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Positive and
Promising

We, at Mahindra & Mahindra Financial Services Sector
(MMFSS), have always felt a strong sense of stakeholder
responsibility and our business model is anchored in our vision
to help accelerate sustainable development for all. For close
to three decades, we have played a critical role in bringing
the economically underprivileged sections of society to India’s
financial lifeline and drive positive change in the lives of our
stakeholders and communities.
We remain dedicated to this core purpose, because we
believe India’s rural and semi-urban communities have a long
way to travel to realise their full potential and serve as the
nation’s growth engine. Our sustainability strategy is deeply
anchored to that core purpose.
Our Group Chairman Mr. Anand Mahindra, at Davos
2018, reaffirmed his pledge to climate change mitigation
by committing all Mahindra Group companies to setting
science‑based targets, which aim to limit global temperature
rise to 1.5-2 degrees celsius. Aligning to that commitment,
we have developed our Carbon Neutrality Roadmap 2040.
We are the first financial services company in India to commit
to Science Based Targets initiative (SBTi).
We continue to develop innovative financial solutions and
impart financial literacy to millions of people across the
social spectrum. Every year, we are moving a step closer to
fulfilling our core purpose of helping build a more positive and
promising world for all stakeholders.

2019-20 NOTEWORTHY ACHIEVEMENTS
Included in the distinguished
FTSE4 Good Index Series
constituent

Listed on the Dow Jones
Sustainability Index (DJSI)
Emerging Market Trends for the
7th consecutive year

Attained CDP performance
band – C meaning that the
Company is at ‘Awareness’ band
and also attained band – A– in
the supplier engagement rating

General Disclosures: 102:1

About the Cover

The six capitals working in synergy inspires this graphic
device. The incremental size of the circles shows growth.

2019-20 SUSTAINABILITY HIGHLIGHTS

FINANCIAL
CAPITAL
Page 30

MANUFACTURED
CAPITAL
Page 34

INTELLECTUAL
CAPITAL
Page 36

Financial resources that the
Company already has or obtains
through financing

Tangible infrastructure such as
physical assets, which also includes
information technology related assets

Intangible, knowledge-based assets

TOTAL ASSETS UNDER MANAGEMENT
(AUM) — MMFSL

OFFICES

25,229

INR 77,160 CR
(Y-O-Y GROWTH OF 11.9%)

MAHINDRA RURAL HOUSING FINANCE
LIMITED (MRHFL) LOAN DISBURSED

INR 1,876 CR

1,322
SMART
BRANCHES

240

KAIZENS RECEIVED FROM
EMPLOYEES

Y-O-Y INCREASE IN DIGITAL PAYMENTS

336%

MAHINDRA INSURANCE BROKERS
LIMITED (MIBL) GROSS PREMIUM

INR 2,431.89 CR
(Y-O-Y GROWTH OF 7%)

HUMAN
CAPITAL
Page 40

Employee knowledge, skills, experience
and motivation
RANKED AMONG TOP 20 INDIA’S
BEST WORKPLACES 2019 IN THE
BFSI INDUSTRY BY THE GREAT PLACE
TO WORK® INSTITUTE

SOCIAL AND
RELATIONSHIP CAPITAL
Page 46

3,788

Page 52

Ability to share, relate and
collaborate with stakeholders,
promoting community development
and wellbeing

Natural resources impacted by the
Company’s activities

EMPLOYEES VOLUNTEERED

ENERGY INTENSITY

LIVES IMPACTED

GHG EMISSIONS AVOIDED

CUSTOMER BASE

CARBON OFFSET

17,523

1,00,190
NEW EMPLOYEES RECRUITED

NATURAL
CAPITAL

6.8 MN +

4.12 (GJ/employee)
522.11 tCO2

604.34 tCO2

ABOUT THE REPORT
Sustainability for
us goes beyond the
regulatory roadmap.
It is aligned to our
core purpose and
values. In furtherance
of that purpose, we
consider it imperative
to share insights
about our progress,
milestones, challenges
and prospects with all
our valued stakeholders
annually.

The report outlines our Mahindra &
Mahindra Financial Services Sector
(MMFSS) approach in integrating
sustainability into our policies, structure,
management and operations. It talks
about the Group’s sustainability
journey and provides insights into our
strategies. It also highlights the economic,
environmental and social aspects of the
developments and operations. Our aim is
to share our sustainability commitment
with various stakeholders, including
employees, investors, customers,
business partners, suppliers and lenders,
the community and the government.
This report has been prepared in
accordance with the GRI Standards: Core
option. Please refer to the GRI Content
Index for a complete listing of the Global
Reporting Initiative (GRI) disclosures
included in this Report.

REPORTING BOUNDARY

For all the General Standard Disclosures
and Specific Standard Disclosures related
to the Material topics as per the Global
Reporting Initiative (GRI) Sustainability
Reporting Standards, the scope of the
Report includes the entire business of
Mahindra & Mahindra Financial Services
Limited (Mahindra Finance) and its
subsidiary companies, Mahindra Rural
Housing Finance Limited (MRHFL) and
Mahindra Insurance Brokers Limited
(MIBL). In the reporting year, the coverage
has been expanded to all the 1,322
offices, ensuring 100% coverage of
MMFSS.

Reporting Period

The Sustainability Report 2019-20 is an
annual publication and provides material
information relating to our strategy
and business model, operating context,
material risks, performance, prospects
and governance, spanning the financial
year April 1, 2019 to March 31, 2020.
There are no restatements of information
to be made from the previous year.

Reporting Principles

We followed the principles of stakeholder
inclusiveness, materiality, sustainability
context and comprehensiveness for
developing the report. The report
presents the engagement process
and key issues identified by different
stakeholder groups. By engaging with all
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.

Assurance

We safeguard the quality of information
contained in the report through a
robust assurance process, leveraging
our internal expertise and external
assurance carried out by KPMG, an
independent third-party assurance
provider. You can find our Assurance
Statement on Page 55.
Please email your suggestions,
views and opinions to sustainability.
mmfsl@mahindra.com

The report is aligned to:

GRI Sustainability Reporting Standards
United Nations Sustainable Development
Goals (UN SDGs)
United Nations Global Compact Principles
(UNGC)
National Voluntary Guidelines on
Social, Environmental and Economic
Responsibilities of Business (NVG-SEE)
Integrated Reporting <IR> framework
of the International Integrated Reporting
Council (IIRC)
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Mahindra & Mahindra Financial Services Limited

INTRODUCING MAHINDRA FINANCE

Expanding a robust ecosystem
of rural financing
We are one of the leading non-banking finance companies (NBFCs) with
customers primarily in the rural and semi-urban markets of India. We cherish
our strong Mahindra Group lineage, a global, innovation-led conglomerate,
offering a wide repertoire of products and services to people globally, creating
possibilities for a better quality of life for people worldwide.
For close to three decades since
inception, Mahindra Finance is primarily
engaged in financing new and pre-owned
auto and utility vehicles, tractors, cars
and commercial vehicles. We provide
housing finance, personal loans, financing
to small and medium enterprises,
insurance broking and mutual fund
distribution services. We also offer
wholesale inventory financing to dealers
and retail financing to customers in the
USA for the purchase of Mahindra Group

General Disclosures: GRI 102-1

products through Mahindra Finance USA
LLC, its joint venture with a subsidiary of
the Rabobank Group.
We benefit from our close relationships
with dealers and our long-standing
relationships with Original Equipment
Manufacturers (OEMs), which allow us to
provide on-site financing to dealerships.
During the reporting year, we entered
into a Joint Venture (JV) with Ideal
Finance Ltd. (IFL), Sri Lanka. This JV will

provide a diversified suite of financial
products to the Sri Lankan market.

Product Offerings

Vehicle & Tractor Financing
Personal Loans
Housing Finance
SME Financing
Insurance Broking
Mutual Funds
Investment Products
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INTRODUCING MAHINDRA FINANCE

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.

CORE PURPOSE

WE WILL CHALLENGE
CONVENTIONAL THINKING AND
INNOVATIVELY USE ALL OUR
RESOURCES TO DRIVE POSITIVE
CHANGES IN THE LIVES OF OUR
STAKEHOLDERS AND COMMUNITIES
ACROSS THE WORLD, TO ENABLE
THEM TO RISE.

PROFESSIONALISM

DIGNITY
OF THE
INDIVIDUAL

GOOD
CORPORATE
CITIZENSHIP

CORE
VALUES

QUALITY
FOCUS

CUSTOMER
FIRST

KEY FACTS

19.6%

CAPITAL ADEQUACY RATIO

4

INR 42,388 CR
TOTAL VALUE OF
ASSETS FINANCED

General Disclosures: GRI 102-16

6.8 MN +

CUSTOMER BASE

1,322

PAN-INDIA OFFICES

Mahindra & Mahindra Financial Services Limited

RISE
TENETS

ABOUT MAHINDRA GROUP

The Mahindra Group is a federation of
companies bound by one purpose — to Rise.
For over seven decades, the Group has
catalysed a wide range of transformations,
but remains grounded to its core purpose
of challenging conventional thinking, and
innovatively using resources to drive positive
impact in the lives of its stakeholders
and communities globally; and enable
them to Rise.
Headquartered in Mumbai, the Group
employs 2,50,000+ people across 100
countries. The Group has a strong presence
in agribusiness, aerospace, components,
consulting services, defence, energy, financial
services, industrial equipment, logistics, real
estate, retail, steel, commercial vehicles
and two-wheelers that help propel India’s
economic growth.

ACCEPTING
NO LIMITS

ALTERNATIVE
THINKING

DRIVING POSITIVE
CHANGE

MAHINDRA FINANCE ARCHITECTURE
MAHINDRA & MAHINDRA LIMITED

MAHINDRA & MAHINDRA FINANCIAL SERVICES LIMITED [51.2%]

Mahindra
Insurance Brokers
Limited1 (MIBL)

Mahindra Finance USA
LLC (JV with Rabobank
Group subsidiary)

80%

49%

Mahindra Trustee
Company Private
Limited (MTCPL)3

Mahindra
Finance CSR
Foundation

51%

Mahindra Rural
Housing Finance
Limited2 (MRHFL)

Mahindra Asset
Management
Company Private
Limited (MAMCPL)3

Ideal Finance
Limited (IFL),
Sri Lanka4

98.4%

51%

38.2%

Notes:
1. Balance 20% with Inclusion Resources Pvt. Ltd. (IRPL), subsidiary of XL Group
2. Balance 1.57% with MRHFL Employee Welfare Trust
3. M
 anulife has entered into a Share Subscription Agreement with the Company and holds 49% of the shareholding of MAMCPL and MTCPL.
The transaction concluded on April 29, 2020
4. T he Company has entered into a subscription agreement to acquire 58.2% of IFL and has remitted an amount of INR 440 million towards acquiring
38.2% of its equity share capital

General Disclosures: GRI 102-5
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PRODUCT PORTFOLIO

Diversifying offerings to serve
varied financial needs
Innovation-driven product development is a key focus area for us. Our portfolio
includes a wide range of financing, investment and insurance solutions. We fulfil
the evolving needs of our customers in rural and semi‑urban India by focusing
on differentiation.

VEHICLE AND TRACTOR
FINANCING
	We are primarily engaged in asset
financing of vehicles, which are
divided into five categories: (a) auto
and utility vehicles, (b) tractors,
(c) cars, (d) commercial vehicles
and construction equipment and
(e) pre-owned vehicles and others.
The customers include transport
operators, farmers, small businesses
and self-employed and salaried
individuals.

INSURANCE BROKING

	We provide insurance broking
solutions to individuals and corporates
through our wholly‑owned subsidiary,
MIBL. MIBL has a ‘composite
broking license’ from the Insurance
Regulatory and Development
Authority, which allows it to
undertake broking of life, non-life and
reinsurance products.

INVESTMENTS AND
ADVISORY
	Fixed Deposits
Mutual Fund Distribution

6
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PERSONAL LOANS

SME FINANCING

HOUSING FINANCE

MUTUAL FUNDS

	We provide personal loans
primarily to its existing customers
and Mahindra Group employees.
Customers seek personal loans for
weddings, children’s education, medical
treatment or working capital for a
small or medium-sized enterprise.
These loans are typically repayable in
monthly or quarterly instalments.

	We provide housing finance to
individuals through our subsidiary
MRHFL, a registered housing finance
company, in which National Housing
Bank (NHB) owns 12.5% equity capital.
MRHFL grants housing loans for the
purchase, construction, extension and
renovation of property.

	We provide loans for varied purposes
such as project finance, equipment
finance, working capital finance, vehicle
finance and bill discounting services to
Small and Medium-sized Enterprises
(SMEs). We intend to leverage the
existing customer fraternity and the
strengths of the Mahindra Group to
target the auto-ancillary, engineering
and food and agri-processing sectors
through our SME business.

	Mahindra Mutual Fund offers the
rural and semi-urban India a secured
means to move from simple saving
instruments to investing in mutual
funds. The company’s distribution
team provides end-to-end solutions
for simple and safe ways to invest,
including equity mutual funds, tax saver
mutual funds, monthly income funds
and other similar investment schemes.

Mahindra & Mahindra Financial Services Limited

PRESENCE

Expanding our
reach across
the nation

Financial Services – MMFSL
Housing Finance – MRHFL
Insurance – MIBL

STATE-WISE CUSTOMER PENETRATION
Customers serviced in 2019-20
State / Union
Territory
Andaman and
Nicobar Islands
Andhra Pradesh
Arunachal Pradesh
Assam
Bihar
Chandigarh
Chhattisgarh
Dadra and Nagar
Haveli
Delhi
Goa
Gujarat
Haryana
Himachal Pradesh
Jammu and Kashmir
Jharkhand

Financial
Services–
MMFSL
0.11

Housing
Insurance–
Finance–
MIBL
MRHFL
–
–

2.88
0.05
5.12
7.77
0.25
2.49
0.09

19.10
–
–
2.64
–
2.29
–

2.71
–
3.97
6.45
0.19
3.21
–

1.61
0.02
5.59
3.41
1.57
1.11
2.90

–
–
10.93
–
–
–
–

3.09
0.0008
5.34
2.69
1.17
0.80
2.40

General Disclosures: GRI 102-4, GRI 102-6

State / Union
Territory
Karnataka
Kerala
Madhya Pradesh
Maharashtra
Meghalaya
Mizoram
Odisha
Puducherry
Punjab
Rajasthan
Sikkim
Tamil Nadu
Telangana
Tripura
Uttar Pradesh
Uttarakhand
West Bengal

Financial
Services–
MMFSL
4.39
3.55
8.20
8.31
0.53
0.32
3.00
0.12
0.22
5.66
0.26
3.66
3.20
0.61
13.15
1.42
6.40

Housing
Insurance–
Finance–
MIBL
MRHFL
0.12
5.21
1.53
3.55
4.75
7.49
6.57
15.62
–
0.32
–
0.04
0.02
3.13
–
0.13
–
2.04
7.98
5.00
–
0.18
32.82
5.23
8.87
2.95
–
0.48
2.28
10.99
0.09
1.14
–
4.48
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VICE CHAIRMAN AND MANAGING DIRECTOR’S MESSAGE

Making sustainable goals
a shared priority
Dear Stakeholders,
Trust all of you are safe and healthy.
2019-20 was truly a year of building sustainable resilience for us at Mahindra &
Mahindra Financial Services Sector (MMFSS). The year presented a variety of
challenges; and yet we collectively stayed true to our core purpose and values,
helping our customers, teams and communities realise their true potential.
Over the decades, we have remained
resilient and relevant to our customers
and stakeholders by navigating through
multiple economic and technology
cycles, while doing good. We craft our
sustainability roadmap by working closely
with all stakeholders and aligning our
long‑term decisions with their insights
and aspirations.

and foresight. Our total income in
2019‑20 increased by 16.3% in
comparison to 2018-19. Encouragingly,
our performance in adversity has
translated into enhanced stakeholder
trust. We remain deeply rooted to
our core principles, ethics and social
responsibility, with a commitment to
create more value for our stakeholders.

You will be happy to know that during
the year, we became part of the
renowned FTSE4Good Emerging
Markets Index. We are the only
NBFC from India to have made it to the
DJSI ‘Sustainability Yearbook 2019’.
We are committed to fight climate
change. This is testified through
our commitment to Science Based
Targets initiative. We are the first
financial institution in India to adhere
to Science Based Targets protocol.

