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At Mahindra & Mahindra Financial Services Sector (MMFSS), change has been a 
harbinger of possibilities and has prompted us to transcend our value-creation abilities. 
Our agile culture enables us to believe ‘Change is Good’ – it helps us adapt, grow and 
set out further on the road to success. 

Change begins with our stakeholders and our commitment towards co-creating a 
better future for all our partners in progress. Our rich insights derived from 
our decades-long experience of operating in India’s rural and semi-urban markets 
have enabled us to understand the unmet needs and aspirations of the country’s 
vast underbanked and unbanked milieu. We have developed our products and services 
in line with the local aspirations, enabling our customers to ‘Rise’ with confidence.

About the Cover 
The cover depicts an abstract 
representation of how Mahindra 
Finance is 'Stepping up to the changing 
market needs; how the Company sees 
opportunity behind every obstacle'.

Change is good
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ABOUT THE REPORT
Approach to Reporting 
Sustainability lies at the heart of Mahindra 
Finance’s business model, driving responsible 
growth and creating new opportunities for 
shared success. In our 7th Sustainability Report, 
we present our value-creation story to all 
stakeholders, incorporating key financial and 
non-financial aspects that include information 
on our environmental, social and governance 
performance. The Report presents information 
on our performance in key focus areas and 
material issues identified during April 1, 2018 to 
March 31, 2019. There are no restatements of 
information to be made from the previous year.

Reporting Guidelines 
This report has been prepared in accordance 
with the GRI Standards: Core option. Please 
refer to the GRI Content Index for a complete 
listing of the Global Reporting Initiative (GRI) 
disclosures included in this Report.

We adopted some of the key guiding principles 
and content elements of the Integrated Reporting 
<IR> framework from the International Integrated 
Reporting Council (IIRC). All material sustainability 
information relevant to our operations was 
included as part of our reporting on the six capitals 
as per the <IR> framework.

Reporting Boundary 
For all the General Standard Disclosures and 
Specific Standard Disclosures related to the 
material topics as per the GRI Standards, the 
scope of the Report includes the entire business of 
Mahindra and Mahindra Financial Services Limited 
(Mahindra Finance) and its subsidiary companies – 
Mahindra Rural Housing Finance Limited (MRHFL) 
and Mahindra Insurance Brokers Limited (MIBL). 
For our environmental performance, the scope is 
limited to the head office of the businesses and 31 
regional offices of Mahindra Finance, as most of the 
business functions and processes are controlled 
through these major locations.

Reporting Principles
We followed the principles of stakeholder 
inclusiveness, materiality, sustainability context 
and comprehensiveness for developing this 
Report. This Report presents the engagement 
process and key issues identified by different 
stakeholder groups. By engaging with all the key 
stakeholders, we identify the material issues that 
impact our ability of value creation. 

Assurance 
We safeguard the quality of information contained 
in this Report through a robust assurance 
process, leveraging our internal expertise and 
external assurance carried out by KPMG, an 
independent third-party assurance provider. 
You can find our Assurance Report on page 55.

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

2018-19 SUSTAINABIL IT Y HIGHLIGHTS

FINANCIAL CAPITAL MANUFACTURED 
CAPITAL TOTA L AUM -  MMFSL

(INR crore) 

67,078 NO. OF OFF ICES

1,321
SMART BR ANCHES

336
TOTA L AUM -  MRHFL
(INR crore) 

8,049
TOTA L AUM -  M A MCPL
(INR crore) 

4,871
MIBL SERV ICED
(million) 

~2.27
INSUR A NCE C ASES

NATURAL CAPITAL

SEQUES T R AT ION FROM  
PL A N TAT IONS 

540 tCO2

T REES PL A N T ED UNDER 
‘PROJEC T HARI YAL I ’

72,603

SOCIAL & RELATIONSHIP 
CAPITAL
L I V ES IMPAC TED THROUGH 
VARIOUS IN IT IAT I V ES

1,88,703
CON T RIBU T ION BY EMPLOY EES 
UNDER VA RIOUS C SR 
PROGR A MMES
(person-hours)

1,27,971
INTELLECTUAL 
CAPITAL 
NUMBER OF K A IZENS 
RECEI V ED FROM 
EMPLOY EES 

10,001

HUMAN CAPITAL 
R A NK ED 11T H A MONG  
25 BES T L ARGE WORKPL ACES 
IN T HE ASIA’S BEST WORKPL ACES 
2019  L IS T BY GP T W ®

APPR A ISED AT MAT URIT Y LE V EL 5 
OF PEOPL E CMM V2.0

Date of Result: February 15, 2018
Appraisal Expiration Date: February 15, 2021

General Disclosures: GRI 102-45, GRI 102-46, GRI 102-48, GRI 102-49, GRI 102-50, GRI 102-51, GRI 102-52, GRI 102-53, GRI 102-54



INTRODUCING MAHINDRA FINANCE 

Partnering for rural resurgence 
Mahindra & Mahindra Financial Services Limited 
(Mahindra Finance), part of the Mahindra Group, 
is one of India's leading Non-banking Financial 
Companies (NBFCs). Focused on the rural and 
semi-urban segments, the Company has over 6 million 
customers and has Assets Under Management (AUM) 
of INR 670.78 billion. 

2 General Disclosures: GRI 102-1



Mahindra 
Insurance Brokers 

Limited (MIBL)

80% 1

Mahindra Rural 
Housing Finance 
Limited (MRHFL)

98.4% 2

Mahindra Finance 
USA LLC 

49%

Mahindra 
Asset 

Management 
Company Private 

Limited (MAMCPL)

100%

Mahindra 
Trustee Company 

Private Limited 
(MTCPL)

100%

Mahindra & Mahindra Financial Services Limited
Sustainability Report 2018-19

About Mahindra & Mahindra Limited
Mahindra & Mahindra Limited provides solutions that power mobility, drive rural prosperity, enhance urban lifestyles 
and increase business efficiency. A USD 20.7 billion Mumbai-based multinational entity, the Company employs more than 
2,40,000 people in over 100 countries. It operates in key industries that propel economic growth, such as tractors, 
utility vehicles, information technology, financial services and vacation ownership. The Group has strong presence in 
agribusiness, aerospace, components, consulting services, defence, energy, industrial equipment, logistics, real estate, 
retail, steel, commercial vehicles and two-wheelers. 

For more information, visit the Company's website at www.mahindra.com

Notes:
1 Balance 20% with Inclusion Resources Pvt. Ltd. (IRPL), a subsidiary of XL Group 
2 Balance 1.57% with MRHFL Employee Welfare Trust

MAHINDR A & MAHINDR A F INANCIAL SERV ICES SEC TOR (MMFSS)

MAHINDR A & MAHINDR A F INANCIAL SERV ICES L IMITED (MMFSL)
51.2%

Mahindra Finance is primarily engaged 
in financing for auto and utility vehicles, 
tractors, cars, commercial vehicles 
and pre-owned vehicles. The Company's 
insurance broking subsidiary, Mahindra 
Insurance Brokers Limited (MIBL), is a 
licensed composite broker providing 
direct and reinsurance broking services. 
Mahindra Rural Housing Finance Limited 
(MRHFL), a subsidiary of Mahindra 
Finance, provides loans for purchase, 
renovation and construction of houses 
to individuals in the rural and semi-urban 
areas. Mahindra Asset Management 
Company Private Limited (MAMCPL), 
a wholly-owned subsidiary of Mahindra 
Finance, acts as the Investment Manager 
of Mahindra Mutual Fund. The Company 
has a Joint Venture (JV), Mahindra 
Finance USA LLC, with De Lage Landen, 
a subsidiary of Rabobank, for financing 
Mahindra tractors in the US.

TO BE A L E A DING F INA NCIA L SERV ICES PROV IDER 
IN SEMI - URBA N A ND RUR A L INDIA

Vision

TO TR ANSFORM RUR AL L I V ES AND DRI V E POSIT I V E 
CHANGE IN THE COMMUNIT IES

Mission

Mahindra & Mahindra Limited

Core Values

Good Corporate 
Citizenship

Customer First Dignity of the 
Individual

Professionalism Quality Focus

3General Disclosures: GRI 102-1, GRI 102-5, GRI 102-16



4

 2012-13
 ∘ First report published in accordance 
with GRI's G3.1 guidelines

 ∘ Included in the Dow Jones Sustainability 
Index (DJSI) Emerging Market Universe

 2013-14
 ∘ Adopted the triple bottom line approach 
for reporting annual performance

 ∘ Awarded commendation certificate for 
significant achievement on the journey 
towards sustainable development by 
the CII-ITC Centre of Excellence for 
Sustainable Development

SUSTAINABILIT Y JOURNEY 

Evolution over the years
Since inception, MMFSS has been functioning as a 
positive change agent by catering to the financial needs 
of rural and semi-urban India. With a vision of creating a 
self-reliant nation, it has empowered millions of ambitious 
individuals by providing flexible financing opportunities to 
transform their dreams and help them rise.

Forward focus 
to transform 

lives

Sustainability Report | 2012-13

 2014-15 
 ∘ Report published in accordance with 
GRI’s G4 guidelines 

 ∘ First Indian NBFC to be included in the 
Carbon Disclosure Leadership Index 
(CDLI) 2014

 ∘ First Indian company from the Banking 
Financial Services and Insurance 
(BFSI) sector to be included in 
The Sustainability Yearbook 2015 
by RobecoSAM

 ∘ Planted 78,141 saplings across India 



Mahindra & Mahindra Financial Services Limited
Sustainability Report 2018-19
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 2015-16 
 ∘ Released First Business Responsibility 
Report (BRR) in accordance with the 
Securities and Exchange Board of 
India (SEBI) mandate for top 500 listed 
companies

 ∘ Constituted the Sustainability Council  
for Financial Services Sector (FSS) 

 ∘ Project Shunya, a road safety initiative, 
was launched to encourage safer driving 
practices for two-wheeler drivers

 2016-17 
 ∘ Awarded the Conscious Capitalist of 
the Year by Forbes India for promoting 
sustainable and transformational 
business practices

 ∘ Sustainability Report 2016-17 was 
adjudged the best report by India CSR

 ∘ Elevated to Performance Band – B on 
CDP, which affirms our coordinated 
actions on climate change issues

 2017-18 
 ∘ For the first time, aligned Sustainability 
Reporting with the international <IR> 
framework of the IIRC 

 ∘ Financial Services Sector’s Annual 
Family Fun Day – Vrindavan 2018 
received Yale’s Gold Level Green Events 
Certificate for the first time

 2018-19 
 ∘ First Indian financial services company 
to commit to call to action for the 
Science Based Targets initiative (SBTi)

 ∘ As the first step towards sustainable 
finance, formulated an ‘Exclusions List’, 
which enables us to screen out specific 
industries that carry extremely high 
social or environmental risks

 ∘ Formulated the 'Vendor & Supplier 
Code of Conduct'

 ∘ Featured in the Sustainability Yearbook 
2019 by RobecoSAM

 ∘ 1,941 Electric Vehicles (EVs) financed 
for INR 23.46 crore
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PRODUCT PORTFOLIO 

Innovation to power customer 
aspirations

Vehicle Financing 
We are primarily engaged in asset 
financing of vehicles, which are divided 
into five categories: (1) auto and 
utility vehicles (2) tractors (3) cars 
(4) commercial vehicles and construction 
equipment and (5) pre-owned vehicles 
and others. Our customers include 
transport operators, farmers, small 
businesses, as well as self-employed and 
salaried individuals.

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

Our product portfolio includes a wide range of financing, 
investment and insurance solutions. Product development is a 
key focus area for us. Through innovative products and solutions, 
we strive to fulfill the evolving needs of our customers in 
semi-urban and rural India.

SME Financing 
We provide loans for varied purposes 
such as project finance, equipment 
finance, working capital finance, vehicle 
finance and bill discounting services to 
SMEs. We intend to leverage our existing 
customer base and the strengths of 
the Mahindra Group to target the auto 
ancillary, engineering, and also food and 
agri-processing sectors.

 ∘ Project finance 
 ∘ Equipment finance
 ∘ Working capital finance 
 ∘ Institutional lending

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

Housing Finance
We provide housing finance to individuals 
through our subsidiary, MRHFL, a 
registered housing finance company. 
MRHFL offers loans for purchase, 
construction, extension and renovation 
of property. 

Mutual Fund 
Mahindra Mutual Fund offers rural and 
semi-urban India a secured means to 
move from simple savings instruments 
to investing in mutual funds. We provide 
our customers end-to-end solutions for 
investing in equity mutual funds, tax saver 
funds, monthly income funds and other 
similar schemes.

