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FORWARD FOCUS TO TRANSFORM LIVES

How do we make a sustainable tomorrow possible at Mahindra Finance? A prudent answer 
would be by intelligently using human expertise and resources to drive maximum good for 
people and the planet.

Our commitment is encapsulated in two simple words: ‘Transforming lives’. This is what we 
strive towards achieving every day for a wide cross-section of customers across semi-urban 
and rural India. Acting as a powerful agent of change in their lives.

Since inception, Mahindra Finance has singularly focused on elevating the quality of lives of 
people with a deep sensitivity towards local cultures and people’s desire for a better life.

Our forward focus to transform lives continues to gather momentum, despite an evolving 
socio-economic landscape. Our sustainability goal is a wide framework for consistent 
business growth, while taking into consideration the aspirations of all stakeholders.
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It is my privilege to present Mahindra Finance’s first Sustainability 
Report. We have been reporting on our sustainability  
performance in the public domain since, 2008-09 as part of 
the Mahindra Group’s consolidated report. This is the first time 
we are reporting our standalone performance in order to present 
the challenges we face, and how we are geared to address those. 
This report has been developed in line with the requirements 
of Global Reporting Initiative’s (GRI) G3.1 Guidelines on 
Sustainability Reporting, and is also aligned to the report 
contents of India’s National Voluntary Guidelines (NVG) on Social, 
Environmental and Economic Responsibilities of Business. 

Today, we debate and discuss about ‘financial inclusion’ or ‘rural 
opportunity’ in multiple forums, but two decades ago, these 
business phrases had not gained such wide importance.  At that 
time, Mahindra Finance was working in remote parts of rural 
India, providing ‘credit with confidence’ to people who did not 
have access to the organized financial services. It was a natural 
progression for us to focus on these geographies to promote 
business by leveraging on the Mahindra Group’s leadership 
position in smaller towns and rural areas of India. We initiated 

We create wellbeing for those 
whose lives we touch in more 
ways than one. This is our 
agenda for transformation.

Our vision is to be a  
leading financial services 
provider in semi-urban 
and rural India

Message from the Managing Director

 Ramesh Iyer   
Managing Director 
CEO - Financial Services Sector and  
Member of the Group Executive Board
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Today, we are a part of DJSI’s Emerging Market Index, the Morgan 
Stanley Index, the NIFTY F&O and the Junior NIFTY.

The Mahindra Group redefined its brand identity as RISE that 
motivates our people to achieve greater success through 
‘Accepting No Limits’, practicing ‘Alternative Thinking’ and 
‘Driving Positive Change’ in the lives of our stakeholders. We 
understand the background of our customers and endeavour to 
provide livelihoods – that is one of the reasons why we stand by 
them in their difficult times instead of withdrawing our support. 
To better understand and cater to the local requirements, 
we have consciously aimed at recruiting local people and 
empowering them to take decisions that help us build the trust 
among our customers. We strongly believe in contributing 
towards community development and treat the society as an 
extended family. Our focus areas are Health, Education and 
Environment, thereby facilitating inclusive development. Our 
vision is to be a leading financial services provider in semi-urban 
and rural India, and we plan to achieve that through our mission 
of ‘Transforming rural lives and driving positive change in the 
communities.’ 

At Mahindra Finance, we believe that this is the beginning 
of our sustainability journey and our goals that will enable 
us to continue to invest in new opportunities and renew our 
commitments for creating sustainable livelihoods.

Ramesh Iyer  
Managing Director 
CEO - Financial Services Sector and  
Member of the Group Executive Board

our journey by providing finance for the Mahindra range of 
vehicles and eventually extended our portfolio to include other 
automobiles. Over the years, we have enhanced our grass-root 
presence across India. Our network of 657 offices is spread 
across 25 states, four union territories and 1,33,907 villages. 
Most of our customers are at the bottom of income and social 
pyramids. They are often first time buyers of vehicles, which form 
the source of their livelihoods. Mahindra Finance fulfils the gap in 
the financial system by a unique ‘Earn & Pay’ business model. We 
provide loans not for consumption, but for income generation.

We anticipated an opportunity in insurance advisory and 
housing finance services, and created a robust business 
portfolio of Mahindra Rural Housing Finance Limited (MRHFL) 
and Mahindra Insurance Brokers Limited (MIBL). MRHFL works 
on a business model that addresses the housing finance needs 
of bottom-of-pyramid customers, while MIBL is committed 
to providing value to its customers by understanding their 
insurance needs and risk profile to provide them with innovative, 
cost-effective and customized solutions. The USP of our business 
is ‘interactive lending’ where products/ services are designed 
based on understanding the challenges at the customer’s end, 
and not just presenting standard run-of-the-mill offerings. The 
intention is to create a symbiotic approach, thereby taking 
action and partnering those in customer needs. 

We adopted the Group Sustainability Roadmap in 2009-10, 
which helped us in identifying the key areas of impact relevant 
to the respective businesses in a holistic fashion and create 
appropriate initiatives to address those areas. We have been 
working on achieving the set targets of  improving energy and 
natural resource efficiencies in our operations, use of green 
IT and enhanced commitment to our own people and the 
society. To support these initiatives and to ensure ethical and 
accountable business processes, we have created a robust 
governance mechanism. These systems and processes have 
helped us to secure the highest credit rating for our business. 

We redefined our brand identity as RISE, 
which motivates our people to achieve 
greater success through ‘Accepting No 
Limits’, practicing ‘Alternative Thinking’ 
and ‘Driving Positive Change’ in the lives of 
our stakeholders.
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Report Boundary and Scope
The reporting period for Mahindra and Mahindra Financial 
Services Limited’s (Mahindra Finance’s) first standalone 
sustainability report is April 2012 to March 2013. We will be 
committed to report our triple bottom line performance  
annually.

This report has been externally assured by KPMG, and we follow 
widely accepted Global Reporting Initiative (GRI) Sustainability 
Reporting G3.1 Guidelines.

The activities of the following companies, under the aegis of 
Financial Services Sector (FSS), are contained within the scope of 
this report:

  Mahindra and Mahindra Financial Services Ltd. (MMFSL)

  Mahindra Insurance Brokers Ltd. (MIBL)

  Mahindra Rural Housing Finance Ltd. (MRHFL)

  Mahindra Business & Consulting Services Private Ltd.
(MBCSPL)

Although our services are provided through a large network 
of over 650 branches, the scope of the report is limited to the 
activities conducted by our Head Office (HO) and the following 
Regional Offices (ROs).

Reporting Scope

REGIONAL DISTRIBUTION

NORTH
Chandigarh
Delhi
Jaipur
Lucknow

Lucknow

Chandigarh

Delhi

Jaipur

WEST
Ahmedabad
Mumbai(Head office)
Pune
Thane
Nagpur
Nashik

Nashik

Mumbai

Nagpur

Ahmedabad

Pune

Thane

CENTRAL

Bhopal
Patna
Raipur
Ranchi

Bhopal

Patna

Ranchi

Raipur

EAST

Bhubaneswar
Kolkata
Guwahati

Guwahati 

Kolkata

Bhubaneswar

Bangalore
Cochin
Hyderabad
Chennai

SOUTH
Hyderabad

Bangalore
Chennai

Cochin
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Report Scope Limitations
The report’s purview is pan-India and does not cover any branches. We will add the other regional offices as we report in the coming 
subsequent years. We welcome suggestions. These are vital to strengthen our processes and help us improve not only the quality of 
our reporting, but also the quality of our products and services.

Please email your suggestions, views and opinions to sustainability.mmfsl@mahindra.com
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Mahindra & Mahindra Financial Services 
Limited (MMFSL)
Mahindra & Mahindra Financial Services Limited (MMFSL) is a 
leading Non-Banking Financial Company (NBFC) catering to the 
financing needs of the large population residing in rural and 
semi-urban areas of India. By closely aligning itself to the needs 
and expectations of rural and semi-urban customers, Mahindra 
Finance has captured a large segment of this market through 
a nationwide distribution network. It provides a range of retail 
products and services, such as financing utility vehicles for 
personal and commercial use, tractors, cars, among others. On 
perceiving demand in niche segments, Mahindra Finance has 
introduced Mutual Fund Distribution, Fixed Deposit Schemes 
and Personal Loans.

Mahindra Finance has set up a subsidiary, Mahindra Insurance 
Brokers Limited, to distribute life and non-life insurance 
products through tie-ups with the various leading insurance 
companies.

Another focus area for the Company is to provide loans for 
housing requirements, both for construction and up-gradation 
of houses. Accordingly, Mahindra Rural Housing Finance 
Limited has been set up and the regulator, National Housing 
Board, has picked up a stake in this Company. Having placed 
itself between the organized banking sector and the local money 

Profile of Mahindra Finance

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

MISSION
“Transform rural lives and 
drive positive change in the 
communities.”
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lender in rural India, Mahindra Finance has forged strong bonds 
and continues to deliver on its commitments.

In 2011, Mahindra Finance entered into a joint venture with 
the US based De Lage Landen Financial Services Inc. (DLLFS), 
a wholly-owned subsidiary of the Rabobank Group. The 
joint venture will be marketed as Mahindra Finance USA LLC, 
providing exclusive wholesale inventory financing to the US 
based tractor dealers and retail financing to end-user customers 
on Mahindra tractors, implements or used products. DLLFS and 
Mahindra Finance have 51% and 49% stakes respectively in 
Mahindra Finance USA LLC.

Through a vast network of 650+ branches and a team strength 
of about 14,000 employees, Mahindra Finance has established 
more than 2.5 million customers relationships across India. 
Mahindra Finance generated income of nearly Rs. 38.9 Billion 
and PAT (Profit after Tax) of Rs. 8.8 Billion in the 2012-13  
financial year.

Over a period of time, Mahindra Finance has extended support in 
retail financing for other Mahindra Group products like tractors, 
two-wheelers, commercial vehicles and pre-owned vehicles. 
The Company also provides trade advances for business needs 
to dealers of Mahindra Group products. Additionally, Mahindra 
Finance finances vehicles manufactured by other companies, 
not competing directly with Mahindra Group products. Besides, 
the Company has ventured into niche products like Personal 
Loans, Fixed Deposits and Mutual Fund distribution.

Mahindra Group

Founded in 1945 as a steel trading Company, Mahindra entered 
automotive manufacturing in 1947 with a license to bring the 
iconic Willys Jeep onto Indian roads. Over the years, Mahindra 
Group has diversified into many new businesses to better 
meet the needs of our customers. We follow a unique business 
model of creating empowered companies that enjoy the best 
of entrepreneurial independence and group-wide synergies. 
This principle has led our growth into a US $16.2 Billion 
multinational Group with more than 155,000 employees in 
over 100 countries globally.

Today, the Group operations span across 18 key industries 
that form the foundation of every modern economy: aerospace, 
aftermarket, agribusiness, automotive, components, 
construction equipment, consulting services, defence, energy, 
farm equipment, finance and insurance, industrial equipment, 
information technology, leisure and hospitality, logistics, real 
estate, retail and two-wheelers.

Our federated structure enables each business to chart its own 
future and simultaneously leverage synergies across the entire 
Group’s competencies. In this way, the diversity of our expertise 
allows us to bring our customers the best in many fields.
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MAHINDRA FINANCE GROUP STRUCTURE

Mahindra & Mahindra 
Limited

Mahindra & Mahindra 
Financial Services 

Limited (51.2%)

Mahindra Insurance 
Brokers Limited 

(85%)

Mahindra Rural 
Housing Finance 
Limited (87.5%)

Mahindra Finance 
USA LLC (49% 
Joint Venture 

with Rabobank 
Group Subsidiary)

Mahindra Business 
& Consulting 

Services Private 
Limited (100%)
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States
Number of Villages

TOTAL MMFSL 
Presence

1 Andaman & Nicobar Islands 550 127
2 Andhra Pradesh 28,358 10,315
3 Arunachal Pradesh 4,082 34
4 Assam 26,465 2,559
5 Bihar 45,224 8,307
6 Chandigarh 27 18
7 Chhattisgarh 20,406 4,229
8 Dadra & Nagar Haveli 72 47
9 Daman And Diu 25 19
10 Delhi 249 101
11 Goa 403 13
12 Gujarat 18,802 7,387
13 Haryana 7,089 4,088
14 Himachal Pradesh 20,478 3,508
15 Jammu And Kashmir 6,727 755
16 Jharkhand 32,765 2,508
17 Karnataka 29,986 9,349
18 Kerala 1,523 1,277

RURAL FOOTPRINT ACROSS STATES

PRESENCE ACROSS INDIA

States
Number of Villages

TOTAL MMFSL 
Presence

19 Lakshadweep 27 1
20 Madhya Pradesh 56,718 13,778
21 Maharashtra 44,128 13,537
22 Manipur 2,428 0
23 Meghalaya 6,045 773
24 Mizoram 839 0
25 Nagaland 1,326 1
26 Odisha 52,029 4,554
27 Puducherry 98 63
28 Punjab 12,865 3,818
29 Rajasthan 42,014 9,178
30 Sikkim 461 262
31 Tamil Nadu 17,739 7,416
32 Tripura 894 171
33 Uttar Pradesh 1,08,233 16,230
34 Uttarakhand 16,912 959
35 West Bengal 41,170 8,525

Total 6,47,157 1,33,907

Profile of Mahindra Finance
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Commenced 
financing M&M 

dealers for purchase 
of tractors

1996

First branch opened 
outside Mumbai in 

Jaipur

1995

Started financing non 
M&M vehicles

Received Senior and  
Tier II debt from IFC

Completed 1st 
securitization transaction 

of Rs. 438 Million

2002

Commenced retail 
trade financing  

in rural and  
semi-urban areas

1999

Commenced 
financing for 

utility vehicles 
from Mumbai

1993

Total assets 
crossed Rs. 10 
Billion mark

2001

Listed non-convertible 
debentures on the 

Bombay Stock Exchange 
in wholesale debt market 

segment

2004

Mahindra Insurance 
Brokers Limited 
became a 100% 

subsidiary

2005

Key 
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Profile of Mahindra Finance

Reach over 400 branches

Commenced the Home 
Loan business through 
home loan subsidiary, 

MRHFL

2007

2010
 Loan against gold launched in Kerala

 Assets Under Management (AUM) 
crosses Rs. 10,000 Crores

PBT crosses Rs. 500 Crores

 Branch network crosses 450 branches

 More than 2 lac new customer 
 in a financial year for the 

first time

2011
Crossed the benchmark of 

 100 Billion in total assets

Maiden QIP Issue

JV with Rabobank subsidiary 
for tractor financing in USA; 
ventured into SME financing

Reach extended to 547 

 Received 12.5% equity 
participation from the 
National Housing Bank 

for MRHFL

2008

Milestones

 IPO with shares were 
listed on the Bombay Stock 
Exchange and the National 

Stock Exchange

Entered into a partnership 
with Maruti Suzuki

2006

Customer base 
crosses 2 million

AUM crosses               
Rs. 20, 000 Crores

Network crosses 
600 branches

2012

Recommenced 
Fixed Deposits 

program

2009
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Mahindra Insurance Brokers  
Limited (MIBL)
Mahindra Insurance Brokers Limited (MIBL) is a subsidiary of 
Mahindra Finance and a composite broker operating in the direct 
and reinsurance broking businesses.

MIBL was granted a Direct Broker license on May 18, 2004. 
The Company was formed primarily to offer insurance solutions 
to the large individual retail customer base of Mahindra Finance. 
The equity investment in setting up an insurance broking 
company was Rs. 50 Lac. In September 2011, MIBL was granted 
a composite broker license and commenced placement of 
business in January 2012.

MIBL undertakes direct insurance broking business in both non-
life and life insurance segments for individuals and corporate. 
The insurance broking service helps customers to select the best 
insurance products.

SHAREHOLDING PATTERN AS ON MARCH 31, 2013

Category of Shareholders Number of Shares Held % of Shareholding

Promoter and Promoter Group 29,69,52,445 52.21

Mutual Funds 2,01,76,708 3.55

FIIs 21,59,52,551 37.97

Bodies Corporate 46,38,831 0.81

Indian Public/HUF 2,22,74,322 3.92

NRIs 14,68,811 0.26

Trusts 9,556 0.00

Indian Financial Institution/Banks 32,38,840 0.57

Venture Capital Fund 18,55,000 0.33

Insurance Companies 18,32,515 0.32

Clearing Members 3,65,381 0.06

Total 56,87,64,960 100.00

Mahindra Rural Housing Finance 
Limited (MRHFL)
Mahindra Rural Housing Finance Limited (MRHFL), set up in 
April 2007, is a majority-owned subsidiary of Mahindra Finance 
and is one of the early entrants into the rural housing finance 
segment. MRHFL provides loans for purchase, renovation, 
construction, and extension of houses to individuals in the rural 
and semi-urban areas of the country. In FY 2008-09, National 
Housing Bank (NHB) invested in the Company through an equity 
stake of 12.5%. The loans given by the Company are secured by 
the property financed, and may be availed of by the customer 
for construction or purchase of a new property or for repairs, 
modernization or extension of an existing home.



13Sustainability Report 2012-13

Core Values

Mahindra Group released 
its new brand position and 
core purpose, the core values 
consciously remained the 
same because they have 
become a way of life for 
Mahindraites. Our core values 
represent an amalgamation of 
what we have been, what we 
are, and what we want to be. 
They are:

1 GOOD CORPORATE 
CITIZENSHIP
We will continue to seek long-term 
success in alignment with the needs of 
the communities we serve. We will do 
this without compromising on ethical 
business standards.