We believe, India’s next level of growth
is likely to emerge from its villages.
Therefore, we are steadfast in helping
drive rural opportunity through
our products and services. We are
committed to partner rural aspirations,
strengthen relationships of trust with
customers and evolve a viable business
model focused on their requirements.

We have embarked on a journey to
embed the Sustainable Development
Goals (SDGs) in our business planning and
activities, with focus on those SDGs that
most closely align to the areas where we
have the greatest influence and impact.
This is part of our overarching strategy
to achieve a better and more sustainable
future for all. ‘I am Responsible’ is our
flagship sustainability engagement
initiative. Through this, we encourage
our employees to make sustainability
a part of their daily actions. We drive
the programme through a dedicated
sustainability activity calendar, which is
premised on the 17 UN SDGs.

RESILIENCE SHINES AMID
CHALLENGES
Despite considerable stress in the
economic and business environment,
our performance during the year
demonstrated our strong fundamentals

8
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RELATIONSHIPS HELP US
REACH FARTHER
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 have fuelled
the entrepreneurial aspirations of 6.86
million customers in rural & semi-urban
India with customised loan products and
solutions, empowering potential and
transforming lives. We have a robust
sales team, engaging with customers
in every corner of the country. Also, we
conduct continuous and deep dialogues
with business partners, communities and
other stakeholders, so that our growth
is broad-based, participatory and holds
forth the promise of a new India.
We have enduring relationships with vehicle
manufacturers and dealers for the benefit
of our customers. These close relationships
with dealers help us develop and maintain
strong customer relationships.

ACCELERATING DIGITAL

We look at technology as an essential
value creator in our business; and we
have always been proactive in technology
adoption to enrich customer experience.
With the aid of advanced technology
tools, MMFSS is keeping up with the
constant dynamics in today’s digital world.
From rapid physical network expansion to
robust digital presence, we are improving in
tandem with the changing financial services
landscape. During the year, we saw 336%
y-o-y increase in digital payments.
While front-end features are important,
they have to be enabled by equally
sophisticated back-end processes.
To do so, we have restructured the entire
IT and data architecture in order to deliver
world-class uptime and stability, along with
advanced data management capability.
This enables a smooth experience when
customers use our products and services
digitally. These strategies focus on
improving customer experience in every
aspect, bringing in repeat usage and
repeat customers.

WE SUCCEED TOGETHER

Our teams push the levers of progress
and we work hard to attract, motivate,
nurture and retain the best industry talent.
Our decades-rich knowledge and insight
have stood us in great stead in all these
years and we are dedicated to elevating
our business acumen and agility steadily
and sustainably. We are focused on building
a safe and sustainable environment for
our employees by committing to a fair,
transparent and inclusive work culture.
We have introduced training courses on
sustainability for our employees through
various platforms. Our average training
hours stood at 10 hours per person during
the reporting period.

Mahindra & Mahindra Financial Services Limited

336%

Y-O-Y INCREASE IN DIGITAL PAYMENTS

16.3%
Y-O-Y INCREASE IN TOTAL INCOME

CASCADING BENEFITS TO
THE COMMUNITY
We aim to maximise the positive contribution
we make by creating shared value for our
communities. By working in partnerships,
we look closely at issues such as skills
shortages, infrastructure development,
community resilience and disaster relief in
areas where we operate. During the year,
we positively impacted 1,00,190 lives through
various initiatives. We conduct our business
responsibly by contributing to the economic
and social progress of the communities
where we are present.

THE FUTURE IS AN EXCITING
TERRITORY
There is surely short-term stress in
the operating environment owing to the
pandemic-induced disruption in the markets
in which we are present. However, the
overall scenario is on the mend, validated
by high‑frequency economic indicators.
Our focus on prudent asset and liability
management and diversification of funding
sources has stood us in good stead. Our deep
relationships with customers and partners,
enviable scale, a diversified portfolio mix,
a robust and resilient business model, and
strong financials underpin our confidence.
While we address immediate challenges, we
are further developing operational resilience
as disruptions due to COVID-19 recede.
Sustainability remains integral to our DNA.
Our leadership teams are combating the
crisis with calm and cautious optimism,
controlling what we can in the near future
and ensuring we are well placed to take full
advantage of what we are confident will be
a robust recovery.

Stay safe and healthy!
Regards,

Ramesh Iyer
Vice Chairman & Managing Director,
President – Financial Services Sector and
Member of the Group Executive Board
General Disclosures: GRI 102-14
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SUSTAINABILITY STRATEGY AND ROADMAP

Clear roadmap for sustainable growth
We create lasting impact for our customers, employees and investors and aim for
the social and environmental change that makes our stakeholders proud to work
with us. This is only possible by focusing on delivering sustainable operations.
We align our performance with the
three pillars of the Mahindra Group
Sustainability Framework for long-term
value creation. The alignment with
material topics of the Mahindra Group
sustainability framework allows us to
remain consistent with our parent
organisation’s vision and strategy.

ALIGNING OUR IMPACT
WITH THE SDGs
The UN SDGs provide a shared blueprint
for achieving peace and prosperity for
people and the planet, now and into
the future. Our sustainability strategy

10
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is closely aligned with the SDGs to
contribute towards meaningful change
around the world.
Page 62

SUSTAINABILITY ROADMAP
2020
Our roadmap was formulated by
taking inferences from the Materiality
Assessment and Stakeholder
Engagement processes of our business.
We have identified and prioritised the
focus areas, along with the goals and
targets for a period of three years.

GROUP SUSTAINABILITY
FRAMEWORK
Mahindra 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.

Mahindra & Mahindra Financial Services Limited

PEOPLE: Enabling Stakeholders to Rise
Focus Areas

Aspiration Statement

Measure of
Performance

Create a more engaged
work environment

MCARES Score

Build people capabilities

Training coverage
(% of employees)

BUILD A GREAT
PLACE TO WORK
Empower diversity and
inclusion at workplace

FOSTER
INCLUSIVE
DEVELOPMENT

Measures of
Diversity and
Inclusion (D&I)
roadmap

2019-20 Target

2019-20
Performance

MMFSL – 4.43
MRHFL – 4.43
MIBL – 4.32
Ensuring and maintaining
coverage of more than 60%
of employees every year in
alignment with The Mahindra
Way (TMW) Level 5 measure
of performance

4.66
4.45
4.52
MMFSL – 73.5%

MMFSL – 7% –
Gender Diversity, 100+ –
Differently abled

MMFSL – 4% - Gender
Diversity, 60 – Differently
abled1

MRHFL – 6% –
Gender Diversity

3.31%1

MIBL – 12.3%
Gender Diversity

12.80%

MRHFL – 97.95%
MIBL – 83.73%

Uplift communities
through targeted
interventions

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

3.18 lakh

1 lakh 2

Empower communities
by focusing on financial
literacy

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

7.32 lakh

8.62 lakh

Deepen and widen
financial inclusion
by providing financial
solutions to customers

Customers

MMFSL – 70 lakh

68 lakh+3

MRHFL – 15 lakh

10.46 lakh4

MIBL – 25 lakh

22.3 lakh5

Promote the adoption
of responsible habits
among employees under
the ‘I am responsible’
campaign

Total no. of
employees

3,000

19,427

MAKE
SUSTAINABILITY
PERSONAL
Notes:
1
Hiring was on mute in the reporting year; major focus was on studying and understanding the need to provide importance towards hiring women in
business roles. Focus group meetings and other activities are being done to enhance gender diversity
2
Mahindra Finance is moving towards strategic CSR, therefore restricting their interventions and focusing towards flagship programme and shared value
projects. Due to this shift, there was reduction in the number of lives impacted in 2019-20
3
In view of declining sales of vehicles, tractors etc., the disbursements have been lower. The outbreak of COVID-19 pandemic has resulted in further
slowdown in economic activities across the country, which even otherwise was on a slow pace
4
T he Company has entered into the Affordable segment, where the loan amount is in the range of INR 8 to 10 lakh as against INR 1.25 lakh in the rural
segment. This was a strategic decision taken for better growth and quality. Due to adverse market and economic conditions, there was pressure on
HFCs and NBFCs for overall liquidity, which resulted in limited growth. Growth of the company in a few states like Maharashtra and Karnataka slowed
down because of higher delinquencies etc.
5
O verall slowdown in the market in 2019-20 and the effect of COVID-19 pandemic in Q4 led to deviation from targeted numbers

General Disclosures: GRI 102-11
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SUSTAINABILITY STRATEGY

PLANET: Minimising Our Environmental Impact
Focus Areas

2019-20
Target
1.01 tCO2/FTE

2019-20
Performance

Ensure continued
reduction in carbon
emissions

Measure of
Performance
10% decline in
CO2 emissions per
employee

Initiate waste
recycling practices
across locations

No. of reporting
locations practicing
recycling of waste

6

41

Increase plantations
of trees across India

10% y-o-y increase in
no. of trees planted

1.40 lakh

1.01 lakh2

Aspiration Statement

0.68 tCO2/FTE

ACHIEVE
CARBON
NEUTRALITY

ENSURE NO
WASTE TO
LANDFILL

PROMOTE
BIODIVERSITY
Notes:
1
Includes four office locations wherein we have engaged with vendors involved in recycle of waste. We are in the process of identifying vendors for
additional locations in 2020-21.
2

 uring the reporting period, our major focus area was to ensure the survival rate of plantations. Therefore, we conducted planned plantation drives
D
with emphasis on quality of plants, rather than quantity

12
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Mahindra & Mahindra Financial Services Limited

PROFITS: Building Evergreen Businesses
Focus Areas

GROW GREEN
REVENUE

Aspiration
Statement

Measure of
Performance

2019-20
Target

2019-20
Performance

Increase financing
of precision
farming equipment

Loan
disbursement
in INR

3 crore

Increase financing
of electrical
vehicles

No. of
electrical
vehicles
financed
Advancing
our risk
management
framework

200

We are currently discussing
the categorisation of farm
equipments as ‘Precision
Farming Equipments’ with OEMs
5,606

Enhance risk
management
framework

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

Climate risk is a part of our
risk register

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 has been
put in place in 2019-20
23

MITIGATE RISKS,
INCLUDING CLIMATE
RISK

MAKE SUPPLY
CHAIN SUSTAINABLE

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

No. of key
dealers/
suppliers
engaged

20

Reducing
consumption of
paper in operations

Count of
paperless/
paper-free
processes OR

13

Count of
processes
digitalised

ACCELERATE FASTER
ADOPTION OF
TECHNOLOGY AND
INNOVATION

ENHANCE BRAND
EQUITY

Maintaining credit
rating at par with
M&M

Credit rating

Maintaining the highest level IND A1+ — The ‘A1+’ rating
of credit rating applicable for indicates the highest level
of rating
our sector

Improve CaPS

CaPS

Ensuring and maintaining
56*
CaP score of more than 60%
in alignment with TMW Level
5 measure of performance

*The CaPS study for 2019-20 was not conducted. Hence, we are stating 2018-19 scores

General Disclosures: GRI 102-11
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GOVERNANCE

Inculcating a culture
of accountability
We believe sound corporate governance is the bedrock of a sustainable and
commercially successful business. Our culture of corporate governance is
based on transparent dialogue and insights garnered from all stakeholders.
Ongoing and transparent communication with stakeholders is an essential tool
for better understanding their requirements.
considers the long-term interest of
every stakeholder. The framework lays
Corporate governance is increasingly
down procedures and mechanisms for
gaining importance in the investing and
smooth administration and productive
stakeholder community. Our culture of
collaboration among employees, the
corporate governance goes long back, and
value chain, community, investors and
it is essentially about meeting our strategic
the government.
goals responsibly and transparently, while
being accountable to our stakeholders.
Our sustainability governance model
The Company is equipped with a robust
provides a solid foundation for developing
framework of corporate governance that
and anchoring sustainability strategy

SUSTAINABLE GOVERNANCE

and targets. It ensures that we focus on
embedding sustainability into the business
by implementing decisions in the relevant
business areas. Our objective is to
generate maximum economic value and
at the same time, live up to environmental
and social expectations. Economic
strength and stability is a criterion for
environmental investments and social
responsibility that generate long-term
financial growth.

GOVERNANCE FRAMEWORK
Mahindra Group
Sustainability
Council (At Mahindra
Group Level)
A cross-sector committee
of senior executives
chaired by a member of
the Group Executive Board.
Mr. Ramesh Iyer, Vice
Chairman & Managing
Director – Financial
Services Sector, is a
member of the Mahindra
Group Sustainability Council.

Mahindra Finance
Sustainability Council

Acts as a liaison between
the Mahindra Finance
businesses and the Mahindra
Group Sustainability Council.
Consists of a cross-functional
team using an integrated
network.
Responsibilities are to:
	Effectively integrate
sustainability into business
strategy and practices
	Ensure all relevant
sustainability policies and
goals are well informed,
aligned and efficiently
executed
	Ensure a high level
of organisational
understanding, alignment
and engagement of
the sustainability vision
throughout the Company
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Sustainability
Champions (FSS Level)

Leading sustainability
for each business with
responsibility for:
	Disseminating information,
ensuring monitoring
and review of data and
information
	Being a single point of
contact between the
businesses and the
sustainability cell
	Ensuring reporting under
the GRI framework
	Implementing initiatives
and driving sustainability
awareness programmes

General Disclosures: GRI 102-16, GRI 102-18
Specific Disclosures: GRI 103-2, GRI 205-1, GRI 205-2, GRI 307-1, GRI 419-1

Region-wise
Sustainability
Champions (Regional
Office Level)
Overall responsibility at
the regional office for data
collection. They are aided
by a team of sustainability
enthusiasts to implement
various sustainability
activities.

Mahindra & Mahindra Financial Services Limited

POLICIES AND STANDARDS

We have developed policies for our businesses considering our Group policies, values and principles. We empower our employees to
learn, understand and apply improvement techniques to reach industry best standards, and beyond.
To know more about policies, please take a look at - https://mahindrafinance.com/investor-zone/corporate-governance#Policies

COMPOSITION OF THE BOARD

Mr. Dhananjay Mungale
Chairman and Independent Director

Mr. Chandrashekhar Bhave
Independent Director

Ms. Rama Bijapurkar
Independent Director

Mr. Milind Sarwate
Independent Director

Mr. Arvind V. Sonde
Independent Director

Dr. Anish Shah
Non-Executive,
Non‑Independent Director

Mr. V. S. Parthasarathy
Non-Executive,
Non-Independent Director

Mr. Ramesh Iyer
Vice Chairman &
Managing Director

Mr. V. Ravi
Executive Director
& Chief Financial Officer

KNOWING THE BOARD BETTER
EXPERIENCE

AVERAGE AGE

(%)

(%)

>20 years

36-55 years

5-10 years

56-70 years

77.78

22.22

88.89
11.11

General Disclosures: GRI 102-16, GRI 102-18
Specific Disclosures: GRI 103-2, GRI 205-1, GRI 205-2, GRI 307-1, GRI 419-1
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GOVERNANCE

BOARD COMMITTEES

The Committees constituted by the Board
focus on specific areas and take informed
decisions within the framework of
delegated authority. The Committees make
specific recommendations to the Board
on matters within their areas or purview.
The decisions and recommendations of the
following Committees are placed before
the Board for information or for approval,
as required:

	Audit Committee
	Nomination and Remuneration Committee
	Stakeholders’ Relationship Committee
	Corporate Social Responsibility Committee
	Asset Liability Committee
	Risk Management Committee
	Committee for Strategic Investments
	IT Strategy Committee

ENVIRONMENTAL,
SOCIAL AND
GOVERNANCE (ESG)
INTEGRATION

Looking at our
business through
an ESG lens helps
us better manage
sustainability
risks in our
investment
portfolios. It also
helps us identify
opportunities.
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BUSINESS ETHICS

Ethical business conduct is the
Company’s most valuable asset, which
strengthens its brand equity and paves
the right roadmap to grow responsibly.
Ethical conduct of business, prevention
of corruption and unlawful disclosure or
use of inside information, and observance
of human rights are among our essential
principles of operation and elements of
its risk management system. In the year
under review, no corruption or bribery
cases were reported to the Board
Committee.