Investments 
 ∘ Fixed Deposits 
 ∘ Mutual Fund Distribution 

General Disclosures: GRI 102-2
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State /Union Territory Customers serviced in 2018-19 (%)

Andaman and Nicobar Islands 0.14 – –
Andhra Pradesh 2.91 13.44 3
Arunachal Pradesh 0.01 – –
Assam 5.11 – 5
Bihar 7.72 1.20 7
Chandigarh 0.23 – –
Chhattisgarh 2.47 1.34 3
Dadra and Nagar Haveli 0.10 – –
Delhi 1.60 – 3
Gujarat 5.84 6.19 6
Haryana 3.24 – 3
Himachal Pradesh 1.59 – 1
Jammu and Kashmir 1.16 – 1
Jharkhand 2.91 – 3
Karnataka 4.60 0.20 5

State /Union Territory Customers serviced in 2018-19 (%)

Kerala 3.86 3.05 3
Madhya Pradesh 8.12 6.58 8
Maharashtra 8.52 38.87 10
Meghalaya 0.54 – –
Mizoram 0.29 – –
Odisha 2.89 – 3
Puducherry 0.09 – –
Punjab 2.18 – 2
Rajasthan 5.93 3.27 5
Sikkim 0.24 – –
Tamil Nadu 3.90 22.28 6
Telangana 3.12 2.85 2
Tripura 0.60 – –
Uttar Pradesh 12.23 0.72 12
Uttaranchal 1.42 0.01 1
West Bengal 6.43 – 5
Grand Total 100 100 100

MARKET PRESENCE

A growing national footprint 

 Financial Services – MMFSL      Housing Finance – MRHFL      Insurance – MIBL

Business Portfolio by Specific Region, Size and Sector 

General Disclosures: GRI 102-4, GRI 102-6
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VICE CHAIRMAN & MANAGING DIRECTOR'S MESSAGE

‘Change is good’

It gives me great pleasure to share our 
7th Sustainability Report, which presents 
our long-term sustainable value creation 
for our stakeholders, in an environment 
of rapid change. 

‘Sustainability’ is a holy grail in the 
ever-evolving operating context. It is 
closely associated with our ‘integrated 
thinking’ for managing our resources 
and relationships – the six capitals 
– that enable us to remain relevant 
and continue playing a crucial role in 
India’s journey toward greater financial 
inclusion and economic formalisation. 

Our motto ‘Rise’ drives our business 
strategy which embeds the 
Environmental, Social and Governance 
(ESG) principles. Our focus is on 
mainstreaming sustainability and 
embracing change by developing 
innovative financial solutions and 
identifying new revenue streams.

Mahindra Finance was included in 
the Top 10 of Standard & Poor’s BSE 
100 companies for a ‘High Corporate 
Governance Score’ for the second year 
in a row in a joint study conducted by the 
International Finance Corporation (IFC), 
BSE Limited and Institutional Investor 
Advisory Services (IiAS), while we were 
listed in the DJSI for Emerging Markets 

Dear Stakeholders,

Change often comes with forces that have the ability to challenge 
conventions and spur alternative thinking. Change not only tests 
our strengths, but also testifies our resilience and ability to adapt 
to unversed approaches. Change not only challenges our values 
and beliefs, but also drives us to seize faint opportunities in the mist. 
At Mahindra Finance, we thrive on the credo ‘Change is good’.

I feel proud to inform you that 
Mahindra Finance is the first 
financial services company in India 
to commit to SBTi in 2018.

General Disclosures: GRI 102-14
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for the 6th time in a row. I feel proud to 
inform you that Mahindra Finance is the 
first financial services company in India 
to commit to SBTi in 2018. 

Our customers are spread across 
3.68 lakh villages in India. Our 
decades-rich knowledge enables us to 
develop products and services according 
to the specific needs of our customers 
across various locations. We partner 
with customers in fulfilling their dreams 
by providing vehicle financing. We have 
helped them build their homes through 
MRHFL, secure their lives and assets 
through MIBL and provide investment 
options through MAMCPL. Our 
relationships with Original Equipment 
Manufacturers (OEMs) and dealers have 
been substantially enhanced and we 
are working towards strengthening our 
relationship with the salesforce at every 
outlet. Further, we develop products that 
are not only attractive to our customers, 
but are also easy to administer by our 
business team. 

On the financial performance front, 
our profit grew 45% y-o-y and dividend 
payout increased 63% y-o-y in 2018-19. 
We are focusing on optimising our 
operating and borrowing costs while 
rationalising our lending rates to 
continue on a high trajectory of growth 
and profitability. This will enable us to 
continue boosting India’s rural economy 
and generate direct and indirect 
economic benefits for our customers 
and other stakeholders. 

While expanding our presence and 
reach across India, we are not only 
deepening our own footprint, but also 
strengthening the financial services 
delivery infrastructure of the country. 
Today, our footprint comprises 1,321 
offices and 300+ smart branches at our 
dealer partner premises. Our offices 
and branches are equipped with locally 
recruited talent attuned to local needs 
and aspirations, thereby enabling us 

to develop tailored and differentiated 
products and solutions that provide a 
competitive edge. 

Safety is a non-negotiable prerequisite 
of doing business at Mahindra Finance. 
It is an ongoing process with topmost 
priority and we work on continuously 
striving to ensure a safe working 
environment for everyone involved. 

Catering to community needs is 
embedded in our business and 
goes way beyond the CSR mandate. 
Health, education, livelihood and 
environment have been the focus 
areas of our interventions across 
22 states. Through our drivers’ 
training programme for women, we 
have trained 365 women from poor 
households to become professional and 
commercial drivers. We are encouraging 
non-traditional livelihood training 
programme for women under which 
180 women have been trained in vehicle 
repairing. Further, 3,000 students have 
benefitted through the Mahindra Finance 
Scholarship Programme. Under Project 
‘Hariyali’, we planted 72,603 saplings 
across India for a greener environment.

As we cater primarily to rural India, 
which depends largely on agriculture, 
climate change poses significant 
risks to our business. Thus, we have 
adopted a two-pronged approach – 
reduce our environmental footprint, 
and offer products and solutions that 
enhance climate resilience for farming 
communities. As a financial institution, 
we believe Mahindra Finance can play 
a key role in enabling the transition 
to a low-carbon economy in 2018-19 
and have thus laid emphasis on green 
finance too. In 2018-19, we financed 
1,941 EVs. 

New-age technologies are not only 
enabling us to expand our customer 
outreach beyond physical presence 
and drive product innovation, but are 
also improving efficiencies and ease 
of delivery to the last mile. Further, 
technological advancements, while 
disrupting traditional ways of conducting 
business, are ensuring business 
continuity and future preparedness.

As we complete 25 years, I thank you 
all for being our partners in this journey 
of constant change and renewal. 
With every year, we are moving a step 
closer to fulfilling our core purpose of 
driving positive change in the lives of 
our stakeholders across the world. 

Regards,

Mr. Ramesh Iyer
Vice Chairman & Managing Director

President – Financial Services Sector and 
Member of the Group Executive Board

Y-O-Y GROWTH IN PROFITS

45%

Y-O-Y GROWTH IN  
DIVIDEND PAYOUT

63%

General Disclosures: GRI 102-14
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GOVERNANCE

A robust governance 
framework 
At MMFSS, we are committed to setting the ‘tone from the top’ and 
creating a culture of integrity throughout the organisation by embedding 
good corporate governance systems and principles in our business. 
Effective corporate governance helps us manage risks and opportunities 
and demonstrate accountability to our stakeholders. Our established 
system helps us implement various monitoring systems, as well as 
assess and manage risks for seamless business execution.

 SUSTAINABILITY  
 GOVERNANCE

ESG performance is important 
to stakeholders and is key to the 
Company’s long-term success. We 
have a comprehensive governance 
framework for sustainable development, 
which extends from the Board of 
Directors through executive and senior 
management to the working levels in 
each of our business units.

Ethical leadership is ensured at the 
Board and Management levels through 
various committees. The governance 
of economic, environmental and 
social aspects are administered by 
the Board-level CSR Committee and 
a Sustainability Council consisting of 
senior management personnel, with 
clearly defined responsibilities across 
the organisation. 

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

Mahindra Finance Sustainability 
Council
This council acts as a link between the 
Mahindra Finance businesses and the 
Group Sustainability Council. It consists 
of a cross-functional team using an 
integrated network. 

Key Responsibilities
 ∘ Effectively integrate sustainability 
practices into the business strategy 

 ∘ Ensure all relevant sustainability policies 
and goals are well informed, aligned and 
efficiently executed

 ∘ Ensure high level of understanding, 
alignment and engagement of the 
sustainability vision throughout the 
Company

Sustainability Champions 
(FSS Level)
Sustainability Champions lead the 
sustainability practices for each 
business unit.

Key Responsibilities
 ∘ Disseminate data and information and 
monitor and review it

 ∘ Act as a single point of contact 
between the businesses and the 
sustainability cell

 ∘ Ensure reporting under the GRI 
framework

 ∘ Implement initiatives and drive 
sustainability awareness programmes

Region-wise Sustainability 
Champions (Regional Office Level)
Region-wise Sustainability Champions 
collect data from multiple sources. 
The Champions are aided by a team of 
sustainability enthusiasts to successfully 
implement various sustainability activities.

  MAHINDRA GROUP 
SUSTAINABILITY

Our initiatives are guided by the 
Mahindra Group Sustainability. 

Key Responsibilities 
 ∘ Support and guide approved 
sustainability vision and strategies, 
including the Mahindra Sustainability 
Framework

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

 ∘ Provide knowledge support to create 
Mahindra Finance’s Sustainability 
Report 

 ∘ Ensure knowledge sharing and capacity 
building on sustainability

General Disclosures: GRI 102-16, GRI 102-18
Specific Disclosures: GRI 103-2, GRI 205-1, GRI 205-2, GRI 307-1, GRI 419-1
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 ETHICS AND INTEGRITY
Integrity is at the core of Mahindra 
Finance’s values. It helps us achieve 
our purpose in everyday interactions 
and identify, manage and mitigate risks. 
Our ethics, integrity and respect for human 
rights enable us to conduct and grow our 
business in the right way, everyday.

Our Whistle Blower Policy helps employees 
and channel partners report any unethical 
conduct without fear of retaliation. 
The policy encourages employees 
to escalate issues such as financial 
misappropriation, criminal conduct, 
bribery and kickbacks, instance of leak 
of unpublished price-sensitive information 
and other matters listed in the policy to 
the Chairman of the Audit Committee, 
the Chairman or the Corporate 
Governance Cell by email or letter.

In the year under review, no corruption 
or bribery cases were reported to the 
Board Committee. 

 GRIEVANCE MECHANISM
We have formal and informal mechanisms to address grievances related to governance, 
ethical behaviour, human rights, environment and society, of our key stakeholders, such 
as employees, dealers and OEMs, customers, suppliers and local communities.

Commitment to External Initiatives – Public Policy Participation
Mahindra Finance does not make any financial or in-kind contributions directly or 
indirectly to any political parties. To participate in public policy, the Company engages 
with and makes representations through industry associations and other institutions. 
Our senior management members are on various committees that enable public 
policy formulation. 

As a part of the M&M Group, we adhere to the principles of human rights and labour 
standards outlined by the UN Global Compact.

Mahindra Finance has representation in the following bodies:

Industry Association/Institution Type of Association/Position held 

Finance Industry Development Council (FIDC) Member of the Core Committee

Federation of Indian Chambers of Commerce 
and Industry (FICCI)

Member of the NBFC Taskforce

Society of Indian Automobile Manufacturers 
(SIAM)

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

Confederation of Indian Industry (CII) Member of National Committee on 
Financial Inclusion

Bombay Chamber of Commerce and Industry Member of Managing Committee

Mahindra Leadership University Member of Governing Council

Committee constituted for Comprehensive 
Financial Services

Member of the RBI Committee 
constituted

IITB-Washington University Member of the Board of Advisors

 CONDUCTING BUSINESS WITH INTEGRITY 

Board-level Committees
 ∘ Audit Committee 
 ∘ Nomination and Remuneration 
Committee

 ∘ Stakeholders Relationship Committee
 ∘ Corporate Social Responsibility 
Committee

 ∘ Asset Liability Committee
 ∘ Risk Management Committee 
 ∘ Committee for Strategic Investments
 ∘ IT Strategy Committee

Mr. Dhananjay Mungale 
Chairman, Independent

Mr. Ramesh Iyer 
Vice-Chairman & Managing Director, Executive

Mr. Manohar G. Bhide*
Independent

Mr. Piyush Mankad*
Independent

Mr. C. B. Bhave
Independent

Dr. Anish Shah
Non-executive, 

Non-independent

Notes:
1.  Mr. Milind Sarwate (DIN: 00109854) has been appointed 

as an Independent Director of the Company with effect from 
April 1, 2019 by an ordinary resolution passed by members 
through postal ballot on March 31, 2019.