2 PROFESSIONALISM
We have always sought the best people 
for the job and given them the freedom 
and the opportunity to grow. We will 
continue to do so. We will support 
innovation and well reasoned risk 
taking, but demand performance as 
well.

3 CUSTOMER FIRST
We exist and prosper only because of 
our customers. We will respond to the 
changing needs and expectations of 
our customers speedily, courteously 
and effectively.

4 QUALITY FOCUS
Quality is the key to delivering value for 
money to our customers. We will make 
quality a driving value in our work, 
products, and interactions with others. 
We will do it ‘First Time Right.’

5 DIGNITY OF THE INDIVIDUAL
We will value individual dignity, uphold 
the right to express disagreement and 
respect the time and efforts of others. 
Through our actions, we will nurture 
fairness, trust, and transparency.



Vitthalbhai Bhayalabhai Raut is a farmer in Vansda, a small 

town around the Gujarat-Maharashtra border, who took vehicle 

loans from Mahindra Finance.

Mahindra Finance 
has stood by me 

every time  
I needed a 

helping hand.

“I was just an ordinary farmer in Vansda, Gujarat, but my 
dreams were far from ordinary. Although I owned 10 bighas 
of land and cultivated seasonal crops, I struggled to run 
my family with the little money I earned. I wanted to do 
something different, but every time, I ended up with the same 
problem; lack of funds. No one wanted to give a loan to a poor 
farmer who had no savings.”



After I bought my 
first vehicle, life 
changed completely. 
From being a farmer 
who struggled to 
make ends meet,  
I run my own 
business now that 
even lets me save for 
the future.

This belief changed when I met a 
Mahindra Finance branch manager. 
Based on my land papers only, 
Mahindra Finance sanctioned 
a loan. With that, I bought a 
Bolero and started using it as a 
carriage vehicle on contract for 
the electricity board. Life had even 
better things in store. In 2009, I 
heard about another contract in the 
BSNL department. I purchased a 
Scorpio, which was also financed by 
Mahindra Finance. With this work, 
I earned substantially enough to 
save for a new business in future. 

When I needed money for some 
personal use, Mahindra Finance 
refinanced my Bolero. This help, 
at the time of crisis, fulfilled my 
family’s requirements. With my 
business growing and a steady 
income, I made it a priority to pay 
off the EMI, and did it with a good 
track record. Mahindra Finance  
has not helped me just once; it 
stood by me whenever I required a 
helping hand.
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Mahindra Finance believes that highest standard of Corporate 
Governance is essential to sustain excellence in operations and 
create value for all stakeholders on a  
long-term basis. We continue to adopt best practices in the area 
of Corporate Governance and promote a culture that is built on 
core values, beliefs and ethics. We have an active, experienced 
and well-informed Board to ensure highest standards of 
corporate conduct.

We are committed to transparency in all dealings, emphasise 
business ethics and conduct business with integrity and fairness. 
The Company has established robust business practices and 
procedures to ensure that it remains fully compliant with 
mandated regulations. These practices ensure that we achieve 
business excellence to enhance stakeholder value, retain trust 
and goodwill of our investors, business partners, employees and 
meet the expectations of the society.

Code of Conduct
Our Code of Conduct helps maintain the standards of business 
conduct for the Financial Services Sector. The purpose of this 
Code is to deter wrongdoing and promote ethical conduct. 
Ethical business conduct is critical to our business. Accordingly, 
all employees are expected to read and understand this Code, 
uphold these standards in day-to-day activities, and comply 
with all applicable laws, rules and regulations and all applicable 
policies adopted by the Company. The Board has established 
two detailed Codes of Conduct, one for Board members and the 
other for senior management and employees of the Company.

The Codes of Conduct are an integral part of the induction 
of new employees and have been posted on the Company’s 
website. All Board members and senior management personnel 
affirm compliance with these codes annually. We expect the 
employees to exhibit the highest level of integrity and ethics in 
every sphere of activity. We deem any act of corruption to be 
non-negotiable and take strict action against anyone found 
indulging in such unethical acts. No incidents of unethical 
behaviour were found during the reporting period.

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

Governance
We have extensive corporate governance policies to address 
multiple aspects of our operations. The stipulations mandated 
by Clause 49 of the Listing Agreement with the Stock Exchanges 
are fully complied with.

The composition of the Board is in conformity with Clause 49, as 
amended from time to time. The Company has a Non-Executive 
Chairman and the number of Independent Directors is one-half 
of the total number of Directors. The number of Non-Executive 
Directors is more than 50% of the total number of Directors. 
The Company’s management is entrusted in the hands of the 
Key Management Personnel, headed by the Managing Director 
who operates under the supervision and control of the Board. 
The Board reviews and approves strategies and oversees the 
actions and results of the management to ensure that long-term 
objectives of enhancing stakeholder value are met.

Our Board of Directors comprises
 Mr. Bharat Doshi, Chairman

 Mr. Uday Y. Phadke, Director

 Mr. Ramesh Iyer, Managing Director

 Mr. Dhananjay Mungale, Independent Director

 Dr. Pawan Kumar Goenka, Director

 Mr. M. G. Bhide, Independent Director

 Mr. Piyush Mankad, Independent Director

 Mrs. Rama Bijapurkar, Independent Director

All the information regarding our Board of Directors can be 
found on our website at http://www.mahindrafinance.com/
management.aspx

The Company has seven Board-level Committees including :

 Audit Committee

  Remuneration/Compensation Committee

  Share Transfer and Shareholders / Investors  
Grievance Committee

 Asset Liability Committee (ALCO)

 Risk Management Committee

 Nomination Committee

 Corporate Social Responsibility Committee

All decisions pertaining to the constitution of Committees, 
appointment of members and finalizing of terms of reference of 
the committees for Committee members are taken by the Board 
of Directors.

Details about the roles and responsibilities of the Committees 
may be found at: http://www.mahindrafinance.com/
management.aspx

Governance and Compliance
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Compliance
At Mahindra Finance, we comply with the high standards of 
corporate governance, business integrity and professionalism 
across business operations. We have an active Audit Committee 
to overview adherence to all regulatory frameworks applicable 
to the Company.  The Company does not engage in any anti-
competitive practice, and is committed to protect intent of 
consumers in all markets in which it operates.

There have been no instances of non-compliance by the 
Company, and no penalty has been imposed by the Stock 
Exchanges, SEBI or any statutory authority on any matter related 
to capital markets.

Regulatory Compliance
The Audit Committee monitors regulatory compliance in the 
Company while the responsibility of adherence to the policy 
and procedures lies with respective department heads. Internal 
audits are conducted at the regular intervals to  ensure strict 
adherence. Wherever related observations exist, they are 
immediately brought to the notice of the senior management 
and corrective actions are taken to resolve the issue. Regulatory 
compliance is periodically reviewed by the Group Executive 
Board (GEB) of Mahindra & Mahindra Limited, the parent 
Company. 

Policies
The Mahindra Group has extensive Corporate Governance 
Policies that provide guidance on more specific matters. While 
these are not instituted across the Group, all Group companies 
are expected to follow them in letter and spirit to foster the 
Mahindra ‘culture’ throughout the Company. The FSS (Financial 
Services Sector) abides by all the policies established by our 
parent Company.

These policies are on:

 Corporate Communications
 Disaster Management
 Employee Relations
 Capital Budgeting
  Corporate Representation in Trade and Industry Forum
 Corporate Finance
 Dealing with Dealers and Retail Customers
 E-business Security
 Environment and Pollution
 Human Resources
 Insider Trading
 Intranet Usage
 Investor Grievances
 Quality
 Investor Relations
 Safety and Occupational Health
 Prevention of Sexual Harassment
 Trade Marks
 Green IT Guidelines
 Business Responsibility Policy
 Human Rights in Economic Decision Making Process
 Dealing with Suppliers and Vendors
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Public Policy Advocacy

Our Chief Financial Officer, 
Mr. V. Ravi, is part of the following committees:

  Member of the Finance Industry Development Council

  Member of Corporate Finance Committee of Federation of 
Indian Chambers of Commerce and Industry

  Member of the Capital Markets Group of Banking, Finance 
and Economics Committee of the Bombay Chamber of 
Commerce and Industry

Our Managing Director, 
Mr. Ramesh Iyer, is part of the following committees:

  Member of core committee of Finance Industry Development 
Council (FIDC) since 2005

  Member of Task Force of NBFCs of Federation of Indian 
Chambers of Commerce and Industry (FICCI) since 2007

  Co-Chairman of the Group on Finance and Leasing and 
Insurance of the Council of Economic Affairs, set up by the 
Society of Indian Automobile Manufacturers (SIAM),  
since 2010

  Member of the CII National Committee on Financial 
Inclusion since 2011

  Member of Banking, Finance and Economics Committee of 
the Bombay Chamber of Commerce and Industry since 2011

  Member of Managing Committee of the Bombay Chamber of 
Commerce and Industry since 2012

  Member of the CII National Committee on NBFC since 2013
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AWARDS AND RECOGNITION

BITS – ICT (Information 
& Communication 
Technologies) in 
Financial Inclusion 
Initiative

Awarding body

eOdisha Awards

2012-13
CFO100 Roll of Honour 
2013 awarded to 
Mr. V. Ravi, Chief 
Financial Officer, in the 
‘Innovation by CFO’ 
category

Awarding body

CFO India

2012-13

Inaugural Porter Prize in 
the category of Creating 
Distinctive Value

Awarding body

Institute for 
Competitiveness

2012-13
First runner-up at CNBC 
TV18 Best Bank and 
Financial Institution 
awards.

Awarding body

CNBC TV 18

2012-13

Golden Peacock 
Innovation Management 
Award

Awarding body

Institute of Directors

2012-13
EMI – Online Newsletter & 
IN-House Magazine

Awarding body

Public Relations 
Council of India

2012-13
BITS – Winner of 
Nasscom IT User 
Awards, 2012

Awarding body

NASSCOM

2012-13

Ranked 14th in the 
‘Dream companies to 
work for’ Awards

Awarding body

UTVBloomberg World 
HRD Congress 2012

2012-13
Featured in Top 80 
Indian Power Brands

2012-13
Mr. V. Ravi, Chief 
Financial Officer, 
received Best CFO 
Award at the IPE  
BFSI Awards

Awarding body

Asian Confederation of 
Businesses 2012

2012-13

First runner-up at Best 
Learning Organization 
of Asia Awards

Awarding body

L&OD Roundtable, 2012

2012-13
Ranked 5th in Financial 
Services Sector and 
amongst Top 50 companies 
having more than 1000 
employees by Great Place 
to Work Institute

Awarding body

Great Place to Work 
Institute in association 
with The Economic Times

2012-13
Winner of Golden 
Peacock HR  
Excellence Awards

Awarding body

Institute of Directors

2012-13

Suresh AS – 7th Annual 
CIO 100 Awards

Awarding body
CIO Magazine

2012-13

CII

Recognized for ‘Strong 
Commitment to HR’ 
in CII National HR 
Excellence Awards

Awarding body

2012-13
BITS – recognized for 
Best use of IT  
in Investment  
Banking in Asian 
Leadership Awards

Awarding body
Asian Confederation of 
Businesses

2012-13
BITS wins EDGE Award

2012-13
First runner-up trophy in 
the NBFCs – Asset Backed 
Lending category at the 
Best Bank & Financial 
Institution Awards

Awarding body
CNBC TV18

2012-13

APELA 2012 Award 
for ‘Commitment to 
Philanthropy’

Awarding body

Asia Pacific Enterprise 
Corporation (APEC), 
Singapore

2012-13

Golden Peacock 
Innovation  
Management Award

Awarding body

Golden Peacock Awards

2012-13

Awarding body

Silver for Best  
Corporate Website

ABCI Awards 
(Association of Business 
Communicators of India)

2012-13

Governance and Compliance

MRHFL became 
member of the UNDP’s 
prestigious ‘Business 
Call-to-Action’

Awarding body

United Nations 
Development Program

2012-13
MRHFL awarded  
Bronze for ‘Product 
Excellence’ in the 
‘Global CSR Summit & 
Awards 2013’ held in 
Davao, Philippines

Awarding body

Global CSR Summit & 
Awards 2013

2012-13



20 Mahindra & Mahindra Financial Services Limited

The purpose of defining materiality is to help an organization 
to focus its efforts on areas that deliver the most value to its 
business and important stakeholders. Simultaneously, an 
organization engages with its stakeholders to address their 
major concerns and collect their suggestions for improvement. 
This exercise helps an organization to have a more strategic 
foundation of its sustainability resources.

At Mahindra Finance, Materiality and Stakeholder Engagement 
are the cornerstones, which define our sustainability initiatives. 
We understand the importance of sustainability towards our 
growth. In a quest to grow further, we have adopted a business 
model that helps rural and semi-urban customers. We have 
identified key stakeholders and material issues based on our 
business model and have prioritized them to ensure 
that time, resources and expectations are well-managed through 
a sustainability roadmap.

During 2012-13, we re-evaluated our stakeholder engagement 
activities and materiality issues through a workshop, which 
was conducted by the sustainability team. Seven significant 
stakeholder groups were identified, material issues or critical 
business issues were raised and viable solutions were sought 
and initiated. All the department heads were invited for this 
workshop with an objective to engage with the business 
functions and understand critical stakeholders. A consensus 
mapping of top seven business stakeholders was done to 
identify the focus areas relating to each stakeholder in business, 
society and environment.

The initiatives on stakeholder engagement are included in the 
table on the facing page:

Materiality and Stakeholder Engagement
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Key 
Stakeholders

Key Material 
Issues

Stakeholder Engagement Frequency Result of the Engagement

Employees

Training and 
Development, 
Safety at Work, 
and Human 
Rights

We have various initiatives for employees for 
training, engagement and communications  
(top- bottom and bottom-top) including:

  Recognized as the ‘5th Best Places 
to Work in India’ in the Financial 
Services Industry, 2012 and 
‘Dream Companies to work For 
Awards’ organized by the World 
HRD Congress, in association with 
BloombergUTV.

  Voluntary training calendar Need-based

  Spandan (Internal news and messages from 
senior management)

Quarterly

  EMI - Newsletter Monthly

  Coffee and Conversation (Informal 
communication between employees and  
senior management)

Need-based

  Safety awareness programs Need-based

 Disciplinary guidelines Need-based

 Vrindavan (Family Day) Annually

  Chunauti (Cricket match for employees) Annually

Customers

Lending 
practices and 
Customer 
Satisfaction, 
Business ethics

  Sparsh (Customer contact program) Ongoing   Sparsh helped us to generate 
approx. 30,000 business leads with 
loan disbursement of more than  
Rs. 500 Million

  Shikhar Sammelan provided 33,500 
references, out of which 12,500 were 
converted into business

  Customer Rise stories are initiated 
to identify how Mahindra Finance is 
transforming lives of its customers 
and providing them a bigger 
platform to share their experiences

  Achieved a CaPs (Customer as 
Promoter) score of 52; any score 
above 50 is considered world-class

  Shikhar Sammelan (Quarterly customer meet) Quarterly

 Direct Connect Ongoing

 Know about your customer booklet Ongoing

 Customer Satisfaction Survey Annually

 Customer Rise Stories Ongoing

  Welcome Letter and Instalment Structure in 
10 local languages

At the time of 
joining

`

Investors

Business 
Performance 
and 
Responsible 
Investments

 Through Company website Ongoing   CRISIL upgraded our rating to 
‘AA+FAAA/Stable’ from ‘AA/FAA+/
Positive’ in November 2010

  We have achieved the status of  
Good Corporate Governance by 
addressing to all the queries in a 
structured manner

 Through annual report Annual

  Management of customer grievance with 
support of Karvy Computershare Private 
Limited (KCPL)

 Annual conferences/ exhibitions Annual

 Investor meetings and concalls Need-based

Regulators 
and  
Exchanges

Governance 
and 
Transparency

  Company performance is being regularly 
provided to Reserve Bank of India (RBI) and 
Securities and Exchange Board of India (SEBI)

As per requirement

  We have achieved the status of Good 
Corporate Governance by being 
compliant to all the requirements as 
per listing agreement

Local 
Community

Community 
Development

Our CSR activities are based on three main pillars, 
i.e. Health, Education and Environment. We 
conduct various CSR activities

  Our CSR programs have been 
recognized internally and externally

  Total number of employees who 
volunteered increased by 30% over  
the previous year

 Tree plantations (54,076)
As per CSR 
calendar

 Blood donation (1,048 bottles)

 Ambulance donation (4)

 DG Set donations (3)

 Palliative Care Unit (1)

  Life line Express (2,550 total beneficiaries)

  Village electrification (165 solar poles)



Miyajan Ansari, who runs a small-scale poultry business in 

a village in Jharkhand, took a loan for a pickup van from 

Mahindra Finance.

The turning 
point of my 

life was when I 
was introduced 

to Mahindra 
Finance.

“As the owner of a small-scale poultry business, I used to 
buy chickens from the neighbouring villages and sell them 
to local customers. But I didn’t earn much profit  out of this 
business.”



I still continued as that was the only 
work I could do. We did not have 
enough food to eat, but what pained 
me more was the fact that my children 
couldn’t go to good schools.  I kept 
thinking of ways to increase the volume 
of my business. 