We promote ethical behaviour in all our
business activities and have established
a vigil mechanism for our directors,
employees and stakeholders to report
their genuine concerns, viz. illegal or
unethical behaviour, actual or suspected
fraud or violation of the Company’s Codes
of Conduct or Corporate Governance
Policies or any improper activity. The
Vigil Mechanism as envisaged in the
Companies Act, 2013 and the Rules
prescribed thereunder and the Securities
and Exchange Board of India (SEBI)
(Listing Obligations and Disclosure

Requirements) Regulations, 2015 is
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.
The Whistle Blower Policy per se
provides for protected disclosure and
protection to the whistle blower.

ADVOCACY AND PUBLIC POLICY
We engage with governments and regulators in public policy discussions to share our views and the perspectives of our
clients, employees and communities on issues relevant to our business.
Name of the Industry Association/Institution

Type of Association / Position Held

Finance Industry Development Council (FIDC)

Member of the Core Committee

Federation of Indian Chambers of Commerce and Industry (FICCI)

Member of the NBFC Taskforce

Society of Indian Automobile Manufacturers (SIAM)

Chairman of the Group on Finance & Leasing and
Insurance of the Council of Economic Affairs

Confederation of Indian Industry (CII)

Member of National Committee on Financial Inclusion

Bombay Chamber of Commerce and Industry

Member of Managing Committee

Mahindra Leadership University

Member of Governing Council

Committee constituted for Comprehensive Financial Services

Member of the Reserve Bank of India (RBI) Committee
constituted

IITB-Washington University

Member of the Board of Advisors

General Disclosures: GRI 102-12, GRI 102-13
Specific Disclosures: GRI 205-1, GRI 205-2, GRI 205-3
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RISK MANAGEMENT

Delivering in an
uncertain environment
Our risk management framework is not static; it continues to evolve in line with
changing market realities. Effective risk management strategies allow us to
identify potential risks and opportunities and take corrective actions. We have put
in place a risk management and internal controls framework to identify, assess,
mitigate and monitor the risks and uncertainties facing our business.
Risk

Context

Mitigation Plan

Capitals Impacted

LIQUIDITY
RISK

Liquidity risk is the risk of being
unable to raise funds from the
market at optimal costs to meet
operational and debt servicing
requirements.

The Asset Liability Committee (ALCO) of the
Board of Directors meets regularly to review
the liquidity position, based on future cash flows.
The Company also maintains adequate liquid
assets and reserves, and has access to funding
to hedge against unexpected requirements.

INTEREST
RATE RISK

Fluctuations in interest rates
could adversely affect borrowing
cost, interest income and net
interest margins of companies in
the financial sector.

The 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.

OPERATIONAL
RISK

It arises when the flow of and
controls over the operations of
the Company are lacking, which
has adverse impact on the
continuity of business, reputation
and profitability of the Company.

We have adopted all contemporary and
proficient operational methods and systems.
Faster loan disbursement through quick credit
appraisal has defined the Company’s operational
benchmarks. Additionally, regular internal audit
provides a check on deviation, arising from any
contingent operational inefficiency.

CREDIT RISK

It is a risk of default or nonrepayment of loan by a borrower,
which involves monetary loss to
the Company, both in terms of
principal and interest.

The stringent credit appraisal system and postdisbursement monitoring ensures high quality of
loan assets with minimum probability of default.
We have a robust credit appraisal mechanism and
efficient monitoring in place.

BUSINESS
RISK

Being an NBFC, the Company
is exposed to various external
risks, which have a direct
bearing on its sustainability and
profitability. Foremost among
them are industry risks and
competition risks. The volatile
macro‑economic scenario and
sector-specific imbalances result
in loan asset impairment.

Our dedicated team evaluates the trends in
the economy and various other sectors. In step
with market trends, we have developed tailormade products to deepen market penetration.
Driven by a nimble-footed sales force, a wide
range of products, continuous efforts to
improve turnaround time and customer-friendly
culture, the Company is efficiently staying ahead
of the curve.

Capitals:
Financial
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Intellectual

Human

Social and
relationship

Natural
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Risk

Context

Mitigation Plan

REGULATORY
RISK

It is the risk of change in laws
and regulations materially
impacting the business.

All the periodic guidelines issued by the RBI are
fully adhered to and complied with by the Company.
It adheres strictly to Capital Adequacy, Fair Practice
Codes, RBI Reporting, Asset Classification and
Provisioning Norms, etc. to ensure zero‑level
tolerance on the non-compliance aspect. We also
follow stringent review systems to ensure
compliance with the statutory guidelines and norms
of the NBFC industry.

HUMAN
CAPITAL RISK

It refers to the risk of not being
able to attract and retain
qualified personnel.

We provide an encouraging and congenial work
environment to our employees across all sections
for better work-life balance. The compensation
paid by the Company is comparable with industries
of its class and size.

PANDEMIC
RISK

The COVID-19 pandemic has
had an unprecedented impact
on societies and economies
worldwide. The Company faces
impact from this event at
different levels. In addition, the
pandemic impact may result
in an increase in political and
macro-economic risks.

Our proactiveness in setting up crisis
management teams, mature business continuity
processes and robust infrastructure ensured
uninterrupted services to our customers, while
maintaining the health and safety of employees.

Information technology and
cyber risks are an everexpanding area as professionals
combat a continual wave
of attacks, fraudsters and
criminals.

We have put in processes, systems and tools for
ensuring vigilant monitoring, audit logging and
suspicious activity reporting.

MARKET RISK

Market risk is the risk of losses
arising from fluctuations in
interest rates, credit spreads,
foreign currency rates, equity
prices, commodity prices
and other factors, such as
market‑driven volatilities, that
may lead to a reduction in
earnings, economic value or
both.

We are is safeguarded against any market
or liquidity risk owing to prudent approach of
continuously maintaining a positive liquidity gap
on a cumulative basis. Along with this, maintaining
an adequate liquidity buffer at each lending
entity level further safeguards the Company.
Such conservative and prudent liquidity risk
management measures and practices adopted by
the Management demonstrates the robustness
of our asset liability management during the
COVID-19 related stress.

CLIMATE RISK

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

We have devised a tool called ‘Monsoon
(Annual Rainfall) Report’, particularly for our tractor
portfolio customers. Our field executives enter
data based on self-assessment and daily updates
of the monsoon. This data 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 change
and shared them for inclusion in our risk register.
Also, special focus is given to the impact of BS VI
norms and entry of electric vehicles.

INFORMATION
TECHNOLOGY
RISK

Specific Disclosures: GRI 201-2

Capitals Impacted

Management periodically reviews various
technology risks such as protecting sensitive
customer data, identity theft, data leakage,
business continuity, and access control.
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CAPABILITIES

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

FOCUS ON RURAL AND
SEMI-URBAN MARKET

CUSTOMER
CENTRICITY

EXPAND REACH AND
ELEVATE OPERATIONAL
EXCELLENCE

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

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

We aim to increase the number of
offices connected to the centralised
data centre in Mumbai.

Sustain and grow market
leadership in key business lines

We are engaging more with our
existing or potential customers,
listening to their requirements, and
trying to improve our products and
services based on their insights

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 at a
faster rate

Leverage strengths to capture
growth in underrepresented areas
Through direct marketing initiative,
target existing and new customers
to cater to their financing
requirements, thus generating new
business and diversify loan assets
Our sound financials provide us
significant scope to explore organic
and inorganic long-term growth
opportunities

Focus Areas
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Actions

Plan
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Seamless multi-channel distribution
across branch, online and mobile
Tailor product propositions to meet
customer needs more effectively

We utilise tablets and mobile apps
that enable employees to originate
loans and issue receipts. Our
technology leverage enables us to
expedite and streamline approval
and documentation procedures and
reduce the incidence of errors.

Leverage existing distribution
infrastructure to increase our
penetration in markets where we
already have a presence

Mahindra & Mahindra Financial Services Limited

INVEST IN
TECHNOLOGY AND
DIGITISATION

BUILD BEST-IN-CLASS
TEAMS

DELIVER PRODUCTS
AND SERVICES WITH
CLIMATE RISKS IN MIND

We have been at the forefront
of technology adoption and
intervention, producing solutions
that improve customer experience
and provide world-class convenience.

Our employees are fundamental to
the achievement of our strategy. We
are committed to building a business
our people are proud to work for.
We do this by creating the best
environment for them to succeed,
providing them with the right skills
and tools and giving them the
opportunity to share their views.

Extreme weather patterns would
induce the need and demand for
insurance products across the
health sector. We anticipate that
development will allow our insurance
business to create customised
products and services.

Re-engineer and simplify
processes to deliver efficiency in
a tech-savy world

Create a great place to work that is
focused on customer requirements

We have new products in the
pipeline to address consumers’
preferences towards low‑carbon
technologies

Increase investment in IT efficiency
by providing streamlined approval
and documentation procedures and
reduce incidence of errors

Focus Areas

Actions

Specific Disclosures: GRI 201-2

Build a high-performance
organisation
Build an inclusive workplace with a
diverse workforce

Plan
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STAKEHOLDER ENGAGEMENT

Growing a purpose-driven
business with a shared vision
Our stakeholders define our identity and help shape our journey forward.
Their key insights help us navigate challenges, seek opportunities, and lay
the foundation for a more inclusive and sustainable future.
We engage with a wide range of
stakeholders to foster and maintain
enduring relationships with them, which
also helps shape our understanding of the
evolving operating environment.
Our relationships with stakeholders
are based on trust and mutual respect.
The success of our stakeholder
engagement initiatives lies in our continued
emphasis on providing information that is
accurate and relevant to each group in a
transparent and structured manner.

Stakeholder Group

OUR ENGAGEMENT
PRINCIPLES
The following principles guide our
stakeholder interactions:
	We want to share our knowledge and
expertise with our stakeholders
	We act and operate with transparency
and integrity
	We want to create value for all our
stakeholders and foster long-term
partnerships of mutual value

Why They Are Important

	We are always available for dialogue
and respond to input and feedback in a
timely and agile manner
	We believe in collaboration and base
our engagement on genuine dialogue –
we engage, listen and act

Mode and Frequency of
Engagement

A harmonious relationship
with the communities where
we operate is key to our social
license to operate.

COMMUNITY/NGOs

	CSR initiatives – ongoing
	Volunteering activities
	Community need
identification – ongoing
as per CSR project
requirements
	Community engagement
initiatives

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

	Impact assessment studies

Our employees are at the
centre of all our operations.
Their collaborative skill and
expertise are essential for
our growth.

EMPLOYEES

	Training calendar – annual
	Talent management and
employee development
initiatives – ongoing

	Local employment
generation
	Happy and productive
employees

	Performance appraisal –
bi-annual and annual

	Employee growth and
development

	Employee engagement
activities – ongoing

	Human rights

	D&I initiatives - annual

	Diversity and equal
opportunity

	Safety

	Community initiatives
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Stakeholder Group

CUSTOMERS

Why They Are Important
Customer feedback, or as we
call it, the Voice of Customer, is
key to process improvements,
quality enhancement, service
performance and cost
optimisation.

Mode and Frequency of
Engagement
	Gram Sabha – ongoing

	Digital disruption

	Customer meets / Shikhar
Sammelan – ongoing

	Customer need identification
and satisfaction

	Dealer and OEM events
such as loan melas and
roadshows – ongoing

	Brand

	Mandi Diwas – weekly
	Saathiya Diwas – ongoing
	New Relationship with Old
Customers (NOC) Activity –
monthly
Regulators are for ensuring
compliance, interpretation of
regulations and uninterrupted
operations.

	Customer privacy
	Product portfolio
	Financial product and
services information

	Continued engagement and
representation

	Credit rating

	Quarterly and annual
compliance reports

	Transparency and
disclosures

	Performance reports
shared with the SEBI and
the RBI

REGULATORS

Topics of Engagement

	Governance

	Investor security
	Representation with
regulators
	ESG aspects

As providers of capital, they are
key to our growth and expansion
plans.

	Quarterly investor calls/
presentations

	Credit rating

	Annual General Meeting
(AGM)

	Governance

	Annual Report
	Annual Business
Responsibility Report and
Sustainability Report

SHAREHOLDERS/
INVESTORS

	Sustainable business model
	Return on Net Worth/
Earnings Per Share
	Communications with
investors
	Exponential growth
	Cost rationalisation

Dealers and OEMs are key to
providing enhanced purchase
experience along with best
after-sales service.

	Dealer portal – formal
mechanism

	Market share

	Informal engagement –
ongoing

	Dealer relations and
satisfaction

	Dealer and OEM events
such as dealer meets and
roadshows – ongoing

DEALERS AND OEMs
A positive relationship with
lenders enables us to raise
growth capital in a timely and
cost-effective manner.

	Service and support
	Sustainable supply chain

	Quarterly and annual results

	Credit rating

	AGM and other disclosures

	Sustainable/relevant
business model

	Engagement with the
Treasury and Corporate
Affairs team – ongoing

	Governance and risk
management
	Lender relationship

LENDERS

VENDORS AND
SUPPLIERS

	Business profitability

	ESG risks and opportunities
Our operations are closely
linked with the timely availability
and services that we source.
These, in turn, have a material
impact on the efficiency of our
service delivery.

	Informal engagement –
ongoing

	Sustainable supply chain

	Dealer engagement
meets ‑ ongoing

	Brand

	Fair procurement practices
	Supplier engagement and
development
	Compliance with regulatory/
statutory requirements
	Community initiatives

General Disclosures: GRI 102-40, GRI 102-42, GRI 102-43
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MATERIALITY

Critical areas of our
value‑creation strategy
To achieve long-term success as a responsible and sustainable business, it is
important to understand and resolve the material issues impacting our Company.
Our materiality assessment process
is conducted in accordance with our
sustainability framework. Material issues
are those areas that have a direct or
an indirect bearing on our ability to
create, preserve or deplete economic,

environmental and social value for our
business, our stakeholders and the
society at large.
In the context of sustainability, we define
materiality by identifying the issues and

focus areas perceived to be the most
significant to our organisation and our
stakeholders. We identify our relevant
stakeholders through profiling and
mapping exercises.

MATERIALITY MATRIX
Material Aspects
1
2
3

4

5
6
7

Low

Medium

High

Credit rating
Investor security

3

Identification and
satisfaction of
customer needs
Provision of
information on
financial products
and services to
customers
Happy and productive
employees
Employee growth and
development
Exponential growth

Compliance with
regulatory/statutory
requirements
Local employment
9
generation
10 Safety

1
7

Diversity and equal
opportunity
Communication with
16
investors
17 Cost rationalisation

6

2
9
14

11

10

12

15
16

13

Importance to stakeholders

12 Financial literacy
Governance and
risk management
13 (compliance,
codes, policies and
measures)
Sustainable/relevant
14
business model

5
8

8

11 Community initiatives

4

18
17

19

15

Importance to business

Transparency and
disclosures
19 Business profitability

18
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Employees

Shareholders/Investors

Vendors and Suppliers

Lenders

Community/Society

Regulators

Dealers and OEMs

Customers
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KEY MATERIAL ISSUES

Material Issues

1.	CREDIT RATING
AND INVESTOR
SECURITY

2. IDENTIFICATION
AND
SATISFACTION
OF CUSTOMER
NEEDS AND
PROVISION
OF FINANCIAL
PRODUCTS
AND SERVICES
INFORMATION
TO CUSTOMERS

3. HAPPY AND
PRODUCTIVE
EMPLOYEES
& EMPLOYEE
GROWTH AND
DEVELOPMENT

Financial

How Do We
Measure
and Monitor
(KPIs)

Action/Strategy

	Enhance operational efficiency
	Diversify funding sources
	Maintain borrowing relationships
with several banks, mutual funds
and insurance companies
	Adherence to best corporate
governance practices
	Maintain asset quality by adhering
to credit evaluation standards
	Transparency and candid
communication with investors and
regulators
	Disciplined approach to customer
delivery
	Robust risk management and
reporting

	Maintaining
credit rating
	Capital adequacy
ratios

	Product and process innovation –
developing processes, technology
and products to meet an evolving
market, and regulatory and societal
demands
	Experience, deep market and
customer knowledge with micro
data points ranging from income,
payment behaviour, socio-economic
status and other indirect data
	Reinforcing growth through
technology – resulting in industryleading customer service and
improved productivity
	Dedicated digital transformation
projects undertaken to be
future‑ready, for example the
paperless app, Suvidha loans and
customer app

	CaP score
	Financial Inclusion
in rural and semiurban parts of
India (gauged by
an increase in the
total number of
customers)

	Attract and engage the best talent
in the right locations with the right
skills
	Focus on the overall wellbeing of
employees, providing them with a
fulfilling, lifelong career
	Regular recognition and
robust feedback and grievance
mechanism
	Inculcating a high-performance
culture
	Capability development for safety
at all levels to achieve zero harm
	Provide learning and development
opportunities to all members
across hierarchies
	Empower diversity and inclusion at
workplace

	Employee,
distribution role,
gender
	Employee
engagement
	Employee
attrition
	No. of hours
	Employee health
and safety
incidents
	No. of training
grievances
reported
	MCARES score

Manufactured

Impact: Our investors are our key stakeholders.
We believe that our strong credit rating improves
access to capital at competitive rates. Eventually
helping us to fund the aspirations of rural India.
Thus, credit ratings have an impact on operational
and financial decisions along our value chain,
from ensuring investor security to meeting our
customers’ needs.
Commitment: We have prudently embedded this
parameter in the company’s balance score card
and sustainability roadmap. We are committed
to setting targets with respect to maintaining
credit rating and have allotted high weight-age
to the same.

