a great place to work for and host happy and engaged
personnel. As part of this endeavour, we conduct year-round engagements in the form of celebrations,
performance rewards and recognition events.
1.

Utsav calendar
We have a very diverse workforce and we proudly
celebrate various religious festivals. The initiatives
are driven as per our quarterly festive celebrations
calendar, Utsav.

2.

Vrindavan Celebration at the HO

Pongal Celebration at our Coimbatore RO

3.

Mahindra Finance Special Thanks and Recognition
(MF STAR)
The MF STAR event recognises and celebrates the
exceptional efforts that our employees make every
day. Under this event, there are three categories:
‘In the Moment Recognition’, ‘Monthly Recognition’
and ‘Quarterly Recognition’.

GEM Winner - Thane RO

Vrindavan
We organise Vrindavan, an annual event, to increase
the spirit of camaraderie among our employees
and their families. This event helps our employees’
families understand Mahindra Finance’s culture and
magnitude of operations.

4.

Personal occasions
We wholeheartedly celebrate all special occasions
in the lives of our employees, be it a birthday, an
anniversary or to welcome a newborn!

Women’s Day Celebration at the HO
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5.

Chunauti
Chunauti cricket matches are played annually
across all our branches, regional and zonal offices,
and HO.

6.

MBeats
We launched an initiative called ‘MBeats’ to bring
like-minded employees, also called ‘Music Buddies’,
together to nurture their interest in various music
genres. The MBeats weekly programme consists
of music classes and employees can join the weekly
batches to learn from the appointed teachers.
The programme is offered free of cost and we now
have over 100 participants.

Chunauti Winners at the Lucknow RO

The MBeats Hindustani Vocal Group

EMPLOYEE HEALTH AND SAFETY
Health, safety and well-being of our employees is of paramount importance. We recognise that good
health and safety improve work effectiveness, employee morale and our reputation. To provide a safe
working environment, we have integrated safety measures into key business activities with detailed
Occupational Health and Safety (OHS) policies.
Under our flagship health and wellness initiative,
Aarogya, every region implements at least two
programmes (based on a chosen theme) in every
quarter. We also internally circulate a monthly
Aarogya newsletter.
Below is the snap shot of the Top 4 awareness
programmes under Aarogya:
Aarogya
Activity Sessions
Diabetes
Oral Health
Ergonomics
Hypertension
Other Topics
Total

No. of
Beneficiaries
1,324
818
892
628
3,596
7,258

During the reporting period, there were no incidents
reported in any of our regional, branch or head offices,
where we have the operational control. However, 7 of
our employees were unfortunately involved in the fatal
incidents when they were traveling. We are aware of the
serious concern on the national issue of ‘Road accidents’
during transport and mobility, which can become fatal
indeed. At our Management level, we take this seriously
and promote a culture of behavioral safety amongst our
employees.
We have also constituted a Safety Council – comprising
senior team members from different departments –
during 2017-18. The Council provides key inputs that
help implement and review existing safety policies,
regulations and relevant trainings.
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PROJECT ‘SHUNYA’
Project ‘Shunya’ focuses on road safety and has been
operational for the last two years. The project has engaged
with over 5,500 employees through an online training module.
We distributed 3,500 helmets to employees who successfully
completed the training since the inception of the initiative.
During 2017-18, coverage of employees under the road safety
programme was one of our annual business performance
parameters. Progress and attainment of the target set for this
parameter (coverage of 7,000+ employees) were tracked and
monitored periodically. We also initiated a mobile application
programme that provided a checklist to ensure that employees
adopt safe driving practices and maintain their vehicles in the
optimum condition. Further, employees nominated themselves as
Road Safety Ambassadors and were given access to conduct onground assessment.
E-modules were prepared, and employees were encouraged to
complete them and take an online exam.

1,000
HELMETS DISTRIBUTED IN 2017-18

EMPLOYEE GRIEVANCE REDRESSAL
To proactively address the grievances of the employees, we have developed various courses of action.
These include People Connect, Insaaf Policy, Policy on Prevention of Sexual Harassment (POSH) and
Whistleblower Policy.
1.

2.

People Connect
People Connect, an automated grievance-handling
mechanism, follows the organisational hierarchy to
resolve employee queries and grievances adhering
to a timeline of maximum three days at each level
of escalation. Process-based categories are devised
in the system for employees to connect with the
concerned SPOCs at the HO. Periodic reviews are
conducted internally to ensure swift resolution of
grievances.

free, fair and time-bound disposal of disciplinary
issues for employees. SPOCs assigned at the HO
and Regional and Zonal Disciplinary Committees are
allocated to resolve the issues.
3.

Prevention of Sexual Harassment
We have set up well-articulated preventive
measures on the subject of sexual harassment,
providing a safe and transparent working
environment for all. Moreover, at each location,
Internal Committee (IC) Committees are formed
as per the guidelines of the Sexual Harassment of
Women at Workplace (Prevention, Prohibition and
Redressal) Act, 2013.

4.

Whistleblower Policy
Our Whistleblower Policy has been set up to specify
a mechanism that will address any complaints
related to fraudulent transactions and help report
intentional non-compliance with Mahindra Finance’s
policies, procedures and any other questionable
accounting/operational process. All Protected
Disclosures are addressed to the Chairperson
of the Audit Committee of our Company, to the
Chairman of our Company or to the Convener of the
Corporate Governance Cell for investigation.

Insaaf Policy
Insaaf Policy – our Disciplinary Action Process
(DAP) module – defines a standardised policy for
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HUMAN RIGHTS
As a part of the Mahindra Group, we adhere to the applicable principles of human rights and labour standards set
forth by the UN Global Compact. We uphold every employee’s right to ‘Freedom of Association’ but we don’t have any
employee unions in the organisation. We consider diversity, equal opportunity and any other subject relevant under
human rights in determining material issues. We conduct several statutory compliance and internal/external audits
throughout the year. We comply with all the applicable laws of the land, which essentially cover aspects of human
rights, and report to the Board of Directors every quarter. Our organisation has been appraised to the highest level
of HR practices – the PCMM® Level 5. Our human rights policy has been uploaded on our website and on the intranet
for our employees. There were no cases of child labour or forced labour reported during the concerned period, and
as stated above, we have provided multiple platforms to our employees to raise their concerns, in case they have any.

PERFORMANCE TABLE
Employee Headcount
FSS

Workforce Distribution (In Nos.)

No. of employees by business

2017-18

MMFSL
MRHFL
MIBL
MAMCPL
Total Employees
FSS

Gender -->
Senior
Management
Middle
Management
Junior
Management
TOTAL

Female

Total

18,005
8,564
870
115
27,554

728
279
119
26
1,152

18,733
8,843
989
141
28,706

Workforce Distribution (In Nos.)

Workforce
Level
Age -->

Male

March 2018
<30 Years

30-50 Years

>50 Years

Total

Total

Male

Female

Male

Female

Male

Female

Male

Female

Employees

0

0

39

2

15

0

54

2

56

15

6

1,022

76

47

1

1,084

83

1,167

13,804

573

12,545

489

67

5

26,416

1,067

27,483

13,819

579

13,606

567

129

6

27,554

1,152

28,706

Employee Turnover
Employees Leaving in the Reporting Year (In Nos.)
Workforce
Level
Age -->
Gender -->
Senior
Management
Middle
Management
Junior
Management

March 2018
<30 Years

30-50 Years

>50 Years

Total

Total

Male

Female

Male

Female

Male

Female

Male

Female

Employees

0

0

0

0

0

0

0

0

0

3

3

52

13

2

0

57

16

73

4,733

159

3,042

59

5

0

7,780

218

7,998
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New Hires
Employees Joining in the Reporting Year (In Nos.)
Workforce
Level

March 2018

Age -->
Gender -->
Senior
Management
Middle
Management
Junior
Management

<30 Years

30-50 Years

>50 Years

Total

Total

Male

Female

Male

Female

Male

Female

Male

Female

Employees

0

0

2

1

0

0

2

1

3

7

4

60

6

0

0

67

10

77

7,716

281

3,193

82

4

0

10,913

363

11,276

New Hires Turnover
Employees Joining and Leaving in the Reporting Year (In Nos.)
Workforce
Level