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

*Mr. Manohar Bhide and Mr. Piyush Mankad resigned effective from the close of business 
hours on March 31, 2019 pursuant to the applicability of Regulation 17(1A) of the Listing 
Regulations, as amended by the SEBI (Listing Obligations and Disclosure Requirements) 
(Amendment) Regulations, 2018, pertaining to the appointment/continuance of 
Non-executive Director(s) above the age of 75 years, effective from April 1, 2019.

Ms. Rama Bijapurkar
Independent

Mr. V. S. Parthasarathy
Non-executive, 

Non-independent

Mr. V. Ravi 
Executive Director & Chief 
Financial Officer, Executive

Composition of the Board

General Disclosures: GRI 102-12, GRI 102-13, GRI 102-16, GRI 102-18
Specific Disclosures: GRI 205-1, GRI 205-2, GRI 205-3



Understanding the risks 
that the Company faces

Assessing risk-return 
trade-off by maintaining a 
Company-wide framework

Maintaining risk 
tolerances and 

supporting policies to limit 
exposure to a particular 
risk or a combination of 

risks

Monitoring risk 
exposures and 

maintaining oversight of 
the Company’s overall risk 

and solvency positions

Our Risk Management Approach
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RISKS AND OPPORTUNITIES

An integrated risk 
management architecture
RISKS

Mahindra Finance’s risk management and internal control systems are 
designed to ensure that risks are managed effectively and are aligned 
with the Company's strategy. Our approach towards extensive stakeholder 
engagement helps us effectively identify and prioritise risks, and develop 
our risk mitigation strategy to drive sustainable business value. 

  Context    Mitigation plan   Capitals impacted 

Market Risk
 As an NBFC, we are exposed to 
various external risks that impact 
our sustainability and profitability; 
foremost among them are industry 
risk and competition risk. Volatile 
macroeconomic conditions 
and changes in sectoral trends 
across economic segments cause 
business fluctuations and result in 
loan asset impairment.

 We have a dedicated team to 
continuously evaluate the economic 
and sectoral trends. With increasing 
competition in financial markets, our 
growth is correlated to our ability to 
face competition. In line with market 
trends and practices, we have 
customised our offerings to deepen 
our market reach. Equipped with 
an enthusiastic sales force, a wide 
range of products, dedicated efforts 
to ensure quicker turnarounds and 
a customer-centric work culture, we 
are efficiently enduring competition.

 Financial, Social & Relationship and  
Manufactured

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

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

 Financial, Social & Relationship and 
Manufactured

Technology Risk
 Disruptive technologies affect the 
financial sector as fintech gains 
traction.

 We have implemented core business 
solutions to cross-sell loan products, 
collections, Small and Medium 
Enterprises (SME) finance and dealer 
trade advance. Critical solutions 
of Human Resource Management 
System (HRMS) and Goods and 
Services Tax (GST) compliance 
have gone on-stream. Enterprise 
platforms such as business process 
management, business intelligence 
and enterprise service business have 
also been implemented. Information 
security measures have been fortified 
through the implementation of IPv6, 
web proxy, network access control and 
Artificial Intelligence based network 
traffic analysis tool. Digital solutions of 
customer mobile app, payments and 
KYC have been rolled out.

 Financial, Intellectual and Manufactured

Specific Disclosures: GRI 201-2
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Credit Risk
 Default or non-repayment of loan by 
a borrower, involving monetary loss, 
in terms of principal and interest.

 We have a stringent credit appraisal 
system and an efficient post-
disbursement monitoring in place. 
These systems ensure high quality of 
loan assets with minimum probability 
of default.

 Financial, Social & Relationship and 
Manufactured

  Context    Mitigation plan   Capitals impacted 

Interest Rate Risk 
 Fluctuations in interest rates 
could adversely affect borrowing 
costs, interest income and net 
interest margins.

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

 Financial, Social & Relationship and 
Manufactured

Regulatory Risk (current and emerging)

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

 We have set up robust systems 
and processes to ensure complete 
adherence and compliance with all the 
applicable periodic guidelines issued 
by the Reserve Bank of India (RBI). 
We have, thus, earned the trust and 
goodwill of our stakeholders.

 Financial, Social & Relationship and 
Manufactured

Focus on Customer Centricity 
Strategy: Our sensitivity to local cultures 
and aspirations has enabled us to gain 
the confidence of our customers. We will 
continue to build on our relationships with 
them to grow our business sustainably. 

Action: We keep ourselves updated of 
the evolving customer expectations and 
cater our products and services to their 
growing demands and needs.

Expand Reach and Elevate 
Operational Excellence
Strategy: We plan to increase the number 
of offices connected to the centralised 
data centre in Mumbai. This will enable us 
to expedite and streamline approval and 
documentation procedures and reduce 
the incidence of errors.

Action: With greater reach and scale of 
operations, we aim to further develop 
and integrate our technology to support 
our growth, improve the quality of our 
services and approve loans faster.

Leverage Latent Potential
Strategy: Our sound financials provide 
us significant scope to explore organic 
and inorganic long-term growth 
opportunities. While we are open 

to assets that may be available at 
competitive valuations for inorganic 
growth, we are equally keen on pursuing 
organic opportunities.

Action: The NBFC market remains 
under-penetrated with significant upside 
potential, unveiling emerging opportunities 
for growth in financial services, both in the 
urban and rural economies.

Deliver Products and Services 
with Climate Risks in Mind
Strategy: Solutions to climate change 
and insurance risks – Extreme weather 
patterns would induce the need and 
demand for insurance products across 
the health sector. Anticipating this 
development will allow our insurance 
business to create customised products 
and services.

Action: Mahindra Arogya Suraksha 
(MAS) is a group health insurance 
cover specially designed for our 
customers. With this product, we can 
reach out and educate rural masses 
on the importance of health insurance 
and provide medical care to them 
at subsidised rates. We have also 
rolled out Mahindra Loan Suraksha 
(MLS), which is an insurance cover 
for our loan customers.

Strategy: Development and/or expansion 
of low emission goods and services – 
Due to increasing awareness about climate 
change issues, consumers today are 
more conscious about their consumption 
patterns and ecological footprint. The 
automobile sector is also witnessing 
a gradual shift from the conventional 
vehicles to electric and hybrid ones. This 
changing pattern has opened up a sea 
of opportunities for us. Further, for our 
farm equipment loans business, financing 
of precision farming equipment and tools 
would help reduce resource consumption 
and increase efficiency.

Action: We are gradually focusing on 
financing electrical vehicles and precision 
farming equipment, which are part of 
our green product portfolio. Based 
on changing consumer preference, 
we formulated our new sustainability 
roadmap, effective from 2017-18 
to 2019-20. Our target is to double 
the count of electrical vehicles we 
finance every year and the loan amount 
we disburse for precision farming 
equipment which helps reduce resource 
consumption and increase efficiency. 
Our financial products enable customers 
reduce GHG emissions. We also have 
new products in the pipeline to address 
consumers' preferences towards 
low-carbon technologies.

OPPORTUNIT IES

Our effective risk management and internal control system also helps us pave 
a clear path towards new horizons of growth and success. To leverage the 
opportunities in the market, we are building on our existing strengths and 
realigning our business priorities. Our aim is to create consistent, sustainable 
value for all those associated with us.

Specific Disclosures: GRI 201-2
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STAKEHOLDER ENGAGEMENT 

Relationships we rely on 
to create value 
We recognise the benefit of fostering and maintaining 
strong relationships with our stakeholders through 
transparent and effective communication.
Stakeholder Identification
MMFSS identified key internal and external stakeholder groups i.e. regulators, dealers, 
investors, OEMs, lenders, suppliers, employees, customers, community and NGOs. 
Engagement with these key stakeholders is an ongoing process and we recognise the 
benefit of fostering and maintaining strong relationships with our stakeholders through 
transparent and effective communication. We are committed on sustaining our 
established credibility and rapport with them. 

Through continuous collaboration and open dialogue with our key stakeholders, 
we understand their expectations of us, and work hard to meet them by innovating 
and developing sustainable solutions for the future.

DEALERS AND OEMs

 ∘ Dealer portal – formal mechanism
 ∘ Informal engagement – ongoing
 ∘ Dealer and OEM events such as dealer 
meets and roadshows – ongoing

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

COMMUNITIES/NGOS

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

 ∘ Community engagement initiatives
 ∘ Impact assessment studies

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

Mode and Frequency of Engagement Topics of Engagement

CUSTOMERS

 ∘ Gram Sabha – ongoing
 ∘ Customer meets / Shikhar Sammelan – 
ongoing

 ∘ Dealer and OEM events such as Loan Mela 
and roadshows – ongoing

 ∘ Mandi Diwas – weekly
 ∘ Saathiya Diwas – ongoing
 ∘ New Relationship with Old Customers 
(NOC) Activity – monthly

 ∘ Digital disruption
 ∘ Customer need identification and 
satisfaction

 ∘ Brand
 ∘ Customer privacy
 ∘ Product portfolio
 ∘ Financial product and services 
information

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

 ∘ Continued engagement and representation
 ∘ Quarterly and annual compliance reports
 ∘ Performance reports shared with the 
SEBI and the RBI

 ∘ Credit rating
 ∘ Governance
 ∘ Transparency and disclosures
 ∘ Investor security
 ∘ Representation with regulators
 ∘ ESG aspects

SHAREHOLDERS/ 
INVESTORS

 ∘ Quarterly investor calls/presentations
 ∘ Annual General Meeting (AGM)
 ∘ Annual Report
 ∘ Annual Business Responsibility Report and 
Sustainability Report

 ∘ Credit rating
 ∘ Sustainable business model
 ∘ Governance
 ∘ Return on Net Worth (RONW) / 
Earnings Per Share (EPS)

 ∘ Communication with investors
 ∘ Exponential growth
 ∘ Cost rationalisation

VENDORS AND 
SUPPLIERS

 ∘ Informal engagement – ongoing 
 ∘ Dealer engagement meets 

 ∘ Sustainable supply chain
 ∘ Fair procurement practices
 ∘ Brand
 ∘ Supplier engagement and development
 ∘ Compliance with regulatory/statutory 
requirements

 ∘ Community initiatives

Mode and Frequency of Engagement Topics of Engagement

LENDERS

 ∘ Quarterly and annual results
 ∘ AGM and other disclosures
 ∘ Engagement with the Treasury and 
Corporate Affairs team – ongoing 

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

EMPLOYEES

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

 ∘ Performance appraisal – bi-annual 
and annual

 ∘ Employee engagement activities – ongoing
 ∘ Diversity and inclusion initiatives – annual

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

General Disclosures: GRI 102-40, GRI102-42, GRI 102-43



16

MATERIALIT Y 

Material matters impacting 
value creation
Material matters have the potential to substantially affect, both positively and negatively,  
the Company’s ability to create value and deliver on its strategy and investment case in the short, 
medium and long term. We manage material matters by identifying, prioritising, responding and 
reporting on them. The material issues are identified, prioritised and integrated within the overall 
business strategy to make business sustainable in the long run.

MediumLow Material Aspects

1 Credit rating L  R  S

2 Investor security R

3 Identification and 
satisfaction of 
customer needs 

C

4 Provision of 
information on 
financial products 
and services to 
customers 

C

5 Happy and 
productive 
employees 

E

6 Employee growth 
and development 

E

7
Exponential 
growth 

S

8

Compliance with 
regulatory/
statutory 
requirements 

V

9
Local employment 
generation C  E

10 Safety E

11
Community 
initiatives C  E   V

12 Financial literacy C 

13

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

L  R  S  

14
Sustainable/
relevant business 
model 

L  S  D  
V

15
Diversity and 
equal opportunity E

16
Communication 
with investors S

17
Cost 
rationalisation S

18
Transparency and 
disclosures R

19
Business 
profitability D

 MATERIALITY MATRIX 

Im
po

rt
an

ce
 t

o 
st

ak
eh

ol
de

rs

Importance to business

S Shareholders/Investors

L Lenders

R Regulators

C Customers

E Employees

V Vendors and Suppliers

C Community/Society

D Dealers and OEMs

High

13 

11 

12

8

10

9

15 

16

14

18

17

7

19

2

4

5

6

1

3
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 MANAGEMENT APPROACH 
Each material issue is discussed and monitored at Council meetings and business review meetings periodically. The issues of high 
importance such as ‘Customer need identification and satisfaction’, ‘Information on financial products to customers’, ‘Credit rating’, 
‘Investor security’, ‘Employee growth and development’ and ‘Happy and productive employees’ have been linked with our 3-year 
Sustainability Roadmap. All these issues are addressed through the roadmap targets. Annually, the performance against these 
targets are reviewed and deliberated on with the process owners and the teams. We have addressed all the material issues over 
the course of this Report.

How are we Addressing Material Issues?