Impact: We maintain a high level of customer
centricity in our business and endeavour to meet
the changing needs of customers by offering
customised financial products and services.
Cornerstone of our continued growth over
the years has been our ability to have a deep
local connect with rural markets. Through our
vast experience and market knowledge we are
providing financial resources to the under serviced
parts of the nation. Thus, being instrumental in
financial inclusion.
Commitment: Increasing financial inclusion by
providing financial products to customers in rural
and semi-urban parts of India is incorporated in
the sustainability roadmap. The organisation has
established target of 10%+ increase in customer
base on yearly basis.

Intellectual
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Capitals
Impacts & Commitment
Impacted

Impact: Employees are our brand ambassadors
who carry forward the company’s mission of
transforming rural lives and driving positive
change in the communities. We have accordingly
placed great emphasis on employee learning
and development, mentoring and knowledge
sharing through various initiatives and structured
programmes.
Commitment: We have established goals with
respect to creating an engaged work environment
by measuring and improving our MCARES
(employee engagement) scores every year. The
company lays categorical focus on this parameter
which is evidenced by the fact that MCARES
scores are a part of our balanced score card.
Employee training and capability building is another
aspect covered under this focus area. Under this
building capabilities of people by ensuring coverage
of minimum 60% of employees is the measure of
performance taken in our sustainability roadmap.
Human

Social and
relationship

Natural
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VALUE CREATION MODEL

Crafting value that is
sustainable and shared
INPUTS

VALUE CREATION PROCESS

FINANCIAL CAPITAL
(INR crore)
EQUITY

11,364

BORROWINGS

29,487
Page 30

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

MANUFACTURED CAPITAL
NUMBER OF
OFFICES

1,322

SMART BRANCHES

240

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

Page 34

INTELLECTUAL CAPITAL
MARKET RESEARCH
PROGRAMMES
CARRIED OUT

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

10

Page 36

HUMAN CAPITAL
NUMBER OF
EMPLOYEES

32,682

AVERAGE TRAINING HOURS
(man-days per person)

10

INCLUSIVE
BUSINESS MODEL
FOR VALUE CREATION

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

Page 40

SOCIAL AND RELATIONSHIP CAPITAL
NUMBER OF
CUSTOMERS

6.8 MN+

CONTRIBUTION BY
EMPLOYEES UNDER
VARIOUS CSR
PROGRAMMES (man-hours)

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

1,86,832
Page 46

NATURAL CAPITAL
WATER CONSUMED
(KL)

3,52,237

ENERGY USAGE
(GJ)

1,33,970
Page 52
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Customised Products and Customer Centricity
Offering customised products and a flexible
repayment schedule, and partnering with
customers in meeting the needs of rural India

Mahindra & Mahindra Financial Services Limited

At MMFSS, we focus on delivering sustainable value to our customers and the
wider fraternity of stakeholders, despite challenges such as industry volatilities
or economic hardships. We take a longer view of the business and evolve an
appropriate roadmap to strengthen the core fundamentals of our business.
STRATEGY

ACTIVITIES TO SUSTAIN VALUE

OUTCOMES

CAPABILITIES
Focus on rural and
semi-urban market
Customer centricity

Expand reach and elevate
operational excellence

	Strong and sustainable business
model
	Maintaining strong corporate
governance structures
	Regular investor communication

Total income
(INR crore)

EPS
(INR)

	Value to customers

E-waste sent
for recycling (KG)

Percentage of
local suppliers

Best-in-class
ecosystem benefiting
customers

Use of data-driven
methods across business
lifecycle operations

Customer app
downloads (lakh)

Adoption of paperless
sales app SLATE

	Performance-oriented culture
	Strong focus on diversity
	Continuous productivity
enhancement

New recruits
in 2019-20

Employees trained

	Engaged actively with regulators,
pursuing full compliance and
driving a societal contribution
	Continued investment in
ensuring strong positive
customer experience

Lives impacted
through various
initiatives

Customer CaP
score

	Strong focus on energy efficiency
	Operational excellence for
resource conservation

GHG emissions
avoided

10,449

Invest in technology
and digitisation
Build best-in-class
teams
Deliver products and
services with climate
risks in mind

	Quicker turnaround time
	Improvement in collection
efficiency
	Disbursement through
digital channels

Page 20

4.21

SUSTAINABILITY FRAMEWORK

Enabling Stakeholders
to Rise

	Build a great place to work
	Foster inclusive development
	Make sustainability personal

Minimising our
Environmental Impact

	Achieve carbon neutrality
	Ensure no waste to landfill
	Protect biodiversity

Building Evergreen
Businesses

	Grow green revenue
	Mitigating risks including
climate risks
	Make a supply chain
sustainable
	Accelerate faster adoption
of technology and innovation
	Enhance brand equity

Page 10
*T he CaPS study for 2019-20 is not conducted.
Hence, we are stating 2018-19 scores.

10,245

3,788

1,00,190

14.74

100%

100%

73.5%

56*

522.11 tCO2
27

BUSINESS CONTINUITY DURING COVID-19

Building a more resilient
business, together
We focused on continued engagement with all stakeholders to address the
critical issues resulting from the pandemic.
We took a number of steps to address the challenges posed by COVID-19, including the following:

Maintaining Business Continuity

We ensured business continuity by
taking proactive measures before
the announcement of the formal
lockdown. We started actioning
initiatives in advance of the lockdown
and simultaneously ensured that the IT
infrastructure and systems were in place,
tested and checked.
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Safety of Employees

To minimise the disruption in our
operations and protect the health
and safety of our employees, we
have leveraged our technologies and
undertaken multiple measures to support
our employees working from home by
providing them with laptops and tablets
and conducting online training sessions.
We will continue to enhance our digital
capabilities and use of technology to
improve our operational efficiencies. We
organised a number of interactions with
various teams on staying fit and taking
care of their health during the lockdown.

Collections

Our field executives typically visit
customers to collect instalments as they
become due. However, on account of the
‘stay at home’ orders issued in various
jurisdictions, we have been calling our
customers and sending them intimations
on phone. We informed our customers
about different digital modes through
which they can make their payments;
and we intend to actively focus on our
collections after the completion of the
moratorium period.

Mahindra & Mahindra Financial Services Limited

CONTRIBUTING TO THE FIGHT AGAINST COVID

As a responsible corporate, we have contributed INR 10 crore
to the PM CARES Fund to combat COVID-19, of which
INR 4.83 crore spent is from 2019-20 and INR 5.17 crore is to
be accounted for in the budget of 2020-21 as per the notification
received from the Ministry of Corporate Affairs.

Resumption of Operations

We have already resumed operations in
a phased manner, in accordance with the
directives issued by the central and state
governments and the district authorities.
The health and safety measures
undertaken by us include issuing safety
guidelines, conducting regular fumigation
of office premises, carrying out thermal
screening of customers visiting our
branch offices and providing masks and
hand sanitisers at our offices.

Moratorium

In accordance with our Board‑approved
moratorium policy, we granted
moratorium on the payment of
instalments due between March 1,
2020 and August 31, 2020 to all
eligible borrowers, in line with the RBI
guidelines. We informed our customers
of the interest that would accrue and be
payable by them if the moratorium period
is availed by our customers. As of the
date of this Letter of Offer, the pandemic
situation is still evolving and it is difficult
to determine with certainty the impact of
the moratorium on our business. We may
be required to adopt additional steps in
future, including by way of making higher
provisions which would impact our overall
profitability.

Bolstering Liquidity Buffer and
Optimising Cost

We undertook multiple steps to ensure
that we have adequate liquidity to meet
our financial and other commitments.
We continue to evaluate various
funding opportunities so as to continue
maintaining adequate liquidity and lower
our cost of funds.
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FINANCIAL CAPITAL

Prudent decision-making
and action
Our deep local insight, sharp financial acumen,
market foresight, strong governance, long-standing
relationships with customers and stakeholders help build
an ecosystem of trust and grow the business. We see
our overall performance through the long‑term lens and
our performance trajectory in terms of financial and
non‑financial parameters vindicates this reality.
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General Disclosures: GRI 102-7
Specific Disclosures: GRI 103-2

TOTAL INCOME

INR 10,245 CR

(Y-O-Y GROWTH OF 16%)

ASSETS UNDER MANAGEMENT

INR 77,160 CR

(Y-O-Y GROWTH OF 12%)

BOOK VALUE PER SHARE

INR 184

(Y-O-Y GROWTH OF 4%)

Mahindra & Mahindra Financial Services Limited

OUR APPROACH

At MMFSS, we focus on delivering sustainable value to our customers and the
wider fraternity of stakeholders, despite challenges such as industry volatilities
or economic hardships. We take a longer view of the business and evolve an
appropriate roadmap to strengthen the core fundamentals of our business.
2019-20 HIGHLIGHTS

	Assigned AAA by rating agencies
(India Ratings, Care Ratings and
Brickwork)
	Strong risk-focused practices in asset
liability and liquidity management
	Gained market share in many product
lines; however, in view of declining
sales of vehicles and tractors, the
disbursements have been lower
	
Partnered with Manulife for the
mutual fund business – Mahindra
Finance through its subsidiary,
Mahindra Asset Management Company
Private Limited entered into a JV with
the leading global financial services

group, Manulife. The 51:49 JV aims
to expand the depth and breadth
of fund offerings and retail fund
penetration in India.*
	
Invested in Ideal Finance for providing
financial services in Sri Lanka –
Entered into a JV with Ideal Finance
Ltd., a fully-owned subsidiary of the
leading Sri Lankan conglomerate,
Ideal Group. The JV will capitalise
on Mahindra Finance’s over 25-year
expertise in the financial services
domain and Ideal Finance’s domestic
market knowledge to build a leading
financial services business in Sri Lanka.

	Used analytics and Artificial
Intelligence (AI) to understand the
behavioural pattern of customers
in order to offer better and more
tailored products and services
	Internal customer programmes
coupled with growing reach helped
build strong relationships with OEMs
and dealerships

FINANCIAL METRICS
PROFIT AFTER TAX

2015-16

400
2017-18

2018-19

2019-20

2015-16

2016-17

25.33
14.74

11.92

2019-20

7.09

906

18.52

1,557

8,810

(INR)

1,076

2016-17

EARNINGS PER SHARE (BASIC)

(INR in crore)

673

6,238

2015-16

7,206

5,905

(INR in crore)

10,245

TOTAL INCOME

2017-18

2018-19

2016-17

2017-18

2018-19

2019-20

2016-17

2017-18

2018-19

2019-20

2015-16

2016-17

2017-18

2018-19

2019-20

15.2
8.1

11.4
6.4

1.3

1.8
1.0

2015-16

13.3

2.6
2.2

74,071

67,078

(%)

52,793

RETURN ON NET WORTH (RONW)

(%)

45,837

RETURN ON ASSETS (ROA)

(INR in crore)

39,463

TOTAL ASSETS

2015-16

2016-17

2017-18

2018-19

2019-20

*The transaction was concluded on April 29, 2020 post the year under review.
Figures for 2019-20, 2018-19 and 2017-18 are as per Ind AS and for other financial years as per IGAAP.

General Disclosures: GRI 102-7
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CAPITAL ADEQUACY

As on March 31, 2020, our Capital to Risk Assets Ratio (CRAR) was 19.6%, well above the minimum requirement of 15% CRAR
prescribed by the RBI.
Of the above, Tier I capital adequacy ratio stood at 15.4% and Tier II capital adequacy ratio stood at 4.2%.

CREDIT RATING
Rating Agency

Type of Instrument

Rating

Remarks

India Ratings &
Research Private
Limited

Commercial paper
programme and bank
facilities (fund/nonfund based working
capital limit)
Long-term (incl. MLD) debt
instruments, subordinated
debt programme and bank
facilities (fund/non- fund
based working capital
limit)

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

‘IND AAA/Stable’

‘IND PP-MLD AAA
emr/Stable’

‘PP-MLD’ indicates the full principal protection in the
equity-linked notes wherein the issuer must pay the
full principal upon maturity.
The suffix ’emr‘ denotes the exclusion of the
embedded market risk from the rating.

CARE Ratings
Limited

Brickwork Ratings
India Private Limited
CRISIL Limited

Long-term debt
instruments and
subordinated debt
programme
Long-term subordinated
debt programme
Fixed deposit programme
Long-term debt
instruments,
subordinated debt
programme and bank
loan facilities
Commercial paper
programme and bank
loan facilities
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‘CARE AAA/
Stable’

‘BWR AAA/
Stable’
‘CRISIL FAAA/
Stable’
‘CRISIL AA+/
Stable’

‘CRISIL A1+’

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

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.

Material issues identified in this section: Credit rating, Investor security

Mahindra & Mahindra Financial Services Limited

ECONOMIC VALUE CONTRIBUTION

(INR in lakh)
2019-20 (Ind-AS)

2018-19 (Ind-AS)

10,24,513.79

8,80,981.17

Economic Value Distributed

9,33,873.40

7,73,060.85

b) Operating costs

2,92,529.83

1,39,117.71

c) Employee wages and benefits

1,14,844.51

1,09,011.91

d) Payments to providers of capital

4,79,370.87

4,31,834.78

43,735.85

90,169.15

3,392.34

2,927.30

90,640.39

1,07,920.32

Economic Value Generated and Distributed (EVG&D)

Economic Value Generated
a) Revenue

e) Payments to the government
f) Community investments

Economic Value Retained (calculated as economic Value
Generated less Economic Value Distributed)

Working Notes:
i)	Operating costs include depreciation and amortisation expenses, impairment expenses, fees and commission expenses, bank charges and other expenses.
ii) Payments to providers of capital includes finance costs (excluding bank charges) and proposed dividend on equity shares.
iii) Payments to the government includes current tax and dividend distribution tax.
iv) 	Community investments include our CSR activities, which are explained in detail on Pages 79 and 86 in our Annual Report at https://mahindrafinance.
com/media/237117/annual-report-2019-20.pdf

INDIRECT ECONOMIC CONTRIBUTION
CONSUMERS

PRODUCTS &
SERVICES WITH
ENVIRONMENTAL AND
SOCIAL BENEFITS

6.8 MN +

0.96 LAKH

12.41%

6,84,186

MMFSL CUSTOMER BASE

INCREASE IN MMFSL CONTRACTS

INR 1,876 CR

HOME LOAN DISBURSEMENT

10.46 LAKH

MRHFL CUSTOMER BASE

2.23 MN

INSURANCE CASES – MIBL

3,00,000

VILLAGES BENEFITED THROUGH
MIBL PRODUCTS

INR 4,771 CR

AUM FOR MUTUAL FUND

CUSTOMERS SERVED IN RURAL AND
AFFORDABLE HOUSING

LIVES COVERED UNDER THE FLAGSHIP
MLS (MAHINDRA LOAN SURAKSHA)
PRODUCT BY MIBL

5,606

ELECTRIC VEHICLES FINANCED

INR 71.78 CR

WORTH OF ELECTRIC VEHICLE LOAN
DISBURSEMENT

SME

INR 2,723 CR

EMPLOYEES

32,708

FINANCIAL SERVICES EMPLOYEE BASE

INR 1,148.45 CR

EMPLOYEE BENEFITS EXPENSE

COMMUNITY
DEVELOPMENT

INR 28 CR
SPENT ON CSR

1,00,190
LIVES IMPACTED

COVID-19 CRISIS SUPPORT

INR 10 CR

CONTRIBUTED TO THE PM
CARES FUND

AUM - SME FINANCING

SHAREHOLDERS

INR 14.74

EARNINGS PER SHARE (EPS)

Specific Disclosures: GRI 201-1, GRI 201-3
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MANUFACTURED CAPITAL

Being accessible and
maintaining uninterrupted
business continuity
We continue to expand our physical footprint
in terms of branch network to address the
evolving financial requirements of people in
rural and semi-urban India.
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Specific Disclosures: GRI 103-2

REGIONAL OFFICES

36

ZONAL OFFICES

8

BRANCHES

1,322

SMART BRANCHES

240

Mahindra & Mahindra Financial Services Limited

OUR APPROACH

We strengthened our pan-India presence with a network of 1,322 offices,
one of the largest among NBFCs. Our nationwide network of branches and
locally recruited employees help identify and address the financial needs and
aspirations of people.
In the reporting year, we initiated
‘Zero Waste to Landfill’ in association with
Mahindra Group to receive the relevant
certification of Mahindra Towers, Mumbai.