March 2018

Age -->
Gender -->
Senior
Management
Middle
Management
Junior
Management

<30 Years

30-50 Years

>50 Years

Total

Total

Male

Female

Male

Female

Male

Female

Male

Female

Employees

0

0

0

0

0

0

0

0

0

0

1

4

2

0

0

3

4

7

1,494

37

586

3

1

0

2,081

40

2,121

Employee Training Hours
Workforce Level

2017-18
Total Training Hours

Gender -->
Senior Management
Middle Management
Junior Management

Male
454
8,929
5,85,265

Female
0
706
9,491

Average Hours of Training
Male
8.4
8.2
22.1

Return to Work and Retention Rates after Parental Leave by Gender in 2017-18 (%)
Male
Female

100
97.62

Retention Rate beyond 12 Months (%)
Male
Female

75.60
72.22

Female
0
8.5
8.9
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SOCIAL AND RELATIONSHIP CAPITAL
Social and Relationship Capital refers to the relationships the
Company establishes with its customers, investors, regulators,
suppliers and community at large to create societal value as a
responsible corporate citizen.
At Mahindra Finance, we believe that as a responsible corporate, we must create a shared economic
and social value for our stakeholders. As we prepare to step up our business for next-level growth,
value creation for all stakeholders remains our priority.
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SOCIAL CAPITAL
We began our journey in 1991 with a mission to transform rural and semi-urban India into a
self-reliant, flourishing landscape. Today, we are one of the leading rural NBFCs of India. Our CSR
initiatives, an extension of our socially inclusive business model, are carried out through pan-India needbased assessments. Thereby, we help to make a positive impact on the local communities and help
them prosper.

CSR AT MAHINDRA FINANCE

FOCUS AREAS
EDUCATION &
LIVELIHOOD

Mission

HEALTH

Driving positive change in communities.

ENVIRONMENT

Objectives
Generate goodwill in communities in which it
operates or is likely to operate

CSR Activities – Locations in India

Initiate projects that benefit the community
Encourage an increased commitment among
employees towards volunteering

Management structure of the CSR
committee (Board level)
FSS CSR Council

Head Office (HO) CSR Secretariat
(HO Cross-functional Team)

Zonal CSR Secretariat
(Zonal Cross-functional Team)

Regional CSR Secretariat
(Regional Cross-functional Team)

Education & Livelihood
Health
Environment
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CONSOLIDATED FOCUS AREAS

EDUCATION &
LIVELIHOOD

402 WOMEN

Trained to become
professional chauffeurs in
Delhi, Kolkata, Ahmedabad,
Bangalore and Indore

250 PEOPLE WITH

8,700 STUDENTS

2,208 YOUTH

1,50,000+

12,000+

20,000+

DISABILITY (PWD)
Trained for employment
in the IT-ITES, retail and
hospitality sectors

Supported with
scholarships

Trained for employment
in the Banking, Financial
Services and Insurance
(BFSI) sector

HEALTH

89,391

BENEFICIARIES
Benefited from the 47
ambulances that were
provided in remote areas

WOMEN AND CHILDREN
Provided healthcare
services in well-equipped
facilities

BENEFICIARIES
Provided nutrition
supplementation
in 84 villages

BENEFICIARIES
Reached through the
Lifeline Express

ENVIRONMENT

6,50,000+ TREES
Planted across India so far
under Project Hariyali
Project Hariyali is covered under
Natural Capital.
See Page 66.

Beneficiaries
We support implementing partners in the areas of
education & livelihood, healthcare and environment.
We, thereby, strive to be an asset to the communities
where we operate. So far, we have impacted 5,00,000+
lives through various initiatives. Our CSR endeavours
combine projects that engage implementing partners and
employees alike.

ACTIVITY-WISE SHARE OF CSR EXPENDITURE
(Rs. in crore)
Education & Livelihood
19.59
Health
5.22
Environment
1.28
Overheads
1.01
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LIVES TOUCHED SO FAR
(In Nos.)

EXPENDITURE FOR CSR
(Rs. in crore)
29.05

30.47
27.15

2,11,591
1,82,758
1,33,850

2015-16

2016-17

2017-18

2015-16

2016-17

2017-18

EDUCATION &
LIVELIHOOD

Mahindra Finance
Scholarship
Programme

Through this programme, we support disadvantaged undergraduate and
postgraduate students. We grant scholarships to meritorious students with an
average score of more than 60% and annual family income of less than Rs. 2 lakh.
Scholarships of Rs. 25,000 and Rs. 10,000 are provided to undergraduates
and postgraduates, respectively, each year. 2,500 undergraduates and 500
postgraduates benefit annually from this programme. Our employees actively
participate in selecting colleges, scrutinising applications and shortlisting candidates
through interviews.

SUPPORTING ASPIRING
SCHOLARS IN NEED
“Mahindra Finance Scholarship
is the best way to increase
education stability and is useful for
buying books and other materials
for education. It will help me to
prepare for competitive exams in
the future.”

Mahindra Finance Scholarship Drive at Muzaffarpur, Bihar

Mr. Rajeshbhai Manavar
Third-year B. Com, CL Parikh
College of Commerce, Palanpur
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Project Hunnar

We started this project in 2014 with an aim to empower the economically
disadvantaged youth and address the shortage of critical skills among them. We began
by training rural youth in BFSI industry-specific skills, helping them gain employment in
entry-level roles such as recovery executives and business executives. We extended
our reach to a substantial number of beneficiaries and gradually included more
disadvantaged groups such as women in urban slums and the differently abled. Project
Hunnar has impacted 2,500+ beneficiaries so far.
Hire-Train-Deploy (HTD) Programme
This is a 12-day pan-India training programme conducted
in collaboration with our implementing partners.
It provides employment opportunities to the youth
in the BFSI sector and helps instil in them a sense
of independence.

Batch of 35 Participants Trained at Meerut under the HTD Programme

Driver Training Programme
Keeping with our tradition of challenging conventions, our
Driver Training Programme teaches women a wide range
of technical and self-development skills to transform into
confident and informed individuals with complete financial
freedom. The programme is conducted over a period of
six months across five locations (Delhi, Kolkata, Indore,
Ahmedabad and Bangalore), in partnership with Azad
Foundation and its partner organisations.
Beneficiary of the Driver Training Programme Undertaken at Kolkata

Divyang Vikas Kendra
We started the Divyang Vikas Kendra with a vision to
serve the developmental needs of the underserved and
often discriminated PwD. Located in Bhopal and built in
partnership with Sarthak Educational Trust, the Divyang
Vikas Kendra is a well-equipped training centre. Here, we
train candidates in skills required in the IT-ITES, retail and
hospitality industries, and give them access to pertinent
employment opportunities.
Divyang Vikas Kendra, Bhopal
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HEALTH

MEDICAL EQUIPMENT DONATION
At Mahindra Finance, we believe that healthcare facilities
must be made accessible to every individual, irrespective
of their location. In this regard, we donated
capital-intensive equipment such as ultrasonography
(USG) machines, folding gynaecological tables and
colposcopes, among others, to the regional branches
of the Family Planning Association of India (FPAI).
Patients, thus, can avail better diagnostic services at a
subsidised rate.
We also financially support Think Foundation in their
endeavour to establish Thalassemia Daycare Centres.
We procure the required infrastructure to set up blood
banks in rural areas. Additionally, for the existing centres,
we provide medication such as iron chelation tablets to
help maintain the haemoglobin levels of the Thalassaemic
children. The daycare centres provide regular care,
support and advice to the beneficiaries who sometimes
travel hundreds of kilometres to avail these facilities.
Our initiative helps increase the chances of survival of
Thalassaemic children beyond the tender age of six.