Material Issues Action/Strategy Boundary How do we Measure 
and Monitor KPIs

Capitals 
Impacted

1.  Credit rating and 
Investor security

 ∘ Enhance operational efficiency 
 ∘ Diversify funding sources 
 ∘ Maintain borrowing relationships with several 
banks, mutual funds and insurance companies 

 ∘ Adhere to best corporate governance practices
 ∘ Maintain asset quality by adhering to credit 
evaluation standards

 ∘ Transparency and candid communication with 
investors and regulators 

 ∘ Disciplined approach to customer delivery 
 ∘ Robust risk management and reporting

Internal and 
external

Addressed in Financial 
Capital:
 ∘  Maintaining credit rating
 ∘ Capital adequacy ratios

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

 ∘ Developing processes, technology and 
products to meet the evolving market, 
regulatory and societal demands 

 ∘ Experience, deep market and customer 
knowledge with micro data points ranging from 
income, payment behaviour, socio-economic 
status and other indirect data

 ∘ Reinforcing growth through technology – 
resulting in industry-leading customer service 
and improved productivity

 ∘ Dedicated digital transformation projects 
undertaken to be future-ready, e.g., paperless 
app, Suvidha loans and customer app 

Internal and 
external

Addressed in Social & 
Relationship Capital:
 ∘ CaP score
 ∘  Financial inclusion in 
rural and semi-urban 
parts of India (gauged by 
an increase in the total 
number of customers)

3.  Happy and 
productive 
employees and 
Employee growth 
and development

 ∘ Attract and engage the best talent in the right 
locations with the right skills 

 ∘ Focus on the overall wellbeing of employees, 
providing them with a fulfilling, lifelong career

 ∘ Regular recognition, and a robust feedback and 
grievance mechanism

 ∘ Inculcate a high-performance culture 
 ∘ Capability development for safety at all levels to 
achieve zero harm 

 ∘ Provide learning and development opportunities 
to all members across hierarchies 

 ∘ Reinforce diversity and inclusion at workplace

Internal Addressed in Human 
Capital:
 ∘ Employee distribution 
role, gender 

 ∘ Employee engagement
 ∘ Employee attrition 
 ∘ No. of hours of training 
 ∘ Employee health and 
safety incidents 

 ∘ No. of grievances 
reported

 ∘ MCARES score 
 ∘ Diversity percentage
 ∘ Differently abled numbers
 ∘ Parental leave

Financial Capital Intellectual Capital Human Capital

Social & Relationship Capital Manufactured Capital 

General Disclosures: GRI 102-44, GRI 102-47
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SUSTAINABILIT Y STRATEGY

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

Our roadmap for a 
sustainable future
MMFSS believes that sustainability extends to the triple bottom line of people, planet, and profit. 
We have increased the radius of business responsibility beyond immediate benefit to long-term 
good, while ensuring the sustainability of the organisation. We enable an environment of greater 
consciousness through a process of collaboration with employees, suppliers, customers, and the 
community at large. 

We, as an organisation are focusing on reducing our own carbon footprint as well as integrating 
sustainability into our long-term business strategy. At the same time, we are empowering our 
employees, educating and motivating them to reduce their personal footprint, and devising 
innovative business solutions. Through our flagship community initiatives, we support education 
and the pursuit of different avenues of livelihood generation. 

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

General Disclosures: GRI 102-11
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Focus Area Goal Statement Measure of 
Performance 2018-19 Target 2018-19 

Performance 

Building a 
Great Place 
to Work

Create an engaged work 
environment MCARES Score 

MMFSL – 4.41 4.62

MRHFL – 4.41 4.58

MIBL – 4.30 4.42

Build people capabilities 
Training 
coverage 
(% of employees) 

Ensuring and maintaining 
coverage > 60% of 
employees

MMFSL – 81.12%

MRHFL – 91.88%

MIBL – 82%

Empower Diversity and 
Inclusion (D&I) at workplace 

Measures of D&I 
roadmap 

MMFSL
Gender diversity: 6%  Gender diversity: 4%1 

Differently abled: 90+ Differently abled: 70+

MRHFL 
Gender diversity: 4.5% 3.25%1

MIBL
Gender diversity: 12.1% 13.13% 

Foster 
Inclusive 
Development

Uplift communities through 
need-based interventions 

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

2.89 lakh 1.89 lakh2

Empower communities by 
focusing on financial literacy 

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

6.65 lakh 10.04 lakh 

Increase financial inclusion by 
providing financial products 
to customers

Total number of 
customers

MMFSL – 60 lakh 60 lakh 

MRHFL – 10 lakh 9.5 lakh3

MIBL – 20 lakh 22.65 lakh 

Make 
Sustainability 
Personal

Promote adoption of 
responsible habits 
amongst employees under 
'i am responsible' campaign

Total number 
of employees 
across FSS 

2,000 3,559

1  Women workforce is well represented and meeting the target at the senior management and managerial bands and within the head office (27%) and 
regional offices (12%). In the operational band, the numbers and the attrition rate are very high given the nature of the work and role. Planning is being 
done to create focused job requirements.

2  Mahindra Finance is moving towards strategic CSR, therefore restricting its interventions and focusing towards flagship programme and shared value 
projects. Due to this shift, there was reduction in the number of lives impacted in 2018-19.

3  In view of liquidity crises, company’s loan disbursement was lower than projected.

PEOPLE
ENABLING STAKEHOLDERS TO RISE
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Focus Area Goal Statement Measure of 
Performance 2018-19 Target 2018-19 

Performance 

 

Achieve 
Carbon 
Neutrality

Ensure continued reduction 
in carbon emissions

10% decrease 
in CO2 emissions 
per employee

1.06 tCO2e/FTE 1.861 tCO2e/FTE

Ensure no 
Waste to 
Landfill

Initiate waste recycling 
practices across locations

Number of 
reporting locations 
practicing 
recycling of waste

5 3 2

Promote 
Biodiversity

Increase plantation of 
trees across India

10% y-o-y increase 
in number of trees 
planted

1.27 lakh 72,603 3

1  For the first time, company owned vehicle emissions were accounted for in Scope 1 calculation. Hence, there is an increase in the aggregate emissions.
2  Includes three office locations wherein we have engaged with our vendors involved in recycle of waste. We are in the process of identifying vendors for 

additional locations in 2018-19.
3  For 2018-19, the focus was shifted to ensuring survival rate, hence quality focus and planned drives were brought in, which led to lower quantities.

PLANET
REJUVENATING ENVIRONMENT

20 General Disclosures: GRI 102-11



Focus Area Goal Statement Measure of 
Performance 2018-19 Target 2018-19 Performance 

Grow Green 
Revenue

Increase financing 
of precision farming 
equipment 

Loan disbursement 
in INR 2 crore 

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

Increase financing of 
electrical vehicles 

Number of electrical 
vehicles financed 100 1,941

Mitigate Risks 
including 
Climate Risk 

Enhance risk 
management 
framework 

Advancing our 
risk management 
framework 

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

Climate risk is a part of risk 
management framework

Make Supply 
Chain 
Sustainable 

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

Number of key 
dealers/suppliers 
engaged

20

We keep engaging with our 
suppliers on sustainability 
related issues on a one-to-
one basis, we plan to engage 
with our stakeholders on 
supply chain sustainability 
through ‘Supplier Code of 
Conduct’ which has been put 
in place in 2018-19

Embrace 
Technology and 
Innovation 

Reducing consumption 
of paper in operations 

Count of 
paper-less/
paper-free 
processes or 
count of processes 
digitalised

10 15

Enhance Brand 
Equity

Maintaining credit 
rating at par with 
Mahindra & Mahindra 
Limited

Credit rating 

Maintaining highest 
level of credit 
rating applicable 
for our sector 

Retained IND A1+  
The ‘A1+’ rating indicates the 
highest level of rating 

Improve CaPS CaPS CaP score > 60% 56 1

1  Our CaPS score has improved from 51 to 56 in the reporting year. Any score above 50 is considered a good score based on CaPS study method (Refer 
page no. 49).

PROFITS
BUILDING ENDURING BUSINESSES

Mahindra & Mahindra Financial Services Limited
Sustainability Report 2018-19
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VALUE CREATION MODEL 

Creating value that endures 
down the decades
Financial Capital 
(INR crore)

Manufactured Capital

Intellectual Capital

Human Capital

Social & Relationship Capital

Natural Capital

EQUITY

10,908
BORROWINGS
(Other than debt securities) 

21,302

INPUTS

NUMBER OF 
OFFICES

1,321

SMART BRANCHES

336

MARKET RESEARCH 
PROGRAMMES 
CARRIED OUT

10

CUSTOMER 
FEEDBACK SURVEYS 
CONDUCTED

5

NUMBER OF 
EMPLOYEES

34,471 

AVERAGE TRAINING HOURS
(man-days per person)

2.24

NUMBER OF 
CUSTOMERS

6 million+

PERSON HOURS FOR 
EMPLOYEE VOLUNTEERING

1,27,971

ENERGY USAGE
(GJ)

13,205

WATER CONSUMED
(KL)

27,172.52

 Read more on page 24

 Read more on page 30

 Read more on page 32

 Read more on page 36

 Read more on page 44

 Read more on page 50

BUSINESS MODEL

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

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

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

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

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

INCLUSIVE  
BUSINESS MODEL 

FOR VALUE CREATION

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

22



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

SHAREHOLDERS
 ∘ Increased shareholder value 
 ∘ Financial stability

SUPPLIERS
 ∘ Provide local suppliers 
business opportunities

 ∘ Improve service level with 
constant engagement 

EMPLOYEES
 ∘ Workforce committed to 
growth, development and 
transformation 

 ∘ Meeting the strategic 
business objectives 

 ∘ Improved retention 
 ∘ Diverse workforce

CUSTOMERS
 ∘ Fulfil financial aspirations 
 ∘ Offer diversified portfolio of 
products and services

 ∘ Improved customer 
satisfaction

COMMUNITIES 
 ∘ Minimise environment 
footprint 

 ∘ Long-term sustainability 
 ∘ Improved relationship with 
key stakeholders

OUTCOMES

OUTPUTS

New systems 
and processes 
implemented

Robust process of 
safety management, 
training and 
awareness

Enhance brand 
visibility

Enabling Stakeholders 
to Rise
 ∘ Build a great place to work
 ∘ Foster inclusive development
 ∘ Make sustainability personal

Rejuvenating Environment
 ∘ Achieve carbon neutrality
 ∘ Ensure no waste to landfill
 ∘ Protect biodiversity

Building Enduring 
Businesses
 ∘ Grow green revenue
 ∘ Mitigate risks including 
climate risk

 ∘ Make supply chain sustainable
 ∘ Embrace technology and 
innovation

 ∘ Enhance brand equity

Invest in 
technology and 

digitisation

Optimise cost 
of operations

Enrich 
customer 

experience

STRATEGIC PRIORITIES 

SUSTAINABILITY 
FRAMEWORK

E A RNINGS  
PER SHARE
(INR)

25.33

TOTA L D I V IDEND 
PAYOU T
(INR crore)
(Dividend amount + 
Distribution tax)

477.86

E -WAS T E 
D ISPOSED
(Tonnes)

5.75

PERCENTAGE OF 
LOCAL SUPPLIERS

100%

GHG EMISSIONS  
AVOIDED

253.7 tCO2 

LIVES IMPACTED 
THROUGH CSR

1,88,703

CUSTOMER CaP 
SCORE

56

EMPLOYEES 
COVERED UNDER 
SAFETY TRAINING 
PROGRAMME

8,100+

EMPLOYEE 
SATISFACTION 
SURVEY SCORE
(on a scale of 5)

4.62

FEMALE 
WORKFORCE IN 
MANAGEMENT 
POSITIONS

(%)

6.51

Sustainability Report 2018-19
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FINANCIAL CAPITAL 

Change is growth. 
Change is good.

PROF IT AF TER TA X
(INR crore)

1,557
TOTA L INCOME
(INR crore)

8,810
DI V IDEND
(%)

325
24

We aim to create value for our stakeholders by prudently managing 
our financial capital to expand our business and consolidate our 
market leadership and, in turn, drive financial inclusion and economic 
formalisation in the country. 

Adding Economic Value to Stakeholders 
Our strong business fundamentals enable us to create long-term 
value for our stakeholders. The strength of our model has been tested 
during business downcycles, but its resilience has enabled us to retain 
margins, expand our network, leverage technologies and achieve 
operational efficiencies. We adopt the best corporate governance 
practices and continuously assess our adherence to them.

General Disclosures: GRI 102-7 
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 18%  63%  37%

2018-19 Highlights 
The Government of India raised its budgetary allocation for rural 
development schemes from INR 1,12,403.92 crore for 2018-19 to 
INR 1,17,647.19 crore for 2019-20. Our businesses are a logical extension 
of facilitating rural transformation. 

The vast opportunity landscape, along with our deep knowledge and reach, 
well-balanced and high-quality portfolio, and favourable funding mix helped 
achieve significant growth during the year under review. We gained market 
share by expanding and increasing penetration in rural areas. 

Asset quality improved due to higher recoveries and lower fresh 
delinquencies as government spending and infrastructure development 
activities received a boost. 