TOTAL E-WASTE RECYCLED
(tonnes)

10.45

Apart from our branch and infrastructure,
we have IT assets including computers,
laptops and printers to enable our staff
perform their work smoothly. We also have
DG sets in select locations where they are
used as an auxiliary source of power and
solar installation across 57 locations with
an installed capacity of 161 kVA.

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 reduce paper consumption
and mail costs, while increasing our
use of video conferencing helps us
reduce emissions and drive down air
travel costs.

WASTE

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.

5.75

PHYSICAL ASSETS

RESOURCE CONSUMPTION

15.4

In order to provide our customers better
experience in terms of service and to
have a closer association with dealers,
we opened up more than 240 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.

4.1

SMART BRANCHES

2016-17

2017-18

2018-19

2019-20

CASE STUDY
OUR JOURNEY OF LED ADOPTION
LED lights are considered an efficient approach for lighting systems as
compared to ordinary bulbs. MMFSL undertook the incorporation of LED
lighting at 38 regional locations. As on March 31, 2020, 1,742 LED lights
have been installed at Regional Offices, with a potential saving of 1,72,458
kwh of energy consumption and INR 12.07 lakh in monetary savings annually.
Carbon emissions worth - 141.41 tCO2 were avoided.

VENDOR MANAGEMENT

Our suppliers/vendors are an
important part of our operations.
We believe in working with them to
ensure our sustainability expectations
are clear and that the products
and services are compliant with
our standards.
As part of our continued engagement
with suppliers and focus on quality
and delivery time, our suppliers
have improved their service levels.
We also encourage them to adopt
sustainable practices, and appreciate
and recognise good practices followed
by them.

SOURCING AND DISPOSAL INITIATIVES
Initiatives

Used 100% recycled paper boxes to preserve FSS files
Used A 410 green refrigerant, which helps minimise ozone
depletion
Disposal of paper waste
A total of 17,100 kg of rough papers, cardboards, old newspapers,
magazines collected at the Head Office was sent to an empanelled
vendor for recycling; approximately 19,257 Swachh Bharat points
collected from April 2019 to March 2020 are to be redeemed for
eco-friendly goodies
Shredding of old records/ 37,357 files and 5,758 boxes were identified and sent for
files at the record
shredding and paper recycling
management centre for
Mahindra Finance

PROPORTION OF SPENDING ON LOCAL SUPPLIERS (2019-20)
Purchases from
Top 10 Suppliers
(INR in Lakh)
MMFSL
MRHFL
MIBL

General Disclosures: GRI 102-9, GRI 102-10
Specific Disclosures: GRI 204-1, GRI 306-1

Activities

Record management
Air conditioners

50,780.83
1,696.39
1,893.29

Purchases from
Local Suppliers
(within Top 10)
(INR in Lakh)
50,780.83
1,696.39
1,893.29

Percentage of
Local Suppliers
(within Top 10)
100
100
100
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INTELLECTUAL CAPITAL

Efficiency of processes
and technology
Digitalisation at MMFSS is a strategic
initiative and is deployed appropriately across
the business value chain.

4.21 lakh

CUSTOMER APP
DOWNLOADS ON
GOOGLE PLAYSTORE

336 %
Y-O-Y INCREASE IN DIGITAL
PAYMENTS

100 %
ADOPTION OF THE
PAPERLESS SALES APP SLATE

End-to-End
Digital setup
OF CONSUMER DURABLE
LOANS AND MUTUAL FUND
BUSINESSES
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OUR APPROACH

MMFSS has proactively transformed its business on a digital platform to
secure its market leadership. The complete digital makeover, which includes
data analytics tools and use of data intelligence, ensures promising business
prospects. This helps the brand to leverage benefits in terms of scalability,
effective cost setting, and winning customer confidence time and again.
We have enhanced online and in-mobile
presence to provide a superior digital
experience to our customers. Employees,
customers and partners are being
enabled digitally for all their needs and
substantial progress has been made in
this direction. Today, the entire lending
process is digitally enabled, which has
facilitated the EMI collections being
received through digital and online means.
Along with our subsidiaries, we have
embraced digital in performing different
activities such as customer acquisition,
and offering fixed deposits, mutual funds
and insurance products.

The Digital Route to Financial
Inclusion

With over 500 million active internet
users, India has the second highest
digital population globally. Notably, rural
India contributes 50% to this user base.
Mahindra Finance, India’s largest rural
NBFC, with customer base spread across
4 lakh villages, acknowledged these shifts
and embarked on a Digital Transformation
Journey a few years ago in order to
broaden the horizons of financial inclusion.

Enhance Customer
Experience
Very strong drive to build the
best-in-class digital servicing
functionalities and experience for our
customers, through new-age solutions,
in customer’s regional languages

Digital
Business
Build end-to-end digital
acquisition journeys, with
strong focus on customer
personalisation

Empower Employees
and Partners
Improve productivity, remove
bottlenecks, provide ease
in working, and strengthen
the bond through digital
interventions

Capability
Building
Focus on building the core IT and
data capabilities first, which then
become the backbone of our
digital solutions

2019-20 INITIATIVES
ENHANCE CUSTOMER EXPERIENCE
Customer App

One Customer – One Mahindra Finance
is our motto. For lending and fixed
deposits customers, we offer bouquet of
all services through the customer mobile
app. The application is extremely useful and
user‑friendly. Better customer experience is
the objective for all successful organisations.
At the same time, we believe in empowering
our employees to help service our customers
to their satisfaction at the time of acquisition.
The customer app has been revamped
to have more scalability with multilingual
capabilities. Customer experience has
been improved significantly with quick
registration and login and simplified
navigation design. Other features include
multi-product, easy EMI payment option,
contact details, and click-to-call feature for
branch executives, among others.
By the end of 2019-20, the number of
mobile app downloads has already crossed

the 4-lakh milestone, which is significant
for an NBFC like us, that predominantly
serves rural customers.
Benefits – The app enables faster
onboarding and easy login for the
customer. Seamless integration with core
systems and payment gateway, allows
for quick lookup on pending EMIs and
simplified repayments. The customer can
also view his/her account details anytime,
anywhere without much hassles.
We have driven the app awareness via
various marketing channels and one of the
most effective channels has been ‘How-To’
videos on the app for our own sales staff
and employees. To make it more scalable
and rural user friendly, we have swiftly
updated our customer app to support
additional nine regional languages. Now
it is available in 11 languages; along with
English and Hindi, it is available in Tamil,
Telugu, Kannada, Malayalam, Marathi,

Bengali, Gujarati, Punjabi and Oriya.
With this feature, we have empowered
our rural customers to know and do
everything for their loans, and fixed
deposits in their own language.

Home page, customer app
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Digital Payments

Under the challenging times such
as COVID-19, the digital payments
channel helped both our customers and
employees execute their requirements,
while maintaining the social distancing.
Customers adhered to social distancing
by paying their loan EMIs from the
convenience of their homes using
Quickpay, through any of their convenient
methods such as net banking, debit card,
UPI, and wallets. Even for the adhoc
requests, customers now check their
loan account details, repayment schedule,

next EMI due, etc. on the mobile app
without having to visit our branches. As
more people worry about catching the
virus through cash transactions, card
machines, the digital payments has seen
remarkable increase in adoption as more
people come to see their phones as a
safer way to transact, pay, and get access
to many key payments related services.
Benefits
	Reduction in carbon footprint
	Receipts are generated online, which
reduced the cost of printing them

Through various digital payments
initiative rollouts on our Quickpay
platform, customer targeting, and
educating, the 2019-20 total digital
collection saw y-o-y growth of 336%, and
m-o-m growth of 14%. In 2019-20 total
digital collection reached INR 1,680
crore from INR 500 crore in 2018-19.
The digital team implemented new-age
payment initiatives of UPI push, real-time
reconciliation, auto reconciliation, newage payment gateway, etc.

DIGITAL BUSINESS
Consumer Durable Loans Digital
Business

Better education and literacy, smart
phones, along with internet penetration
and evolving digital ecosystem, have
created an expanding opportunity for
companies to participate in consumer
financing demand available in the market.
To leverage this opportunity, we launched
our consumer loans business. Digitally
driven, our business is designed to
offer frictionless customer experience
across segments and also operate with
merchants and OEMs on a large scale in
the physical and ecommerce markets.
A complete digital acquisition journey has
been designed for both employee-assisted
and customer self-service application
processes. These scenarios are managed
through separate mobile apps. Rich in
features, the mobile app addresses most
customer queries seamlessly.

Mutual Fund Business

With the growth of the mutual fund
industry, it was absolutely vital that we
build an end-to-end digital acquisition
ecosystem to serve and attract the
customers digitally. At Mahindra
Manulife Mutual Fund, our digital team
conceptualised and set up the digital
business engine and channels.

has prepared the investor mobile app
(Android and iOS), which is ready to be
launched soon.

The backend IT and data architecture
was completely revamped by building a
platform that serves as a single source
for all transactions, through common
Application Programming Interface (APIs),
Customer Relationship Management
(CRM) setup and linkage with call centre,
and data replication engine.
As a front-end channel, the team
conceptualised and designed a chatbot,
Sharmaji. The bot has answered over
9k queries for 15K+ investors, with
99.4% accuracy. Additionally, the team

Home screen, mutual fund app

EMPOWER EMPLOYEES AND PARTNERS

Mahindra Finance leadership and the
learning and development team have
invested significant efforts to educate the
employees on how digital is changing the
financial landscape, and how we craft an
enabling culture to adopt new things faster.
We encourage employees to suggest
breakthrough ideas so that they can act as
potential catalysts for organisational change.

Sales App SLATE

With consistent focus on improving
productivity in our operations, the
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paperless employee app ‘SLATE’ has
enabled field executives to process
the application, approval and sanction
of loans ‘digitally’ and ‘on-the-go’, with
all new-age credit assessment, and
customer info e-verification tools.
It received 100% uptake by the field
employees within a few weeks of its
launch, improving the productivity of the
employees’ multi-fold and reducing the
disbursement turnaround time, and the
paper usage.

Strategic Partnerships

To expand our reach for digital collection
and customer acquisition, we have
entered into strategic partnerships with
Common Service Centres (CSC), FINO
Payments Bank and National Payments
Corporation of India (NPCI). While the
FINO relationships have been going
strong in post the COVID-19 scenario
with 10 crore+ getting collected monthly,
multiple initiatives with other two parties
are under implementation and will be live
in H2 of 2020-21.

Mahindra & Mahindra Financial Services Limited

CAPABILITY BUILDING

The foundation of our digital solutions
is all because of the core investments
in building IT and data infrastructure.
After modernising our systems, we
ensured that they talk to each other and
always remain in sync, by executing the
‘Data Lake’ initiative.
In an era of digital disruption, proprietary
data is the strategic differentiator. With
over a million customers in our database,
we have successfully compiled datasets
and transactions of our customers for
various products across FSS. We have
restructured our entire data architecture
to deliver world-class uptime and stability
along with advanced data management
and analytics capability.
The latest data architecture can easily
integrate with all external systems and
Business Intelligence (BI) tools, maintain
data integrity and provide all sorts of
advanced analytics and customised
Management Information System (MIS)
on tap. It also provides us a 360-degree
view of our customers’ financial profile to
provide them more personalised services
and offers.

The philosophy of improvement has
been emphatically articulated in
the organisation. The framework
for continual improvement at
Mahindra Finance involves aligning
business processes to stakeholder
expectations and improving the
processes at an individual/team level.

TREND OF KAIZEN COUNT

Infrastructure and Talent

Our cloud infrastructure and virtual
computing machinery usage has grown
further and has more than doubled
vis‑à‑vis that of last year. The data science
and business intelligence talent has been
trained by experts from Microsoft, Google
and Amazon Data Science teams to
leverage the best of the features in cloud
computing and machine learning.

Addition of these digital solutions to our physical rural reach has created a unique
‘Phygital’ model for our rural segment. With this new model, we are uniquely positioned to
provide multiple products to all segments of customers through our ‘Phygital’ approach.

Strategic

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

Operational Efficiency

This involves three aspects:

Pragati Kaizen Initiative
These indicate improvements achieved
through individual effort

Root Cause Analysis (RCA) / Mahindra
Yellow Belt (MYB)
This indicates 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
DMAIC (Define, Measure, Analyse,
Improve and Control) methodology
IT-enabled Improvements
We also undertake various initiatives
using IT as an enabler.

(RCA/IT AS AN ENABLER)

2018-19

Target

2019-20

322
242
225

Participation
Achieved

200

15

20

25

17

218

32

58

25,229

machine learning algorithms to give real-time
lending risk prediction at the time of lending,
using the last 20 years of lending data, bureau
data and external data from the government
and census sources. Once the loans are
given, we actively track the repayment
behaviour and are able to predict contracts
that are likely to run into NPAs much earlier.
Specific follow-up actions are being taken,
based on such indications by the receivables
team, and feedback is also fed into the lending
policies for course correction.

Ideation, implementation, and adoption of innovative solutions has been the key theme at
Mahindra Finance in the recent times. We nurture the ideas from employees and fintechs
by identifying genuine business cases and implementing the same at full scale. These
innovative technologies help us stay relevant and competitive in today’s ever growing
tough consumer market.

(%)

10,000

7,000

We launched ‘Fast Track Loans’ using a
data‑driven credit evaluation system that
reduces the turnaround time and improves
credit quality. We have also put in place
analytical APIs that uses state-of-the-art

KAIZEN PARTICIPATION

Number
Achieved

10,001

6,000
6,089

Our industry presence for over 25 years in
the rural and semi-urban markets, working
with several client profiles gives us a huge
advantage, applying analytics and AI on
the data and the database. This leads to
customised products designed and delivered
with speed and personalised offerings with
lower risks. We launched our proprietary
algorithms to offer faster loan approvals at
dynamic interest rates to low-risk customers,
which will help us gain market share, improve
portfolio quality and enhance profitability.
Customer acquisition, retention, cross-selling
and collections will be substantially enhanced
with the combined integrated activation of
digital, analytics and technology.

All improvement initiatives can be
categorised as follows:

PROCESS
IMPROVEMENTS

2017-18

Analytics

250

Data Lake

Kaizen
Count

Target

2017-18 2018-19 2019-20

Target

2017-18

2018-19

2019-20
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HUMAN CAPITAL

Inspiring work
environment
Our commitment to our people encompasses
providing a safe and secure workplace, respect for
human rights throughout the business, and giving
opportunities for personal and professional learning
and development.
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4,352

GEM AWARDS DECLARED

7,000
EMPLOYEES BENEFITED THROUGH
VARIOUS AAROGYA INITIATIVES

10 hours
AVERAGE TRAINING
HOUR PER EMPLOYEE

Mahindra & Mahindra Financial Services Limited

OUR APPROACH

Our philosophy is to strengthen an inclusive, sustainable and empowering
workplace, where every team member can realise his/her potential.
From hiring people with the right skills to investing in their development,
our focus is to make their careers more meaningful, rewarding and engaging.
We believe in nurturing more productive and passionate people, who can
deliver on our Purpose.

DIVERSITY AND INCLUSION (D&I)
Our talent pool comes from varied backgrounds, bound by our common Purpose, reflecting an intrinsic culture of
empowerment. These aspects help drive a respectful and inclusive workplace for our colleagues, better service to our
customers and engagement with our communities.