Key project indicators
• Over 540 Thalassemia children treated at the
daycare centres, run by the Think Foundation,
at seven locations (Jalna, Latur, Chandrapur,
Mumbai and Parbhani)
• Capital-intensive equipment such as USG machines,
operating tables and autoclave machines, among
others, donated to around 30 branches of the FPAI
• Over 1,50,000 urban and rural women across India
now receive free and affordable preventive care, and
gynaecological and diagnostic services at the FPAI
centres supported by Mahindra Finance

BENEFICIARY TESTIMONIAL
“I, Jitendra Brahmarakshash, learnt in May 2013 that
my son, Ayush, was a patient of Thalassaemia Major.
We used to go Warad Hospital, a private clinic, for his
treatment. Even the doctors there did not know much
about Thalassaemia. We were spending
Rs. 2,500-3,000 per month, which we could not
afford. Therefore, we started taking Ayush to a smaller
hospital for blood transfusion. Due to untrained nurses
and doctors, Ayush used to feel a lot of discomfort.
Many times, the blood unit for transfusion was
not available. Only after I became a member of the
Aurangabad Thalassaemia Society, I realised that some
of the expenses could be reduced. Even then, we did
not know anything about Haemoglobin, Serum Ferritin
and the rate of transfusion and Ayush would always be
depressed and silent.
From the time the Daycare Centre was established
at Dattaji Bhale Blood Bank by Mahindra Finance in
collaboration with Think Foundation, the situation has
changed. Doctors pay a lot of attention to every patient.
The cost of treatment has come to ‘next to nothing’,
and we are getting Iron Chelation medicines free of
cost. My child has been able to lead a systematic
life due to the Daycare Centre. I am thankful to
Aurangabad Thalassaemia Society, Mahindra Finance,
Think Foundation and Dattaji Bhale Blood Bank.”
Mr. Jitendra Brahmarakshash

Ayush, Son of Mr. Jitendra
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Mother and Child Healthcare Programme at Singhbhum, Jharkhand

Ambulance Donated to Late Ushatai Lokhande Trust, Pune

MATERNAL AND CHILD HEALTHCARE
PROJECT

AMBULANCE DONATION

We strive to lower maternal and infant mortality rates
through this project. It includes improving the health
and nutrition of adolescent girls, pregnant women,
nursing mothers and children below six years. The
project undertakes a low-cost intervention, addressing
malnutrition prevalent among children below six years
as well as anaemia prevalent among adolescents and
pregnant and nursing women.

Key project indicators

2,872

1,186

WOMEN & CHILDREN
SCREENED

ADOLESCENTS
SCREENED

We undertook this programme to help hospitals reach
out to patients and make emergency medical services
readily available. We partnered with several hospitals/
NGOs in rural areas who cater to the marginalised
sections of society and provide low-cost medical
treatment to them.

Key project indicators

14

13,130

AMBULANCES DONATED
IN THE REPORTING PERIOD

BENEFICIARIES
IMPACTED

Inauguration of Lifeline Express at Ballarshah, Maharashtra

LIFELINE EXPRESS
Veterinary Camp Held at Melpallipattu, Tamil Nadu

VETERINARY CAMP
We undertook this programme to help hospitals reach out
to patients and make emergency medical services readily
available. We partnered with several hospitals/NGOs in
rural areas who cater to the marginalised sections of
society and provide low-cost medical treatment to them.

This unique project provides high-quality surgical facilities
in rural areas where access to such services is limited
and of poor quality. These facilities (including surgeries
for some disabilities, epilepsy and dental deformities) are
delivered to remote districts through a train that acts as
a hospital-on-wheels.

Key project indicators

Key project indicators

8,010

3,389

BENEFICIARIES IMPACTED IN DIFFERENT
LOCATIONS OF BALHARSHAH

FARM ANIMALS VACCINATED FREE OF COST
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GOING THE EXTRA MILE TO EMPOWER
FARMERS

DELIVERING ACCESS AND AFFORDABILITY
“I have been suffering from a hearing difficulty since
childhood. My husband is a contract labourer with a
salary of less than a lakh per annum. We cannot afford
such treatment and hence, I lived on with this condition.
A fellow villager told me about Lifeline Express. I was
operated for pre-formation of the left ear. It is nothing
short of a miracle that I have undergone surgery
completely free of cost, in a good and clean setup.
The care offered at Lifeline Express, supported by
Mahindra Finance, was special.”

“This is a first-of-its-kind activity in the district with
such a high number of beneficiaries. The amount
of groundwork put in by MRHFL employees was
overwhelming. I was happy to mentor the event. It is
a milestone in the history of the Animal Husbandry
Department and I look forward to many more such
camps this year.”
Dr. Gurumoorthy
Joint Director, Animal Husbandry Department,
Tamil Nadu

Mrs. Bilkis Pathan
Homemaker and mother of two

Employee Social Options (ESOPs)
Employee volunteering is at the heart of our CSR
activities and we encourage increased commitment from
employees towards the same. Employee participation in
our CSR activities has progressively increased in the last
four years.

ESOP PARTICIPATION
(Employee participation %)

84
59
45

2015-16

2016-17

2017-18

CSR - The Way Forward
This is an employee engagement initiative whereby employees understand problems that lie at the grassroot levels
of the society, present a solution to the identified problems and help execute the solution. The programme helps
employees interact with and impact the communities they are a part of. Each year, the winning projects are awarded
an amount of nearly Rs. 50 lakh each.
64 ideas were proposed by employees, of which five projects have been implemented and two are in the pipeline.
‘CSR - The Way Forward’ programme
Publicity about
the programme
and receipt of
new ideas

Initial shortlist
by the FSS
Senior
Management

5
PROJECTS IMPLEMENTED OF
THE 64 IDEAS PROPOSED BY
EMPLOYEES

Final selection
of projects by
the Steering
Committee

Implementation
of the winning
projects
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CSR Calendar activities
We organise annual activities to engage employees across all our ROs.
CSR Activity

Description

Gyandeep – Visit
to Municipal
Schools

We conduct all education-related employee engagement activities under
this banner, including distribution of books, bags and stationery; visits to
schools; etc.

5,901

Sehat – Health
Check-up Camps

We conduct health check-up camps annually. Employees as well as people
outside our Company access treatment for ailments such as diabetes and
osteoporosis, as well as eye check-up facilities. A group of highly qualified and
well-experienced doctors and medical staff conduct these camps. Medicines
are also provided free of cost.

4,017

Swacch Bharat
Abhiyan

We conducted several awareness activities regarding the importance of
everyday sanitation and prevention of common diseases, to contribute to the
Swacch Bharat Abhiyan launched by the government in 2014. These activities
were conducted at a regional level through various channels of communication
such as audio-visual media, educational pamphlets and booklets.

Jeevandan –
Blood Donation
Drive

Blood donation, also known as Jeevandan, is one of the biggest activities we
conduct. Every year, on Founder’s Day (also celebrated as the CSR Day for
Mahindra Finance), we conduct blood donation camps in all our offices in India.
26,782 volunteers have participated in camps and 15,528 units of blood
have been donated so far.

Samantar –
Visit to the
Orphanage, Oldage Home and
Home for the
Differently-abled

Every year, we identify orphanages, old-age homes and homes for the
differently abled that lack basic facilities and provide financial support to them.
Our employees visit these homes and devote their time – one of the most
precious gifts to people often overlooked by the larger society.

Blood Donation Drive at Mumbai during FSS CSR Day

No. of
Beneficiaries

Orphanage Visit at Vatsalya Foundation, Worli

13,252

7,259
(units of blood
collected)

1,732
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RELATIONSHIP CAPITAL
The cornerstone of our continued growth over the years has been our ability and commitment to have
a deep local connect with markets, customers and their changing aspirations. We believe in reaching
customers, regardless of the location or the social stratum. We have a robust sales team visiting
customers in every corner of the country.
In addition, we believe in continuous engagement with business partners and other stakeholders
for sustainable growth. Our focus on both the asset and liability sides of the Balance Sheet with
a rebalanced funding mix, along with our leadership position in rural regions, lends us an added
advantage.
We are the preferred partners of prominent OEMs (5,000+ dealers across the country, including their
additional outlets) and global equipment manufacturing giants in India. We have strategically entered
and developed new businesses, spread to multiple locations and created functions that operate at
numerous levels.

VARIOUS INITIATIVES UNDERTAKEN FOR CUSTOMER ENGAGEMENT
Name of Activity

Description

Gram Sabha/
Gram Pravesh

This is a typical gathering in rural India.
Existing customer from every village is
appointed as a Sutradhar, who organises
meetings with villagers. The key focus is on
creating awareness of our product offerings
and acquiring new customers, across both
tapped and untapped villages.

No. of Events

Participants

Total Leads

Gram Sabha
2,122

23,441

18,641

Gram Pravesh (Existing Village)
15,349

60,817

46,950

Gram Pravesh (New Village)
6,309

1,33,390

99,235

Shikhar
Sammelan/
Customer Meets

These are organised to recognise customer
concerns and understand any further finance
requirements.

4,233

40,231

32,149

New Relationship
with Old
Customers
(NOC) Days

These are organised to retain customers
through timely interactions.