The turning point of my life was when 
I met Mahindra Finance. After listening  
to my problems and going through my 
application, they offered me a loan 
immediately. With this money, I bought 
a pickup van. I fetched chickens in bulk 
at a lesser price, which, in turn, yielded 
more profits. My business and income 
improved rapidly.

After repaying this loan, I applied for 
a second one to Mahindra Finance, 
bought another vehicle and expanded 
my business. Today, I own four vehicles, 
of which, three are loan-free. No matter 
how successful I become, I will never 
forget how Mahindra Finance helped 
me to start the journey to achieve my 
dreams.

Today, I own four 
vehicles, of which, 
three are loan-free. 
No matter how 
successful I become, I 
will never forget how 
Mahindra Finance 
helped me to start the 
journey to achieve my 
dreams.
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Sustainability Context
Sustainability has been strategically integrated in all our 
business operations and decision-making processes. Almost all 
our workforce is sensitized and aligned to the cause.

Today, Financial Services Sector Mahindra Finance views 
sustainability not only as a responsibility, but also as 
an opportunity to create lasting value across economic, 
environment and social bottom-lines.

Mahindra Finance is listed on the Dow Jones Sustainability Index 
(DJSI) Emerging Market Universe. DJSI is the world’s leading 
Sustainability based Index. Over 84 companies from India and 
about 3,300 companies worldwide have been selected for 2013. 
The DJSI Questionnaire was submitted on June 4, 2013. We are 
also one of those companies that reports on Carbon Disclosure 
Project (CDP) for the past two years.

Sustainability at Mahindra Finance

 Mahindra Finance’s CSR activities in municipal schools
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Alternative Thinking

The India Growth Story – The Rural Opportunity
Over the last few years, India has witnessed extraordinary 
growth; GDP has grown at a compounded rate of over 8% in the 
last five years. Rural India contributes over 50% to GDP and has, 
over the last decade, grown 1.5% more than urban India (Source: 
Credit Suisse study, April 2012).

The reasons behind the increased growth in rural GDP are:

  increased manufacturing activities (70% of the 
manufacturing jobs created in the last 10 years was in rural 
India),

  growth of the services sector and

  a shift towards value-added farm activities

These lead to increased personal income and enhanced demand 
for credit – both for business and consumption purposes. 
Rural credit delivery remains below desired levels, presenting 
significant opportunity in building a scalable business by 
extending credit in these geographies.

The Company’s operations are spread across the country with 
650+ branches working independently and the head office 
providing guidelines in terms of policies. We wanted to align 
our purpose to aid in the creation of rural prosperity and foster 
growth of neo-entrepreneurs, small farmers and so on, by 
providing credit to them to enhance their income.

Empowering Rural India
Across semi-urban and rural India, a new world of opportunity 
is emerging as people are aspiring for a better quality of life. 
Consistent economic growth has given rural India the capability 
and the confidence to surge ahead. At Mahindra Finance, we are 
helping drive this rural opportunity through our products and 
services. We value rural aspirations, strengthen relationships 
of trust with customers and evolve a viable business model 
focused on their needs. Our vision and initiatives drive positive 
change in people’s lives and help accelerate India’s inclusive 
growth. We are well on our way to help empower rural India.

Since inception, Mahindra Finance is functioning as a positive 
‘change agent’ in rural India by catering to the financial 
requirements of rural and semi-urban Indians. Long presence 
in the industry and the expertise of our management endowed 
us with the ability to understand the exact requirements of our 
customers. Today, we are not just one of the trusted NBFCs of 
the country; we empower those who reside at the lower end of 
the social pyramid.

The Company’s operations are spread across the country 
with 650+ branches working independently and the head 
office providing guidelines in terms of policies.
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The Top Tier comprises the ‘Corporate Sustainability Council’, 
a cross-sector committee of senior executives chaired by a 
member of the Group Executive Board.  
Mr. Ramesh Iyer, Managing Director and CEO-Financial 
Services Sector, is a member of the Sustainability Council.

1
2

3

4 The Fourth Tier consists of ‘Location-wise Sustainability Champions’ looking after various 
initiatives at each Regional Office. They are responsible for data collection and are aided by a 
team of sustainability enthusiasts to execute various activities.

The Second Tier contains the ‘Corporate Sustainability Cell’, which is the 
backbone of the group sustainability initiatives. The responsibilities of the  
Cell are:

  to ensure approved strategies are in action;
   to propose strategies, action plans, scoping of the report, among others,  

to the Sustainability Council;
   to develop and disseminate action plans to all the sectors of the group;
   to share knowledge and capacity building of teams within each sector to 

ensure synergies in data collection and monitoring.

The Third Tier consists of ‘Sustainability Champions’ from all three companies of the Financial 
Services Sector. It is responsible for:

  Disseminating information from data collected to the core team  
within the sector

  Single point of contact between the sector and the sustainability cell
  Ensuring reporting under the GRI framework
  Implementing all initiatives and awareness programs

Approach to Sustainability
We continue to build our successful four-tier structure, which lends a top-down approach to enable a strategic context towards 
sustainability. Additionally, a bottom-up approach enables strategic action through data monitoring and analysis.

The Corporate Sustainability Council meets quarterly and reviews progress on sustainability objectives. Various 
operational measures related to climate change and sustainability are reported back to the senior management 
who then assess mitigation measures on risks/ opportunities. Implementation of sustainable measures is ultimately 
reviewed by the MD.
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Commitments Target for FY 2012-13 Achievement

Reduction in energy 
consumption

1% reduction from 
baseline year

Electricity consumption per employee is 13.53 GJ 
and 9.97 GJ in FY 2010-11 (baseline) and FY 2012-
13 respectively, a decrease of 26%.

Green IT policy Review and update Sustainability awareness to various stakeholders 
and increase in Esop Volunteers. Our Green IT 
Policy BITS have won several awards and we 
ensure that it is communicated to our employees.

Reduction in paper 
consumption

4% reduction from baseline 
year

Total paper consumption has increased due to 
the improvement in tracking mechanism and 
increased scope.

GHG reduction target 5% reduction in CO2 from 
baseline year

GHG emission per employee is 3.12 tCO2 and 
2.13 tCO2 in FY 2010-11 (baseline) and FY 2012-13 
respectively, a reduction of 32%.

Sustainability awareness to 
various stakeholders

Various percentages (based 
on stakeholder group)

Done. Employee awareness is maintained at 100% 
through the sustainability calendar comprising 
various sustainability themes like health, 
environment, and literacy. We have e-mailers, 
Monday Greens, posters, CDs and movies as 
awareness materials during induction.

Our significant vendors, dealers and suppliers are 
shown sustainability awareness CDs.

Investor awareness is enhanced through the 
annual report and Hand Held Device (HHD) 
receipts.

Increasing number of CSR 
volunteers

Increase by 6% Done. Increase in volunteer numbers by 30%.

The Roadmap. The Journey.
Our journey of sustainability started in FY 2008-09 with the cascading of sustainability awareness across the entire organization.  
This was followed by the formulation of a structured roadmap. The baseline year considered is FY 2010-11. The next logical step  
is to undertake strategic initiatives at business and location level to achieve the long-term goals that we have set for ourselves.

Sustainability at Mahindra Finance



Jolly K Y is an auto rickshaw driver turned businessman from 

Thrikkariyoor, Kothamangalam, Kerala; he took 3-wheeler loans 

from Mahindra Finance.

I was delighted 
by the respect 
given to me by 
the entire team  

of Mahindra  
Finance! 

“I dreamt of earning my livelihood by driving a small goods 
vehicle. I required a loan to buy a Mahindra Alfa. But a 
majority of financial organizations had rejected my  loan 
applications.”



From an auto 
rickshaw driver,  
I became the owner 
of a transportation 
business. My 
life transformed 
completely, thanks 
to the loan which 
helped me take the 
first step!

On hearing my predicament, one of 
my relatives told me how Mahindra 
Finance had helped him out in 
a similar situation. Therefore, I 
decided to approach them.

To my delight, they readily agreed 
to sanction my loan, and I was 
able to buy a Mahindra Alfa goods 
vehicle. Within a short time, I 
took another loan to purchase a 
Mahindra Alfa passenger vehicle. 
This helped to supplement my daily 
income. The Mahindra Finance 
team arranged a special client visit 
for me, which was quite helpful. 

I am content with the respect  
shown by the entire team. They 
played a key role in helping me 
to start my business and later on, 
expand it as well.
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Management Approach
At Mahindra Finance, we strongly believe that improved environmental performance leads to improved financial performance. It is our 
constant endeavour to integrate environmental constructs into management decision-making. Compliance with laws and regulations 
relating to environment has always been ensured in letter and spirit. We have been reporting environmental performance in terms 
of absolute and specific consumption. The specific consumption is calculated by dividing the absolute consumption by number of 
employees. As a services-led Company, our environmental performance is contingent on reducing our carbon footprint. This, in turn, 
depends on decreasing our overall consumption of energy, water and material, while effectively managing waste. 

Carbon Footprinting
Green house gas emissions come from several sources. Carbon dioxide, methane and nitrous oxide are emitted when we burn fossil 
fuel and bio-fuel as sources of direct energy.

At Mahindra Finance, we enhanced our depth of reporting to include Scope 3 emissions in the previous year concentrating on air travel 
and paper consumption, and we are committed to enhance focus on reducing GHG emissions.

tCO2 FY 2010-11 FY 2011-12 FY 2012-13

Reduction 
over the 

baseline FY 
2010-11

 Absolute Specific Absolute Specific Absolute Specific Specific

Scope 1 7 0.023 211 0.204 79 0.062 -170%*
Scope 2 928 3.104 1585 1.533 2633 2.073 33%
Scope 1+2 935 3.127 1796 1.737 2711 2.135 32%
Scope 3 477 1.595 746 0.722 667.852 0.5258 67%

*  Note: Scope 1 emissions have increased from 2010-11 due to structured reporting of the Company-owned vehicles being replaced by rented/outsourced vehicles 

*  Note: The increase in the consumption is due to increased scope of operations. 

Environmental Performance

We have been reporting environmental performance in 
terms of absolute and specific consumption. The specific 
consumption is calculated by dividing the absolute 
consumption by number of employees.
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Energy Consumption
The purchased grid electricity is the main source for indirect 
energy consumption, which is primarily from non-renewable 
sources. Diesel is the only source for primary energy 
consumption. Our primary energy consumption accounts for 
1,066 GJ and secondary energy consumption is 11,603 GJ.

(GJ)TOTAL ENERGY CONSUMPTION

SpecificAbsolute

12,66912-13 9.976

11-12 9,557
9.243

10-11 13.535
4,047

Reduction over the baseline FY 2010-11 (Specific): 26%

Initiative
Solar power UPS were installed at various remote branches, 
which experienced acute power cut problem (only 2 to 3 hours 
power was available during working hours) to overcome load 
capacity, we installed Thin Clients across the branches  
whose power consumption is very low as compared to Thick 
Clients (PC).

Water Consumption
Specific water consumption reduced in the FSS compared to the 
baseline year due to various water conservation initiatives.

(m3)WATER

SpecificAbsolute

11,29912-13 8.90

11-12 4,162
4.03

10-11
18.04

5,395

Reduction over the baseline FY 2010-11 (Specific): 51%

Note: All the offices of FSS, including the head office and regional offices, are in rented 
premises where the lump sum amount inclusive of the water bill is paid to the owner. 
From FY 2012-13, we changed the methodology of calculating water consumption on 
the basis of a thumb rule, i.e., 45 litres/day/person from all the ROs instead of a few 
locations. Due to this, there is significant increase in water consumption.

Material Consumption
As a service provider, we have paper and cartridges as our 
primary consumable materials. We implement several initiatives 
to ensure minimal consumption of such material.

PAPER CONSUMPTION

Note: Increase in paper consumption is due to improvement in data collection 
and the increase in the scope from the baseline. While we recycle papers or toners, 
we do not track them.

12-13 27,668.82

11-12 14,626.45

10-11 22,040

(Kg)
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(Nos.)CARTRIDGES AND TONER CONSUMPTION

10-11

11-12

12-13

79

61

84

Waste Management
We were initially reporting on non-hazardous waste like old  
paper, magazines, and so on. From FY 2012-13 onwards, a 
conscious decision is made to report on hazardous material 
considering the materiality of our business. No e-waste was 
recycled from the scoped locations.

e-Waste Management: We have signed an agreement with 
Attero for e-Waste recycling. Attero is an approved E-Waste 
Recycler by the Central Pollution Control Board (CPCB) under 
rule 4, 19(2) and 19(6) of the Hazardous Waste Management 
& Handling Rules, 2008, and is operating as a facility for the 
collection, reception, transportation, treatment and disposal of 
e-Waste. We have not recycled any e-Waste in the reporting year.

Our Green IT Policy includes the following 
objectives:

  Optimal use of information and communication technology 
(ICT) for managing the environmental sustainability of 
enterprise operations and the supply chain, as well as  
that of its products, services, and resources, throughout  
their life cycles

  Implement responsible IT procurement practices, while 
dealing with our equipment and service suppliers

  Establish green IT resourcing rules for managing new and 
existing IT resources

  Leverage IT to enable our businesses to be greener
  Optimize energy efficiency of our data centres
  Implement responsible IT disposal practices, including 

reuse, refurbishing and recycling
  Encourage responsible IT behaviour for all employees

Other disclosures
  No land is identified as owned, leased, managed in, or 

adjacent to protected areas and areas of high biodiversity 
value outside the protected area

  No activity, product or service is identified, which had a 
significant impact on biodiversity in protected areas and 
areas of high biodiversity value outside the protected areas

  No monetary fines or non-monetary sanctions of  
non-compliance with the environmental laws and 
regulations were recorded in the year

Paper Consumption

Paperless Insurance Service
  Use of online portal of major insurance companies for policy 

issuance, thus eliminating paper cover notes. This also 
helped rural customers to get the policies instantly, avoiding 
frequent delay of reaching the policy documents in interior 
parts of rural India

  Initiated National Electronic Fund Transfer (NEFT) facility 
for premium payment from MMFSL to insurance companies 
eliminating manual cheque process, helping us to reduce 
paper usage and decrease turnaround time (TAT) in servicing 
customers

  Initiated NEFT facility for payment of brokerage and 
claim settlements from insurance companies to MIBL and 
concerned entities respectively, eliminating the manual 
cheque process and helping us save paper

  Initiated NEFT facility for payment of claim settlement from 
insurance companies to concerned entities eliminating 
manual cheque process thus helping us in saving paper 
usage and the turnaround time (TAT) in servicing customers. 
Renewal reminders using mobile technology (SMS) helped 
us to reach remote rural regions, eliminating delays 
in sending physical renewal reminder letters. Initiated 
paperless enrolment process for Mahindra Loan Suraksha 
(MLS), Mahindra Arogya Suraksha (MAS) and Mahindra 
Sampoorna Suraksha (MSS) insurance covers by eliminating 
the traditional process of detailed proposal forms and other 
document requirements. This initiative helped rural and 
under-served customers in accessing hassle-free  
enrolment, which normally discourages them from  
opting for insurance covers
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Environmental Performance

In our journey to transform people’s lives, we are also 
monitoring and measuring the impact of our operations on 
the environment.



Reena Jose is a homemaker turned successful 

businesswoman from Thrissur, Kerala who took a light 

commercial vehicle loan and personal loan from Mahindra 

Finance.

Mahindra 
Finance has 

been a blessing, 
supporting met 

every step of the 
way.

“I am a homemaker. My husband brought home a meagre 
income as a driver. To support my family and do something 
meaningful in life, I wanted to start a business, for which 
I needed a vehicle. The fact that I was a homemaker was a 
reason enough to make sure I never get a loan from anywhere. 
No bank was willing to give me a loan as I did not have a 
desired profile. They wondered what a homemaker could 
possibly do in her life.”



Mahindra Finance 
helped me kick-start 
my business, raised 
my status and gave 
me self-confidence. 
The Company helped 
me start a new 
journey in life and 
continues to support 
me even to this day.

I was dejected because of the constant 
refusals I received. My neighbour, an 
existing customer of Mahindra Finance, 
told me how the Company had helped 
her. I immediately got in touch with 
them. Mahindra Finance helped me 
understand the loan process in simple 
terms. They trusted my determination 
and gave me a loan. Their fast process 
and flexible payment model  
was a blessing.

I am associated with Mahindra Finance 
since 2010 when I bought my first 
vehicle. That single vehicle kick-started 
my business, raised my status and gave 
me self-confidence. More importantly, it 
has made me independent. After a year, 
I again went to them for a personal loan 
for my daughter’s education. Seeing my 
track record, they approved the loan 
instantly. Mahindra Finance helped me 
start a new journey in life and continues 
to support me even to this day.

I have been referring Mahindra Finance 
to all my friends and relatives. Even in 
the future, if I need a loan, I will knock 
on the doors of the Mahindra Finance 
office. I know I will always find   
help there.
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A pulsating workplace, a creative environment and a motivated 
workforce are the cornerstones of life at Mahindra Finance. 
Our culture of recognizing, reinforcing and rewarding each 
employee’s determined effort contributes to the positive working 
environment. Our work culture involves employees, encourages 
collaboration and thrives on ideas and ambitions. After all, an 
enthusiastic, motivated and energetic workforce not only works 
hard, but also takes great pleasure in what they do. Average age 
of our employees is just 30 years.