Earnings recovery continued, 
as collections improved and 
credit costs declined, against 
the backdrop of an improved 
outlook for rural India

Deeper penetration and 
larger presence in every 
OEM helped maintain 
disbursement growth

Stayed invested with 
additional branches, 
additional people and 
programmes of marketing

Benefited from higher 
farm-related cash flows 
and increase in government 
spending

*Figures for 2018-19 and 2017-18 are as per Indian Accounting Standards (Ind AS) and for other financial years are as per Indian Generally Accepted Accounting 
Principles (IGAAP).

TOTAL INCOME 
(INR crore)

RETURN ON ASSETS 
(%)

PROFIT AFTER TAX 
(INR crore)

DIVIDEND 
(%)

TOTAL ASSETS 
(INR crore)

EARNINGS PER SHARE 
(INR)

 45%  27%

Key Milestones Achieved

2016-17 2017-18* 2018-19* 2016-17 2017-18* 2018-19* 2016-17 2017-18* 2018-19*

6,238 6,685

8,810

400

1,076

1,557

45,837
52,793

67,078

2016-17 2016-17 2016-17

1.0 120
7.09

2.2

200
18.52

2.6 325 25.33

2017-18* 2017-18* 2017-18*2018-19* 2018-19* 2018-19*

 32%

Our unique business model enables 
us to deliver innovative financial 
solutions for our customers in 
semi-urban and rural India. We have 
leveraged our financial expertise 
to fast-track growth.

Mr. V. Ravi
Executive Director  
and Chief Financial Officer

Mahindra & Mahindra Financial Services Limited
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Credit Rating 
A credit rating is a quantified assessment of the creditworthiness of any entity that seeks to borrow money. We maintain 
our asset quality by adhering to stringent credit evaluation standards and our strong credit ratings help in easy access 
to credit. The ‘A1+’ rating indicates the highest level of rating. Instruments with this rating are considered to have a very 
strong degree of safety regarding timely payment of financial obligations. Strong credit ratings is one of the strengths of 
Mahindra Finance.

CRISIL reaffirmed its ratings on our long-term debt instruments and bank facilities at ‘AA+/Stable’ and fixed deposit 
schemes at ‘FAAA/ Stable’. The ‘AA+/ Stable’ rating indicates a high degree of safety regarding timely payment of financial 
obligations. The rating on our short-term debt and bank loans was reaffirmed at ‘CRISIL A1+’, which is the highest rating.

FINANCIAL CAPITAL 

 FINANCIAL STABILITY 
We maintain our asset quality by adhering to stringent credit evaluation standards, complying with the prudent 
Loan-to-Value (LTV) ratios and interacting with customers directly and regularly. Our financial instruments enjoy high 
credit ratings, which enables us to raise funds at competitive rates. Gross NPAs as on March 31, 2019 stood at 5.9%, 
down from 9.0% of loan outstanding during the previous year. 

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

CAPITAL ADEQUACY
(%)

TIER-I CAPITAL
(%)

TIER-II CAPITAL
(%)

2016-17 2016-17 2016-17

17.2 12.8 4.4

5.7
4.8

22.7 17.0
20.3 15.5

2017-18 2017-18 2017-182018-19 2018-19 2018-19

3-year Credit Rating Trend

India Ratings & Research  
Private Limited 2016-17 2017-18 2018-19

Commercial Paper Programme and Bank Facilities 
(Fund/Non-Fund Based Working Capital Limit) NA ‘IND A1+’ ‘IND A1+’

CRISIL 2016-17 2017-18 2018-19

Long-term Debt Instruments and Bank Facilities CRISIL AA+/Stable CRISIL AA+/Stable CRISIL AA+/Stable

Fixed Deposit Programme FAAA/Stable CRISIL FAAA/Stable CRISIL FAAA/Stable
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Our credit rating details, as on March 31, 2019, are listed here:

Rating Agency Type of Instrument Rating Remarks

India Ratings & 
Research Private 
Limited

Commercial Paper 
Programme and Bank Facilities 
(Fund/Non-Fund based working 
capital limit)

‘IND A1+’

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

Long-term Debt Instruments 
and Subordinated Debt 
Programme and Bank Facilities 
(Fund/Non-Fund based working 
capital limit)

‘IND AAA/Stable’

‘IND PP-MLD AAA emr/ 
Stable’

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

‘PP-MLD’ indicates the full principal 
protection in the equity-linked notes, 
wherein the issuer is obligated to pay 
the full principal upon maturity.

Suffix ‘emr’ denotes the exclusion of the 
embedded market risk from the rating.

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

Long-term Debt Instruments 
and Subordinated Debt 
Programme

‘CARE AAA/Stable’

Brickwork Ratings India 
Private Limited

Long-term Subordinated Debt 
Programme ‘BWR AAA/Stable’

CRISIL Limited

Fixed Deposit Programme ‘CRISIL FAAA/Stable’ The ‘AA+’ rating indicates a high degree 
of safety with regard to timely payment 
of financial obligations. Such instruments 
carry very low credit risk.

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

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

‘CRISIL AA+/Stable’

Commercial Paper Programme 
and Bank Loan Facilities ‘CRISIL A1+’

Mahindra & Mahindra Financial Services Limited
Sustainability Report 2018-19
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EVG&D 2017-18 
(Ind-AS)

2018-19 
(Ind-AS)

Economic Value Generated

a)  Revenues 6,68,520.10 8,80,981.17

Economic Value Distributed 5,92,669.36 7,73,060.85

b)  Operating costs 1,16,451.40 1,39,117.71

c)  Employee wages and benefits 83,246.59 1,09,011.91

d)  Payments to providers of capital 3,30,631.74 4,31,834.78

e)  Payments to government 59,623.83 90,169.15

f)  Community investments 2,715.79 2,927.30

Economic Value Retained (calculated as economic value  
generated less economic value distributed) 75,850.74 1,07,920.32

Working Notes:

i)   Operating costs include depreciation and amortisation expenses, impairment expenses, fees and 
commission expense, bank charges and other expenses.

ii)   Payments to providers of capital includes finance costs (excluding bank charges) and proposed dividend 
on equity shares.

iii) Payments to government includes current tax and dividend distribution tax.

iv)  Community investments include our CSR activities which are explained in detail on page 24, 25 and 
41 in our Annual Report at https://www.mahindrafinance.com/pdf/Mahindra_Finance_Annual_
Report_2018_19.pdf. 

FINANCIAL CAPITAL 

 ECONOMIC VALUE CONTRIBUTION
Economic Value Generated and Distributed (EVG&D) 
(*in lakh)

*  Please note that the financial results of the Company for 2018-19 have been prepared in accordance with Indian Accounting 
Standards (Ind AS) notified under the Companies (Indian Accounting Standards) Rules, 2015 as amended by the Companies 
(Indian Accounting Standards) Rules, 2016. This transition to Ind AS has been carried out from the erstwhile Accounting 
Standards notified under the Act, read with rule 7 of Companies (Accounts) Rules 2014 (as amended), guidelines issued by 
the Reserve Bank of India (the RBI) and other generally accepted accounting principles in India (collectively referred to as 
'the Previous GAAP'). Accordingly, the impact of transition has been recorded in the opening reserves as at April 1, 2017 and 
the corresponding adjustments pertaining to comparative previous year/quarter as presented in these financial results have 
been restated/reclassified in order to conform to current year/period. 

28 Specific Disclosures: GRI 201-1



INR 26.87 CRORE SPEN T ON 
C SR,  IMPAC T ING 1,88,703 L I V ES 
T HROUGH 14 PROGR A MMES ON 
EDUC AT ION,  EN V IRONMEN T A ND 
L I V EL IHOOD GENER AT ION.

SHAREHOLDERS

 INDIRECT ECONOMIC CONTRIBUTION

CONSUMERS
PRODUCTS & SERVICES 
WITH ENVIRONMENTAL 
& SOCIAL BENEFITS

COMMUNITY 
DEVELOPMENT

46,210 (22% )
( INR crore)
OV ER A L L D ISBURSEMEN T S

2.27
(m i l l i on)
INSUR A NCE C ASE SERV ICED 
BY MIBL

0.3
(m i l l i on)
V IL L AGES BENEF IT ED T HROUGH 
MIBL INSUR A NCE SERV ICES

4,871
( INR crore)
TOTA L AUM -  M A MCPL

63
(%)

D I V IDEND GROW T H

SME

3,656
( INR crore)
TOTA L AUM -  SME F INA NCING

2,581
( INR crore)
HOME LOA NS DISBURSED
TO A CUS TOMER BASE OF 
9,50,000 W IT H A N AV ER AGE 
A NNUA L HOUSEHOL D INCOME 
BELOW INR 1.90 L A K H

0.17
( lakh)
CUS TOMERS SERV ED T HROUGH 
RUR A L HOUSING A ND 
A FFORDA BL E HOUSING V ERT IC A L 
ACROSS 82,000 V IL L AGES

1,090.12
( INR crore) 
EMPLOY EE BENEF IT S E X PENSE

8,13,742
L I V ES COV ERED UNDER 
MAHINDR A LOAN SUR AKSHA 
(ML S) (70% of customers serviced 
in low populated or economically 
disadvantaged areas)

1,941
EL EC T RIC V EHICL ES 
F INA NCED W IT H A VA LUE OF 
INR 23.46 CRORE

1,88,703
L I V ES IMPAC TED

EMPLOYEES

34,471
F INANCIAL SERV ICES 
EMPLOY EE BASE

Mahindra & Mahindra Financial Services Limited
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REGIONAL  
OFF ICES

76
ZONAL  
OFF ICES 

8
BR A NCHES 

1,321
SMART  
BR A NCHES 

336

Our manufactured capital comprises tangible physical assets 
such as offices and branches and includes Information 
Technology (IT) infrastructure, which enables sustainable 
value creation. 
Our network today covers India’s villages, transcending 
geographic, linguistic and cultural barriers, as well as 
successfully spreading throughout the different hierarchies 
of businesses. 
Headquartered in Mumbai, we have a deep and wide physical  
presence comprising zonal offices, regional offices, branches 
and smart branches.

MANUFACTURED CAPITAL

Change is constructive. 
Change is good.

Specific Disclosures: GRI 103-230



Vendor Management 
Our supplier base consists of human 
resource service providers, utilities 
providers, technology partners, office 
stationary suppliers, office infrastructure 
vendors and service providers.

Our suppliers/vendors are an important 
part of our operations. We believe 
in working with them to ensure our 
sustainability expectations are clear 
and that products and services are 
compliant with our standards. 

As part of our continued engagement 
with suppliers and focus on quality and 
delivery time, our suppliers have improved 
their service levels. We also encourage 
them to adopt sustainable practices, 
also appreciating and recognising good 
practices followed by them.

Sourcing and Disposal Initiatives

Initiatives Activities 

Record  
management 

Use 100% recycled paper boxes to preserve 
FSS files

Air conditioners Use A 410 green refrigerant, which helps 
minimise ozone depletion 

Disposal of paper 
wastes 

Rough papers, cardboards, old newspapers, 
magazines collected at Head Office and 
sent to an empanelled vendor for recycling; 

~75,000 Swachh Bharat points collected from 
April 2018-March 2019 to be redeemed for 
eco-friendly goodies. 29,700 kg of non-hazardous 
paper waste has been recycled by a certified 
vendor at Head Office, Mumbai

Shredding of old 
records/files at record 
management centre for 
Mahindra Finance 

74,000+ files were identified for shredding and 
paper recycling in 6,100+ boxes; the results 
will be reported next year as the process is still 
underway

Proportion of Spending on Local Suppliers at Important Locations of 
Operation (2018-19)

Purchases from 
top 10 suppliers
(INR lakh)

Purchases from 
local suppliers
(within top 10)
(INR lakh)

Percentage of 
local suppliers
(within top 10) 

MMFSL 26,062.70 26,062.70 100%

MRHFL 1,757.12 1,757.12 100%

MIBL 3,514.40 3,514.40 100%

TOTAL WEIGHT OF  
E-WASTE DISPOSED
(Tonnes)

2016-17

4.1

15.4

5.75

2017-18 2018-19

24.7 24.4
26.8

PAPER CONSUMPTION
(Tonnes)

2016-17 2017-18 2018-19

Smart Branches
We have set up 336 smart branches 
at the premises of our dealer partners 
to provide improved customer service. 
These branches operate with minimal 
infrastructure and fewer employees 
than those in regular branches, thereby 
enabling us to keep low operating costs 
and also limit our environmental footprint.

IT and other Infrastructure Assets
Our IT infrastructure assets include 
computers, laptops and printers that 
facilitate our 30,000+ employees to 
perform their work efficiently. We also 
have DG sets in select locations for 
sourcing auxiliary power and solar panel 
installations across 57 locations with an 
installed capacity of 161 KW.