KEY INITIATIVES
Diversity Hiring
Enable Programme

This is designed to leverage the
talent pool of those with disability
(PWD). It helps identify and recruit
differently‑abled candidates
(locomotive impaired, hearing impaired,
speech impaired, vision impaired)
into back office/support functions.

Unconscious-bias Workshop

Trainings are conducted annually to
sensitise managers on unconscious
biases and to take bias-free decisions.
It also course corrects managers on
adopting inclusive behaviour and put their
best endeavour.

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 and punctuality.

It caters to women who had left their
careers for various reasons and want
to return.

Aspire

A year-long intervention programme
ASPIRE aims to holistically develop
women employees. It offers certified
coaches for each participant to
engage in a year-long association for
working towards a goal (personal/
professional). It has interventions on
self-branding, leadership development
and any other requisite skills.

General Disclosures: GRI 102-8
Specific Disclosures: GRI 401-2

D&I visioning workshop with the top
management has helped craft the
D&I vision for the sector and create a
three‑year D&I roadmap. The workshop
was conducted in partnership with Egon
Zehnder.
Global best practices in alignment of
D&I with organisation strategy were
discussed and implemented.

Ex-servicemen Programme

Second Career for Women
Programme

Embrace

Unconscious Bias Workshop

D&I Sensitisation Seminar

Geography-wise seminars are conducted
to educate employees on their D&I
commitments of the organisation and
sensitise them on identifying biases
and protesting against them through
appropriate channels.

Embrace - Leadership Workshop

41

LEARNING AND DEVELOPMENT
As the workplace and business environment evolve, companies that develop employees’ skills for the long-term will be best suited
to respond to emerging trends and opportunities and attract the best talent. We deploy a wide range of learning and development
approaches (on-the-job learning, mentoring and coaching, classroom training workshops, peer circles, and digital/mobile learning)
to nurture our people.

Women Leadership on Coursera

F ocusing on the importance of our women
leaders, this programme gave them an
opportunity to hone their leadership skills.
The programme offered a certification
from global universities (ESSEC Business
School and Case Western Reserve
University). 35 women employees
successfully completed the certification
programme with an average 98.4% grade;
the overall completion stood at 79%.

	The customers, dealers and channel
partners were serviced with higher
accuracy (lower rejection rate or rework)
and faster TAT (applications processed)
	Customer satisfaction through
enhanced experience

Collections ka Hero

It is an online learning programme on
M Drona covering important topics
such as Result Based Monthly Incentive
(RBMI) policy and ways to earn more
incentives, importance of digital payments
and various collection modes, criteria
for performance improvement plan,
Mahindra Finance SLATE Platform importance of collecting additional
The intervention helps build digital
financial charges and ways of collections.
capabilities among employees dealing in pre- The programme’s objective was to keep
owned car loans to enable them to improve
productivity and enhance efficiency in
processing applications. It also helps deepen
the understanding of platform operations
on Mahindra Finance SLATE, improving
customer service experience by the use of
the online app.

Collection Executives (CE) up-to‑date
with current processes, policies and best
practices to enable them to augment their
performance. The training covered over
95% of the CE population.

Key Programme Features:

	
Learning on the go – Custom-made
byte-size videos to support performance
	
Line manager involvement –
For content contextualisation
	
High engagement – Contests such as
quick three contest
	
Feel good factor – Instant recognition
of contest winners
	
Point of work learning – Access to
useful information whenever required on
the e-learning platform M Drona

Outcome

	On-field experience of business
executives helped refinance executives
save approximately 30% of their case
completion time
Collections ka Hero launch mailer

EMPLOYEE ENGAGEMENT
Continuous engagement with people is a priority at Mahindra Finance. We recognise that an engaged workforce performs
better, is more committed and has a sharper customer focus. Going forward, we are migrating to a new exclusive portal, where
employees will redeem points and gain experiences.
The process would automate our present Mahindra Finance star boutique, create an online camaraderie among employees and
build a more holistic engagement. It provides options to create groups based on varied categories bound by a sense of purpose
and belonging beyond Key Result Areas (KRAs).

Key Initiatives
Bazm-E-Shayari
(Indian Poetry Event)

An engagement activity was conducted at
the Company head office. Indian poetry was
the theme where nominations were accepted
from employees and dignitaries from Rekhta
Foundation adorned the event.

Bazm-E-Shayari Event
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Women’s Day Celebration

On the occasion of Women’s Day, we
had organised many fun-filled events
(self-defence workshops, relaxation
therapy and so on) to keep our women
employees engaged.
It also included strategic workshops such
as financial skills and the importance of
how employees should be well versed and
equipped with handling their own finances.

Self Defense Workshop
Internal talent was encouraged to take the
lead and conduct a physical self‑defence
workshop for female employees.
Women’s Day Celebration at Head Office, Mumbai

M-BEATS

Students delivered sessions in Indian
vocals, Western vocals, guitar and
keyboard. One external and two internal
jam sessions were organised, showcasing
the musical skills of the passionate
MBeats students.
Classes

No. of participants

Guitar
Keyboard
Hindustani vocals

80
37
84

Western vocals
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Going the Extra Mile (GEM)

One who goes the extra mile or one who
does something more than the KRA or
routine jobs is ought to be recognised.
GEM takes this opportunity to highlight
such remarkable efforts. Managers

identify potential team members who
are eligible for this reward and share it
with the regional HR. We felicitate every
employee with a certificate and a minimum
of 500 MF STAR points.

4,352
GEM AWARDS DECLARED

Star Performer of the Month/Quarter

Employees from different departments, who consistently display superior performance
at work over a month or a quarter, are recognised as Star Performers of the month/
quarter. Almost 2,800 awards were announced in this category in 2019-20.

2,800

STAR PERFORMER AWARDS ANNOUNCED IN 2019-20

GEM Award Winners

EMPLOYEE GRIEVANCE REDRESSAL MECHANISM
Mahindra Finance has created various
interventions to address employee
grievances and also to obtain feedback
or concerns from its employees
through manual or automated process.
Our endeavour is to ensure that the
grievances raised by the employees
are addressed satisfactorily within the
stipulated timelines, thereby creating

a safe, healthy and happy work
environment for employees.
We have a Grievance Redressal Policy
for employees, which provide easily
accessible mechanism for settlement
of their grievance in a professional and
transparent manner with prompt and
responsive resolution.

General Disclosures: GRI 102-8
Specific Disclosures: GRI 401-2, GRI 404-2, GRI 404-3

7,365

NO. OF PEOPLE CONNECT
CALLS REPORTED

146
NO. OF GRIEVANCE
CALLS REPORTED
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HEALTH AND SAFETY
Key Initiatives

Employee health and wellbeing directly
impacts our business success. MMFSS
provides a productive and safer work
environment and relieves members from
work-related stress. This translates to
reduced absence and higher productivity,
which helps enrich employee experience.
There were two reportable fatalities and
10 work-related injuries. Corresponding
to ten work-related injuries, lost day
rate was 1.83 and absentee rate was
0.001%. However, at our management
level, we take this seriously and promote
a culture of behavioural safety among
our employees.

	Initiated firefighting/mock drill
training programme for outsourced
employees, which included
142 housekeeping staff and
security guards
	Initiated scorecard-based driving of
employee health and safety, thereby
achieving improvement on scorecard
metrics
	Branches received COVID-19
advisories and government-laid
regulations were followed

	Under the safety induction initiative,
4,737 new members were inducted
in the reporting year
	Conducted fire, safety and electrical
audit and safety drills of 55 locations
	Initiated ʻSafe driving dashboard’ for
the Company-owned vehicles to send
alerts on incidents such as night
travel over speeding
	Launched safety training
programmes using modes such
as video screening in branches and
e-learning programmes
	Created awareness among
employees by Branch promotional
activity and e-mails under Suraksha
Abhiyaan - 4, which covered over
3,527+ MMFSL employees
	Safety training provided by Mahindra
Group Safety Council to Zonal and
Head Office I&S team members on
office safety, incident investigation
and Root Cause Analysis (RCA)
	Two new projects for safety and
security of employees as well as
locations were taken up through the
Safety App for emergency support of
employees, and CCTV e-surveillance
(Central Monitoring System) under
Project ‘JAGRUTI’

We have constituted a Safety Council
at the Head Office and Circle Safety
Committee comprising senior team
members from different departments
during 2018-19. The Safety Council/
Committee held quarterly meetings
to review the various safety-related
parameters.

AAROGYA

To promote health and wellbeing, we
organise multiple health and wellness
sessions across all Regional Offices,
resulting in high participation. In
FY 19‑20, 7,000+ employees benefited
through various Aarogya initiatives.

Fire Evacuation Mock Drill 2020

Fire-safety training for the housekeeping staff

GREAT PLACE TO WORK

Mahindra Finance has been ranked the 6th Best Large Workplaces in the Asia’s Best
Workplaces 2020 and India’s 25 Best Workplaces in BFSI – 2020 by the Great Place
to Work Institute. It is a validation of our cohesive, transparent and high‑performance
work environment.

PERFORMANCE 2019-20
Workforce
Level
Age
Gender
Senior
Management
Middle
Management
Junior
Management
TOTAL

Workforce Distribution (Nos.)
<30

30-50

Male Female

Total

>50

Male Female

Total

TOTAL

Male Female

Total

TOTAL

Male Female Employees

0

0

0

44

6

50

26

6

30

62

15

77

18

6

24

1,538

123

1,661

93

4

142

1,612

178

1,790

13,081

570 13,651 16,475

599 17,074

95

3

184 29,583

1,258

30,841

13,099

576 13,675 18,057

728 18,785

214

13

356 31,370

1,312

32,682

Employees Hired on a Temporary Basis
Employee type
Outsourced employees

Gender Classification
Male

Female

Total

2,041

72

2,113

Full time
2,113

*Employee strength is an aggregate of MMFSL, MRHFL, MIBL and MMIMPL
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Region of
Operation
India
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Workforce
Level

Employees Joining during the Reporting Year (Nos.)

Age

<30

Gender

30-50

Male Female

Total

>50

Male Female

Total

TOTAL

Male Female

Total

TOTAL

Male Female Employees

Senior
Management

0

0

0

5

0

5

2

0

2

7

0

7

Middle
Management

3

3

6

133

17

150

0

0

0

136

20

156

Junior
Management

4,866

151

5,017

2,568

53

2,621

5

0

5

7,439

204

7,643

Workforce
Level

Employees Leaving in the Reporting Year (Nos.)

Age

<30

Gender

30-50

Male Female

Total

>50

Male Female

Total

TOTAL

Male Female

Total

TOTAL

Male Female Employees

Senior
Management

0

0

0

2

0

2

2

0

2

4

0

4

Middle
Management

0

4

4

80

9

89

4

0

4

84

13

97

Junior
Management

5,315

171

5,486

4,083

86

4,169

10

0

10

9,408

257

9,665

Workforce
Level

Employees Joining and Leaving in the Reporting Year (Nos.)

Age

<30

Gender

30-50

Male Female

Total

>50

Male Female

Total

TOTAL

Male Female

Total

TOTAL

Male Female Employees

Senior
Management

0

0

0

1

0

1

0

0

0

1

0

1

Middle
Management

0

0

0

6

2

8

0

0

0

6

2

8

Junior
Management

1,108

20

1,128

507

8

514

1

0

1

1,616

28

1,643

Workforce Level

Training Hours of Employees
Male

Female

Total

Senior Management

3,685

285

3,970

Middle Management

38,434

3,636

42,070

Junior Management

3,30,794

11,417

3,42,211

TOTAL

3,72,913

15,338

3,88,251

Gender

Parental Leaves by Employees (Nos.)
FSS
Reporting Parameters

Male

Female

Employees who availed parental leave in the reporting period

1,171

105

Employees who returned to work after availing parental leave in
the reporting period

1,171

102

Return to work rate

100%

97%

85%

86%

Retention rate

General Disclosures: GRI 102-8
Specific Disclosures: GRI 401-1, GRI 401-2, GRI 401-3, GRI 403-2, GRI 404-1
Material issues identified in this section: Happy and productive employees, employee
growth and development
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SOCIAL AND RELATIONSHIP CAPITAL

Fostering responsible
relationships of trust
We believe good business practices start
with acting responsibly and creating value
for society by protecting and supporting the
communities we work with.
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80.37%
EMPLOYEE VOLUNTEERING
PARTICIPATION IN
CSR INITIATIVES

1,01,129
SAPLINGS PLANTED
THROUGH PROJECT HARIYALI

6.8 MN+
CUSTOMERS
SERVICED

Mahindra & Mahindra Financial Services Limited

OUR APPROACH

Our Corporate Social Responsibility (CSR) initiatives attempt to transform
the landscape of our businesses with a focus on creating value for indigent
communities that desire a secure future by creating sustainable livelihoods.
FOCUS AREAS

INITIATIVE-WISE SHARE OF CSR EXPENDITURE

Healthcare

*INR 10 crore contribution has been made to the PM CARES Fund to combat COVID-19, of which
INR 4.83 crore is from 2019-20 and INR 5.17 crore is to be accounted from the budget of 2020-21
as per the notification received from the Ministry of Corporate Affairs (D.O. No 05/1/2020-CSR-MCA
Dated March 30, 2020)

Environment

2016-17

CSR SPEND

1,00,190*
2017-18

2018-19

2019-20

2015-16

2016-17

2017-18

2018-19

28*

27

27

30

*We are moving
towards strategic
CSR, therefore we
are restricting our
interventions and
are focusing towards
flagship programme
and shared value
projects. Due to
this shift, there
was reduction in
the number of lives
impacted in 2019-20.

29

(INR in crore)

1,88,703

2,11,591

1,82,758

1,33,850

NUMBER OF LIVES IMPACTED

2015-16

Amount (in lakh)
1,304.42
1,162.50
79.69
250.75*
2,797.36

Thrust Areas
Education and Livelihood
Healthcare
Environment
Others
Total

Education
and
Livelihood

2019-20

*Including INR 10
crore towards the
PM CARES Fund

EDUCATION AND LIVELIHOOD
 ahindra Finance Saksham
M
Scholarship

We provided 2,800 scholarships for
the children of drivers and automobile
dealership employees, studying in
grade 5th to 12th. This programme was
implemented in collaboration with K. C.
Mahindra Education Trust (KCMET).

 ocially Enabled Entrepreneurial
S
Development (SEED)

The programme trained employees in a rural
environment to come up with CSR-based
idea/project for improvement and develop
leadership competency in the process.
Two batches of the SEED programme
were conducted in which 44 employees
participated. Also, seven CSR projects were
approved for implementation, having a oneyear duration and benefiting 7,930 villagers.
SEED programme, Maharashtra

CASE STUDY
VALUE THROUGH MUSHROOM
CULTIVATION
While the global economic activity
came to a halt following the outbreak of
the pandemic, a group of tribal women
from far-flung villages of Dang district,
Gujarat were busy with an interesting
experiment. An experiment with oyster
mushroom cultivation made these
landless women rich. Interestingly,
on an average each of them received
Specific Disclosures: GRI 413-1

four times their original investment. They
started plantations in January and the
produce was ready in three months.

price once the hotels start functioning
in the hill station of Saputara again.

The women were trained by BAIF
Institute of Sustainable Livelihoods and
Development (BISLD) at Lachhakadi near
Vansda, Gujarat. Each participant grew
over 60 kg mushroom in their backyard.
The produce is sold at INR 200 per kilo in
the local market and can fetch even higher

“Due to the lockdown when all
avenues to earn money were closed,
mushroom cultivation helped me
support my family. I will cultivate
it again due to its good production
quality.” – Radha Dalvi, a resident of
Baradpani village
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Nanhi Kali

 he objective of the project is to impact
T
the nation’s development through
education of the girl child. The project’s
purpose is to curtail the high dropout rate
prevalent among schoolgirls in India, while
ensuring that girls attend school with
dignity and receive quality education. In
2019-20 MMFSL supported education of
9,927 marginalised girls.

Dhan Samvaad

 e organised 400 financial literacy
W
workshops, along with web-based mobile
application on financial literacy for
sensitising 12,000 working population
to inculcate good financial practices. The
project was implemented in collaboration
with NIIT Foundation in Gujarat, Madhya
Pradesh and West Bengal.