2,814

25,788

19,773

Sathiya Diwas

This is organised to meet the existing
customers who visit branches for paying
EMIs. During this day, we address their
concerns, if any, and help fulfil any new loan
requirements that the customers might have.

6,704

66,416

49,661

Mandi Diwas

This is an activity to reach customers directly
on the market day of that tehsil/village. The
event includes distribution of pamphlets and in
certain cases, display of vehicles.

1,365

14,929

12,027

Sutradhaar

This is another unique initiative through which
we empower our existing customers and
enroll them in our Sutradhar programme
wherein they are incentivised for referring
friends and family looking to avail loans.

5,300 existing customers were enrolled as
MF Sutradhaars and they referred 373 cases
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Name of Activity

Description

Branch Display/
Roadshows

This involves tie-ups with various
manufacturers/dealers and offers existing
customers a wide-ranging choice of vehicles
and attractive products and services, often at
their door step.

Two- to
20-wheeler
Maha Loan Mela
/ Loan Mela

This is a unique auto expo event that involves
collaboration with a large number of OEMs
and dealers, bringing them under one roof
for the display of their vehicles. This makes
the activity an attractive one-stop shop
for all interested buyers. In this two-day
multi-manufacturer activity, all vehicles from
the personal and commercial segments,
from a two-wheeler (bikes and scooters) to a
20-wheeler (trucks and buses), are on display.

Events Organised
in Association
with ITC

This is a joint activity where, with the help of
ITC E- Choupal, we organise customer meets
of villagers and create awareness of our
product offerings.

Total events

44,605
TOTAL PARTICIPANTS
4,28,358
TOTAL LEADS

3,27,706

No. of Events

Participants

Total Leads

Branch Display
1,776

19,313

14,027

Roadshows
915

11,475

9,606

4,233

30,518

24,410

84

2,040

1,227
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CUSTOMER SATISFACTION – CaPS
We use the CaPS to measure the satisfaction of our customers annually. This score is calculated based
on their response to recommendation for Mahindra Finance.
CaPS is calculated based on whether the dealers/
customers would recommend Mahindra Finance to
their customers/friends. A person usually recommends
a brand to someone only if he/she is satisfied with
it and wants to continue being associated with the
brand. Thus, CaPS is a measure that considers both
the satisfaction and loyalty of a person to a brand.
The customers are asked to rate the likeliness of their
recommending Mahindra Finance to others, based on a
scale of 0 to 10, where 0 is ‘Will not recommend’ and
10 is ‘Will definitely recommend’.
After all the responses are recorded, the percentage of
Promoters and the percentage of Detractors among the
customers are determined.
Finally, the CaPS is calculated as given below:
CaPS = % Promoters - % Detractors

How likely are you to recommend
Mahindra Finance to others?

0

10

Will not
recommend

Will definitely
recommend

CaPS = % Promoters - % Detractors
Any score above 50 is considered a good
score, based on this method.

51
CaPS FOR 2017-18

Dealer Engagement

Partnerships

OEM dealers are a critical part of our value-chain and
they play a vital role in the entire sales process. We
conduct many engagement programmes for the OEM
dealers. There is a day-long engagement programme
in which all dealers participate and all their queries
and issues with respect to the business are resolved.
This programme is called the Mahindra Finance Dealer
Council. The dealers feel recognised and motivated after
participating in the programme.

a. Fino Payments Bank
With the objective of increasing our cash collection
points in addition to our branches, we have enabled
Fino Payment Bank outlets so that they accept EMI
payments on behalf of Mahindra Finance and MRHFL.

In order to gauge the business interests, satisfaction
levels and advocacy levels of the dealers with us, we
conduct a Dealers CaPS study every year. We contact
close to 2,000 dealers every year across business
verticals pan-India and administer the survey. The results
are analysed and suitable actions are taken. Dealer
meets are conducted by each business to generate
enquiries. These meets provide information to the
customers about the services of the Company.

b. Arrangement with Common Service Centres (CSCs)
for cash collection and new customer acquisition
About 2.5 lakh CSCs are managed by an SPV under
the Government of India’s e-governance initiative in
29 states and seven Union Territories. They are
front-end delivery points for government, banking,
e-commerce and social services. For MRHFL, EMI
collections and customer acquisitions have been
enabled at these locations.
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NATURAL CAPITAL
Natural Capital denotes the natural resources we use to create
value for our stakeholders, as well as our efforts to promote natural
resource preservation and environmental mitigation. As one of
the leading NBFCs, we are aware of our responsibility towards
environmental governance. We thus ensure that our operations have
minimum impact on the surrounding environment.
We are addressing the pertinent issues on a multi-pronged level by developing new products to support
a low-carbon economy, strengthening our own risk assessment method by including an analysis of
risks induced by climate change and related aspects. We are also undertaking initiatives to reduce our
energy consumption and GHG emissions as a part of our Sustainability Roadmap.
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DIRECT ENVIROMENTAL IMPACT
ENERGY CONSUMPTION AND EMISSION
REDUCTION
Being a service sector company, majority of our energy
consumption is on account of electricity usage and diesel
used for DG sets, which act as an auxiliary source of
power. To reduce the impact of our energy consumption,
we have installed 62 solar-powered systems across
various branches pan-India and LED lights at three
locations. Moreover, we have also leveraged technology
in the form of video conferencing and undertaken steps
to reduce air travels and the resulting emissions. We are

also tracking data on parameters such as electricity,
paper, fuel and water consumption across 32 major
locations. Further, we are making a conscious effort to
move to a digital platform for our business activities and
operations wherever the scope to do so exists.
We also identified paper consumption as a major
contributor to our overall GHG emissions. Thereafter,
we automated our processes using digital platforms and
encourage our customers to use the e-banking mode of
transaction. This facilitates ease of operations and helps
us contribute to the environment in a positive way.

An indicative list of various projects implemented in regard to our new Sustainability Roadmap is appended here:

Energy conservation

Water saving

Waste reduction

1) Use of LED Lights in place of CFL
at offices

1) Watershed management project
in communities on pilot scale

1) Use of technology and digitisation of
processes to make them paperless

2) Installation of higher efficiency
air conditioners (three star and
above) and blade servers

2) Rainwater harvesting in
communities on pilot scale

2) Reusing and recycling of waste

3) Quality improvement initiatives
with actions focused on energy
conservation

3) Aerators in taps at offices
4) Reusing water in offices

Energy Consumption Snapshot
TOTAL ENERGY*
CONSUMPTION
(GJ)

ENERGY INTENSITY**
(GJ/Employee)

14,511
11,705

6.28

6.56
5.69

9,947

2015-16

2016-17

2017-18

Note:
*Total energy refers to electricity and fuel
consumption.

2015-16

2016-17

2017-18

Note:
** Energy intensity is calculated by total energy
consumption/Total employees considered for all
locations in the boundary of reporting.
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GHG Emission Snapshot

2015-16

2016-17

2017-18

2015-16

1.13

6.72
2016-17

0.06

0.25

1.07

0.06

1.18

Scope 1
Scope 2
Scope 3**

0.26

2,493.39

133.99

2,203

512

125

419

1,874

127

Scope 1
Scope 2
Scope 3**

GHG
EMISSION INTENSITY

0.08

14,878.12*

GHG
EMISSIONS

2017-18

Notes: *GHG intensity is calculated as tCO2e/Total employees considered for all locations in the boundary of reporting.
		 **Change in Scope 3 is on the account of inclusion of emissions from employee local travel, which wasn’t being calculated earlier.

ENVIRONMENT SUSTAINABILITY
Project Hariyali
Project Hariyali was initiated with the aim of promoting
afforestation and increasing green cover. It engages
employees to increase awareness about critical global
environmental issues. Every year, we plant trees across
our locations in a bid to protect the environment.
We have planted 6,58,790 trees, so far.
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Tree Plantation, Goregaon, Mumbai

We conducted an impact assessment study for Project
Hariyali through a third-party vendor and it was estimated
that 541 tCO2e were sequestered through this activity
over a period of three years (2015-18).