Responsible Resource 
Consumption 
We view our investments in technology 
as part of our commitment to 
sustainability. For example, promoting 
e-communications and deploying mobile 
apps and web-based reporting allow us 
to cut paper consumption and reduce 
mail costs while video conferencing 
helps us reduce air travel costs, which 
in turn reduces our indirect contribution 
towards emissions.

E-waste Disposal for Recycling 
Owing to our high dependency on 
electronic devices for running daily 
operations, disposal of e-waste is a 
major environmental concern for us. 
We send 100% of our e-waste for 
recycling through registered recyclers 
as per the E-Waste Management and 
Handling Rules.

Mahindra & Mahindra Financial Services Limited
Sustainability Report 2018-19
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Our intellectual capital comprising our new-age technologies, 
robust processes and systems as well as our brand positioning 
enable us to stay ahead of the curve in a dynamic industry 
environment. We have been continuously digitising our internal 
processes and service offerings. Our technology initiatives 
have not only helped us improve the overall efficiency across 
our business functions but have also helped us greatly  
enhance customer experience.

INTELLECTUAL CAPITAL 

Change is digital.  
Change is good.

NO. OF CUS TOMERS 
W HO AVA IL ED 
SU V IDH A LOA NS

30,000

DIG ITA L PAY MEN T 
RECEIP T S

53,600+

RESULT OF DEBIT C A RD 
A ND UPI  PAY MEN T 
OP T IONS 

26%
INCRE ASE IN D IG ITA L 
PAY MEN T S
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  DIGITAL TRANSFORMATION AT MAHINDRA & MAHINDRA FINANCIAL SERVICES SECTOR

At Mahindra Finance, we recognise the importance 
of innovation and adoption of new-age technologies 
in retaining our competitive edge. We continue 
to focus and invest in Data Science and Artificial 
Intelligence (AI) to derive wider operational and 
sustainability benefits.

New Hires: During the year, we hired data scientists 
and business intelligence experts from diverse 
industries like banking, software and Fast-Moving 
Consumer Goods (FMCG). These new hires are 
being trained on Google Cloud, Microsoft Azure 
and Amazon AWS based Machine Learning tools.

Tableau: We extensively use Tableau for 
business intelligence to make critical decisions 
based on hard data, predicted parameters and 
managerial judgement.

 INNOVATION AT MMFSS

INTELLECTUAL CAPITAL 

Robust Infrastructure: We have developed a secure 
and scalable infrastructure for processing data 
science algorithms on high-end Graphic Processing 
Units (GPUs) on virtual machines.

Our analytics datamart has reduced turnaround time 
for launching products and policies using data. 

We continue to use local insights and business 
parameters, along with credit bureau data, to 
strategise on improving efficiency at existing 
branches as well as expansions. Our proprietary 
credit scoring models based on years of rural lending 
data helps us fine-tune our lending strategy.

Broadening the Scope of Financial 
Inclusion 
The Digital Route to Financial 
Inclusion 
With over 500 million active internet 
users, India has the second largest digital 
population globally. Rural India accounts 
for 40% of this user base and is growing 
30% annually. This increased internet 
penetration has improved connectivity, 
reduced logistics costs, changed trade 
patterns and led to the emergence 
of non-farm activities in rural regions. 
Mahindra Finance recognised these shifts 
and embarked on a digital transformation 
journey a few years ago to broaden the 
horizons of financial inclusion. 

Digital Initiatives 
We created a detailed roadmap, aligned 
with business and IT, to achieve key 
objectives – reduction, value-added 
services, and strengthen partnerships.

Data Architecture
With over a million customers in our 
database, we are compiling datasets and 
transactions of our customers for various 
products across FSS. We aim to run 
intelligent analytics on this consolidated 
data, to identify consumer behaviour 
pattern and thereby generate 360 
degree view of customer finance 
portfolio. This will enable us to create 
better positioned tailor-made products 
to suit the varying needs of customers 
throughout their lifecycles.

We develop and integrate 
innovative solutions that fulfil our 
customers' aspirations and needs, 
while enhancing our sustainability 
and operational efficiency.

Ms. Tina Singh
Chief Digital Officer 

Digital 
business

Empower 
employees and 

partners

Build 
strategic 

partnerships

Agile IT and enhanced data architecture

DIGITAL TRANSFORMATION

Enhance 
customer 

engagement



 DIGITAL INITIATIVES TAKEN IN 2018-19 AND THEIR IMPACTS ON SUSTAINABILITY

Empower Employees and Partners
Inducing higher efficiency in the daily work management of employees to achieve operational excellence

Sales App
This comprehensive first-of-its-kind app has enabled field executives sanction a loan end-to-end at the dealership itself. It has 
removed manual interventions such as application form filling, mail-based approvals and excel based IRR/EMI calculations. 
Further, the documents can be scanned and uploaded on the app, which could save 7.5 lakh pages a month. Business of 
about INR 80 crore has been conducted since its launch. It will be scaled to Auto and Farm Equipment’s vertical in 2019-20.

Build Strategic Partnerships
Steps to create long-term sustainable relationships with partners based on mutual respect and fairness 

Strategic Partnership with Common 
Services Centre (CSC)
CSCs is a Government of India initiative 
under its ‘Digital India’ campaign with the 
intent of delivering financial and other 
benefits to the last mile citizen. 

MRHFL primarily caters to customers in 
Tier-III cities and remote areas. The field 

executives had to travel long distances 
to collect EMIs from such customers. 
This required higher fuel costs, exposed 
the executives to cash-carrying risk and 
delayed collection from the customers.

To address this, MRHFL integrated with 
CSC systems to enable EMI payments 
across 3 lakh+ CSCs. Currently, 1% 

of total collections are coming via this 
channel and have resulted in ease of 
repayment, reduced risk and fuel savings 
to a great extent.

Digital Business
Creating future ready businesses to adapt to fast changing environment

Transforming the Digital Journey of a 
Mutual Fund Investor
With the economy moving towards a 
more paperless and digital ecosystem, we 
have introduced various initiatives on the 
Mahindra Mutual Fund website to create 
a hassle-free experience for our investors.

1. Automated Bank Account Verification: 
An investor can register his bank 
account with us without the need to 
provide a cancelled cheque or form. 
We have integrated with banks to 
digitally verify the bank account by 
doing a Penny Test (depositing INR 1 
in the customer’s bank account) and 
receiving the investor’s account details 
to reconcile with the KYC information. 

Custom logics have been built for the 
purpose of verification, resulting in a 
73% success rate, much higher than 
the industry average of 60%.

2. PAN based KYC Auto Fill:  
Earlier a customer had to fill 23 KYC 
fields manually, which led to a lot of 
dropouts. Currently, with the auto fill 
KRA feature, 13 of the 23 fields are auto 
filled by using a KYC-compliant PAN. 

3. Debit Card and UPI Payment Options: 
These additional payment options have 
resulted in a 26% increase in digital 
payments, with customers finding it 
easier to transact with PIN and OTP 
based login, as against password-based 
net banking.

4. PAN and Social Media-Based Login: 
PAN, with OTP and Facebook or 
Google linking, has been enabled as 
an alternative login option.

Benefit
REDUC T ION IN DROPOU T S

62%
Lowered onboarding time below 
5 minutes

Enhance Customer Engagement
Leverage digital channels to bolster customer engagement and increase brand loyalty

Digital Payments
After enabling net-banking, debit 
card, UPI and mobile wallet channels, 
digital payments increased by 14% 
month-on-month with the highest 
payment collected in March 2019 - 
INR-80 crore with 53,600+ receipts.

Expect to collect around INR 200 crore a 
month by March 2020

Benefits
 ∘ Reduction in carbon footprint
 ∘ Receipts are generated online, which 
reduces cost of printing 3.36 lakh 
receipts annually

Customer App
The app has been built on a scalable 
and multi-lingual platform, wherein the 
customers can access repayment 
information, pay EMIs, view amount paid 
and balance, and download repayment 
schedule. With Statement of Account 
getting integrated, users can opt for an 
e-statement, which would reduce paper 
and printing costs. In 2019-20, we expect 
3 lakh+ downloads.

ONL INE PAY MEN T 
IN 2018 -19
(INR crore) 

500

34



Root Cause Analysis (RCA)/Mahindra Yellow Belt (MYB)
 ∘ Improvements achieved at the department head level and includes RCA/
MYB projects and IT-enabled initiatives

 ∘  Involves structured problem-solving such as the Six Sigma DMAIC 
(Define, Measure, Analyse, Improve and Control) methodology

IT-Enabled Improvements
In addition to the above, we undertake various initiatives using IT as an enabler.

IMPROVEMENT PROJECTS
(RCA/IT as enabler)

 Kaizen Count    Target

194

200

218

200

242

225

2016-17 2017-18 2018-19

KAIZEN COUNT

 Number Achieved   Target

10,001 
2017-182016-17 2018-19

6,089

6,000 6,000 7,000

3,118

 Particiaption Achieved    Target

KAIZEN PARTICIPATION
(%)

2016-17

5.3 17 32
2017-18 2018-19

10

15
20

Operational
Pragati Kaizen Initiative
These are improvements achieved through individual effort 

 PROCESS IMPROVEMENTS 
At Mahindra Finance, we have developed a framework for 
continuous improvements by aligning business processes 
with stakeholder expectations and improving processes at 
the individual/team level. The improvement initiatives can be 
classified as strategic and operational.

Strategic
These project improvement initiatives span different verticals 
and may involve external stakeholders as well. They are taken 
forward by our Strategy Team.

Case Study
Suvidha Loans
This pre-approved, small-ticket, 
top-up loan product was launched 
to address the short-term personal 
needs of our existing customers. 
The product has also helped 
enhance customer retention, 
share of wallet and products 
per customer.

Analytical models have been 
designed to generate pre-approved 
customer lists. We leverage 
our existing network of ~1,300 
branches to create a 'no 
incremental cost' operating model, 
which makes a small-ticket loan 
product viable.

Rising Disbursals Point to 
Previously Unserved needs 
Since its launch in January 2018, 
more than 30,000 customers have 
availed Suvidha Loans. We plan 
to launch more variants based on 
customer feedback and digitalise 
the process to make it hassle free 
and further increase our outreach.

Key Highlights 
Ticket Size: INR 30,000-80,000
Tenure: up to 18 months
Minimal Documentation
Disbursement TAT: 24-48 hours

Suvidha Loans Team, Mahindra Innovation 
Awards 2018-19
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Human capital comprises the collective experience, strength, 
and knowledge that our workforce brings to continue 
creating value. At MMFSS, we empower and motivate our 
employees with a rewarding culture and through an environment 
of continuous learning and development. Embedding a culture 
of organisational agility and collective team efforts, we 
have reinforced our people agenda to create a harmonious 
environment fostering a culture of innovation, pride and trust.

HUMAN CAPITAL

Change is inclusive. 
Change is good.

MC A RES 
SCORE

4.62
EMPLOY EES 
COV ERED UNDER 
SUR AKSHA 
ABHI YA AN

8,100+

NO. OF LONG SERV ICE 
RECOGNIT ION (L SR) 
AWA RDS DIS T RIBU T ED

2,053

General Disclosures: GRI 102-8
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Comparative Hiring Analysis

Diversity and Inclusion 2016-17 2017-18 2018-19

Project – Second Career for Women 54 48 47

Project – Ex-servicemen 102 134 153

Project – Enable 57 64 75

Total 213 246 275

DIVERSITY AND INCLUSION
We believe an organisation’s success 
and competitiveness depend on its 
ability to embrace diversity and realise 
the benefits. Diversity and inclusion 
have changed significantly due to 
increasing talent complexities and are no 
longer restricted to increasing women 
participation in the workforce. 

We are exploring the concept of cognitive 
diversity in the workplace based on 
four dimensions:

 ∘ Perspectives – Facilitating multiple 
perspectives for finding solutions to a 
problem

 ∘ Interpretations – Employees interpret 
situations, problems and people in 
different ways, which help arrive at 
multiple resolutions

 ∘ Heuristics – Enable multiple techniques 
to resolve issues and make quick 
decisions effectively 

 ∘ Predictive models – Facilitate 
innovation and workplace solutions

Second Career for Women 
in Workplace 

Project that caters to women who 
have left careers due to personal/
family/medical reasons and want to 
reignite their careers

Hiring Ex-servicemen 

We work with the Army Placement 
Welfare Organisation across India 
to source ex-servicemen for our 
Company. Given the high degree 
of discipline acquired over the 
years, ex-servicemen demonstrate 
exemplary professional maturity, 
punctuality at work

Project Enable 

We partner with non-profit 
organisations to identify and recruit 
specially abled candidates for 
various support functions in the 
organisation

Key Components Identified under Diversity and Inclusion

Aspire
We conceptualised the Aspire 
programme to achieve the following 
objectives:

 ∘ To foster an ecosystem that offers 
affinity groups/support groups/
resource groups to female employees 
helping them grow in the organisation

 ∘ To make a conscious effort to nurture 
the existing female workforce

 ∘ To position FSS as an inclusive 
and empathetic place to work for 
potential female employees

This year-long intervention 
encompasses three areas of 
development – personal, professional 
and group.