At Mahindra Finance, we believe in empowering our people 
to take business decisions, which in turn, help to nurture their 
entrepreneurial talent. We take special pride in our home-grown 
leaders who exhibit leadership par excellence. Driven by their 
constant innovation, our organization remains comfortable  
with change.

Overall, life at Mahindra Finance is both challenging, but also 
enriching. Here, everyday is a new experience, which not only 
helps our people learn, but also gives their professional careers 
an added edge over industry peers.

Management Approach
Human Rights
At Mahindra Finance, we believe human rights are indivisible 
and non-negotiable. ‘Dignity of the Individual’ is one of our five 
core values. Discrimination, forced and compulsory labour and 
child labor are strictly prohibited. We also denounce bribery 
or corruption in any form and our processes ensure that such 
practices are strictly discouraged. The flagship Company of the 
Mahindra Group, M&M Limited, adheres to the principles on 
human rights set forth by the UN Global Compact:

Principle 1:   Businesses should support and respect the 
protection of internationally proclaimed  
human rights

Principle 2:   Ensure that businesses are not complicit in 
human rights abuses; and

Principle 10:   Businesses should work against corruption in all 
its forms, including extortion and bribery

Labour Practices
We practice and endorse equal opportunity employment and 
do not discriminate on the basis of caste, religion, gender or 
disability. We are committed to provide a safe and healthy work 
environment and ensure adherence to all labour legislations.

To ensure that we are aligned to a common approach, which 
fosters a transparent, fair and growth-oriented work culture, our 
Human Resources department implements norms, policies and 
initiatives for all to imbibe. Along with Mahindra & Mahindra, at 
Mahindra Finance, we are committed to operate in line with the 
principles of the UN Global Compact on labour standards:

Principle 4:   The elimination of all forms of forced and 
compulsory labour;

Principle 5:   The effective abolition of child labour; and

Principle 6:   The elimination of discrimination in respect of 
employment and occupation

Prevention of Sexual Harassment
Any complaint or incident is seriously viewed by the Company. 
It is immediately investigated and appropriate action is taken 
against the offending employees. The Company has established 
the complaints committee for sexual harassment, currently 
headed by Ms. Arnavaz Pardiwala, Company Secretary and 
Compliance Officer.

Nurturing Talent

The champions who push  
the levers of transformation 
at Mahindra Finance are  
our people.

13,171 833
EMPLOYEE GRADE AND  
TYPE DISTRIBUTION

March 2013 Total = 14,004

17
Middle Management

816
Junior Management

0
Senior Management

420
Middle Management

12,727
Junior Management

24
Senior Management

Male employee Female employee
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Employee Hiring

At Mahindra Finance, we follow the principle of equal 
opportunity in our hiring procedures. We discourage any 
discrimination based on age, gender, colour, race, ethnicity, 
language, caste, creed, economic or social status or disability. 
We value the diversity of the markets in which we operate, and 
our hiring is based on a similar principle.

Recruitment and employee selection form a major part of an 
organization's overall resourcing strategies, which help identify 
and secure people needed by the organization to survive and 
succeed in the short to medium term. Recruitment activities 
need to be responsive to the increasingly competitive market to 
secure suitably qualified and capable recruits at all levels; and, 
most importantly to recruit individuals with a real-world culture 
fitment within the Mahindra Group. At Mahindra Finance, we 
recognize this need and have aligned our recruitment processes 
to the RISE Culture and its supplementary competencies,  
which include:

 Strategic Business Orientation

 Leadership through Sustainability

 Customer Focus

 Innovation-led Transformation

  Result Orientation with Execution Excellence

 Leveraging Human Capital

 Weaving Passion and Energy at Work

In alignment with the RISE Competencies, we have created 
a competency-based interviewing toolkit, which allows for a 
structured and consistent approach to interviewing and an 
objective evaluation of the candidate.

During the entire process of recruitment, the candidates are 
assessed at different levels and aspects.

  Skill and Knowledge: During the personal interview round, a 
candidate is assessed by a panel of interviewers, including 
the hiring manager and HR, on the knowledge gained 
through experience and qualifications. The same is further 
validated by the HOD in a second round of discussion. All 
candidates for managerial roles and above are assessed on 
The RISE Competency framework.

  Behaviour Assessment: At Mahindra Finance, we use 
behavioural Assessment Tools, such as Thomas PPA+  
(also known as the DISC Profiling), 16PF (16 Personality 
Factors) and Occupational Personality Questionnaire 
(OPQ32) (designed by SHL for Mahindra Competencies)  
for critical roles. These provide us evidence of human 
attributes measured and has been proven to be one of  
the best predictors of performance when used in the 
selection process.

HEAD COUNT (MALE) (%)

 7.5

89.3

3.2

13,171 (%)HEAD COUNT (FEMALE)

2.05.1

92.9

833

 MIBL    MRHFL     MMFSL  MIBL    MRHFL     MMFSL
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Campus Connect
The Campus Connect program provides a platform for 
the organization to recruit aspirational, intelligent and 
committed youth who have the requisite enthusiasm 
and zeal to become managers of tomorrow. It focuses 
on grooming the Management Trainees as a talent 
source for the Mahindra Finance leadership pipeline, 
and to focus on succession planning, which is 
required to address expanding talent requirements of 
our organization.

The campus connect program is a rigorous 18-month 
structured module, which enables Management 
Trainees to be groomed and get acquainted with 
various aspects of business, including different roles 
and exposure to various products and business 
functions. At the end of 18 months and various 
assessments, they are future-ready to be placed in 
individual contributory as well as supervisory roles for 
which they have been groomed.

Management Trainee Assessment 
Process
All Management Trainees (MTs) are assigned Guides 
as Area/Regional and Zonal Managers as mentors. 
They submit six projects based on Real Time Learning, 
which are presented to the Regional/Zonal Managers 
and Zonal HR Managers as under:

 Business Development

 Customer Centricity

 Collection

 Legal and Strategies

 Mutual Funds and Insurance

 Product Development

At the end of six months, MTs are assessed on three 
criteria, i.e. Viva, Presentation and Strategic content 
on workbook by the Mentor and Assessment panels 
on the projects. After a successful assessment, MTs 
are confirmed and are put on on-the-job training for 
the next 12 months. 

At the end of 18 months and various assessments, 
they are future-ready to be placed in individual 
contributory as well as supervisory roles (Branch 
Manager/ Commercial Vehicles Business/ Direct 
Marketing/ Refinance/ Corporate Roles, and so on 
depending on the vacancies) for which they have 
been groomed.

Case Study

This acts as the fist qualifying 
round. A paper and pen test is used 
to measure the problem solving 
intelligence and skills through verbal 
and numeric reasoning.

APTITUDE TESTS

It helps in assessing group activity 
and working with groups, since it is 
the most important parameter of 
career success as a manager. The 
evaluation is made on

Content | Communication Skills | 
Group Dynamics | Leadership

GROUP DISCUSSION

Testing provides insight into an 
applicant’s psychology in an 
objective way. While deciding 
between two or more equality 
comparable candidates for a position, 
pyschometrics determine which one 
is the most compatible for the job.

PSYCHOMETRIC TESTS

It consists of an interview panel of 
the respective HR ( Mandatory ) and 
Zonal / Regional / Area Manager.

PERSONAL INTERVIEW
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Employee Engagement
Our HR Mission is centred on ‘People Matter’. Innumerable 
employee initiatives, extensive drive towards continuous 
learning and development is what Mahindra Finance applauds 
and lives by.

Doota (the messenger) – Initiated in 2008, several programs 
were launched for employee engagement like Vrindavan (Family 
get together), Chunauti (Cricket match), Funday celebrations, 
Achievement Box, and so on.

Utsav – An employee welfare calendar was launched, which 
included various festival celebrations across India. This includes 
region-specific festivals as our presence is pan-India. Utsav also 
included other initiatives of Doota, i.e. Vrindavan, Chunauti and 
so on.

Pehel – An employee engagement survey was launched 
to check employee knowledge, opinion and satisfaction in 
addition to collecting feedback and recommendations for 
the various employee engagement programs. Pehel helped 
in understanding the feedback and recommendations of 
employees with regards to various employee engagements.

Rewards & Recognition
  Dhruvtara – A quarterly award given by each department 

head recognizing the manager who has made the most 
significant contribution in that quarter. The recognition can 
be for a task that may or may not be related to the  
manager’s KRA.

  Pratishtha – A quarterly award given to an employee in the 
officer category or below for outstanding work done during 
the quarter.

  Achievement Box – Recognition given by way of a ‘smiley’ 
for significant work done

  RISE Awards – Recognition  for employees who embody the 
spirit of RISE – accepting no limits, alternative thinking and 
driving positive change

Our employees participate in engagement activities that are 
planned and even go out of their way to organize festivals and 
celebrations that are not a part of the calendar. A summary of 
the participation levels and commitment levels is presented in 
the table below:

Parameters FY 
2011-12

FY 
2012-13

Achievement Box Branch 
coverage

93.70% 99.38%

Fun day Branch 
coverage

97.45% 99.23%

Rajbhog Branch 
coverage

98.42% 99.08%

Chunauti No. of matches 20 28

Vrindavan No. of events 24 45

Pratishtha No. of awards 3,347 2,195

Dhruvtara No. of awards 2,825 2,349

Nurturing Talent

Mahindra Finance has several initiatives in place to engage with 
employees. Additionally, a robust reward and recognition platform 
ensures that the people remain encouraged and motivated.

 Reward schemes at Mahindra Finance
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Talent Management
Our talent management processes aim to identify, assess and 
develop high performing talent. We partner with SHL for our 
talent assessments. Once the employees are identified and 
assessed, we put them through a structured development 
path to nurture them for future roles. They are integrated in the 
various L&D initiatives, such as:

Junior Management Middle Management

Drona Lab assessment for 
field executives

Chanakya assessment for High 
Performers

Think Tank for 
Management Trainees

360-degree Feedback

Harvard Management 
Courses for Management 
Trainees

Chakrayuh Experiential Learning 
exercise for Chanakya qualified 
workforce

Education assistance to 
the tune of Rs. 50,000

Harvard Management Courses

Education Assistance Programs

Coaching

Male employee Female employee

67,592 4,084TRAINING MAN HOURS

Senior Management
248

0

Junior Management
62,524

3,840

Middle Management
4,820

244

(Hrs)

Chakravyuh: To engage, excite and examine potential, the 
HR team planned Chakravyuh, a reality assessment.  It puts 
our managers through the grind to unlearn, shake off their 
inhibitions, relearn and prepare themselves to take up  
new challenges.

Mahindra Finance Academy: The Academy provides 
certifications like the Branch Manager Certification, Diploma 
in Banking and Finance, which is a government accreditation, 
in addition to providing certifications from international 
institutions like George Washington University.

Chanakya: The Chanakya program helps develop high 
performing high potential talent through a blend of various 
educational, vocational, general management and specialized 
programs of national and international repute. Qualifying 
employees, after assessment are given 100% sponsorship to 
undergo a course of their choice.

Think Tank: The program develops high potential candidates 
through a structured intervention with a free flowing mentoring. 
The conversations lead to breakthrough ideas and the results 
have been tremendous as the organization benefitted by getting 
path-breaking innovations.

Health and Safety
At Mahindra Finance, we ensure the health and wellness of our 
employees remains a priority. We conduct regular health 
checkups and awareness sessions to spread the word of fitness 
and well being.

“It is very widely acknowledged that health is an important 
component of human development. Empowerment of people 
comes from the freedom they enjoy, and this includes, among 
others, freedom from poverty, hunger, and malnutrition, and 
freedom to work and lead a healthy life” (Amartya Sen, 1999).

Access to healthcare is critical to improving health status, and 
good health is necessary for empowerment. Our focus is on 
creating an environment that enables our employees to excel in 
their performance.

Active wellness steps initiated by any organization are an 
essential first step in identifying and addressing chronic disease 
and helping employees lead better productive lives. Ensuring 
access to healthcare helps to minimize absenteeism and 
enhance productivity.

Considering these factors, we rolled out a health and wellness 
calendar – Aarogya – in September 2013. A total of 43 programs 
were conducted pan India based on various themes, such as 
diabetes, renal disease awareness, aids awareness, cancer 
awareness, healthy lifestyles and yoga.

No serious Injuries were recorded in the scoped locations 
for FY 2012-13.
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Nurturing Talent

GENDER COMPOSITION, TURNOVER AND RATE OF NEW HIRES ENTERING AND LEAVING

Rate of new hires leaving
2

Rate of new hires joining
9

Turnover
10

Turnover

Rate of new hires joining

Rate of new hires leaving

3

4

0

(%)

Male employee Female employee
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Economic Performance

Management Approach
At Mahindra Finance, we believe that viability is a prerequisite for 
sustainability. We look at all our businesses as economic engines 
of society. While our goal is clear, so are the means. Wealth 
generation has to be driven by ethics and powered by our values.

The gross turnover and other income of MMFSL for the year 
ended March 31, 2013 increased by 39% to Rs. 38,947 Million as 
against Rs. 27,946 Million in the corresponding period last year. 
The Profit After Tax (PAT) was at Rs. 8,827 Million during the year 
ended March 31, 2013 registering a growth of 42% as compared 
to Rs. 6,201 Million during the corresponding period last year.

Business Highlights

Rs. 238,386 Million

Value of assets financed in FY 2012-13, an increase of 22% from  
Rs. 195,043 Million in FY 2011-12

Rs. 279,131 Million

Assets Under Management (AUM) in FY 2012-13, an increase of 
35% from Rs. 206,429 Million in FY 2011-12

657 Branches

In FY 2012-13, compared to 607 branches in FY 2011-12 across  
24 states and 4 union territories

Link for our Annual Report is:  
http://www.mahindrafinance.com/annual-reports.aspx

Our economic performance 
creates wealth for 
stakeholders and strengthens 
our focus to transform lives 
through business initiatives.

During the year ended March 31, 2013, MIBL registered income of  
Rs. 863 Million as against Rs. 465 Million, a growth of 86% over the 
same period in the previous year. The Profit after Tax (PAT) was  
Rs. 344 Million as against Rs. 135 Million, registering a growth of 
155% over the same period in the previous year.

During the year ended March 31, 2013, MRHFL disbursed  
Rs. 4,330 Million as against Rs. 2,660 Million, registering a growth 
of 63% over the same period in the previous year. The Profit after 
Tax (PAT) registered a growth of 71% at Rs. 203 Million as against 
Rs. 119 Million for the same period in the previous year.
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Financial implications of climate change
Climate change is the greatest environmental challenge of our 
generation. Its impact has implications for productivity and 
competitiveness. The multitude of impacts include scarcity of 
natural resources, their escalating prices, enhanced 
transportation costs, additional insurance covers and 
expenditure on risk mitigation.

As a service-oriented Company, we are not exposed to 
opportunities driven by changes in other climate-related 
developments that have the potential to generate substantive 
change in our business operations, revenues or expenditure. 
On-ground initiatives to climate-proof our business are reported 
along with their results in the environment performance section.

Local Supply
At Mahindra Finance, we believe that we are as good as our 
suppliers. We ensure forming strong partnerships with all our 
local suppliers. We have a pan India network and operate across 
locations in rural India.  Along with proximity, other significant 
vendor selection factors include quality, delivery reputation and 
past performance, place of procurement, logistic advantages, 
reports, history and past relationship.

SECTOR (Values are in Rs. Million)

490.28

490.28

MMFSL

 Monetary value 
of significant 
(Top 10) suppliers

 Of the significant 
(Top10), monetary 
value of local suppliers

MRHFL
2729.70

2729.70

67.38

67.38

MIBL

11-1212-13

ECONOMIC VALUE

39,589.61

20,125.83

(Values are in Rs. Million)

Economic Value Generated

33,521.40

16,707.52

Economic Value Distributed

6,068.21

3,418.32

Economic Value Retained

The key highlights of the Company’s operations have been 
enumerated below:

Rs. 41,130 Million

Consolidated Income up by 41% in FY 2012-13

Rs. 294,915 Million

Consolidated AUM up by 37%

Rs. 10,000 Million

Consolidated PBT crosses in FY 2012-13

2.5 Million

Enhanced customer base

3% 

Maintained gross NPA to total assets

37%  and 39%  

Total assets and income from operations increased respectively
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Case Studies

  Once charged, this device can be continuously used for more 
than eight hours. This is a boon for branches facing power/
electricity issues

  It also offers other benefits like real-time updation to the 
central server, immediate mobile confirmation about the 
collection of receipt and reduces chances of fraud

  Remote rural customers have been among the biggest 
beneficiaries

The HDD, along with technical upgrades strives to cater to the 
needs of every business, keeping in mind factors like customer 
focus, cost control, service quality, mobility across country and 
speed of transactions.

Project MF Connect 3000
Launched in July 2007 as a pilot with 100 devices, Project MF 
Connect 3000, through development and implementation 
of a ‘Hand Held Device (HHD)’, is a thriving example of our 
customer service focus.

This device helped to take the Mahindra Finance office 
right to the door steps of customers. In fact, 100% of the 
collection for both Mahindra Finance and MRHFL is done 
through the HHD.

The implementation of this project improved customer 
service, enabling a safe and secure transaction. Developed 
with a customer-centric approach, the HDD ensures that 
we can provide sustainable financial services even to rural 
customers.

PROGRESS REPORT

 No. of branches armed 
with HHD

 No. of devices 
employed

12-13 618
6,935

11-12
586

6,585

Custom designed for Mahindra Finance at the cost of  
Rs. 11,000, the HHD has accrued staggering savings of  
Rs. 11.85 Crores per annum.