MAKING SUSTAINABILITY PERSONAL
Through our 2018 initiative ‘I Am
Responsible’, we are encouraging employees
to make sustainability and CSR personal.
As a part of this programme, employees
are encouraged to share their actions or
initiatives on how they have been able to
make any aspects pertinent to sustainability
or CSR personal. The employees’ efforts
are shared across the organisation through
mailer communications.
In 2017-18, 2,049 employees have been
covered under the ‘I Am Responsible’
initiative, in terms of direct participation or
involvement in the programme. The following
themes have been covered so far: Saving
Electricity, Reducing Waste, Conserving
Water, Supporting Communities, Planting
Trees, Road Safety, Say No to Plastics and
Save Paper. All these initiatives have been

undertaken in line with the designated Sustainability
Calendar Themes, which are in turn attuned to the
‘Sustainable Development Goals’. All branches are
encouraged to take up some activity every month
based on the theme of the Sustainability Calendar for
that particular month.

Paper Bag Making Activity at the Warangal RO
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PAPERLESS
Receivables Management System (RMS) is a system dedicated to improving the collections workflow.
It is a one-stop shop for all activities pertaining to our daily collection activities. Apart from generating
a real-time status, it has several items that help us in planning, reviewing and much more. All
employees belonging to the Collection vertical will use the RMS as their daily operating tool.

Impact
Each executive, on an average, carries two to three papers per allocated
customer. These documents comprise the executive’s personal working sheet
and contain customer data, repossession-related documents, NOC and so
on. Along with customer details, an executive also carries fresh print of
papers (almost every week), which contains the MoM of his/her visit to the
customers, PTP amount promised by the customers and the next follow-up
date, among others.
With each new update on these parameters, the executive takes fresh prints in batches, to update his/
her working sheet. The working sheet ranges between four to 10 papers, depending on the number of
contracts allocated.
On an annual basis, the amount of paper used is 9,39,600 * 12 = 1.12 crore and avoiding usage of these
many sheets would translate to emission avoidance of 127TCO2e.
ैNote: Considering that the same activity is carried out by more than 5,800 executives, a ball park figure for monthly paper usage is estimated at
around 5,800 * 1 * 200 * 0.75 + 5,800 * (6*2) = 9,39,600!
0.75 = Conservative multiplier used, as SOA print need not be done by all executives
1 = SOA document of the customer
6 = No. of papers in working sheet of the executive on average; this is multiplied by 2, since these prints are taken twice in a month (to update
the working sheet)
200 = Average no. of contracts assigned to each executive

PERFORMANCE TABLE
a) Direct energy consumption by primary energy source and per capita
consumption for the main product
Total energy consumption within the organisation and energy intensity*
Total energy consumption (GJ)
Energy intensity (GJ/Employee)

2015-16

2016-17

2017-18

9,947

11,705

14,511

6.29

5.70

6.56

Note: *Total energy refers to electricity and fuel consumption.
		 *Energy intensity is calculated by Total energy consumption/Total employees considered for all locations in the boundary of reporting.

b) Total direct and indirect GHG emissions by weight
2015-16
Level

2016-17

2017-18

Total GHG
emissions

GHG
intensity

Total GHG
emissions

GHG
intensity

Total GHG
emissions

GHG
intensity

Scope 1

127

0.08

125

0.06

133.99

0.06

Scope 2

1,874

1.18

2,203

1.07

2,493.39

1.13

Scope 1+2

2,001

1.26

2,328

1.13

2,627.38

1.19

Scope 3**

419

0.26

512

0.25

14,878.12*

6.72

Note: *GHG intensity is calculated as tCO2e/Total employees considered for all locations in the boundary of reporting.
		 **Change in Scope 3 is on the account of inclusion of emissions from employee local travel, which wasn’t being calculated earlier.

c) Total annual water consumption
Total water consumption (KL)
Specific water consumption (KL/Employee)

2015-16

2016-17

2017-18

19,673

22,789

23,435

12.42

11.09

10.59
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GRI 102: General
Disclosures 2016

102-1

Name of the organisation

1-2

102-2

Activities, brands, products, and services

4-5

102-3

Location of headquarters

1

102-4

Location of operations

1

102-5

Ownership and legal form

3

102-6

Markets served

6

102-7

Scale of the organisation

102-8

Information on employees and other workers

102-9

Supply chain

35

102-10

Significant changes to the organisation and its supply chain

35

102-12

External initiatives

11

102-13

Membership of associations

11

102-14

Statement from senior decision-maker

7-8

102-15

Key impacts, risks, and opportunities

102-16

Values, principles, standards, and norms of behavior

102-17

Mechanisms for advice and concerns about ethics

102-18

Governance structure

102-19

Delegating authority

9-11

102-20

9-11

102-22

Executive-level responsibility for economic, environmental, and
social topics
Composition of the highest governance body and its committees

102-23

Chair of the highest governance body

102-24

Nominating and selecting the highest governance body

102-25

Conflicts of interest

102-26

Role of highest governance body in setting purpose, values, and strategy

102-27

Collective knowledge of highest governance body

102-30

Effectiveness of risk management processes

102-32

Highest governance body's role in sustainability reporting

11

102-34

Nature and total number of critical concerns

14

102-40

List of stakeholder groups

12-13

102-42

Identifying and selecting stakeholders

12-13

102-43

Approach to stakeholder engagement

12-13

102-44

Key topics and concerns raised

102-46

Defining report content and topic Boundaries

102-47

List of material topics

102-49

Changes in reporting

1

102-50

Reporting period

1

102-51

Date of most recent report

1

102-52

Reporting cycle

1

102-53

Contact point for questions regarding the report

1

24
42-51

20-23
2
9-10
9

9
9
9-11
10
9-10
11
20-21

14
1
14
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Page
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102-54

Claims of reporting in accordance with the GRI Standards

1

102-55

GRI content index

68

102-56

External Assurance

72
14

Economic Performance
GRI 103:
Management
Approach 2016

103-1

Explanation of the material topic and its boundaries

103-2

The management approach and its components

103-3

Evaluation of the management approach

15

GRI 201:Economic
Performance
2016

201-1

Disclosure 201-1 Direct economic value generated and distributed

31

201-2

Financial implications and other risks and opportunities due to
climate change

GRI 203: Indirect
Economic Impacts
2016

203-2

Significant indirect economic impacts

30

103-1

Explanation of the material topic and its boundaries

14

103-2

The management approach and its components

103-3

Evaluation of the management approach

15

204-1

Proportion of spending on local suppliers

35

GRI 103:
Management
Approach 2016

103-1

Explanation of the material topic and its boundaries

14

103-2

The management approach and its components

103-3

Evaluation of the management approach

15

GRI 302:
Energy 2016

302-1

Energy consumption within the organisation

65

302-3

Energy intensity

65

302-4

Reduction of energy consumption

65

302-5

Reductions in energy requirements of products and services

65

GRI 103:
Management
Approach 2016

103-1

Explanation of the material topic and its boundaries

14

103-2

The management approach and its components

103-3

Evaluation of the management approach

15

GRI 305:
Emissions 2016

305-1

Direct (Scope 1) GHG emissions

66

305-2

Energy indirect (Scope 2) GHG emissions

66

305-3

Other indirect (Scope 3) GHG emissions

66

305-4

GHG emissions intensity

66

305-5

Reduction of GHG emissions

66

103-1

Explanation of the material topic and its boundaries

14

103-2

The management approach and its components

103-3

Evaluation of the management approach

15, 26

22-23

Procurement Practices
GRI 103:
Management
Approach 2016

GRI 204:
Procurement
Practices 2016

15, 32,
34

Energy
15, 64

Emissions
15, 64

Environmental Compliance
GRI 103:
Management
Approach 2016

15, 64
15
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GRI Standard 2016

Disclosure

Page
No

Employment
GRI 103:
Management
Approach 2016

103-1

Explanation of the material topic and its boundaries

14

103-2

The management approach and its components

103-3

Evaluation of the management approach

GRI 401:
Employment 2016

401-1

New employee hires and employee turnover

50-51

401-2

Benefits provided to full-time employees that are not provided to
temporary or part-time employees

43-49

401-3

Parental leave

50-51

15, 42
15

Occupational Health & Safety
GRI 103:
Management
Approach 2016

103-1

Explanation of the material topic and its boundaries

14

103-2

The management approach and its components

103-3

Evaluation of the management approach

GRI 403:
Occupational Health
& Safety 2016

403-2

Types of injury and rates of injury, occupational diseases, lost
days, and absenteeism, and number of work-related fatalities