Engaged, enthusiastic, 
empowered and energised 
employees are the key drivers of 
an inclusive workplace and our 
sustainable growth.

Mr. Vinay Deshpande
Chief People Officer

Unconscious Bias Workshop
Unconscious bias workshop was 
conducted to create awareness among 
hiring managers about various types of 
biases that creep in during an interview 
process. The half-day programme focused 
on behavioural changes to address diversity 
and inclusion, and was conducted in major 
cities and covered 80+ employees.

EMPLOYEE ENGAGEMENT
At Mahindra Finance, we strive to 
make our organisation a great place to 
work and create a happy and engaged 
workforce. To break the daily work routine, 
we have devised a range of engagement 
programmes. This has resulted in 
significant increase in our MCARES and 
GPTW scores, year-on-year.

Rewards & Recognitions
Special Thanks and Recognition 
(MF STAR) programme rewards 
employees in the mentioned categories:

 ∘ In the moment recognition
 ∘ Monthly recognition
 ∘ Quarterly recognition

WOW Factor
We initiated WOW to spread positivity 
and inculcate a sense of pride in our daily 
work. It includes positive events across 
departments, locations or any individual 
achievement. We presented our recently 
launched WOW FACTOR YEARBOOK to 
all the Steering Committee members.

Unconscoius Bias Workshop

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



Long Service Recognition (LSR) Awards
This award recognises those employees who have contributed 
years of dedicated service to the Company, sending a strong 
message to the entire organisation that ‘loyalty matters’.

LSR Awards Distributed as on  
March 31, 2019

LSR Award category Awardees

5 years 1,266

10 years 691

15 years 69

20 years 27

Total 2,053

Mahindra Finance Boutique – www.mfstar.in
Our unique reward point system under the MF STAR programme 
provides an opportunity to reward employees for their efforts. 
The system works on the principle of ‘better performance, 
bigger rewards’. Every award such as Star Performer of 
the Month, Star Performer of the Quarter, Going the Extra 

HUMAN CAPITAL 

Mile relates to a pre-decided number of points, which can be 
redeemed online. This year, our employees purchased over 
6,600 products by redeeming their reward points.

Going the Extra Mile (GEM)
Dhruv Tara is renamed as GEM. To recognise those who go 
beyond their key responsibility areas, managers of respective 
departments nominate employees online at the end of every 
quarter. As on March 31, 2019, we received 4,513 nominations 
for the GEM award.

MBeats
This initiative is aimed at employees who are passionate about 
music. MBeats participants receive training on Hindustani 
vocals, Western vocals, guitar and keyboard.

Classes Number of participants

Keyboard 67

Guitar 98

Western vocals 42

Hindustani vocals 98

LEARNING AND DEVELOPMENT
Our training and development initiatives enable our people to 
develop skills, support managers in team development, assist 
those in charge of key operations to think strategically and 
improve procedures and processes.

Our learning strategy has been derived from the priorities 
identified in the organisational balanced scorecard, 
HR strategy and the Mahindra Rise philosophy, and forms 
the guiding principle for conceptualisation, design and rollout 
of our initiatives.

Vikas – Competency Development Plan
It is a customised development programme aimed to help 
employees improve their functional competencies, enabling 
them to deliver superior business results. It was designed to 
develop the workforce competencies of those who were rated 
as ‘Proficiency level 1’, ‘Proficiency level 2’ ‘Proficiency level 3’, 
Proficiency level 4’ and Proficiency level 5’ as per the Learn 
Engage Assess Perform (LEAP) Competency Gap Analysis 
(CGA) carried out pan-India. 

MBeats Session GEM Award
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Outcome
The programme was 
evaluated through a Return on 
Investment (ROI) study at Level 
4 of the ROI model to assess 
the business impact.

Smart Persuasion and Effective 
Decisions (SPEED)
This programme was initiated to address 
the skill gaps of smart branch managers 
(within the automotive loans department) 
The major skill gaps identified were 
problem-solving, efficient decision-making 
and influencing and negotiation. Of the 98 
participants surveyed, 53% attributed 
their improvement in performance to the 
programme with a 75% confidence level. 

The programme also had intangible 
benefits such as:

 ∘ Confidence in dealer discussion
 ∘ Improved focus towards revenue 
generation

PERCENTAGE OF 
PARTICIPANTS SURVEYED 
WHO ATTRIBUTED 
IMPROVEMENT IN 
PERFORMANCE TO THE 
SPEED PROGRAMME

53%

SPEED  
Scores

Average learning 
scores improved by 

71%

Learning score

62% of the  
population reached 

application level

Application of learning

Reaction score: 4/5

Reaction score

Key Results of Vikas
Level 1

Reaction: Average reaction score is 4/5

Level 3

Application of learning: More than 70% of 
the participants reported having applied 
the learnt concepts at their job

Level 4

Business impact: Business executives 
in the pre-owned car loans vertical 
increased their performance by 9%, 
whereas those in the collections vertical 
increased their collection efficiency by 
4.36% after the training

Level 2

Learning: Learning Score of business 
verticals increased by 87%

Speed Workshop for Smart Branch Managers

Mahindra & Mahindra Financial Services Limited
Sustainability Report 2018-19
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Young Leaders Programme (YLP)
The programme caters to new management trainees recruited from different B-schools. Before executing their responsibilities 
as business managers, the trainees go through 18 months of extensive learning to hone their skills and prepare for their role. 
The training also smoothens the transition from academic to corporate culture and achieve long-term business objectives.

Coursera
Coursera is a venture-backed, education-
focused technology company that offers 
online courses, specialisations and 
degrees. With our growing employee 
strength and widespread geography, we 
decided to use this wonderful platform 
for our employees. Courses on leadership 
competencies, functional competencies 
and functional needs are offered by top 
universities here.

Testimonial of a Coursera learner from HR team 

HUMAN CAPITAL 

YLP Glide Path

1. Induction  
Focus: Organisation 
orientation, Product and 
process knowledge, Leader 
connect, Rural immersion

2. Business Operations 
Focus: Branch operations, 
Task assigned on 
understanding the branch 
and related SOPs

5. Rural Immersion 
Focus: To acquire 
deeper understanding 
of customers

6. Readiness Evaluation 
Focus: Understanding the 
Management Trainees (MTs) 
readiness to take the role through 
mini competency centres

7. Development 
Focus: To develop the 
required skills in the MTs 
to help them take up the 
new role 

3. Business Project and 
Confirmation 
Focus: Understanding 
respective verticals and 
collection business 

4. Collection Project 
Focus: Understanding 
collections in depth 

Coursera is a good initiative for employees’ 
self-improvement at their own pace and 

convenience. I thank L&D Team for giving me 
an opportunity in the first batch.

Shobhit Agarwal
IT Team – Delhi Regional Office

Young Leaders Programme 2018
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Learning Café
Learning Café is a quarterly event, 
where all the departmental heads 
from the L3DH grade and above from 
FSS are invited to participate in a 3-4 
hours session conducted by a thought 
leader. This initiative is aimed to provide 
opportunity for the department heads to:

 ∘ Take ‘Time Out’ and reflect on new 
thoughts and ideas

 ∘ Listen to thought leaders from diverse 
domains

 ∘ Stretch boundaries to go beyond their 
respective functions

CREST Leaders for Tomorrow
It is a career management leadership 
experience programme aimed to prepare 
employees in the L5DH grade for their 
next career progression. This 18-month-
long, intensive programme goes beyond 
regular ‘training’ and puts the participants 
through learning experiences from a 
variety of fields such as military and 
performing arts. The training comprises 
only 15 days of classroom training, 
while the rest of the time is spent in 
activities that equip the employees for 
leadership roles.

MCARES
Employee engagement is the emotional 
commitment an employee has towards 
the organisation. The best-in-class 
organisations are built through the 
day-to-day experience of employees. 
At Mahindra Group, employee engagement 
is gauged through the Annual Employee 
Engagement Survey conducted in each 
group company, Mahindra Finance has 
consistently observed an increasing trend.

CREST – participants 2018
Learning Cafe for C-level leaders

MCARES SCORE

2016-17

4.37

4.50

4.62

2017-18 2018-19

Fire Safety Drill

EMPLOY EES 
BENEF IT T ED 
T HROUGH 
THE VA RIOUS 
A A ROGYA 
IN IT IAT I V ES

7,000

EMPLOYEE HEALTH AND 
SAFETY

We believe a safe and healthy work 
environment is an important requirement 
for ensuring employee wellbeing. Best 
practices in occupational health and 
safety contribute to employee satisfaction 
and enhance our performance.

Aarogya
At Mahindra Finance, we encourage our 
employees to maintain a healthy lifestyle. 
To promote this, we organised several 
health and wellness sessions across all 
the regional offices. Major health areas 
covered under Aarogya are diabetes, oral 
health, ergonomics and hypertension.

SAFETY
Health, safety and wellbeing of our 
employees is of paramount importance. 
We recognise that good health and 
safety improve work effectiveness, 
employee morale and our reputation. 
To provide a safe working environment, 
we have integrated safety measures 
into key business activities with detailed 
Occupational Health and Safety (OHS) 
policies. There were two reportable 
fatalities. However, at our management 

level, we take this seriously and promote 
a culture of behavioral safety among our 
employees.

During the reporting period, several 
safety initiatives were undertaken: 

 ∘ Safety Induction was conducted for all 
new joinees in the reporting year

 ∘ Conducted fire, safety and electrical 
audit of 29 locations through third 
party vendor

 ∘ Initiated ʻsafe driving dashboardʼ for 
the company-owned vehicles to send 
alerts on incidents like night travel, over 
speeding etc

 ∘ Launched safety training programmes 
using modes like video screening in 
branches, e-learning programmes, 

branch promotional activity and e-mails 
to create awareness among employees 
under Suraksha Abhiyaan, which 
covered over 8,100+ FSS employees

 ∘ Two new projects for safety and 
security of employees as well as 
locations were taken up during this 
financial year through Safety App ‘SAY’ 
Safety & You, and CCTV e-surveillance

 ∘ Initiated circle offices safety committee 
and defined its roles and responsibilities

 ∘ Initiated scorecard-based driving of 
employee health and safety, thereby 
achieving improvement improved on all 
the metrics in the scorecard

Mahindra & Mahindra Financial Services Limited
Sustainability Report 2018-19
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PERFORMANCE TABLE
Workforce Distribution (Count in Nos.)*

Workforce Level March 2019

Age <30  Total 30-50  Total >50  Total Total Total

Gender Male Female Male Female Male Female Male Female Employees

Senior 
Management 0 0 0 40 6 46 21 0 21 61 6 67

Middle 
Management 27 6 33 1,293 102 1,395 78 3 81 1,398 111 1,509

Junior 
Management 16,046 665 16,711 15,541 558 16,099 81 4 85 31,668 1,227 32,895

Total 16,073 671 16,744 16,874 666 17,540 180 7 187 33,127 1,344 34,471

*Employee strength is an aggregate of MMFSL, MRHFL, MIBL & MAMCL

Employees Joining during the Reporting Year (Count in Nos.)