CASE STUDY
KUMER SINGH’S ACHIEVEMENT
Kumer Singh’s journey has not been
smooth due to his disability. He only
had knowledge about computer
and wanted to improve his English
communication. He was provided
training through the Divyang
Vikas Kendra which helped him
get employed at Arya Astha Vidya
Mandir as a teacher in Bhopal.

Divyang Vikas Kendra

 e provided multiple sector skills to
W
persons with disability, so that they
can be employed in retail, hospitality
and ITeS. Through this programme, we
trained 250 PWDs at Bhopal to make
them employable.

Mahindra Pride School (MPS)

 PS is a livelihood training school
M
that provides three months, intensive
training in ITeS, Retail and Hospitality
to youth from socially and economically
disadvantaged communities. In
2019‑20, MMFSL supported the school
in Pune, Patna and Chennai, which
skilled 2,404 students.

Mahindra Pride Classrooms
(MPCs)

 PCs provide 40-120 hours of training
M
to final year students spanning English
speaking, life skills, aptitude, interview,
group discussion and digital literacy.
In 2019-20, 30,143 students were
supported by MMFSL from 18 states
in India.

Kumer Singh at Arya Astha Vidya Mandir,
Bhopal

HEALTHCARE
 mbulance Donation
A
Programme

 his programme promotes access
T
to healthcare for the marginalised
population by providing ambulances at
their doorstep. In the reporting year, we
donated 14 ambulances to 14 NGOs
across India.

Swachh Bharat

 he programme supports the Prime Minister’s clean India campaign by spreading
T
awareness about Swachh Bharat Abhiyan. Our employees volunteered in 20 activities
and created awareness, distributed dust bins, provided water purifiers, and repaired
washrooms, benefiting 6,395 people.

CASE STUDY
VETERINARY CAMPS
After the success of veterinary camps in 2017-18, MRHFL organised 24 rural
veterinary camps in several states. Support from NGOs such as JK Trust and
Auroville Foundation was also taken for a few camps.
The veterinary camps focused on offering a means for livestock to become stronger
and healthier. These camps also helped sensitise livestock owners to be mindful of
the necessary care all animals need to stay healthy and yield better produce.

Ambulance donation, Maharashtra

Health Check-up Camps

 ur employees conducted 16 health
O
check-up camps across India on
general health and provided medical aid
to 1,175 people.

	Vaccinations for foot and mouth disease were given to all the cattle to prevent
possible epidemics
	Deworming, surgical correction and other medication will enable the animals to
grow healthier and yield better produce
	Mineral mixture was provided to
all cattle owners to help boost the
immunity and health of the animals

9,723

FAMILIES BENEFITED THROUGH
VETERINARY CAMPS
Veterinary camps, Maharashtra
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ENVIRONMENT
Hariyali

The main aim of the project is to increase green cover in the country
by planting trees in multiple locations across India and support
environmental conservation and restoration projects.
Mahindra Hariyali Drive, Chhattisgarh

CSR CALENDAR
CSR Activity

Description

2019-20 Outcomes

Jeevandan

On the occasion of Founder’s Day, blood donation
camps were organised with the help of employees
across India at 1,257 branches
Employees visit orphanages, old-age homes as well
as homes for differently abled to support by spending
time and providing basic necessities
Support to schools and underprivileged students by
providing school uniforms, notebooks and textbooks
Mahindra Finance extended support to the victims of flood
in Odisha by donating INR 50 lakh from the CSR budget
Distributed 200 relief kits to the flood-affected families
of Kolhapur and Sangli districts of Maharashtra
Conducted free health check-up camps at Muzaffarpur,
Madhubani and Sitamarhi in Bihar

23,572 employees of FSS contributed,
which includes 1,19,583 man-hours
7,624 units of blood collected
1,125 people supported

Samantar: Old age home and
orphanage
Gyandeep: Municipal
school visits
Relief and Rehabilitation
Project

2,482 students supported
1,700 people supported

RELATIONSHIP CAPITAL
We are a respected NBFC brand and a trusted partner to millions of customers, present majorly in the rural and semi-urban parts
of the country. Apart from offering a wide range of financial solutions to meet the diverse needs of our customer base, we also
undertake various customer engagement initiatives, which help create a much better connect with customers.
Some of the key customer engagement initiatives undertaken during the year include:

Sutradhaar Samruddhi
Programme

MF-Sutradhaar is a unique customer‑getcustomer programme, wherein existing
good track record customers of Mahindra
Finance are enrolled as MF-Sutradhaars,
who due to their strong local connect
are able to refer more customers to
Mahindra Finance.
The first Sutradhaar Samruddhi
Programme was organised in Kolhapur
in January 2019, post which eight
Sutradhaar Samruddhi programmes were
conducted across India.

Sutradhar Samrudhi Programme, Maharashtra

Specific Disclosures: GRI 103-2, GRI 413-1, GRI 417-1
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Gram Pravesh

This initiative aims to reach out to
prospective customers in unexplored
villages and generate additional
business from existing villages through
a cost‑effective and scalable model.
Gram Pravesh is a one-day micro-event
in a designated village, where Mahindra
Finance Direct Marketing team creates
awareness about products, accompanied
by a display of vehicles by partner dealers,
and leverages business opportunities.
The Gram Pravesh activity started in
FY 18-19 and approx. 2,500-3,000
villages were visited through this activity
per month. The first Gram Pravesh event
was held in December 2019 post which
37 such events have been organised
in various locations pan-India and have
received a good response.

Gram Pravesh, Maharashtra

Revamped website of Mahindra Finance

Revamp of Mahindra Finance Website – Multilingual 6 Language Website Launched

Mahindra Finance revamped its corporate website and launched a new version. The revamped website comes with a superior user
interface, additional features and functions, aimed at further improving customer and visitor experiences. In addition, visitors can
now experience the website in five regional languages apart from English, an important feature that will further drive the adoption
of digital touchpoints.

50

Specific Disclosures: GRI 417-1
Material issues identified in this section: Customer need identification and satisfaction, Information on financial products and
services to customers

Mahindra & Mahindra Financial Services Limited

Pre-owned Car Loans Festival, Maharashtra

2 Wheeler to 20 Wheeler Maha Loan Mela, Gujarat

Gwalior Mela, Madhya Pradesh

Pre-owned Car Loans Festival

2 Wheeler to 20 Wheeler Maha
Loan Mela, Gujarat

Exhibitions and Trade Fairs

The festival is a two-day event, where
multiple pre-owned car dealers showcase
their vehicles at a single location. For us
it is a platform to generate additional
business, connect with customers and
also strengthen our relationship with
dealers and create brand awareness.
The first two festivals were organised in
2019-20 in Nashik (Maharashtra), and
Palanpur (Gujarat), and both the events
received positive response.

In the event, dealers of multiple OEMs
belonging to various vehicle categories
ranging from two-wheelers, cars,
tractors to commercial vehicles
showcase and promote their vehicles at
a single location, with Mahindra Finance
being the sole financier.
It creates a win-win for customers
who get more choice and offers, dealers
who get more business and we benefit
through more business, customer
engagements, better dealer relationships
and brand awareness. In 2019-20,
Mahindra Finance scaled up this property
and conducted 21 pan-India events.

Mahindra Finance Customer
Contact Centre

We launched our Customer Contact
Centre in 2020. Customers can now
reach out for any query, request or
complaint by calling us on our toll-free
number 1800-233-1234. The customer
contact centre is capable of providing
support in nine regional languages apart
from English, and is helping provide
seamless service in a language preferred
by the customer.

We also participated in various relevant
exhibitions and trade fairs across India to
create brand awareness and generate
business.
We participated in the Gwalior Mela,
where our branded stall and special
schemes were offered. We received
an overwhelming response, and a large
number of vehicles were financed during
the Mela period. We also participated in
EXCON, one of the largest trade fairs for
construction equipment and received a
good response.

Customer Satisfaction – CaPS

We use the Customer as Promoter
Score (CaPS) methodology to arrive
at our customer satisfaction scores
annually. We ask our customers to rate
the likelihood of recommending Mahindra
Finance to others, on a scale of 0 to 10,
where 0 implies ‘Not at all Recommend’
and 10 implies ‘Definitely Recommend’.
The responses are then classified under
‘Promoters’ and ‘Detractors’. The CaP
Score is then calculated by subtracting
the percentage of Detractors from the
percentage of Promoters.
CaPS = % Promoters - % Detractors
A CaPS above 50 is considered good
under this methodology.

Mahindra Finance Customer Contact Centre
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CaPS IN 2018-19*

*The CaPS study for 2019-20 was not conducted. Hence, we are stating
FY 18-19 scores

Specific Disclosures: GRI 417-1
Material issues identified in this section: Customer need identification and satisfaction,
Information on financial products and services to customers
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NATURAL CAPITAL

Responsibility to the planet,
resources and people
Our best practices aim to make us a more
environmentally responsible company. We help
raise environmental awareness, drive positive
impact in our communities and inspire others along
the way. This is not a destination, but a journey
where each stakeholder plays a meaningful role.
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5,606

ELECTRIC VEHICLES
FINANCED

4.12

ENERGY INTENSITY
(GJ/EMPLOYEE)

10.83
SPECIFIC WATER
CONSUMPTION
(GJ/EMPLOYEE)

Mahindra & Mahindra Financial Services Limited

OUR APPROACH

Our approach towards environment protection and conservation of natural
resources is guided by our internal policies and applicable external standards.
We are committed to minimising our impact and building operational resilience
against climate change on our business and the communities we serve.
Our Environment Priorities:
Mitigating our direct
and indirect GHG
emissions

Facilitating waste
reduction, recycling
and reuse efforts

Reducing our energy
consumption through
effective energy
management policies

Engaging employees
on environmental
issues and healthy
lifestyle choices

2019-20 HIGHLIGHTS

	Preliminary validation by SBTi for
carbon reduction target setting is
complete. The SBTi Team has also
invited us for methodology development
exercise for financial institutions
	Proactive efforts to reduce CO2
emissions (carbon footprint) through
‘Mahindra Hariyali’, by planting over
a lakh saplings across the country.
In FY 19‑20, we have offset 604.3
tCO2 through tree plantations
	Through the ‘I Am Responsible’
Initiative’ we encourage employees
to make Sustainability personal
and to make a social contribution
through our monthly calendar
activities. The Sustainability Calendar
is designed with SDGs as an
overarching framework.

	Climate change pattern can
significantly impact our business as our
loan schemes for rural customers are
structured around the crop harvest
pattern. We have included climate
change in our business strategy, which
gives us a strategic advantage within
the sector because of the following:
(i)	As a provider of funds to customers
at the bottom of pyramid, we
have gained customer affinity and
preference in rural and semi-urban
parts of India
(ii)	Reduction in our operational costs
owing to projects and initiatives on
sustainability
	Listed on the Dow Jones Sustainability
Index (DJSI) Emerging Market Trends
for the 7th consecutive year.

Working with suppliers
to reduce environmental
impacts

We are the only company from
amongst the Diversified Financial
Services Companies in India to have
made it to this list.
	Attained CDP Performance Band – C
meaning that the Company is at the
‘Awareness’ band. Also, we achieved
Band - A- in the supplier engagement
rating of CDP
	Ranked 49th among the Top 100
Indian companies for Sustainability
& CSR under Responsible Business
Rankings 2019 by Futurescape
	Got listed in the renowned FTSE4Good
Emerging Markets Index. It is designed
to measure the performance of
companies demonstrating strong
Environmental, Social and Governance
(ESG) practices

CASE STUDY
CAPACITY BUILDING ON SUSTAINABILITY
Capacity development is the engine
of human development. At MMFSS,
we constantly empower our employee
groups and build capacities for them
to create value. Using ‘Alternativism’
in our approach, we identified key
platforms that we could leverage to
sensitise and educate our employees.
This has been driven as a key priority
area by means of:
	Sustainability courses on Coursera
Sustainability channel on Edcast
	Video bytes by the senior
management on Sustainability
(during webcasts)

	Human rights e-learning module
introducing on internal learning
platforms. This has been made
mandatory for all employees. This
unique 40-minutes module not only
enumerates on human rights and
their relevance to business, but
also talks about human rights in
relation to Mahindra Finance. It has
been especially customised for our
employees, mapping all the policies
related to human rights and also
has quiz and assessment criteria to
gauge the learning of the users.
For 2019-20, 267 employees were
engaged through the new capacity
building initiatives.
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INITIATIVES TO MANAGE ENERGY, WATER AND WASTE

In order to manage our environmental footprint and reduce it, we have undertaken several initiatives.

Energy Conservation

	Use of LED Lights in place of CFL
at offices
	Installation of higher efficiency air
conditioners (3 star and above) and
blade servers
	Quality improvement initiatives with
actions focused on energy conservation

Water Saving

Waste Reduction

	Aerators in taps of offices
	Watershed management and
rainwater harvesting project in
communities on a pilot basis

	Use of technology and digitisation of
processes to make them paperless
	Reusing and recycling of wastes
	Segregation of dry and wet waste
	Usage of compostable bags for
garbage disposal

CASE STUDY
GROWING GREEN REVENUE
We have a focus on financing of electrical vehicles, which are part of our green
product portfolio. This has been taken into consideration while formulating our
sustainability roadmap. As a part of the FSS Sustainability Roadmap, we had
taken a target of doubling our electric vehicles financing portfolio every fiscal
year. During 2019-20, we financed 5,606 vehicles with a total financing value
of INR 71.78 crore.

FSS PERFORMANCE TABLE

 irect Energy Consumption by Primary Energy Source and Per Capita Consumption for the
D
Main Product
Total energy* consumption within the
organisation and energy intensity**
Total energy consumption (GJ)
Energy intensity (GJ/employee)

2017-18

2018-19

2019-20

14,511
5.696

13,205
4.72

1,33,970
4.12

* 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
Please note: The reporting boundary for 2019-20 has been expanded to all 1,322 locations from erstwhile 32 locations. The coverage is thus 100%.

Total Direct and Indirect GHG Emissions by Weight
2017-18
Level
Scope 1
Scope 2
Scope 1+2
Scope 3

Total GHG
Emissions
133.99
2,493.39
2,627.38
14,878.12*

2019-20

2018-19
GHG
Intensity
0.061
1.127
1.188
6.72

Total GHG
Emissions
1,737.55
2,845.26
4,582.81
12,167.86

GHG
Intensity
0.71
1.16
1.86
4.94

Total GHG
Emissions
3,370.27
18,847.08
22,217.35
22,921.71

GHG
Intensity
0.10
0.58
0.68
0.71

GHG Intensity is calculated as tonnes of CO2eq/Total Employees considered for all locations in the boundary of reporting.
Please note: The reporting boundary for 2019-20 has been expanded to all 1,322 locations from erstwhile 32 locations.
The coverage is thus 100%.

Total Annual Water Consumption
2017-18

2019-20

2018-19

Total Water Consumption (KL)
23,435
27,171
3,52,237
Specific Water Consumption (KL/Employee)
10.594
9.72
10.83
Please note: The reporting boundary for 2019-20 has been expanded to all 1,322 locations from erstwhile 32 locations.
The coverage is thus 100%.

Quantity, Cost and Percentage of Materials Used are Recycled as Input Materials
Paper Consumption (KG)
Stationery Paper

2017-18

2018-19

2019-20

24,408.76

26,809.19

1,97,965.10

Please note: The reporting boundary for 2019-20 has been expanded to all 1,322 locations from erstwhile 32 locations.
The coverage is thus 100%.
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INDEPENDENT ASSURANCE STATEMENT

Topic-specific Standards

x
x

o
o
o
o
o
o

Environmental
Energy: 302-1, 302-2, 302-3
Emissions: 305-1, 305-2, 305-3*,305-4
Social
Employment: 401-1, 401-3
Occupational Health & Safety: 403-1, 403-2
Training & Education: 404-1
Local Communities: 413-1

*305-3- The Scope 3 GHG emissions are restricted to the following categories1:
o Business travel (Road, Air)
o Purchased goods and services (paper consumption)
o Employee commuting
Limitations
The assurance scope is subject to the following limitations:
x
x
x
x

x
x
x

Disclosures other than those mentioned under the scope above.
Data and information outside the defined reporting period.
The Company’s financial performance.
The Company’s statements that describe expression of opinion, belief, aspiration, expectation, aim to future
intention provided by the Company and assertions related to Intellectual Property Rights and other competitive
issues.
Data review outside the operational sites as mentioned in the boundary above.
Strategy and other related linkages expressed in the Report.
Mapping of the Report with other reporting frameworks.