103-1

Explanation of the material topic and its boundaries

103-2

The management approach and its components

103-3

Evaluation of the management approach

15

404-1

Average hours of training per year per employee

46

404-2

Programs for upgrading employee skills and transition assistance
programs

47-49

404-3

Percentage of employees receiving regular performance and
career development reviews

43-49

GRI 103:
Management
Approach 2016

103-1

Explanation of the material topic and its boundaries

103-2

The management approach and its components

103-3

Evaluation of the management approach

GRI 413: Local
Communities 2016

413-1

Operations with local community engagement, impact
assessments, and development programs

15, 48
15
48-49

Training & Education
GRI 103:
Management
Approach 2016
GRI 404: Training &
Education 2016

14
15, 49

Local Communities
14
15, 52
15
52-60

Marketing and Labeling
GRI 103:
Management
Approach 2016

103-1

Explanation of the material topic and its boundaries

14

103-2

The management approach and its components

15

103-3

Evaluation of the management approach

15

GRI 418: Customer
Privacy 2016

418-1

Substantiated complaints concerning breaches of customer
privacy and losses of customer data

61-63
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SDG MAPPING
SDG
SDG1

NO
POVERTY

No Poverty - End
poverty in all its forms
everywhere

Business Theme
Access to financial
services

ZERO
HUNGER

End hunger, achieve
food security and
improved nutrition and
promote sustainable
agriculture

SDG3

GOOD HEALTH
AND WELL-BEING

Ensure healthy lives and
promote wellbeing for
all at all ages

Relevant section in the
report
Inside cover, Page 6-7,
Page 30, Page 66-67

Access to land

GRI 413-2 - Local
Communities 2016

The Company's
operations or the
nature of business have
no significant impacts

Availability of products
and services for those
on low incomes

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31

Economic development
in areas of high poverty

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31, Page
56-67

GRI 103-2 Management Approach
2016

Page 6-7, Page 16-25
(Strategy, Risks and
opportunities, Valuecreation model - all
cover Mahindra Finance
approach towards
economic inclusion)

Access to land

GRI 413-2 - Local
Communities 2016

The Company's
operations or the
nature of business have
no significant impacts

Changing the
productivity of
organizations, sectors,
or the whole economy

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31

Indigenous rights

GRI 411-1 - Rights
of indigenous people
2016

No such incidents
recorded

Infrastructure
investments

GRI 202-1 - Market
Presence 2016

Page 52-53

Economic development
in areas of high poverty

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31, Page
56-67

Access to medicines

GRI 203-2 - Indirect
Economic Impacts
2016

Page 58, Page 61

Occupational health and
safety

GRI 403-2 Occupational Health
and Safety 2016

Page 42-43

Air quality

GRI 305 - Emissions
2016

Page 34-35

Spills

GRI 306 - Effluents and
Waste 2016

Page 54-55

Water quality

GRI 306 - Effluents and
Waste 2016

The Company's
operations or the
nature of business have
no significant impacts

Economic Inclusion

SDG2

Relevant GRI Standard
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SDG
SDG4

QUALITY
EDUCATION

Business Theme

Relevant GRI Standard

Relevant section in the
report

Education for
sustainable
development

GRI 102-27 - General
Disclosures 2016

Annual Report Directors' Report,
Page 38-39

Employee training and
education

GRI 404-1 - Training
and education 2016

Page 44-45

Economic inclusion

GRI 103-2 Management Approach
2016

Page 6-7, Page 16-25
(Strategy, Risks and
opportunities, Valuecreation model - all
cover Mahindra Finance
approach towards
economic inclusion)

Equal remuneration for
women and men

GRI 202-1- Market
Presence 2016

Page 52-53

GRI 405-2 - Diversity
and Equal Opportunity
2016

Annual Report Page 95

Gender equality

GRI 405-1 - Diversity
and Equal Opportunity
2016

Annual Report Page 56

Infrastructure
investments

GRI 201-1 - Economic
Performance 2016

Page 26-31

Non-discrimination

GRI 406-1 - Nondiscrimination 2016

No incidents were
reported; Page 57

Parental leave

GRI 401-3 Employment 2016

All our employees are
entitled to parental
leave. Page 51

Women in leadership

GRI 102 - General
Disclosures 2016

Annual Report Page 67

GRI 405-1 - Diversity
and equal opportunity
2016

Annual Report Page 56

GRI 414 - Supplier
Social Assessment
2016

Page 55

Ensure inclusive and
equitable quality
education and promote
lifelong learning
opportunities for all
SDG5

GENDER
EQUALITY

Achieve gender equality
and empower all
women and girls

Workplace violence and
harassment
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SDG
SDG6

CLEAN WATER
AND SANITATION

Ensure availability
and sustainable
management of water
and sanitation for all

SDG7

AFFORDABLE
AND CLEAN
ENERGY

Business Theme

Relevant GRI Standard

Relevant section in the
report

Spills

GRI 306-3 - Effluents
and Waste 2016

The Company's
operations or the
nature of business do
not have these impacts

Sustainable water
withdrawals

GRI 303 - Water 2016

Page 34-35

Waste

GRI 306-2 - Effluents
and waste 2016

Page 54-55

Water efficiency

GRI 303 - Water 2016

Page 34-35

Water quality

GRI 303 - Water 2016

Page 34-35

Water recycling and
reuse

GRI 303 - Water 2016

Page 34-35

Energy efficiency

GRI 302 - Energy 2016

Page 33

Infrastructure
investments

GRI 201-1 - Economic
Performance 2016

Page 28-31

GRI 203-1 - Indirect
Economic Impacts
2016

Page 30-31

Renewable energy

GRI 302 - Energy 2016

Page 30

Abolition of child labour

GRI 408-1 - Child
Labour 2016

No incidents of child
labour have been
reported

Changing the
productivity of
organizations, sectors,
or the whole economy

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31

Diversity and equal
opportunity

GRI 405-1 - Diversity
and Equal Opportunity
2016

Annual Report,
Page 56

Earnings, wages and
benefits

GRI 202-1 - Market
Presence 2016

Page 52-53

GRI 401-2 Employment 2016

Annual Report,
Page 176

Economic inclusion

GRI 103-2 Management Approach
2016

Page 6-7, Page 16-25
(Strategy, Risks and
opportunities, Valuecreation model - all
cover Mahindra Finance
approach towards
economic inclusion)

Economic performance

GRI 201-1 - Economic
Performance 2016

Page 28-31

Elimination of forced or
compulsory labour

GRI 409-1 - Forced
or Compulsary Labour
2016

No incidents of forced
or compulsory labour
have been reported

Ensure access to
affordable, reliable,
sustainable and modern
energy for all
SDG8

DECENT WORK
AND ECONOMIC
GROWTH

Promote sustained,
inclusive and
sustainable economic
growth, full and
productive employment
and decent work for all
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SDG

Business Theme

Relevant GRI Standard

Relevant section in the
report

Employee training and
education

GRI 404-1 - Training
and education 2016

Page 44-45

Employment

GRI 102-8 - General
disclosures 2016

Annual Report,
Page 67

GRI 202-2 - Market
Presence 2016

The data is not tracked.

GRI 401-1 Employment 2016

Page 45

Energy efficiency

GRI 302 - Energy 2016

Page 33, Page 35

Equal remuneration for
women and men

GRI 405-2 - Diversity
and Equal Opportunity
2016

Annual Report,
Page 56

Freedom of association
and collective
bargaining

GRI 102-41 - General
Disclosures 2016

Not reported

GRI 407-1 - General
Disclosures 2016

There are no labour
unions. Page 49-50

Indirect impact on job
creation

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30

Jobs supported in the
supply chain

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30

Labor practices in the
supply chain

GRI 414-1 - Supplier
Social Assessment
2016

This data is not
tracked, given the
nature of the business

GRI 414-2 - Supplier
Social Assessment
2016

There is a defined
supplier onboarding
process in place
which includes their
confirmation to
statutory requirements
but currently we do not
conduct any specific
social assessments.