Besides the monetary advantage, the handheld device is a 
sustainable solution for many reasons:

  It has proven eco-friendly credentials. Since financial 
transactions, conveyance reimbursement, movement 
register maintenance and other formalities are now 
recorded online, the process is paperless. Moreover, fuel 
is saved as couriers have become redundant 

Project MF Connect 
3000 has developed a 
handheld device system to 
connect with customers, 
enabling safe and secure 
transactions, even at their 
doorsteps.
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Enquiry Management Loan Application Processing
Socially Positive
Rural residents often miss out on access to credit as they 
do not have ID proofs.  A fingerprint recorder is integrated 
with EMLAP, which enables the capture of fingerprints for 
those who do not have a valid ID proof. It identifies whether 
a customer is an existing customer or new one, at the stage 
of disbursement.  Across the collection cycle, it ensures that 
the collections reflect in the right account. 

Prior to project implementation, the legacy system was 
supporting a maximum of 25,000 new business case 
bookings. Post its implementation, EMLAP is capable of 
booking 50,000 to 60,000 new businesses. Easily scalable, 
the system has the potential to empower large number of 
individuals.

Economically Positive
The EMLAP system helps leverage the information to 
adequately plan business actions and maximize ROI.

Revenue increased 41% as of December 31, 2011 and post 
implementation, savings on employee conveyance added 
to the Company’s bottom line. Adoption of a fully open 
source environment for application development allows 
nearly 95% savings against license cost compared to closed 
environment system.

Productivity Positive
Mobile technology accomplishes business processing tasks 
with minimum dependency, duplicity and lead time. EMLAP 
also provides a graph application to aid faster approvals. 
It eliminates duplication of data capturing efforts at back-
office and enables direct monitoring of the field force from 
anywhere in the world. It also automates the entire Collection 
Task Force and Employee Conveyance Claim processes. 

Data quality improved from 51% (CIBIL rejection rate)  
to 100% and the total time taken for an entire process  
of loan disbursement has reduced significantly  
from two days to two hours.

Particulars Thick Client Thin Client Savings

Saving per month by a single Thin Client (By working eight 
hours in a day for 25 days)  consumption of Electricity

30 KWH 5 KWH 25 KWH

Savings from 700 Thin Client Month  
- by the above calculation

21,000 KWH 3,500 KWH 17,500 KWH

Per hour electricity consumed by Thick Client is 150 Watts per hour, whereas electricity consumed by a Thin Client is just 25 watts

Mahindra Finance designed and developed ‘Enterprise Mobility’, 
a solution that addresses the triple bottom line challenges of 
rural financing using cost-effective and affordable technology. 
A 360° eco-system that provides a comprehensive solution, the 
system includes three sub-systems – Enquiry Management Loan 
Application Processing (EMLAP), Bizconnect and e-Parichay. 
Each of these sub-systems contains specific modules to 
overcome individual challenges.  

This open-source solution enables business teams to capitalize 
on the rural potential via mobility, using cloud computing in a 
secured network environment.

Environment Positive
To overcome chronic electricity failure in the rural areas, EMLAP 
deploys portable handheld devices that have the option of 
solar/ bike charger. EMLAP is a paperless process. It contains its 
internal Document Management System (DMS) and Vazihthadam 
(Customer Locater using Google Maps) for route maps. 

The handheld devices capture data at source, mobile apps 
capture photo, record voice, connect to mail servers, provide 
messaging tools and make the entire process paper-free and 
environment-friendly.

The replacement of 700 Thick Clients by handheld device, 
which are Thin Clients, resulted in a 70% reduction in power 
consumption.

Engagement Positive
EMLAP enables Mahindra Finance’s customers, organization and 
management to seamlessly connect and collaborate. Business 
entry including document scanning, photo capturing, voice 
recording and collection happens on the field at customer’s 
door step. Information collected on the field is directly uploaded 
to server. The credit appraisal team, sitting at the office, then 
disburses loan within two hours.

Economic Performance



Giridhari Bundela and his brother earned livelihoods as a worker 

in the village tractor dealership and a farmer respectively. After 

availing a tractor loan from Mahindra Finance, they are, today, 

proud owners of three vehicles.

I will never take 
a loan from any 

organization other 
than Mahindra 

Finance.

“My brother and I used to work on a farm and a small tractor 
dealership business in our village. Even with our combined 
incomes, our financial condition was miserable. With just 
three bighas of land, we were unable to make ends meet. 
After considering various options, we decided to purchase a 
new tractor. As I had to support a large family of fourteen, and 
my land was the sole asset, my loan application was rejected 
by all banks.”



Buying a new tractor 
literally helped me 
begin a fresh chapter 
in life. Today,  
I am able to earn a 
stable income, and 
supporting a large 
family no longer 
seems like a burden!

Finally, I approached Mahindra 
Finance, and within a short 
span of time, our loan for a new 
Mahindra tractor was sanctioned. 
Our journey of success began, and 
with Mahindra Finance’s support, 
we were soon able to expand and 
buy a second and third vehicle, 
something we had never even 
dreamt of! 

Looking back, I would say Mahindra 
Finance was like a family who 
supported me during my crisis 
time. They were the only ones to 
understand my requirements and 
gave me a fair chance. 

Today, as I enjoy an excellent 
reputation in the market, several 
banks and finance companies have 
offered me loans, but I will never 
take a loan from any organization 
other than Mahindra Finance.
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Management Approach
To elevate people’s aspirations to the threshold 
of achievements; and to empower people to live 
a life of self-reliance and dignity.

Our vision is to help transform lives across semi-urban and 
rural India through responsible lending. Since inception, we 
have reached to remotest places and unique cultures of India 
across 1,33,907 villages and 565 districts and been a part of their 
everyday lives.

Across semi-urban and rural India, a new world of opportunity 
is emerging as people are aspiring for a better quality of life. 
Consistent economic growth has given rural India the capability 
and the confidence to surge ahead. At Mahindra Finance, we are 
helping drive this rural opportunity through our products and 
services. We value rural aspirations, strengthen relationships 
of trust with customers and evolve a viable business model 
focused on their needs. Our vision and initiatives drive positive 
change in people’s lives and help accelerate India’s inclusive 
growth. We are well on our way to help empower rural India.

At Mahindra Finance, we share a special relationship with our  
2.5 million customers. We help drive their aspirations. They, 
in turn, drive our business growth. A symbiotic relationship or 
sound business acumen. Customers represent our real assets 
and their worth is reflected in the strength of our balance sheet 
and the sustainability of our business. Our mission is to drive 
inclusive growth in India, and we cherish the trust of all our 
stakeholders. Our vision and initiatives drive positive change 
in people’s lives and help accelerate India’s inclusive growth. 
Through our business, we directly contribute towards one of 
the mission of NAPCC, i.e. National Mission on Sustainable 
Agriculture. Out of the four strategies to achieve this, we directly 
help our customers in two of them, i.e. providing agro-climatic 
information sharing and dissemination through our website 
and financial support to enable farmers to invest in and adopt 
relevant technologies to overcome climate-related stresses 
through responsible lending.

We continually challenge ourselves to improve the 
environmental performance of our products and reduce the 
total cost of ownership to our customers and the environment. 
We develop solutions that support the transformation to a 
fair, inclusive and low-carbon economy, thus truly driving 
positive change. We protect the confidentiality of the Company, 
employee and customer information. Revealing confidential 
Company information could undermine our competitive 
advantage. We provide accurate and appropriate information 
through strict compliance with required disclosures and have 
not received any complaints related to customer privacy in the 
reporting year.

Product and Services
Mahindra Finance is one of India’s leading Non-Banking Financial 
Companies (NBFCs). Since inception, we are functioning as a 
positive change agent in rural India by catering to the financial 
requirements of rural and semi-urban Indians. Long presence 
in the industry and expertise of our management endowed us 
with the ability to understand the exact requirements of our 
customers. With a vision of creating a self-reliant India, we have 
empowered millions of ambitious individuals by providing 
flexible financing opportunities to transform their dreams and 
help them to rise.

We empower those who reside at the lower end of the social 
pyramid. The Company undertakes periodic surveys to 
understand its customers better. As per IMRB FY 2008-09 study 
and Customer Profiling study in FY 2012-13, Mahindra Finance 
mainly caters to customers living in semi-urban and rural 
India. These customers are largely ignored by the conventional 
banking system or they are located in under-banked locations. 
Our customers straddle across multiple occupational segments. 
Our customers include small traders, neo-entrepreneurs, 
unemployed youth, teachers, drivers and farmers. Around 80% 
of our customers belong to low income category and are at the 
bottom of the income and social pyramids.

  As they do not possess collaterals or past credit records and 
documents, they find it difficult to get loans from banks, and 
hence money lender is the only alternate available

  First time buyers of vehicles/ assets – these assets are not for 
personal use, but are their source of livelihoods

   They are not sub-prime customers, but their credit 
worthiness is not easily visible or measurable

Mahindra Finance addresses the credit requirements of its 
customers through its unique ‘Earn & Pay’ business model, 
explained in detail in the Business Model section. We provide 
loans not for consumption, but for income generation.

Service Performance

Our products and services 
help people achieve their 
potential and bring about 
tangible transformation 
in their lives.
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Mahindra Finance provides a range of financial products and 
services to its customers through its nationwide distribution 
network. It seeks to offer its customers competitive, flexible 
and speedy lending services. Our major product categories 
are as follows:

 Loans

 –  Vehicle loans: Utility vehicles, tractors, cars, two-
wheelers, three-wheelers, commercial vehicles and 
construction equipment and refinance for used cars

 –  SME loans: Secured business loan, inventory funding, 
equipment financing and project financing

 –  Personal loans and loan against gold

  Fixed Deposit and Mutual Fund Distribution

 –  Investment Advisory Services under brand ‘Finsmart’

 –  In fixed deposit schemes, we have leveraged trust of our 
customers and collected deposits of more than Rs. 1,300 
Crores. We have FAAA rating for our deposits

  Insurance Broking (through subsidiary MIBL)

 –  Insurance solutions to retail and corporate customers

  Housing Finance (through subsidiary MRHFL)

 –  Loans for buying, renovating, extending and improving 
homes in rural India

The Company follows very high standards of corporate 
governance and enjoys excellent support from the investor 
community. CRISIL has reaffirmed our ratings on long-term debt 
instruments and bank facilities as ‘AA+/FAAA/Stable’.

Financial Literacy
As we operate in rural and semi-urban areas, reaching customers 
initially posed a challenge. To overcome this challenge, we 
started dealing with customers in their regional languages. 
During the reporting year, the marketing team developed a 
new way of communication to celebrate the achievement of 
crossing the landmark of 2.5 million customers across India. 
The objective of the communication is to spread this message 
to all our stakeholders, create more awareness of the brand 
and to improve visibility at the dealerships and branches. The 
communication was in 10 different regional languages along 
with Hindi and English. Our website, too, is bilingual to well 
connect with our target audience.

Besides, we undertake a number of initiatives to communicate 
with our customers, knowing the lack of financial knowledge 
in most Indian villages. Our customer communication 
initiatives like Sparsh and Shikhar Sammelan have generated 
commendable response.

Marketing Communications and Product 
Information
We believe that effective communication is vital to avoid any 
kind of misrepresentation, incorrect statements or misleading 
impressions. We have fully-integrated systems in place and 
conform to all laws and standards related to marketing 
communication, advertising, promotion and sponsorship. Our 
website contains all the applicable information, and along with 
that, our communication approach has transformed with time. 
Customer feedback and satisfaction with the services are taken 
in the form of CaPS score, and this feedback is utilized to create 
action plans for the improvement of the products / services. 
Embracing social media marketing is one such change to not 
just promote our services, but also receive customer feedback  
on the same.

Compliance
During the current year, no incidences were reported related to 
service non-compliance.

During the reporting 
year, the marketing team 
developed a new way 
of communication to 
celebrate the achievement 
of crossing the landmark 
of 2.5 million customers 
across India. 
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relieves the customer from financial liability arising 
due to damages or loss of property from fire any 
natural calamity.

NO. OF CUSTOMERS COVERED UNDER MSS

11-12 58,990

Cumulative Till  
12-13 1,18,342

  Mahindra Arogya Suraksha (MAS) is a Group 
Health insurance cover specially designed to cover 
our customers. Due to low awareness about Health 
Insurance in semi-urban and rural India, people are 
spending out-of-pocket on health related expenses. 
With this product, we are able to reach out to and 
educate rural masses on the importance of health 
insurance and provide them medical care facility in 
comparatively lower cost. This product will ensure that 
during hospitalization due to sudden illness, accidents 
and surgeries, customers can afford suitable medical 
care without falling back on hard-earned savings.

5,056
No. of customers covered under MAS in FY 2012-13  
(Product launched in Sep 2012)

 Designed and implemented MLS and MSS claim 
settlement processes and documentation requirements 
based on the market conditions in rural and semi-urban 
segments. Under this initiative, we got a waiver from 
insurance companies for documents, which are not 
easily available in the interior parts of India. For example, 
death certificates were substituted with letters from Gram 
Panchayats or last attended doctor’s certificates. This 
helped rural customers to a great extent in getting their 
claim settlement amount.

Case Study

Responsible product development
 Employee presence at 269 locations, covering over 650 
rural, semi-urban, urban locations and serving customers 
in each district, pan India. We are present at 1.37 lac 
villages out of 6.4 lac villages in India. Our wide reach 
helps us reach the doorsteps of underserved customers in 
interior parts of rural India to cover their assets, life  
and health.

 Designed and implemented tailor-made products based 
on requirements of customers in rural and semi-urban 
segments like Mahindra Loan Suraksha (MLS), Mahindra 
Sampoorna Suraksha (MSS), Mahindra Arogya Suraksha 
(MAS) for loan customers of Mahindra & Mahindra 
Financial Services Ltd. (MMFSL). Through a vast network of 
branches, Mahindra Finance provides personalized finance 
for utility vehicles, tractors, cars, housing focusing in the 
rural and semi-urban sector to earn their livelihood and 
improve their lifestyle.

These unique insurance products, designed by MIBL, are 
socially inclusive as it helps our customers in protecting 
their assets, health, life and financial liabilities.

  Mahindra Loan Suraksha (MLS) is a Credit Term 
Group cover for auto loan customers. It protects the 
customer’s family and assets in case of the death of 
the customer by covering the outstanding finance 
amount, hence, not putting the burden of repayment 
on the customer’s family. The vehicle, which is the 
livelihood for customer’s family is not taken back and 
helps family to continue their lifestyle.

NO. OF LIVES COVERED UNDER MLS

Cumulative Till
12-13 13,81,369

3,81,56311-12

  Mahindra Sampoorna Suraksha (MSS) is a unique 
combination of Group Credit Term cover and Fire 
insurance cover for housing loan customers. This cover 
protects the customer’s family and assets in case of 
unfortunate death of the customer, not putting the 
burden of repayment of the loan on the family. It also 
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Product/Service PerformanceService Performance

 Designed customized motor insurance renewals to 
allow customers to opt for premium renewals along with 
monthly instalments. For customers who are dependent 
on vehicles to earn their livelihoods, the month in which 
will motor insurance premium is due puts an additional 
financial burden. This issue can addressed through easy 
instalments of insurance premium, which can be paid 
throughout the year. This option encourages underserved 
customers in opting for insurance cover for their assets 
without extra financial burden.

* Product launched in Sep 2012

11-12 41,504

Cumulative Till  
12-13 1,51,525

NO. OF CUSTOMERS AVAILING 
INSURANCE THROUGH EMI



Parmeshwar Shamrao Kadam runs a small tea stall on 

Vasmat Road in Khanapur Phata village.

Thanks to 
Mahindra Home 

Finance, I was 
able to purchase 

a house.

“To increase sales of my stall, I began approaching offices in 
the vicinity. That is how I came in contact with Mahindra 
Home Finance. After starting a business in Parbhani, I decided 
to purchase a house for my family. The property I liked was 
valued at Rs. 18 Lac, but I knew I would have to take a loan for 
at least half the amount.”



Most banks look for 
loopholes to reject 
a loan application 
as they do not want 
to take a risk. I have 
been fortunate to 
find an organization, 
which works in the 
opposite way – they 
try and find solutions 
that enable a loan to 
get processed!

Finally, I managed to sell my ancestral 
property for Rs. 13 Lac, but still needed 
funds to pay the balance. When I tried  
for a loan, not a single bank was willing  
to help as I didn’t have proof of a  
regular income.

Once, while collecting my monthly 
payment for tea and coffee, I discussed 
my situation with a Mahindra Home 
Finance executive. He asked me to get a 
guarantor, but I could think of nobody. 
The executive, himself, knew me very 
well and understood the nature of my 
business too.  He agreed to take the 
guarantee of my loan repayment, and 
my loan was swiftly sanctioned. I was 
extremely touched by how he went out 
of his way to help fulfil my dreams. 

Thanks to Mahindra Home Finance and 
the personal attention given  
to my case, I was able to purchase a 
house and establish a credible position  
in the market.
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Management Approach
At Mahindra Finance, we believe businesses have a responsibility 
towards driving positive change in the society and fostering 
social inclusiveness, as they have towards ethical practices 
and good governance. This belief got reaffirmed when we 
pledged that the organization would annually contribute 1% 
of Profit after Tax (PAT) to Corporate Social Responsibility (CSR) 
initiatives. Of this, half would be donated towards Mahindra 
Group CSR activities through K. C. Mahindra Education Trust & 
Mahindra Foundation, while the rest of the money is utilized for 
our internal CSR initiatives.