Assurance Procedures
Our assurance processes involve performing procedures to obtain evidence about the reliability of specified
disclosures. The nature, timing and extent of procedures selected depend on our judgement, including the assessment
of the risks of material misstatement of the selected sustainability disclosures whether due to fraud or error. In making
those risk assessments, we have considered internal controls relevant to the preparation of the Report in order to
design assurance procedures that are appropriate in the circumstances.
Our assurance procedure also included:
x
x
x
x
x
x
x

Desk review for data pertaining to environmental indicators as per GRI standards
Assessment of MMFSL’s reporting procedures regarding their consistency with the application of GRI Standards
Evaluating the appropriateness of the quantification methods used to arrive at the sustainability disclosures
presented in the report
Review of systems and procedures used for quantification, collation, and analysis of sustainability disclosures
included in the Report
Understanding the appropriateness of various assumptions, estimations and materiality thresholds used by
Company for data analysis
Discussion with the personnel responsible for the evaluation of competence required to ensure reliability of data
and information presented in the report
Assessment of data reliability and accuracy

The selected performance data for the financial year 2019-20 was reviewed through physical site visits and virtual
interactions through screen sharing tools at the corporate office and selected sample locations.
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Physical site visits were conducted for the following locations:

x
x

MMFSL, Vadodara
MMFSL, Ahmedabad

Virtual interactions were conducted for the following locations:

x

Mahindra & Mahindra Financial Services Limited (Mumbai, Worli)

Conclusions
We have reviewed selected non-financial disclosures in the Report of MMFSL. Based on our review and procedures
performed, nothing has come to our attention that causes us not to believe that the sustainability data and information
as per the scope of assurance presented in this Report is appropriately stated in all material respects, and in accordance
with reporting criteria.
We have provided our observations to the Company in a separate management letter. These, do not, however, affect
our conclusions.
Independence
The assurance was conducted by a multidisciplinary team including professionals with suitable skills and experience in
auditing environmental, social and economic information in line with the requirements of ISAE 3000 standard. Our work
was performed in compliance with the requirements of the IFAC Code of Ethics for Professional Accountants, which
requires, among other requirements, that the members of the assurance team (practitioners) be independent of the
assurance client, in relation to the scope of this assurance engagement, including not being involved in writing the
Report. The Code also includes detailed requirements for practitioners regarding integrity, objectivity, professional
competence and due care, confidentiality and professional behaviour. KPMG has systems and processes in place to
monitor compliance with the Code and to prevent conflicts regarding independence. The firm applies International
Standard of Quality Control (ISQC1) and the practitioner complies with the applicable independence and other ethical
requirements of the IESBA code.
Responsibilities
MMFSL is responsible for developing the Report contents. MMFSL is also responsible for identification of material
sustainability topics, establishing and maintaining appropriate performance management and internal control systems
and derivation of performance data reported. This statement is made solely to the Management of MMFSL in
accordance with the terms of our engagement and as per scope of assurance. Our work has been undertaken so that
we might state to MMFSL those matters for which we have been engaged to state in this statement and for no other
purpose. To the fullest extent permitted by law, we do not accept or assume responsibility to anyone other than MMFSL
for our work, for this report, or for the conclusions expressed in this independent assurance statement. The assurance
engagement is based on the assumption that the data and information provided to us is complete and true. We
expressly disclaim any liability or co-responsibility for any decision a person or entity would make based on this
assurance statement. Our report is released to MMFSL on the basis that it shall not be copied, referred to or disclosed,
in whole or in part, without our prior written consent. By reading this assurance statement, stakeholders acknowledge
and agree to the limitations and disclaimers mentioned above.

Prathmesh Raichura
Executive Director
KPMG Assurance and Consulting Services LLP
17th December 2020
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GRI CONTENT INDEX

For the GRI Content Index Service, GRI Services reviewed that the GRI content index is clearly presented and the references for all
disclosures included align with the appropriate sections in the body of the report.
GRI Standards

Ref No.

Disclosure

Page number(s) and/
or direct answers

102-1

Name of the organisation

Inside Cover, 3

102-2

Activities, brands, products, and services

6

102-3

Location of headquarters

Back cover

102-4

Location of operations

7

102-5

Ownership and legal form

5

102-6

Markets served

7

102-7

Scale of the organisation

30-31

102-8

Information on employees and other workers

40-45

102-9

Supply chain

35

102-10

Significant changes to the organisation and its supply
chain

35

102-11

Precautionary Principle or approach

10-13

102-12

External initiatives

16-17

102-13

Membership of associations

17

102-14

Statement from senior decision-maker

8-9

102-16

Values, principles, standards, and norms of behavior

4, 14-16

102-18

Governance structure

14-15

102-40

List of stakeholder groups

22-23

102-41

Collective bargaining agreements

As there are no trade
unions, there is no
collective bargaining
agreements

102-42

Identifying and selecting stakeholders

22-23

102-43

Approach to stakeholder engagement

22-23

102-44

Key topics and concerns raised

24-25

102-45

Entities included in the consolidated financial statements

2

102-46

Defining report content and topic Boundaries

2

102-47

List of material topics

24-25

102-48

Restatements of information

2

GRI 101: Foundation 2016

GENERAL DISCLOSURES
Organisational profile
GRI 102: General Disclosures

Strategy
Ethics and integrity
Governance
Stakeholder engagement

Reporting practice
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GRI Standards

Ref No.

Disclosure

Page number(s) and/
or direct answers

102-49

Changes in reporting

2

102-50

Reporting period

2

102-51

Date of most recent report

2

102-52

Reporting cycle

2

102-53

Contact point for questions regarding the report

2

102-54

Claims of reporting in accordance with the GRI Standards 2

102-55

GRI content index

58-61

102-56

External assurance

55-57

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 30

103-3

Evaluation of the management approach

24-25

201-1

Direct economic value generated and distributed

33

201-2

Financial complications and other risks and opportunities
due to climate change

18-21

201-3

Significant indirect economic impacts

33

GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 34

103-3

Evaluation of the management approach

24-25

GRI 204:
Procurement Practices 2016

204-1

Proportion of spending on local suppliers

35

GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 14-15

103-3

Evaluation of the management approach

24-25

GRI 205: Anticorruption 2016

205-1

Operations assessed for risks related to corruption

14-17

205-2

Communication and training about anti-corruption policies 14-17
and procedures

205-3

Confirmed incidents of corruption and actions taken

17

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 52

103-3

Evaluation of the management approach

24-25

302-1

Energy consumption within the organisation

54

302-2

Energy consumption outside of the organisation

54

302-3

Energy intensity

54

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25,52

103-3
303-1

Evaluation of the management approach
Water withdrawal by source

24-25
54

MATERIAL TOPICS
GRI 200 ECONOMIC
Economic Performance
GRI 103:
Management Approach 2016
GRI 201:
Economic Performance 2016

Procurement Practices

Anti-corruption

GRI 300 ENVIRONMENTAL
Energy
GRI 103:
Management Approach 2016
GRI 302: Energy 2016

Water
GRI 103:
Management Approach 2016
GRI 303: Water 2016
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GRI Standards

Ref No.

Disclosure

Page number(s) and/
or direct answers

GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 52

103-3

Evaluation of the management approach

24-25

GRI 305: Emissions 2016

305-1

Direct (Scope 1) GHG emissions

54

305-2

Energy indirect (Scope 2) GHG emissions

54

305-3

Other indirect (Scope 3) GHG emissions

54

305-4

GHG emissions intensity

54

GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 34

103-3

Evaluation of the management approach

24-25

GRI 306:
Effluents and Waste 2016

306-1

Waste by type and disposal method

35

GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 52

103-3

Evaluation of the management approach

24-25

GRI 307:
Environmental Compliance 2016

307-1

Non-compliance with environmental laws and regulations

14-15, 52

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 40

103-3

Evaluation of the management approach

24-25

401-1

New employee hires and employee turnover

44-45

401-2

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

41-45

401-3

Parental leave

45

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 44

103-3

Evaluation of the management approach

24-25

403-1

Workers representation in formal joint management–
worker health and safety committees

44

403-2

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

44-45

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 42

103-3
404-1
404-2

Evaluation of the management approach
Average hours of training per year per employee
Programmes for upgrading employee skills and transition
assistance programs
Percentage of employees receiving regular performance
and career development reviews

24-25
45
42-44

Emissions

Effluents and Waste

Environmental Compliance

GRI 400 SOCIAL
Employment
GRI 103:
Management Approach 2016
GRI 401: Employment 2016

Occupational Health and Safety
GRI 103:
Management Approach 2016
GRI 403:
Occupational Health and
Safety 2016

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

404-3
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GRI Standards

Ref No.

Disclosure

Page number(s) and/
or direct answers

GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 46

103-3

Evaluation of the management approach

24-25

GRI 413:
Local Communities 2016

413-1

Operations with local community engagement, impact
assessments and development programmes

46-49

GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 49

103-3

Evaluation of the management approach

24-25

GRI 417:
Marketing and Labeling 2016

417-1

Requirements for product and service information and
labeling

49-51

417-2

Incidents of non-compliance concerning product and
service information and labeling

The Company operates
in a highly regulated
sector with strong
systems, and no
such incidents were
reported

417-3

Incidents of non-compliance concerning marketing
communications

The Company operates
in a highly regulated
sector with strong
systems, and no
such incidents were
reported

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 46

103-3

Evaluation of the management approach

24-25

419-1

Non-compliance with laws and regulations in the social
and economic area

14-15, 46

Local Communities

Marketing and Labeling

Socioeconomic Compliance
GRI 103:
Management Approach 2016
GRI 419: Socioeconomic
Compliance 2016

Customer need identification and satisfaction
GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 49

103-3

Evaluation of the management approach

24-25

Non-GRI

Information on material issues

49-51

Information on financial products and services to customers
GRI 103:
Management Approach 2016

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 49

103-3

Evaluation of the management approach

24-25

Non-GRI

Information on material issues

49-51

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 30

103-3

Evaluation of the management approach

24-25

Non-GRI

Information on material issues

32

103-1

Explanation of the material topic and its Boundary

24-25

103-2

The management approach and its components

24-25, 30

103-3

Evaluation of the management approach

24-25

Non-GRI

Information on material issues

32-33

Credit Rating
GRI 103:
Management Approach 2016

Investor Security
GRI 103:
Management Approach 2016
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SUSTAINABLE DEVELOPMENT GOALS (SDGS) MAPPING
Goal No

Sustainable Development Goals

Page no.

1
2

End poverty in all its forms everywhere
End hunger, achieve food security and improved nutrition and promote
sustainable agriculture
Ensure healthy lives and promote well-being for all at all ages
Ensure inclusive and equitable quality education and promote life-long
learning opportunities for all
Achieve gender equality and empower all women and girls
Ensure availability and sustainable management of water and sanitation for all
Ensure access to affordable, reliable, sustainable and modern energy for all
Promote sustained, inclusive and sustainable economic growth, full and
productive employment and decent work for all
Build resilient infrastructure, promote inclusive and sustainable industrialisation
and foster innovation
Reduce inequality within and among countries
Make cities and human settlements inclusive, safe, resilient and sustainable
Ensure sustainable consumption and production patterns
Take urgent action to combat climate change and its impacts
Conserve and sustainably use the oceans, seas and marine resources for
sustainable development
Protect, restore and promote sustainable use of terrestrial ecosystems, sustainably
manage forests, combat desertification, and halt and reverse land degradation and
halt biodiversity loss
Promote peaceful and inclusive societies for sustainable development, provide access
to justice for all and build effective, accountable and inclusive institutions at all levels
Strengthen the means of implementation and revitalise the global partnership for
sustainable development

30-33, 34-35, 46-49
46-49

3
4
5
6
7
8
9
10
11
12
13
14
15

16
17

40-44, 46-49
40-44, 46-49
40-41,46-49
34-35, 54
46-54
34-35, 40-45
34-39, 52-54
46-49
34-35, 46-49
34-35, 52-54
20-21, 52-54
52-54
34-35, 52-54

14-17, 41-45
34-35, 46-49

NATIONAL VOLUNTARY GUIDELINES (NVGS) MAPPING
NVG
Principle

Description

Page no.

Principle 1

Ethics, Transparency and Accountability

14-17

Principle 2

Goods and Services which contribute to sustainability throughout the lifecycle

52-54

Principle 3

Employee wellbeing

40-45

Principle 4

Responsiveness towards all stakeholders, especially those who are marginalised
and disadvantaged

24-25

Principle 5

Respect and promote human rights

17

Principle 6

Protect and restore environment

52-54

Principle 7

Influencing regulation and public policy

14-17

Principle 8

Inclusive growth and equitable development

46-49

Principle 9

Engagement and responsible value for customers and consumers

49-51
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ABBREVIATIONS
AI

Artificial Intelligence

IFL

Ideal Finance Ltd.

ALCO

Asset Liability Committee

IRDAI

Insurance Regulatory and Development Authority

AGM

Annual General Meeting

IRR

Internal Rate of Return

APIs

Application Programming Interface

INR

Indian National Rupees

AUM

Asset Under Management

JV

Joint Venture

BI

Business Intelligence

KPIs

Key Performance Indicators

BRR

Business Responsibility Report

KRAs

Key Result Areas

BFSI

Banking, Financial Services and Insurance

kVA

kiloVolt-Ampere

CDP

Carbon Disclosure Project

CDLI

Carbon Disclosure Leadership Index

MAMCPL Mahindra Asset Management Company Private
Limited

CII

Confederation of Indian Industry

CO2

Carbon Dioxide

CR

MAS

Mahindra Arogya Suraksha

MF

Mutual Fund

Crore

MLS

Mahindra Sampoorna Suraksha

CRISIL

Credit Rating & Information Services of India
Limited

MIBL

Mahindra Insurance Brokers Limited

MMFSS

Mahindra & Mahindra Financial Services Sector

CSC

Common Services Centre

MN

Million

CSR

Corporate Social Responsibility

MRHFL

Mahindra Rural Housing Finance Limited

CRM

Customer Relationship Management

MTCPL

Mahindra Trustee Company Private Limited

D&I

Diversity & Inclusion

MTs

Management Trainees

DJSI

Dow Jones Sustainability Index

NBFCs

Non-Banking Financial Companies

EMI

Equated Monthly Instalment

NGO

Non-Governmental Organisation

EPS

Earnings Per Share

NOC

New Relationship with Old Customers

ESG

Environmental, Social and Governance

NPAs

Non-Performing Assets

EV

Electric Vehicles

NVGs

National Voluntary Guidelines

FICCI

Federation of Indian Chambers of Commerce and
Industry

OEMs

Original Equipment Manufacturers

FIDC

Finance Industry Development Council

PwD

People with Disabilities

FSS

Financial Services Sector

RBI

Reserve Bank of India

GHG

Greenhouse Gas

ROA

Return on Assets

GJ

Giga Jolues

RoNW

Return on Net Worth

GPU

Graphics Processing Unit

RO

Regional Offices

GRI

Global Reporting Initiative

SBTi

Science Based Targets Initiatives (SBTi)

HO

Head Office

SD

Sustainable Development

IT

Information Technology

SDGs

Sustainable Development Goals

IFC

International Finance Corporation

SEBI

Securities and Exchange Board of India

SIAM

Society of Indian Automobile Manufacturers
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NOTES
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Together we build
a more resilient business
Won the Global Corporate
Sustainability Award in the award
category: Reporting, Emerging Market
at Taipei, Taiwan

Honoured with the IDF CSR Award
2019 for participation in Resource
Mobilisation for Humanitarian
Causes

Included in the esteemed FTSE4
Good Emerging Markets Index

Ranked 49th among the top 100 Indian
companies for Sustainability and CSR
under Responsible Business Rankings
2019 by Futurescape

Recognised as the only Financial
Institute from India to be in the
DJSI Sustainability Index for
Emerging Markets category, for
the 7th year in a row

Bestowed the 8th India CSR Awards
– Recognition for Excellence in
Corporate Social Responsibility for
the category Livelihood Creation:
Project Hunnar

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

fb.com/MahindraFin
linkedin.com/MahindraFin
twitter@MahindraFin
youtube.com/MahindraFin
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