Labor/management
relations

GRI 402-1 - Labour
Management Relations
2016

There are no labour
unions. Page 49-50

Materials efficiency

GRI 301 - Materials
2016

Page 54-55

Non-discrimination

GRI 406 - Nondiscrimination 2016

No such incidents
identified

Occupational health and
safety

GRI 403 - Occupational
Health and Safety
2016

This data is not
tracked, given the
nature of the business

Parental leave

GRI 401-3 - Emloyment
2016

Page 45

Resource efficiency of
products and services

GRI 301-3 - Materials
2016

This data is not
tracked, given the
nature of the business,
the issue is not
material

Youth employment

Page 43-44
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SDG
SDG9

INDUSTRY,
INNOVATION AND
INFRASTRUCTURE

Business Theme

Relevant GRI Standard

Relevant section in the
report

Infrastructure
investments

GRI 201-1 Economic
Performance 2016

Page 31, Annual
Report, Page 103

Research and
development

GRI 201-1 Economic
Performance 2016

Page 31, Annual
Report, Page 57

Economic development
in areas of high poverty

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31,
Page 56-67

Equal remuneration for
women and men

GRI 405-2 - Diversity
and Equal Opportunity
2016

Annual Report,
Page 95

Foreign direct
investment

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31, Annual
Report, Page 97

Infrastructure
investments

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31, Annual
Report, Page 103

Air quality

GRI 305 - Emissions
2016

Page 34-35

Energy efficiency

GRI 302 - Energy 2016

Page 33, Page 35

Build resilient
infrastructure,
promote inclusive
and sustainable
industrialization and
foster innovation
SDG10

REDUCED
INEQUALITIES

Reduce inequality within
and among countries
SDG11

SUSTAINABLE
CITIES AND
COMMUNITIES

Make cities and human
settlements inclusive,
safe, resilient and
sustainable
SDG12

RESPONSIBLE
CONSUMPTION
AND PRODUCTION

Ensure sustainable
consumption and
production patterns
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SDG

SDG13

CLIMATE
ACTION

Business Theme

Relevant GRI Standard

Relevant section in the
report

Environmental
investments

GRI 103 - Management
Approach 2016

Page 6-7, Page 32-35

GRI 305 - Emissions
2016

Page 34-35

GRI 306 - Effluents and
Waste 2016

Page 34

GRI 307 Environmental
Compliance 2016

No such incident was
identified

Materials efficiency/
recycling

GRI 301 - Materials
2016

Page 34-35

Procurement practices

GRI 204-1 Procurement Practices
2016

Page 34-35

Product and service
information and labeling

GRI 417-1 - Marketing
and labeling 2016

Annual Report,
Page 4-5, 72

Resource efficiency of
products and services

GRI 301-3 - Materials
2016

Data is not tracked,
since this is not a
material issue

Transport

GRI 302 - Energy 2016

Employee commute and
business travel is part
tracked as a part of
Scope 3 emissions

GRI 305 - Emissions
2016

Page 34-35

Waste

GRI 306 - Effluents and
Waste 2016

Page 54-55

Water efficiency

GRI 303 - Effluents and
Waste 2016

Data is not tracked,
since this is not a
material issue

Water quality

GRI 306 - Effluents and
Waste 2016

Data is not tracked,
since this is not a
material issue

Energy efficiency

GRI 302 - Energy 2016

Page 33, Page 35

Environmental
investments

GRI 103 - Management
Approach 2016

Page 6-7, Page 32-35

GRI 305 - Emissions
2016

Page 34-35

GRI 306 - Effluents and
Waste 2016

Page 34

GRI 307 Environmental
Compliance 2016

No such incident was
identified

GHG emissions

GRI 305 - Emissions
2016

Page 34-35

Risks and opportunities
due to climate change

GRI 201 - 2 - Economic
Performance 2016

Page 21, 23

Take urgent action to
combat climate change
and its impacts*
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SDG
SDG14

LIFE BELOW
WATER

Business Theme

Relevant GRI Standard

Relevant section in the
report

Environmental
investments

GRI 103 - Management
Approach 2016

Page 6-7, Page 32-35

GRI 305 - Emissions
2016

Page 34-35

GRI 306 - Effluents and
Waste 2016

Page 34

GRI 307 Environmental
Compliance 2016

No such incidents
identified

GRI 103 - Management
Approach 2016

Page 6-7, Page 32-35

GRI 305 - Emissions
2016

Page 34-35

GRI 306 - Effluents and
Waste 2016

Page 34

GRI 307 Environmental
Compliance 2016

No such incidents
identified, given the
nature of the business

Abolition of child labour

GRI 408 - 1 - Child
labour 2016

Given the nature of the
business, no such risks
or incidents identified

Anti-corruption

GRI 205 - Anti
corruption 2016

Page 8-10, No
incidents identified

Conserve and
sustainably use the
oceans, seas and
marine resources
for sustainable
development
SDG15

LIFE
ON LAND

Environmental
investments

Protect, restore and
promote sustainable
use of terrestrial
ecosystems,
sustainably manage
forests, combat
desertification, and
halt and reverse land
degradation and halt
biodiversity loss
SDG16

PEACE, JUSTICE
AND STRONG
INSTITUTIONS

Promote peaceful and
inclusive societies
for sustainable
development, provide
access to justice for
all and build effective,
accountable and
inclusive institutions at
all levels
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SDG

SDG17

PARTNERSHIPS
FOR THE GOALS

Strengthen the means
of implementation
and revitalize the
global partnership
for sustainable
development