Our practice of Corporate Social Responsibility goes beyond 
cheque-book charity and embraces holistic community 
development through continuing programs in three focus areas 
– Education, Health and Environment. Over the years, we have 
been investing not only our financial resources, but also 
leveraging the strength of our human resources to ensure that 
society reaps rich returns.

CSR Council
The CSR council was created in 2006. It is a cross-sector 
committee comprising senior executives nominated by the 
management. Mr. Rajeev Dubey, President Group HR, the 
Aftermarket sector and Corporate Services, is the Chairman of 
the CSR council. Our Managing Director, Mr. Ramesh Iyer, is part 
CSR Council.

The CSR Council is responsible for:

  Overall CSR and Esops innovation, branding and execution 
across the Group

  Facilitation of roll-outs across all locations of the Group by 
individual committee members

  Overseeing CSR and Esops quality control / audit

  Reporting to the Chairman and GEB

  Setting benchmarks for quality assessment

K. C. Mahindra Education Trust (KCMET)
KCMET was founded by late Mr. K. C. Mahindra in 1953 to 
promote literacy and higher learning in the country. It is 
registered as a public charitable trust under the Bombay Public 
Trusts Act, 1950. The vision of KCMET is to ‘Transform the lives 
of people in India through education, by providing financial 
assistance and recognition to them, across age groups and 
income strata.’ KCMET empowers the youth so that they can 
create a world of their choice, to live with pride and a sense of 
purpose to RISE.

Some of the major initiatives of the Trust are as follows:

 Nanhi Kali

 Mahindra Pride Schools

 Scholarships and Grants

Over the years, K. C. Mahindra Education Trust has continued to 
make a difference in the lives of deserving and needy students, 
and has provided more than Rs. 1,011.51 Million ($ 14.25 Million) 
in the form of grants, scholarships and loans impacting 95,522 
students across the country.

Mahindra Foundation
The Mahindra Foundation was set up with the following 
objectives including:

 Providing relief to the poor

  Education and encouragement of healthy sports and 
physical fitness

 Medical relief and family planning

Social Performance

 Mahindra Finance employees actively participate in various CSR activities
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The Foundation extends financial aid to patients suffering from 
health ailments like cancer, heart problems and severe burns.

It has also taken initiative in relief and rehabilitation efforts 
during national calamities or disasters including the Gujarat 
earthquake and Kargil war. The most recent efforts have been 
the ‘Bihar Rehabilitation Project’ post the Kosi river floods 
in Bihar in 2008. During the reporting year, the Foundation 
disbursed Rs. 7.92 Million towards bringing smiles to the faces 
of children with special needs at the ‘Shartul Gurukul Centre for 
Special Children’ by supporting various activities. It also assisted 
the Indian Cancer Society in providing post-surgery kits to breast 
cancer patients.

Further, the Foundation has extended support to academia 
and other professionals and sportsmen by allowing them to 
attend workshops and conferences overseas, which has resulted 
in the advancement of their knowledge and skills in their 
respective fields.

COMMUNITY DEVELOPMENT INITIATIVES

27
7

22

44

(%)

 ENVIRONMENT       OTHERS

 EDUCATION         HEALTH

CSR Team
Mahindra Finance has formulated the Corporate Social 
Responsibility Committee (‘CSR Committee’), which is 
responsible to formulate and recommend to the Board the CSR 
Policy indicating the activities to be undertaken by the Company, 
to recommend the amount to be spent on CSR activities 
presented by the Financial Services Sector CSR Council (‘FSS CSR 
Council’) and to monitor the CSR Policy periodically. The FSS 
CSR Council will be supported by the CSR Secretariat at Head 
Office, Zonal CSR Secretariat at the zones and the Regional CSR 
Secretariat at regions, for implementation of the  
approved projects.

CSR Team

Corporate Social Responsibility 
Committee (Board level)

FSS CSR Council

HO CSR Secretariat (HO CFT)

Zonal CSR Secretariat (Zonal CFT)

Regional CSR Secretariat 
(Regional CFT)



56 Mahindra & Mahindra Financial Services Limited

The CSR Committee of the Board of Directors comprises the 
following Members:

Mr. Piyush Mankad 
Independent Director

Mr. Bharat Doshi 
Non- Executive 
Non-Independent Director

Mr. Uday Phadke 
Non-Executive 
Non-Independent Director

Mr. Ramesh Iyer 
Managing Director

Our CSR team comprises cross-functional team from the head 
office CSR Secretariat as well as zonal teams from different 
departments. The team is responsible for:

  Rolling out the CSR plan of action as discussed and 
approved by the CSR Council

  Planning, implementation and evaluation of various social 
initiatives in the areas of Education, Health, Environment 
and others

  Reporting on the impact of CSR initiatives of the Company to 
not only the CSR Council, but also to employees

  Suggesting and facilitating ways for employees to participate 
in the CSR programs of the Company through the Employee 
Social Options Platform (Esops)

  Encouraging more participation of employee volunteering in 
CSR activities throughout the year

At Mahindra Finance, we are tapping the energy hidden within 
us to power a sustainable society that is healthier, cleaner, 
greener, more literate and more equitable. Esops, our employee 
volunteering program harnesses the inexhaustible energy of 
our workforce in a structured manner and provides an effective 
platform to make a difference. At Mahindra Finance, we believe 
that the actions of the organization and its community are highly 
interdependent. Both on its own and as part of the Mahindra 
Group, through constant and collaborative interactions with our 
external stakeholders, Mahindra Finance strives to become an 
asset in the communities where it operates.

A widespread network of branches enables us to action a large 
number of volunteers in the selected location at the time of 
the project as well as prior to commencement of the project. 

This allows us to ensure that the normal business activities 
run parallel to the project, which helps us strike a sustainable 
balance between growing business and enhancing the public 
health of the less fortunate in the society around.

We have a CSR calendar, which is floated at the beginning of 
each financial year to all the regions as per the region's CSR 
commitments.

Number of Volunteers for CSR activities: 3,312
Number of Hours utilized: 14,808
30% increase over previous year

CSR activities are carried out across all locations and are centred 
on three key pillars of education, health and environment.

Health
Lifeline Express
India is a country of multiple realities where health ratio is 
very poor compared to the GDP due to population explosion. 
The rural and tribal areas, the socially backward and the 
economically disadvantaged forms a large population of the 
country, which remains completely cut off from the primary 
health care. The Lifeline Express consists five railway coaches 
equipped with latest medical and surgical facilities. It provides 
on-the-spot diagnostics, medical and surgical treatment free-of-
cost to inhabitants of remote areas of rural India where access 
to medical services is limited. Patients suffering from disabilities 
like Cleft Lip, Deafness, Polio (for children under 14 years) and 
Cataract are treated on board of the Lifeline Express.  
First-ever lifeline, only by Mahindra Finance was conducted 
at Puri (Odisha) from the September 24 – October 14, 2012 
where 2,550 beneficiaries from bottom of pyramid strata were 
benefitted. Earlier, lifeline was conducted in Rajgir (Bihar) 
in February 2012, in association with other Mahindra Group 
Company where total number of beneficiaries was 5,398. This is 
covered in the case study on Lifeline.

“I regularly volunteer in 
conducting blood donation 
camps as getting blood 
bottles in rural area is a 
big challenge. It gives me 
immense satisfaction and a 
proud feeling to hear from 
the beneficiaries.” 
- Mitesh Trivedi, Employee

 Patient check-ups for a variety of ailments at Lifeline Express 
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 Check-up camps conducted by Mahindra Finance give communities 
access to health services

Ambulance Donation
As part of our CSR initiatives, we donated ambulances to help 
mobilize medical facilities to locations, which were not within 
the reach of proper medical facilities. A thorough background 
check was done on the beneficiary, the scope of operations 
of the beneficiary, and the capability of the organizations to 
maintain the ambulance was made prior to the vehicle being 
donated to the beneficiary. The beneficiaries of the various 
ambulances donated in FY 2012-13 were:

No Location Name of Beneficiary
1 Barmer (Rajasthan) Manav Dharam Trust
2 Belgaum (Karnataka) Karnataka Lingayat Education 

Society
3 Dehradun (Uttaranchal) Rama Krishna Mission 

Sewaashram
4 Gorakhpur (Uttar 

Pradesh)
Hanuman Prasad Poddar 
Cancer Hospital & Research 
Institute

 Ambulance Donation is a key CSR initiative at Mahindra Finance

Health Check-up Camps
These camps provided free-of-cost health checkups to 
underprivileged people from various communities. Camps 
including those for Diabetes, Cardiac, Osteoporosis, HIV 
Awareness and Testing as well as eye checkups were organized 
throughout the year across India. Well-reputed and experienced 
doctors and medical staff attended to patients and provided 
medicines.

Donation for Palliative Care Unit
We received a request from Madhya Pradesh Cancer Chikitsa 
Evam Seva Samitee to help them in setting up a Palliative Care 
Unit in Jawaharlal Nehru Cancer Hospital, Bhopal. Palliative care 
is defined by the World Health Organization (WHO) as the active 
total care of patients whose disease is not responsive to curative 
treatment. The objectives of this Centre is to provide intensive 
pain control and palliative care not only to advanced cancer 
patients who are not able to visit and take regular treatment at 
cancer hospital after receiving standard protocol of all treatment, 
but also to those patients suffering from other ailments needing 
this support. We facilitated the hospital management in setting 
up this Palliative Care Centre by donating part of their required 
equipment cost as our CSR Drive in FY 2012-13.

Blood Donation Camps
We organized blood donation camps across India usually during 
December to February. These drives have active participation 
not only from employees, but also from other stakeholders like 
dealers, customers, vendors, and so on. Such active participation 
helps us to make a huge impact to the society around us and 
helps us unknowingly to save the lives of the people around us. 
We collected 1,084 bottles of blood in FY 2012-13 through  
our drives.

Social Performance

Beneficiaries Speak:

“We are very privileged 
to be associated with 
Mahindra Finance. The 
ambulance donated by 
Mahindra Finance will be 
of great help in servicing 
the healthcare needs of 
people.” 
- Mr. Purushottam President,  
Manav Dharam Trust
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Education
Visit to Orphanages/Municipal Schools/Old Age 
Homes
Our employees visit municipal schools, old age homes, leprosy 
homes and orphanages, spending time and organizing singing 
competitions, drawing competitions, fun and games for 
residents. Various gifts like school bags, stationery, blankets, 
clothes, grain, shoes and other necessities are donated. 

 Visits to municipality schools drive Mahindra Finance’s focus on 
education

Beneficiaries speak:

“Mahindra Finance helped 
provide our children 
electricity throughout the 
day. The DG set will also 
help us to provide 
pure water to our kids.” 
– Ms. Plakila Desouza, Karuna Welfare 
Trust, Vasai

Scholarship to Underprivileged students
We understand education is key to developing young minds. We 
provide scholarships/ educational assistance to needy children.

Donation of DG Sets
We donated three DG sets to NGOs in FY 2012-13. Thorough 
research was conducted by our regional CSR team to assess 
the need of eligible NGOs. After proper documentation, we 
finalized the NGOs. The identified NGOs work in the areas of 
social upliftment of street children, differently-abled children 
and socially or economically disadvantaged children. The NGOs 
where DG Sets were donated included:

No. Place Name of beneficiary

1 Maharashtra (Thane) Shri Nakoda Karna Badheer 
School

2 Andhra Pradesh 
(Vijaywada)

Street Kids Children Village

3 Head-office (Vasai) Karuna Welfare’s Trust – Karuna 
Sharan

Environment

Project Hariyali
Biodiversity is the variety seen amongst all life forms on land, 
water or air. It comprises diversity at three levels: genetic 
diversity (within species), species diversity (between species) 
and ecosystem diversity. India accounts for approximately 8% of 
all the recorded species of the world. We, at Mahindra, are also 
contributing in our small way to nurture and protect the 
rich biodiversity of India. Project Hariyali is a step towards 
nurturing biodiversity.

In FY 2012-13, Mahindra Finance planted 54,076 saplings across 
the country in schools, ashrams, old aged homes, co-operative 
housing societies, colleges and orphanages, among others.

“A visit to an orphanage 
was organized on March 
16. Almost 50 orphans 
and physically challenged 
children participated in 
the event and made it a 
successful one. We look 
forward to the opportunity 
to visit an orphanage in 
future.”
– Nandan Jyoti, Patgiri, Employee
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 Tree plantation drives at Mahindra Finance form an important 
component of Project Hariyali

We are aware that plantation is just the first step in the long 
journey of transforming saplings into trees. Hence, we closely 
nurture their growth and replant  
the ones that wither away.

Social Performance

Village Electrification
Many Indian villages are deprived of electricity. Our pan India 
existence allows us to transform lives where we operate. We 
decided to dispel darkness and spread light in the lives of the 
less fortunate in interior locations of Tamil Nadu where 165 Solar 
Street Lights have been installed as per the need analysis done.

Over 54,000 saplings 
planted across locations 
during the year under 
review.

“Tree plantation is an 
opportunity for us to come 
out of our routine schedule 
and do something good 
for the society and 
environment. This gives us 
utmost satisfaction, while 
seeing the growing tree 
roped by our own hands.” 
- Ravi Kumar Jain, Employee
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Lifeline Express
Accessibility to a majority of Indian villages pose a 
challenge. As healthcare services tend to be concentrated 
in urban areas, availability of medical facilities in rural 
regions is limited.

The World Health Organization estimates that the Indian 
government's spending on health stands at less than 4% of 
its total budget.

The Jeevan Rekha Express or Lifeline Express is a five-
coach train, launched on the July 16, 1991, by Impact India 
Foundation to provide healthcare facilities to rural masses. 
Healthcare services provided are absolutely free in an 
attempt to bridge the gap between haves and have-nots.

The first ever Lifeline Express Project, solely sponsored 
by Mahindra Finance, commenced with an inaugural 
ceremony on September 24, 2012 and completed its 
journey on October 14, 2012 in Puri (Odisha). The screening 
of patients began on September 25 with polio being the first 
disability to be treated. Twenty polio patients registered 
and consulted the doctors in the medical camp arranged by 
the Lifeline Express. Of the patients registered, six children 
were operated upon. Simultaneously, a dental camp was 
arranged at the Lifeline Express. One thousand one hundred 
and seventy two people availed services of the dental camp.

September 28 onwards, patients for hearing difficulties and 
cleft lip were screened. A total of 469 patients registered 
for hearing difficulties, out of which 260 took the audio-
metric test and 166 individuals were given free hearing aids. 
Among the screened, 62 patients underwent a surgery on 
the Lifeline Express.

The cleft lip disability registered 20 patients, out of which four 
were operated. All patients were provided free pre and post 
operative care facilities.

On September 29 and 30, those suffering from epilepsy were 
offered treatment. One hundred and forty eight patients were 
registered and were offered treatment. Eye treatment camps 
lasted from October 6 to 14, 2012. Seven hundred and twenty 
one individuals were registered, out of which 419 underwent 
surgeries.

Disability treated No. of patients 
screened

No. of patients 
operated

Polio 20 6
Cleft lip 20 4
Ear 469 62
Eye 721 419
Dental 1,172
Epilepsy 148
Hearing Aids distributed 164
Calipers given 14
Total beneficiaries 2,550

Case Study

Beneficiaries speak:

“I heard about Lifeline Express 
through one of my relatives who 
works in the district hospital of 
Puri. The entire experience was 
wonderful as I felt only a little 
pain post surgery. I am really 
grateful to Mahindra Finance as I 
will be able to work in my farms 
without any difficulty.”
– Namita Nag, Villager

 Patients await treatment at Lifeline Express
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Social Performance

Beneficiaries speak:

“The MMFSL staff was supportive 
and took very good care of me. 
The surgery went smoothly and I 
did not feel any pain.”
– Basanti Das, Villager

 Lifeline Express at Puri

Village Electrification Project (VEP)
India faces a significant energy deficit. Sunlight, a renewable 
and endless source of energy, remains widely untapped. It is 
also non-polluting and causes no harm to the environment. 
Mahindra Finance focuses on this source of energy for its 
Village Electrification Project. The objective of the VEP is 
primarily to help the less fortunate in the remote parts of 
rural India where electrification has not taken place. The 
objective of this Project is perfectly aligned with our mission 
of transforming rural lives and driving positive change in 
these communities.

In 2013, we installed a total of 165 solar street lights in 
Madurai, Sivakasi, Dindigul, Tenkasi, and Tuticorin, Tamil 
Nadu. The villages selected were on the basis of the lack 
of distribution of electricity facilities. A detailed study was 
conducted after which these villages were zeroed in on. 
Another aim of the site survey was to locate where exactly 

these street lights should be setup and identifying the unlit 
areas so that maximum benefit could be brought to the 
villagers, i.e. areas that were frequented by the residents 
and were high density meeting spots. A local team including 
the panchayat was also consulted to be able to correctly 
locate the right areas for setting up lights. Along with 
providing basic lighting, the VEP brought other advantages. 
With lighting available, the quality of life of the villagers has 
improved. Their standard of living has gone up. The initiative 
has also improved the image of the village. It has provided 
increased security to villagers. Even during power cuts, 
residents get the benefit of light. Further, villagers do not 
have to bear any cost for it.

The VEP, in addition to improving the lives of villagers, has 
helped Mahindra Finance increase its brand value. Mahindra 
Finance reaps the benefit of the recognition and respect of 
its parent brand Mahindra. 
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Independent Assurance Statement
To the Management of Mahindra Financial Services Sector

Introduction
KPMG was engaged by Mahindra Financial Services Sector (FSS) to provide independent assurance on its Sustainability Report (‘the 
Report’) for the Financial Year (FY) 2012 -13. 

Which assurance standards did we use?
We conducted our work in accordance with requirements of ‘Limited Assurance’ as per International Federation of Accountants’ (IFAC) 
International Standard for Assurance Engagements [ISAE 3000 (Revised), Assurance Engagements Other than Audits or Reviews of 
Historical Financial Information] which requires, among other requirements, that the members of the assurance team (practitioners) 
as well as the assurance firm (assurance provider) be independent of the assurance client, 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 behavior. KPMG has systems and processes in place to monitor compliance with the Code 
and to prevent conflicts regarding independence

What was included in the scope of our assurance engagement?
The scope of assurance includes verification of content and quality of sustainability data and information for the period 01 April 2012 
to 31 March 2013 as presented in the Report, in line with the requirements of the Global Reporting Initiative’s (GRI) G3.1 Guidelines for 
Sustainability Reporting including the Financial Services Sector Supplement. 

The Report covers the following entities: Mahindra and Mahindra Financial Services Ltd. (MMFSL), Mahindra Insurance Brokers Ltd. 
(MIBL), Mahindra Rural Housing Finance Ltd. (MRHFL), and Mahindra Business & Consulting Services Private Ltd. (MBCSPL); and is 
limited to Head Office (HO) and Regional Offices (ROs) of the companies as follows:

•	 North	–	Chandigarh,	Delhi,	Jaipur	and	Lucknow

•	 East	–	Bhubaneswar,	Kolkata,	Guwahati

•	 West	–	Ahmedabad,	Mumbai	(HO),	Pune,	Thane,	Nagpur,	Nashik

•	 South	–	Bengaluru,	Kochi,	Hyderabad,	Chennai

•	 Centre	–	Bhopal,	Patna,	Raipur,	Ranchi

What were the specific limitations or exclusions?
The scope of work clearly excludes activities related to: 

•	 Data	or	information	other	than	that	covered	in	assurance	scope	mentioned	above.

•	 Data	or	information	from	any	of	the	branches	of	FSS.

•	 Data	or	information	related	to	FSS’s	financial	performance,	sourced	from	its	audited	annual	report	for	FY	2012-13.

•	 Any	statement	indicating	intention,	opinion,	belief	and	/	or	aspiration.

What were the main elements of our work?
Our work procedures depend on our experience and judgment, including assessment of risks of material misstatement of performance 
indicators and disclosures and our review of internal controls related to preparation and presentation of the sustainability data and 
information. Our procedures were designed to gather sufficient appropriate evidence on a representative sample basis to determine 
that the reported information is not materially misstated. The major elements of our approach include:

•	 Assessment	of	stakeholder	consultation	process	and	materiality	assessment.

•	 Interaction	with	Senior	Management	and	sustainability	core	group	at	the	Head	office.
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•	 Verification	of	systems	and	procedures	used	for	data	collection,	collation,	and	analysis

•	 Evaluating	the	Report’s	content	to	ascertain	its	application	level	as	per	the	criterion	mentioned	in	the	Global	Reporting	Initiative’s	
G3.1 Guidelines.

What are our conclusions?
Based on the review and work performed and with reference to the scope and limitations mentioned above, nothing has come to our 
attention that causes us not to believe that: 

•	 The	sustainability	data	and	information	presented	in	the	Report	are	fairly	stated,	in	all	material	aspects,	and	in	line	with	principles	
of the GRI G3.1 Guidelines on Sustainability Reporting.

•	 The	Report	meets	the	requirements	of	‘A+’	application	level	of	the	GRI	G3.1	Guidelines	on	Sustainability	Reporting.

What are our key observations? 
The following is an excerpt from the observations and opportunities reported to the management of FSS. These do not, however, affect 
our conclusions regarding the Report, and they are consistent with the management action plans

•	 FSS	conducted	a	materiality	assessment	for	the	current	reporting	period.	The	methodology	of	materiality	determination	used	for	
the Report uses the perspectives of senior representatives from various functions of the company. The outcome has not missed 
out any significant, known material issues, but the process needs to be strengthened by including specific inputs from external 
stakeholders.

•	 During	the	desk	review,	data	transcription	and	calculation	errors	were	detected	and	resolved.

Responsibilities
The management of FSS is responsible for developing the Report contents. FSS is also responsible for identification of material 
sustainability issues, establishing and maintaining appropriate performance management systems, internal controls and derivation of 
reported performance data. Our responsibility is to express our conclusions with reference to the scope of assurance. We conducted 
this engagement with a multi-disciplinary team including professionals with suitable skills and experience in auditing environmental, 
social and economic information in line with the requirements of ISAE 3000 standard. 

This statement is made solely to the Management of FSS 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 FSS those matters for which we have been engaged to state in 
this assurance statement and for no other purpose. To the fullest extent permitted by law, we do not accept or assume responsibility 
to anyone other than FSS for our work or for the conclusions expressed in this independent assurance statement. By reading this 
assurance statement, FSS’s stakeholders acknowledge and agree to the limitations and disclaimers mentioned above.

 
Santhosh Jayaram  18 March 2014
Technical Director
KPMG, India
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G3.1 Content Index - Financial Services Sector Supplement
Application Level Assured 

by

STANDARD DISCLOSURES PART I: Profile Disclosures
1. STRATEGY AND ANALYSIS

Profile 
Disclosure Description Reported Cross-reference/

Direct answer

If applicable, 
indicate the part 
not reported

Reason 
for 
omission

Explanation

1.1 Statement from the most 
senior decision-maker of the 
organization

Fully Pg 1 - 2

1.2 Description of key impacts, risks, 
and opportunities

Fully Pg 16-17 AR  
Pg 75-77

2. ORGANIZATIONAL PROFILE

2.1 Name of the organization Fully Pg 4-8

2.2 Primary brands, products,  
and/or services

Fully Pg 4-8

2.3 Operational structure of the 
organization, including main 
divisions, operating companies, 
subsidiaries, and joint ventures

Fully Pg 4-8

2.4 Location of organization's 
headquarters

Fully Pg 3

2.5 Number of countries where 
the organization operates, 
and names of countries with 
either major operations or that 
are specifically relevant to the 
sustainability issues covered in 
the report

Fully Pg 10

2.6 Nature of ownership  
and legal form

Fully Pg 7

2.7 Markets served (including 
geographic breakdown, sectors 
served, and types of customers/
beneficiaries)

Fully Pg 7, 10

2.8 Scale of the reporting 
organization

Fully Pg 7, 10, 36 
Mahindra & 
Mahindra Financial 
Services Limited 
Annual Report 2012-
13 : Pg 38, 49

2.9 Significant changes during the 
reporting period regarding size, 
structure, or ownership

Fully There were no 
significant changes 
during the reporting 
period.

2.10 Awards received in the  
reporting period

Fully Pg 15

3. REPORT PARAMETERS

3.1 Reporting period (e.g., fiscal/
calendar year) for information 
provided

Fully Pg 3

3.2 Date of most recent previous 
report (if any)

Fully Pg 3
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3.3 Reporting cycle (annual,  
biennial, etc.)

Fully Pg 3

3.4 Contact point for questions 
regarding the report or its 
contents.

Fully Pg 3

3.5 Process for defining  
report content

Fully Pg 15-17 We have 
mentioned the 
detailed exercise 
on materiality 
that was done in 
2012-13. Significant 
stakeholders,

3.6 Boundary of the report (e.g., 
countries, divisions, subsidiaries, 
leased facilities, joint ventures, 
suppliers). See GRI Boundary 
Protocol for further guidance

Fully Pg 3

3.7 State any specific limitations 
on the scope or boundary of 
the report (see completeness 
principle for explanation of 
scope)

Fully Pg 3

3.8 Basis for reporting on joint 
ventures, subsidiaries, leased 
facilities, outsourced operations, 
and other entities that can 
significantly affect comparability 
from period to period and/or 
between organizations

Fully Pg 3

3.9 Data measurement techniques 
and the bases of calculations, 
including assumptions 
and techniques underlying 
estimations applied to the 
compilation of the Indicators and 
other information in the report. 
Explain any decisions not to 
apply, or to substantially diverge 
from, the GRI Indicator Protocols

Fully Pg 22, 24-25

3.10 Explanation of the effect of any 
re-statements of information 
provided in earlier reports, and 
the reasons for such re-statement 
(e.g. mergers/acquisitions, 
change of base years/periods, 
nature of business, measurement 
methods)

Not Does not 
exist

This is the 
first report of 
FSS.

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

Fully There were no 
significant changes 
during reporting 
period.

Does not 
exist

Profile 
Disclosure Description Reported Cross-reference/

Direct answer

If applicable, 
indicate the part 
not reported

Reason 
for 
omission

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

Fully Pg 63 onwards

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

Fully Pg 64-65 Assurance 
Statements

4. GOVERNANCE, COMMITMENTS, AND ENGAGEMENT

4.1 Governance structure of 
the organization, including 
committees under the highest 
governance body responsible 
for specific tasks, such as setting 
strategy or organizational 
oversight

Fully Pg 11

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

Fully Pg 11

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

Fully Mahindra & 
Mahindra Financial 
Services Limited 
Annual Report 2012-
13 : Pg 51

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

Fully Pg 11

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

Fully Mahindra & 
Mahindra Financial 
Services Limited 
Annual Report 2012-
13 : Pg 54-55

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

Fully Mahindra & 
Mahindra Financial 
Services Limited 
Annual Report 2012-
13 : Pg 51-54

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

Fully Mahindra & 
Mahindra Financial 
Services Limited 
Annual Report 2012-
13 : Pg 50-51

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

Fully Pg 8, 11-13

Profile 
Disclosure Description Reported Cross-reference/

Direct answer

If applicable, 
indicate the part 
not reported

Reason 
for 
omission

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

Fully The frequency is 
annual

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

Fully Mahindra & 
Mahindra Financial 
Services Limited 
Annual Report 2012-
13 Pg 54

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

Fully Pg 22

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

Fully Pg 27-28

4.13 Memberships in associations 
(such as industry associations) 
and/or national/international 
advocacy organizations in 
which the organization: * 
Has positions in governance 
bodies; * Participates in projects 
or committees; * Provides 
substantive funding beyond 
routine membership dues; or * 
Views membership as strategic

Fully Pg 11-14

4.14 List of stakeholder groups 
engaged by the organization

Fully Pg 15-17

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

Fully Pg 15-17

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

Fully Pg 15-17

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

Fully Pg 15-17

Profile 
Disclosure Description Reported Cross-reference/

Direct answer

If applicable, 
indicate the part 
not reported

Reason 
for 
omission

Explanation

G3.1 Content Index
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STANDARD DISCLOSURES PART II: Disclosures on Management Approach (DMAs)

G3.1 FSSS 
DMAs Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason 
for 
omission

Explanation
To be 
reported 
in

DMA PS Disclosure on 
Management  
Approach PS

Aspects Product Portfolio Fully Pg 41-42

FS1 Policies with specific 
environmental and social 
components applied to 
business lines

Not Not 
applicable

MMFSL 
offerings are 
not known 
to have 
environmental 
and/or social 
implications

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

Not Not 
applicable

MMFSL is 
a financial 
organization, 
thus, none of 
our processes 
perceive any 
direct and/
or material 
environmental 
and/or social 
risks

FS3 Processes for monitoring 
clients' implementation 
of and compliance with 
environmental and 
social requirements 
included in agreements or 
transactions

Not Not 
applicable

MMFSL does 
not provide any 
commercial/ 
corporate 
banking or 
insurance 
services.

FS4 Process(es) for improving 
staff competency 
to implement the 
environmental and  
social policies and 
procedures as applied to 
business lines

Not Not 
applicable

Since the 
associated 
environmental 
and social 
policies and 
processes 
do not exist, 
processes for 
improving staff 
competency
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FS5 Interactions with clients/
investees/business 
partners regarding 
environmental and social 
risks and opportunities

Not Not 
applicable

Currently we 
do not interact 
with clients/ 
investees/ 
business 
partners 
regarding 
social and  
environmental 
risks and 
opportunities, 
as our client 
base consists 
only of 
individual 
clients, who do 
not pose any 
environmental/ 
social risks to 
our business.

Audits Not Not 
applicable

Currently, 
FSS does 
not have an 
environmental 
or a social 
policy

Active Ownership Not Not 
applicable

Currently 
FSS, does not 
carry out the 
activities / 
monitor the 
data required 
for the FS10, 
FS11 and FS12 
indicators

DMA EC Disclosure on Management Approach EC

Aspects Economic Performance 
COMM

Fully Pg 36-37

Market presence Fully Pg 36-37

Indirect economic 
impacts

Fully Pg 36-37

DMA EN Disclosure on Management Approach EN

Aspects Materials Fully Pg 22-24

Energy Fully Pg 22-24

Water Fully Pg 22-24

Biodiversity Fully Pg 22-24

Emissions, effluents and 
waste

Fully Pg 22-24

Products and services Fully Pg 22-24

Compliance Fully Pg 22-24

Transport Fully Pg 22-24

Overall Fully Pg 22-24

G3.1 FSSS 
DMAs Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason 
for 
omission

Explanation
To be 
reported 
in

G3.1 Content Index
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DMA LA Disclosure on Management Approach LA

Aspects Employment Fully Pg 27-34

Labor/management 
relations

Fully Pg 27-34

Occupational health and 
safety COMM

Fully Pg 27-34

Training and education Fully Pg 27-34

Diversity and equal 
opportunity

Fully Pg 27-34

Equal remuneration for 
women and men

Fully Pg 27-34

DMA HR Disclosure on Management Approach HR

Aspects Investment and 
procurement practices

Fully Pg 27-34

Non-discrimination Fully Pg 27-34

Freedom of association 
and collective bargaining

Fully Pg 27-34

Child labour Fully Pg 27-34

Prevention of forced and 
compulsory labour

Fully Pg 27-34

Security practices Fully Pg 27-34

Indigenous rights Fully Pg 27-34

Assessment Fully Pg 27-34

Remediation Fully Pg 27-34

DMA SO Disclosure on Management Approach SO

Aspects Local communities Fully Pg 50-53

Corruption Fully Pg 50-53

Public policy Fully Pg 50-53

Anti-competitive behavior Fully Pg 50-53

Compliance Fully Pg 50-53

DMA PR Disclosure on Management Approach PR

Aspects Customer health and 
safety

Fully Pg 41-45

Product and service 
labelling

Fully Pg 41-45

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

Fully Pg 12-13

Marketing 
communications

Fully Pg 41-45

Customer privacy Fully Pg 41-45

Compliance Pg 41-45

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason 
for 
omission

Explanation
To be 
reported 
in
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STANDARD DISCLOSURES PART III: Performance Indicators
PRODUCT AND SERVICE IMPACT

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason 
for 
omission

Explanation
To be 
reported 
in

Product Portfolio

FS6 Percentage of the 
portfolio for business lines 
by specific region, size 
(e.g. micro/SME/large) 
and by sector

Fully AR 12-13 , 
more than 90% 
of the loans 
disbursed were 
to customers 
in villages 
having an 
average annual 
household 
income of less 
than Rs. 2 Lacs

FS7 Monetary value of 
products and services 
designed to deliver a 
specific social benefit for 
each business line broken 
down by purpose

Fully Pg 38, our 
business 
model helps 
customers grow 
by providing 
them loans 
based on their 
future earning 
capacities. 
Currently, the 
monetary value 
of our product 
and services is 
Rs. 23,83,858.

FS8 Monetary value of 
products and services 
designed to deliver a 
specific environmental 
benefit for each business 
line broken down by 
purpose

Not Not 
available

FSS has not 
designed 
products and 
services to 
deliver specific 
environmental 
benefits in 
the current  
reporting year

2015

Audit

FS9 Coverage and frequency 
of audits to assess 
implementation of 
environmental and 
social policies and risk 
assessment procedures

Not Not 
available

Policies and 
procedures do 
not exist. In the 
current year of 
report, no audit 
was conducted.

2015

G3.1 Content Index
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Active Ownership

FS10 Percentage and number 
of companies held 
in the institution's 
portfolio with which the 
reporting organization 
has interacted on 
environmental or  
social issues

Not Not 
applicable

FSS does not 
have any asset 
management 
operations 
as well as we 
are not in the 
business of 
investment 
banking and 
insurance, 
therefore, 
environmental 
and social 
interaction 
with other 
companies in 
portfolio is not 
relevant

FS11 Percentage of assets 
subject to positive and 
negative environmental or 
social screening

Not Not 
applicable

FSS does not 
have any asset 
management 
operations 
and, therefore, 
environmental 
and social 
interaction with 
other companies 
in portfolio is not 
relevant

FS12 Voting policy(ies) applied 
to environmental or 
social issues for shares 
over which the reporting 
organization holds the 
right to vote shares or 
advises on voting

Not Not 
applicable

FSS is not in 
the business 
of investment 
banking

ECONOMIC

Economic Performance

EC1COMM Direct economic value 
generated and distributed, 
including revenues, 
operating costs, employee 
compensation, donations 
and other community 
investments, retained 
earnings, and payments 
to capital providers and 
governments

Fully Pg 37

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

Fully Pg 37 & AR 
89-90

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in
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EC3 Coverage of the 
organization's defined 
benefit plan obligations

Fully Pg 36-38, AR 
136-137

EC4 Significant financial 
assistance received from 
government

Fully We have not 
received any 
financial 
assistance from 
government.