Business Theme

Relevant GRI Standard

Relevant section in the
report

Compliance with laws
and regulations

GRI 307 Environmental
Compliance 2016

Not relevant, given the
nature of the business

GRI 206 - Anticompetitive Behavior
2016

No such incidents
identified

GRI 419 Socioeconomic
Compliance 2016

No such incidents
identified

GRI 416 - Customer
Health and Safety
2016

No such incidents
identified

GRI 417 - Marketing
and Labeling 2016

Annual Report,
Page 72

GRI 418 - Customer
Privacy 2016

Annual Report,
Page 24-25

GRI 419 Socioeconomic
Compliance 2016

No such incidents
identified

Effective, accountable
and transparent
governance

GRI 102 - General
Disclosure 2016

Annual Report,
Page 115

Ethical and lawful
behaviour

GRI 102 - General
Disclosure 2016

Annual Report,
Page 52

Grievance mechanisms

GRI 103 - Management
Approach 2016

Page 8-10, 43, Annual
Report, Page 72

Inclusive decision
making

GRI 102 - General
Disclosure 2016

Annual Report,
Page 115

Non-discrimination

GRI 406 - Nondiscrimination 2016

Annual Report,
Page 56

Security

GRI 410 - Security
Practices 2016

Annual Report,
Page 114

Workplace violence and
harassment

GRI 414 - Supplier
Social Assessment
2016

Annual Report,
Page 56

Foreign direct
investment

GRI 203-2 - Indirect
Economic Impacts
2016

Page 30-31,
Page 56-67

INDEPENDENT ASSURANCE STATEMENT
Introduction
DNV GL Business Assurance India Private Limited has been commissioned by the management of Mahindra & Mahindra Financial Services Limited (CIN:
L65921MH1991PLC059642; hereafter referred as ‘MMFSL’ or the ‘Company’) to carry out an independent assurance engagement for the non-financial
- qualitative and quantitative information (sustainability performance covering Economic, Environmental and Social performance of the activities undertaken
by the Company over the Reporting period 1st April 2017 to 31st March 2018) reported in MMFSL standalone Sustainability Report (‘the Report’) in its
printed format for the financial year ending 31st March 2018. The intended users of this assurance statement are the management of the Company.
We performed our work using DNV GL’s assurance methodology VeriSustainTM1, which is based on our professional experience, international assurance
best practice including International Standard on Assurance Engagements (ISAE) 3000 Revised*, along with GRI Reporting content and quality principles.
The verification engagement was carried out during December 2017 – December 2018.
We understand that the reported financial data and related information are based on disclosures from MMFSL Annual Report for year ending 31st March
2018, which are subject to a separate independent statutory audit process. We did not review financial disclosures and data in the Sustainability Report
and Annual Report 2017-18 as it was not within the scope of our work.
We planned and performed our work to obtain the evidence we considered necessary to provide a basis for our assurance opinion related to non-financial
sustainability disclosures in this Report. We are providing a ‘limited level’ of assurance based on DNV GL VeriSustain and no external stakeholders were
interviewed as part of this assurance engagement.
Responsibilities of the Management of MMFSL and of the Assurance Provider
The Senior Management team of MMFSL have sole responsibility for the preparation of the Report and responsible for all information provided in the
Report as well as the processes for collecting, analysing and reporting the information presented in the Report. MMFSL has stated in this Report that this
report is based on the <IR> framework and GRI Standards and has adopted performance indicators for disclosures related to identified material topics
from Global Reporting Initiative’s Standard 2016.
DNV GL’s assurance engagements are based on the assumption that the data and information provided by the Company to us as part of our review have
been provided in good faith, true and free from material misstatements. DNV GL was not involved in the preparation of any statements or data included
in the Report except for this Assurance Statement. DNV GL expressly disclaims any liability or co-responsibility for any decision a person or an entity may
make based on this Assurance Statement.
Our verification engagement included limited level of verification of GRI Sustainability performance of MMFSL operations in India including and its subsidiaries
namely Mahindra Rural Housing Finance Limited, Mahindra Insurance Brokers Limited & Mahindra Asset Management Company Private Limited in India.
Our verification applies applies a ±5% uncertainty threshold towards errors and omissions.
Basis of our opinion
A multi-disciplinary team of sustainability and assurance specialists performed assurance at Corporate office and selected sites of the Company. We
undertook the following activities:
•	Review of the non–financial sustainability disclosures disclosed in this Report;
•	Review of approach to Materiality determination and Stakeholder engagement and recent outputs although we have no direct engagement with
stakeholders;
•	Review of information provided to us by the Company on its reporting and management processes related to sustainability performance for the reporting
year based on the reporting frameworks adopted by MMFSL;
•	Interviews with selected members of leadership team, and senior managers responsible for management of sustainability issues and review of selected
evidence to support issues discussed. We were free to choose interviewees and interviewed those with overall responsibility for the programmes to
deliver the targets for medium- and long-term Vision, Mission and milestones;
•	Desk Review of selected parameters of environmental importance was done for all its Operating Sites and gap analysis and findings were discussed
with Corporate Sustainability Team. Site visits were conducted in MMFSL Corporate Office at Mumbai, Regional Offices at Chennai and Bengaluru. The
sites we visited were selected based on identified material aspects as well as geographical and divisional spread and data proofing and site level material
issues were discussed during the Visits.
•	Review of supporting evidence for key claims and data disclosed in the Report. Our verification processes were prioritised based on our risk-based
approach i.e. relevance of identified material aspect and sustainability context of the business;
•	Review of the processes for gathering and consolidating the performance data and, for a sample, checking the data consolidation at site and corporate
level.
The reporting aspect boundary is based on the internal and external materiality assessment covering the operations of various Businesses under MMFSL
in India region and Corporate Centre- Mahindra Towers-Worli. During the assurance process, we did not come across limitations to the scope of the
agreed assurance engagement.
Opinion and Observations
On the basis of the work undertaken, nothing came to our attention to suggest that the Report does not properly describe the sustainability performance of
identified material topics as per the reporting frameworks adopted as below:
•	GRI 201: Economic Performance-2016–201-1, 201-2
•	GRI 202: Indirect Economic Impacts- 2016- 203-2
•	GRI 302: Energy- 2016- 302-1,302-2,302-3,302-4,302-5
•	GRI 305: Emissions- 2016-305-1,305-2, 305-3, 305-4,305-5
•	GRI 403: Employment–2016– 401-1,401-2,401-3
•	GRI 403: Occupational health & safety 2016- 403-2
•	GRI 403: Training & Education- 2016- 404-1,404-2,404-3
•	GRI 413: Local Communities-2016-413-1.413-2;
Without affecting our assurance opinion, we also provide the following observations. We have evaluated the Report’s adherence to the following principles:
The VeriSustain protocol is available on dnvgl.com.
* Assurance Engagements other than Audits or Reviews of Historical Financial Information.
1

Stakeholder Inclusiveness
The participation of stakeholders in developing and achieving an accountable and strategic response to Sustainability.
The stakeholder engagement process is fairly established to identify key stakeholders, sustainability challenges and concerns of diverse stakeholder groups
considering the MMFSL’s operations, however the Report does not explicitly bring about stakeholder’s concerns for key stakeholders as per requirements of
GRI standards disclosure -102-44.
Materiality
The process of determining the issues that are most relevant to an organisation and its stakeholders.
MMFSL has applied the materiality principles to arrive at key material aspects for the Company. The materiality determination process was revalidated
based on inputs from key stakeholders and senior management of Company. It is also important to revisit Materiality to capture issues of safety, attrition/
climate change/RONW and other focus issues.
The management of the Company is in the process of establishing internal assessment of safety for monitoring and management of identified material
aspects on a continual basis for their long-term organisational sustainability.
Responsiveness
The extent to which an organisation responds to stakeholder issues.
The Report has brought out responses to the identified material aspects and fairly disclosed the strategies and management approach and challenges
considering the overall sustainability context of its business within the identified aspect boundary. The report could bring out the long and medium terms
targets related to identified material aspects and specifically with regard to Safety and include other relevant material issues like attrition/Climate Change
and bring in response to these concerns of stakeholders.
Reliability
The accuracy and comparability of information presented in the report, as well as the quality of underlying data management systems.
The majority of data and information verified at the Corporate Office in Mumbai, and sampled sites at Chennai and Bengaluru and those resulting out of
desk review of Regional Offices were found to be identifiable and traceable to the source and nothing came to our attention to suggest that reported data
have not been properly collated and consolidated at corporate level, nor that the assumptions used were inappropriate. Some of the data inaccuracies
identified during the verification process were found to be attributable to, interpretation and aggregation errors and the errors have been communicated
for correction.
Completeness
How much of all the information that has been identified as material to the organisation and its stakeholders is reported?
The Report has fairly attempted to disclose the sustainability disclosures for key material topics including the disclosure on management approach and
performance indicators within the identified reporting. In our opinion Climate Change which is referred as one of the critical risk to business and is identified
as material may be considered for future reporting with required disclosures as per GRI Standard – GRI 103.
Neutrality
The extent to which a report provides a balanced account of an organisation’s performance, delivered in a neutral tone.
The disclosures related to sustainability issues and performances are reported generally in a neutral tone, in terms of content and presentation, however
Report could further bring out responses related to the challenges faced during the reporting period at various geographical locations.
DNV GL’s Competence and Independence
DNV GL is a global provider of sustainability services, with qualified environmental and social assurance specialists working in over 100 countries. DNV GL
states its independence and impartiality with regard to this assurance engagement. We were not involved in the preparation of any statements or data
included in the Report, with the exception of this Assurance Statement. We maintain complete impartiality toward any people interviewed.

For and on behalf of DNV GL Business Assurance India Private Limited

Mithu Ghose
Project Manager,
DNV GL – Business Assurance India Private Limited.

Kishore Kavadia
Lead Verifier,
DNV GL – Business Assurance India Private Limited

Vadakepatth Nandkumar
Assurance Reviewer,
Head - Regional Sustainability Operations,
DNV GL – Business Assurance India Private Limited.

20th December 2018, Bengaluru, India.
DNV GL Business Assurance India Private Limited is part of DNV GL – Business Assurance, a global provider of certification, verification, assessment and
training services, helping customers to build sustainable business performance. www.dnvgl.com

AWARDS AND RECOGNITION

Mr. Ramesh Iyer received the prestigious Asia Pacific Entrepreneurship
Award (APEA) 2017 India

Mr. V. Ravi received the ‘100 Top Most Influential BFSI Leaders Citation’
award given by World BFSI Congress & Awards

 ecognised among Top 19 in Aon Best Employer
R
List 2017

 onoured with the Indian Development
H
Foundation (IDF) CSR Award

Ranked 49th in India’s Best Companies to Work
for, 2017 by The Great Place to Work Institute
and Economic Times

 djudged as the runner-up in the Business
A
World HR Excellence Award for Excellence in
Learning and Development

Appraised and rated at People CMM® Maturity
Level 5

 onferred with the Equal Opportunity Employer
C
Award during the 4th National Conference on
Disability by Sarthak Educational Trust

 isted on Dow Jones Sustainability Index (DJSI)
L
for the fifth year in a row

Received the prestigious ET Best BFSI Brands
2018 Award

Included in the Sustainability Yearbook 2018 by
RobecoSAM

 ecognised by Working Mother and AVTAR 100
R
Best Companies for Women in India 2017

Mahindra & Mahindra Financial Services Limited
4th Floor, Mahindra Towers,
Dr. G. M. Bhosale Marg, P. K. Kurne Chowk, Worli,
Mumbai – 400 018
www.mahindrafinance.com