Market Presence

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

Not Mahindra & 
Mahindra 
Financial 
Services 
Limited does 
not report on 
salary related 
data

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

Fully Pg 38

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

Fully Currently, 
Mahindra & 
Mahindra 
Financial 
Services Limited 
does not have 
any specific 
procedure for 
local hiring 
of senior 
management. 
The hiring 
takes place 
purely on merit 
irrespective of 
location of the 
person.

Indirect economic impacts

EC8 Development and 
impact of infrastructure 
investments and services 
provided primarily for 
public benefit through 
commercial, in-kind, or 
pro bono engagement

Fully Pg 52

EC9 Understanding and 
describing significant 
indirect economic 
impacts, including the 
extent of impacts

Not 2015

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in

G3.1 Content Index
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ENVIRONMENTAL

Materials

EN1 Materials used by weight 
or volume

Fully Pg 24

EN2 Percentage of materials 
used that are recycled 
input materials

Partially Pg 24 Percentage 
values

 Not 
available

 Sectors/ 
locations 
are recycling 
and reusing 
the material. 
Monitoring 
mechanism is 
under study

2015

Energy

EN3 Direct energy 
consumption by primary 
energy source

Fully Pg 23

EN4 Indirect energy 
consumption by  
primary source

Fully Pg 23

EN5 Energy saved due 
to conservation and 
efficiency improvements

Fully Pg 23

EN6 Initiatives to provide 
energy-efficient or 
renewable energy based 
products and services, 
and reductions in energy 
requirements as a result 
of these initiatives

Fully Pg 23, 25-26

EN7 Initiatives to reduce 
indirect energy 
consumption and 
reductions achieved

Fully Pg 23

Water

EN8 Total water withdrawal  
by source

Fully Pg 23-24

EN9 Water sources 
significantly affected by 
withdrawal of water

Not Pg 23-24 Not 
applicable

EN10 Percentage and total 
volume of water recycled 
and reused

 Partially Pg 23-24 Not 
available

 Sectors/ 
locations 
are recycling 
and reusing 
the water. 
Monitoring 
mechanism is 
under study

2015

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in
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Biodiversity

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

Fully Pg 58-59

EN12 Description of significant 
impacts of activities, 
products, and services on 
biodiversity in protected 
areas and areas of high 
biodiversity value outside 
protected areas

Fully Pg 58-59

EN13 Habitats protected or 
restored

Fully Not 
applicable

EN14 Strategies, current 
actions, and future plans 
for managing impacts on 
biodiversity

Not Not 
Available

2015

EN15 Number of IUCN Red List 
species and national 
conservation list species 
with habitats in areas 
affected by operations 
and by level of extinction 
risk

 Not None of our 
plants are 
located near 
the habitats 
where IUCN red 
list species are 
observed.

 Not 
Applicable

Emissions, Effluents and Waste

EN16 COMM Total direct and indirect 
greenhouse gas emissions 
by weight

 Fully Pg 22-23

EN17 Other relevant indirect 
greenhouse gas emissions 
by weight

 Fully Pg 22-23

EN18 Initiatives to reduce 
greenhouse gas emissions 
and reductions achieved

 Fully Pg 22-23

EN19 Emissions of  
ozone-depleting 
substances by weight

Not Not 
applicable

We do not 
report this 
information 
as it is not 
applicable to 
our business 
because none 
of the services 
offered by us 
emit ozone 
depleting 
substances.

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in

G3.1 Content Index
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EN20 NOx, SOx, and other 
significant air emissions 
by type and weight

Not Not 
material

We do not 
report this 
information 
as it is not 
applicable to 
our business 
because none 
of the services 
offered by us 
emit Nox, Sox 
or other air 
emissions

EN21 Total water discharge by 
quality and destination

 Fully Pg 23-24

EN22 COMM Total weight of  
waste by type and 
disposal method

 Fully Pg 24-25

EN23 Total number and volume 
of significant spills

Not Not 
applicable

We do not 
report this 
information 
as it is not 
applicable to 
our business 
because none 
of the services 
offered by 
us involve 
spillages.

EN24 Weight of transported, 
imported, exported, or 
treated waste deemed 
hazardous under the 
terms of the Basel 
Convention Annex I, II, III, 
and VIII, and percentage 
of transported waste 
shipped internationally

 Not Not 
applicable

EN25 Identity, size, protected 
status, and biodiversity 
value of water bodies 
and related habitats 
significantly affected 
by the reporting 
organization's discharges 
of water and runoff

 Not Not 
applicable

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in
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Products and Services

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

Fully Pg 38-40

EN27 Percentage of products 
sold and their packaging 
materials that are 
reclaimed by category

Not Not 
applicable

We do not 
report this 
information 
as it is not 
applicable to 
our business 
because none 
of the services 
offered by 
us involve 
packaging.

Compliance

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

Fully Pg 37

Transport

EN29 Significant environmental 
impacts of transporting 
products and other goods 
and materials used for the 
organization's operations, 
and transporting 
members of the workforce

Fully Pg 22-23

Overall

EN30 Total environmental 
protection expenditures 
and investments by type

 Not  Not 
available

2015

SOCIAL: LABOR PRACTICES AND DECENT WORK

Employment

LA1 Total workforce by 
employment type, 
employment contract, 
and region, broken down 
by gender

Fully Pg 28

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

Fully Pg 33

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in

G3.1 Content Index
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LA3 Benefits provided to 
full-time employees 
that are not provided to 
temporary or part-time 
employees, by major 
operations

Fully AR 89-90 Not 
available

2015

LA15 Return to work and 
retention rates after 
parental leave, by gender

Not Not 
available

Currently, we 
do not track 
the data for 
retention  
rates after 
parental leave

2015

Labor/management relations

LA4 Percentage of employees 
covered by collective 
bargaining agreements

Not Not 
applicable

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

Not Not 
applicable

Occupational health and safety

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

Not Not 
available

2015

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

Not Not 
available

We do not 
report this 
information yet 
as we have not 
been able to 
gather the data 
in the reporting 
year. We are 
in the process 
of setting 
the robust 
mechanism  
in place.

2015

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

Fully Pg 30-35

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

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

Fully Pg 30-35

Training and Education

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

Partially Pg 34 Gender and 
Employment 
Category

Not 
available

We have 
provided the 
total number 
of employees 
and training 
hours for each 
category. 
However, 
the average 
has not been 
calculated.

2015

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

Not Not 
available

2015

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

Fully All employees 
are part of 
the formal 
Performance 
Management 
System.

Diversity and Equal Opportunity

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

Partially Pg. 28 & 34, AR 
56-57

Breakdown 
of employees 
per 
employee 
category, 
according to 
age group, 
minority 
group 
membership 
and other 
indicators of 
diversity

Not 
available

At present, 
there is no 
process of 
categorizing 
the employee 
as per 
demographies. 
It will be 
reported after 
setting the 
process.

2015

Equal Remuneration for Women and Men

LA14 Ratio of basic salary 
and remuneration 
of women to men by 
employee category and 
by significant locations of 
operation

Not Not 
available

The ratio is 1:1, 
but currently, 
we do not track 
the same. The 
process will 
be developed 
to report this 
indicator.

2015

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in

G3.1 Content Index
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SOCIAL: HUMAN RIGHTS

Investment and Procurement Practices

HR1COMM Percentage and total 
number of significant 
investment agreements 
and contracts that include 
clauses incorporating 
human rights concerns, 
or that have undergone 
human rights screening

Not Not 
available

Currently, we 
do not monitor 
the number 
of significant 
investment 
agreements/
contracts, 
which include 
human rights 
concerns 
or have 
undergone 
human rights 
screening

2015

HR2 Percentage of significant 
suppliers, contractors and 
other business partners 
that have undergone 
human rights screening, 
and actions taken

Fully Pg 27-29 We 
do not carry 
out screening 
for the human 
rights. However, 
human rights 
clauses are 
incorporated 
in the supplier/
contractor 
agreements 
and audit 
checklists

HR3 Total hours of employee 
training on policies and 
procedures concerning 
aspects of human rights 
that are relevant to 
operations, including  
the percentage of 
employees trained

Not Not 
available

2015

Non-discrimination

HR4 Total number of incidents 
of discrimination and 
corrective actions taken

Fully No incidents 
occurred during 
the reporting 
period.

Freedom of Association and Collective Bargaining

HR5 Operations and significant 
suppliers identified in 
which the right to exercise 
freedom of association 
and collective bargaining 
may be violated or at 
significant risk, and 
actions taken to  
support these rights

Not Not 
applicable

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in
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Child labour

HR6 Operations and significant 
suppliers identified as 
having significant risk for 
incidents of child labour, 
and measures taken to 
contribute to the effective 
abolition of child labour

Fully Pg 27-29

Prevention of Forced and Compulsory Labour

HR7 Operations and significant 
suppliers identified as 
having significant risk 
for incidents of forced or 
compulsory labour, and 
measures to contribute 
to the elimination of 
all forms of forced or 
compulsory labour

Fully Pg 27-29

Security Practices

HR8 Percentage of security 
personnel trained in the 
organization's policies or 
procedures concerning 
aspects of human rights 
that are relevant to 
operations

Fully Pg 27-29 Not 
available

2015

Indigenous Rights

HR9 Total number of incidents 
of violations involving 
rights of indigenous 
people and actions taken

Fully No incidents 
occurred during 
the reporting 
period.

Assessment

HR10 Percentage and total 
number of operations 
that have been subject 
to human rights 
reviews and/or impact 
assessments

Not Not 
available

Currently, we 
do not carry 
out explicit 
human rights 
reviews.

2015

Remediation

HR11 Number of grievances 
related to human rights 
filed, addressed and 
resolved through formal 
grievance mechanisms

Fully No incidents 
occurred during 
the reporting 
period.

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in

G3.1 Content Index
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SOCIAL: SOCIETY

Local Communities

SO1 (FSSS) Nature, scope, and 
effectiveness of any 
programs and practices 
that assess and manage 
the impacts of operations 
on communities, 
including entering, 
operating and exiting

Fully Pg 50-52

SO1 (G3.1) Percentage of operations 
with implemented local 
community engagement, 
impact assessments and 
development programs

Fully Pg 50-52

FS13 Access points in 
low-populated 
or economically 
disadvantaged  
areas by type

Fully Pg 42-43

FS14 Initiatives to 
improve access to 
financial services for 
disadvantaged people

Fully Pg 42-43

SO9 Operations with 
significant potential or 
actual negative impacts 
on local communities

Fully There are no 
operations 
with significant 
impact on local 
communities

SO10 Prevention and mitigation 
measures implemented 
in operations with 
significant potential or 
actual negative impacts 
on local communities

Not There are no 
operations 
with significant 
impact on local 
communities

Corruption

SO2 Percentage and total 
number of business units 
analyzed for risks related 
to corruption

Not Not 
available

Currently,we 
do not conduct 
risk analysis 
related to 
corruption

2015

SO3 Percentage of employees 
trained in organization's 
anti-corruption policies 
and procedures

Fully Pg 21  
Anti-corruption 
training is 
provided to 
all employees 
during 
induction.

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in
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SO4 Actions taken in response 
to incidents of corruption

Fully There have 
been no 
reported 
incidents of 
corruption

Public Policy

SO5 Public policy positions 
and participation in public 
policy development  
and lobbying

Fully Pg 13-14

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

Fully We did not give 
any financial 
and in-kind 
contributions to 
political parties, 
politicians 
and related 
institutions.

Anti-competitive Behavior

SO7 Total number of 
legal actions for anti-
competitive behavior, 
anti-trust, and monopoly 
practices and their 
outcomes

Fully No incidents 
were reported 
for the reporting 
period

Compliance

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

Fully Pg 12

SOCIAL: PRODUCT RESPONSIBILITY

Customer Health and Safety

PR1 Life cycle stages in 
which health and safety 
impacts of products and 
services are assessed 
for improvement, and 
percentage of significant 
products and services 
categories subject to such 
procedures

Fully Pg 45

PR2 Total number of incidents 
of non-compliance with 
regulations and voluntary 
codes concerning health 
and safety impacts of 
products and services 
during their life cycle, by 
type of outcomes

Fully Pg 45

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in

G3.1 Content Index
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Product and Service Labelling

PR3 Type of product and 
service information 
required by procedures, 
and percentage of 
significant products and 
services subject to such 
information requirements

Fully Pg 45

PR4 Total number of incidents 
of non-compliance with 
regulations and voluntary 
codes concerning product 
and service information 
and labelling, by type of 
outcomes

Fully There have 
been no 
incidents 
of non-
compliance.

PR5 Practices related to 
customer satisfaction, 
including results of 
surveys measuring 
customer satisfaction

Fully Pg 44

FS16 Initiatives to enhance 
financial literacy by type 
of beneficiary

Partially Multilingual 
brochures 
and national 
language 
websites are 
available. More 
awareness 
sessions will be 
conducted.

We do not 
monitor 
the type of 
beneficiary

Not 
available

There is no 
process of 
monitoring 
the type of 
beneficiary.

2017

Marketing Communications

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

Fully We follow 
internal 
company brand 
manual.

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

Not Not 
available

2015

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in
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Customer Privacy

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

Fully Pg 41

Compliance

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

Fully Pg 44

Performance 
Indicator Description Reported

Cross-
reference/
Direct answer

If applicable, 
indicate 
the part not 
reported

Reason for 
omission Explanation

To be 
reported 
in

G3.1 Content Index
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ABCI Association of Business Communicators of India

AIDS Acquired Immunodeficiency Syndrome

BoP Bottom of the Pyramid

CO2 Carbon Dioxide

CDP Carbon Disclosure Project

CEO Chief Executive Officer

CGC Corporate Governance Cell

CFO Chief Financial Officer

CII Confederation of Indian Industry

CIO Chief Information Officer

CPCB Central Pollution Control Board

CRISIL Credit Rating & Information Services of India 
Limited

CSR Corporate Social Responsibility

DJSI Dow Jones Sustainability Index

DNA Data Not Available

EMI Equated Monthly Installment

Esops Employee Social Option Scheme

FICCI Federation of Indian Chamber of Commerce and 
Industry

FIDC Finance Industry Development Council

FSS Financial Services Sector

FTM First Time Managers

GDP Gross Domestic Product

GHG Greenhouse Gas

GJ Giga Joules

GEB Group Executive Board

GRI Global Reporting Initiative

HHD Hand Held Device

HO Head Office

HR Human Resources

HRD Human Resource Development

ICT Information, Communication, and Technology

INR Indian Rupee

IT Information Technology

KCMET K. C. Mahindra Educational Trust

 KCPL Karvy Computershare private Limited

LTV Loan-To-Value

MAS Mahindra Arogya Suraksha

MBCSPL Mahindra Business & Consulting Services Private 
Limited

MD Managing Director

MIBL Mahindra Insurance Brokers Ltd.

MLS Mahindra Sampoorna Suraksha

MMFSL Mahindra & Mahindra Financial Services Limited

MRHFL Mahindra Rural Housing Finance Ltd.

 MLS Mahindra Sampoorna Suraksha

NAPCC National Action Plan on Climate Change

NASSCOM National Association of Software & Services 
Companies

NBFC Non-Banking Financial Companies

NGO Non Governmental Organization

NIS Not in Scope

PAT Profit After Tax

RBI Reserve Bank of India

RO Regional Offices

ROI Return On Investment

SEBI Securities and Exchange Board of India

SIAM Society of Indian Automobiles Manufacturers

SEBI Securities and Exchange Board of India

TAT Turnaround Time

UNDP United Nations Development Program

ACRONYMS
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Carbon Disclosure Project (CDP) - is an organization that 
works with shareholders and corporations to disclose the 
greenhouse gas emissions of major corporations. M&M Limited is 
a signatory for CDP.

CRISIL Level 1 - rating that indicates the Company's capability 
with regard to corporate governance and value creation for all 
stakeholders is the highest.

G3.1 Guidelines are an update and completion of the third 
generation of GRI's process guidance on how to define the 
content of a sustainability report

kWh - The kilowatt-hour (symbolized kWh) is a unit of energy 
equivalent to one kilowatt of power expended for one hour 
of time. The kilowatt-hour is not a standard unit in any formal 
system, but it is commonly used in electrical applications

Scope I - Scope 1 greenhouse gas emissions occur from 
sources that are owned or controlled by a Company, such as 
combustion facilities (e.g. boilers, furnaces, burners, turbines, 
heaters, incinerators, engines, flares etc), combustion of fuels 
in transportation (e.g.: cars, buses, planes, ships, barges, 
trains etc) and physical or chemical processes (e.g. in cement 
manufacturing, catalytic cracking in petrochemical processing, 
aluminium smelting, and so on.).

Scope II - Scope 2 GHG emissions are from the generation by 
another party of electricity that is purchased and consumed by 
the Company. This is described as ‘purchased electricity’ for the 
purposes of the GHG Protocol.

Scope III - Other indirect greenhouse gas emissions, including 
those associated with employee travel, supply chain, leased 
assets, outsourced activities, use of products and waste 
disposal.

GLOSSARY
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