Workforce Level March 2019

Age <30 30-50 >50 Total Total

Gender Male Female Total Male Female Total Male Female Total Male Female Employees

Senior 
Management 0 0 0 2 1 3 1 0 1 3 1 4

Middle 
Management 12 4 16 181 19 200 2 1 3 195 24 219

Junior 
Management 9,424 288 9,712 4,333 86 4,419 7 0 7 13,764 374 14,138

HUMAN CAPITAL 

Awareness on Prevention of 
Sexual Harassment (POSH)
We view all incidents of sexual 
harassment seriously and follow a 
zero-tolerance approach to any sexual 
misconduct. Any complaint or report 
of sexual harassment is investigated 
and if proved, appropriate action is 
taken against the offender. To create 
awareness among the employees about 
the prevention of sexual harassment, we 
launched videos on key topics:

 ∘ POSH awareness
 ∘ Reconciliation before filing POSH 
complaint

 ∘ Consequences of false complaint under 
POSH

Insaaf Policy and the new 
DAP Module
The Insaaf policy provides standardised 
guidelines for addressing disciplinary 
issues. It also provides a structured forum 
(Regional/Zonal/HO Committees) that 
is free and fair, unbiased, and evidence 
based. A new Disciplinary Action Process 
(DAP) module was launched in July 2018 
with additional features on end-to-end 
disciplinary process, thereby addressing 
the shortcomings of the old DAP module. 
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Employees Leaving during the Reporting Year (Count in Nos.)*

Workforce Level March 2019

Age <30 30-50 >50 Total Total

Gender Male Female Total Male Female Total Male Female Total Male Female Employees

Senior 
Management 0 0 0 3 0 3 0 0 0 3 0 3

Middle 
Management 3 2 5 60 13 73 0 0 0 63 15 78

Junior 
Management 5,026 143 5,169 3,228 65 3,293 3 0 3 8,257 208 8,465

*This includes both voluntary and dismissed cases

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

Workforce Level March 2019

Age <30 30-50 >50 Total Total

Gender Male Female Total Male Female Total Male Female Total Male Female Employees

Senior 
Management 0 0 0 0 0 0 0 0 0 0 0 0

Middle 
Management 0 0 0 11 0 11 0 0 0 11 0 11

Junior 
Management 1,729 35 1,764 736 11 747 1 0 1 2,466 46 2,512

 
Training Hour of Employees (Hours)

Workforce Level

Gender Male Female Total

Senior Management 1,065 144 1,209

Middle Management 43,690 2,783 46,473

Junior Management 3,95,471 14,006 4,09,477

Total 4,40,226 16,933 4,57,159

Parental Leaves by Employees (Count in Nos.)*

Reporting Parameters Gender

Male Female

Employees that availed parental leave in reporting period 609 73
Employees who returned to work after availing Parental Leave 
in reporting period 607 63

Return to work rate 99.67% 86.30%

Retention rate 72.06% 77.55%

*All employees active in the system can avail parental leaves

Mahindra & Mahindra Financial Services Limited
Sustainability Report 2018-19
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EMPLOY EES VOLUN T EERED 
FOR SWACHH TA HI  SE VA 
IN IT IAT I V E

7,829

VOLUN T EERS 
PART IC IPATED IN 
JEE VANDAN INIT IAT I V E

17,537

CUS TOMER SERV ICED (FSS) 
(INR lakh)

92.15

SOCIAL & REL ATIONSHIP CAPITAL

Change is pervasive. 
Change is good.

We believe when local communities prosper, the organisation and its 
customers also prosper. At MMFSS, we have structured our business 
model to capture the evolving stakeholder value chain and ensure 
sustainable development. Our socioeconomic activities are curated 
purposefully to address various social and environmental issues. Thus, 
our CSR initiatives are an extension of this inclusive business model, 
carried out through need-based assessments across India. For 70% of 
major annual CSR Projects, both need and impact assessments have 
been carried out.



 CSR AT MMFSS

CSR Management Structure 
CSR Committee (Board Level)

FSS CSR Council

HO CSR Secretariat (HO Cross Functional Team)

Zonal CSR Secretariat (Zonal Cross Functional Team)
 

Regional CSR Secretariat (Regional Cross Functional Team) 

LIVES IMPACTED

2016-17

1,82,758 

2,11,591
1,88,703

2017-18 2018-19

ACTIVITY-WISE SHARE OF 
CSR EXPENDITURE
(INR lakh)

 Education and Livelihood  Healthcare

 Environment  Others

2,069.53

390.05

67.15
160.57

CSR EXPENDITURE 
(INR crore)

2016-17

30
27 27

2017-18 2018-19

Through proactive, strategic stakeholder 
and community engagement, we can 
support the advancement of the interests 
of both our host communities and our 
assets. We take a cross-functional 
approach to understanding and managing 
our socio-economic contributions and to 
delivering shared value while managing our 
impact on society.

Ms. Shaily Singh
Senior General Manager – Corporate HR

Key Highlights

3,000
MERITORIOUS GR A DUAT E & 
POS TGR A DUAT E S T UDEN T S 
GR AN T ED SCHOL ARSHIPS

4,000
BENEF IC IA RIES RECEI V ED 
F INANCIAL L I TER ACY TR A INING
IN PUNE,  AUR ANGABAD AND 
NAGPUR

39,783
S T UDEN T S W ERE
TR A INED THROUGH MAHINDR A
PRIDE CL ASSROOM MODEL

365
WOMEN W ERE T R A INED 
TO BECOME PROFESSIONA L 
CHAUFFEURS IN DEL HI , 
A HMEDA BA D, INDORE, 
BHUBANESH WAR, KOLK ATA AND 
LUCK NOW 

500
PEOPLE W ITH D ISABIL IT IES  
W ERE TR A INED IN I TES , 
RE TA IL ,  HOSPITAL IT IES AND 
BFSI  SEC TORS IN BHOPA L A ND 
V ISAK HAPATNAM

180
WOMEN T R A INED TO 
BECOME AU TO - MECHA NIC S 
IN KOLHAPUR,  TR ICH Y,  MADUR A I , 
MANAPPAR A I  AND DINDIGUL

EDUCATION AND LIVELIHOOD

55,000+
URBA N A ND RUR A L WOMEN 
RECEI V ED FREE A ND 
AFFORDABLE PRE V EN T I V E 
C ARE,  GY NAECOLOGIC AL A ND 
DIAGNOS T IC SERV ICES 

36,000+
BENEF IC IA RIES FROM 240+ 
V IL L AGES W ERE PROV IDED 
NU TRIT IONAL SUPPLEMEN TAT ION

14
A MBUL A NCES PROV IDED TO 
NON - PROF IT S ACROSS INDIA

HEALTHCARE

72,603
TREES PL AN TED 
ACROSS INDIA T HROUGH 
MAHINDR A HARI YAL I

ENVIRONMENT

3,453
YOUNG PEOPL E RECEI V ED 
L I V EL IHOOD TR A INING THROUGH 
M A HINDR A PRIDE SCHOOL IN 
I T ES ,  RE TA IL AND HOSPITAL IT Y 
W IT H 100 % PL ACEMEN T S

10,450
UNDERPRI V IL EGED G IRL S FROM 
URBAN AND RUR AL ARE AS 
ACROSS INDIA W ERE PROV IDED 
EDUC AT IONAL SUPPORT

Mahindra & Mahindra Financial Services Limited
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SOCIAL & REL ATIONSHIP CAPITAL 

EDUCATION AND LIVELIHOOD

Mahindra Finance Scholarship 
Programme
The merit-cum-need scholarships of 
INR 25,000 and INR 10,000 were offered 
to 2,500 graduate and 500 postgraduate 
students, respectively, with an average 
score of above 60% and annual family 
income below INR 2 lakh. Our employees 
were involved at every stage – from 
selection of colleges to scrutinising 
applications and shortlisting candidates 
through interviews.

Project Hunnar 
Project Hunnar, initially launched to 
enhance employability of rural youth in 
BFSI jobs, underwent a transformation 
in 2018-19 to focus on increasing 
participation of women and People with 
Disabilities (PwDs). Auto-mechanic 
training for women was added to the 
project, while a new Divyang Vikas Kendra 
was set up in Visakhapatnam.

Driving Training Programme
This programme, in partnership with 
the Azad Foundation and its partners, 
enables low-income urban slum-dwelling 
women to succeed in a traditionally 
male-dominated profession of driving 
four-wheelers. The six-month training 
comprises technical, self-development 
and empowerment modules.

Financial Literacy Workshops
Mahindra Finance in partnership with 
the NIIT Foundation, conducted financial 
literacy workshops in Pune, Nagpur and 
Aurangabad to inculcate good money 
management practices. The two-hour 
interactive sessions comprised 
training on making household budgets, 
recording financial transactions, and 
active savings through bank fixed deposits 
and recurring deposits. 

NUMBER OF HOUSE W I V ES 
UPSK IL LED

4,000 Divyang Vikas Kendra, Skilling 
of PwDs
Following the successful training of 
250 PwDs, last year we extended 
support to the Sarthak Educational 
Trust to train 250 PwDs at the Bhopal 
centre and another 250 at the new 
Visakhapatnam centre.

Auto-mechanic Training for Women
The pilot started in early 2019 with 
180 trainees, in partnership with the 
Pratham Education Foundation and Skills 
For Progress (SKIP), with the aim of making 
them employable with our dealers.

Nitin is hearing impaired by birth 
and completed his school education 
from Bhopal. We upskilled him 
in interpersonal, occupational 
skills and hospitality sector 
understanding through the Divyang 
Vikas Kendra, Bhopal and helped 
him get employed at Lemon Tree 
Hotel as a housekeeping attendant.

Scholarship Programme

Driver Training Programme for Women

It was a very useful session. I learnt 
many things about bank facilities, how 

to save money, FD, insurance policy, 
among others. I now plan to open a bank 
account and avail the facilities.

Ms. Asha Salwadei, 
Teacher, Bibwewadi,  
Pune beneficiary

Financial Literacy Workshop

46 Specific Disclosures: GRI 413-1



Ambulance Donation
We undertook ambulance 
donation programme with several 
hospitals/NGOs in rural areas, which 
cater to marginalised population, and 
provided medical treatment at affordable 
cost. Ambulances have been made 
accessible to primary healthcare centres 
for tribal and rural patients.

HEALTHCARE 

Project Maternal and Child 
Healthcare
We initiated this project in collaboration 
with Family Planning Association of 
India (FPAI)  to improve the health and 
nutritional status of adolescent girls, 
pregnant women, nursing mothers and 
children below six years to address 
maternal and infant mortality issues. 
We provide low-cost nutritional 
supplements to address malnutrition 
among children below six years and 
anemia among adolescent girls and boys 
as well as pregnant and nursing women. 
Through this project we have reached out 
to 4,085 women, 24,000 children and 
7,919 adolescents.

Locations: Bhubaneshwar, Singhbhum, 
Palghar/Thane district

Medical Equipment Donation
We initiated the medical equipment 
donation project in 2015-16 to 
ensure access to quality healthcare 
infrastructure for the underprivileged 
rural population. To implement 
this project, we tied up with three 
organisations: Think Foundation, 
Liver Foundation and Vivo Kidney 
Care Foundation. 

We provided financial support to 
Think Foundation to offer blood 
transfusion and iron chelation 
medication to thalassemic children 
and youth registered with the Borivali 
Comprehensive Thalassemia Care centre, 
Mumbai. We worked with Vivo Kidney 
Care Foundation to fight kidney disease 
through direct financial aid to patients 
in need, and provided state-of-the-art 
machines for best-in-class treatment. We 
provided two types of medical equipment 
used for detecting gastrointestinal 
conditions and performing liver 
transplants.

Locations: Kolkata, Mumbai, Jhunjhunu, 
Akola, Chandrapur

Swachhata Hi Seva 
At Mahindra Finance, Swachh Bharat 
has been a core pillar of our volunteering 
activities since the past five years. 
Swachhata Hi Seva initiative was 
conducted from September 27 to 
October 31, 2018 at FSS locations 
(regions and branches) across India. 
During this period, 7,829 employees 
volunteered and contributed over 
24,500 man-hours. 

Following activities were conducted:

 ∘ Cleanliness drive and awareness 
sessions at schools/colleges near 
our regional offices and branches

 ∘ Dissemination of information on 
everyday sanitation practices as well as 
prevention of common diseases using 
audio-visual media, along with quiz/
drawing contests

 ∘ Distribution of educational materials on 
sanitation practices to students

NUMBER OF T HA L ASSEMIC 
CHIL DREN A ND YOU T H PROV IDED 
MEDIC AT ION FOR A Y E A R

120

Mother and Child Healthcare Project

Ambulance Donation

Swachhata Hi Seva

PEOPL E PROV IDED 
CONSUMABLES FOR THIRD 
DIA LYSIS FOR A Y E A R 

50
and two dialysis machines 
procured

Mahindra & Mahindra Financial Services Limited
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CSR Calendar

 Programme Activities 2018-19 Outcomes 

Jeevandan
Every year on the Founder’s Day (also observed as 
CSR Day at Mahindra Finance), we organise blood 
donation camps in our offices

17,537 volunteers participated; 
7,624 units of blood collected

Health check-up camps Aimed at the underprivileged sections 4,722 patients benefited

Hariyali Aims to improve green cover and protect biodiversity; 
Employees across India plant trees near our offices 72,603 trees planted

CSR Way Forward CSR project pitching competition among Mahindra 
Finance employees to engage them in community work

Funded 11 projects proposed 
by employees

Samantar: Old Age Home 
Visits/Orphanage Visits

Employees visit orphanages, old-age homes as well 
as homes for differently abled to support by spending 
time and providing basic necessities

1,451 people supported

Gyandeep: Municipal School 
Visits

Support to schools and underprivileged students 
by providing school uniforms, notebooks, and textbooks 3,427 students supported

SOCIAL & REL ATIONSHIP CAPITAL 

Veterinary Camps
After the success of veterinary camps in 2017-18, MRHFL organised five such camps from February 2019 – 
at Thanjavur (two camps), Trichy, Tirunelveli in Tamil Nadu and Mandsaur in Madhya Pradesh. The objective was to 
enable easy access to medication and veterinary expertise to livestock owners, to help them to increase the yield of 
their livestock. The camps benefited 6,019 owners by screening and testing 23,853 livestock.

OW NERS  
BENEF IT T ED BY 
V E TERINARY 
C AMPS

6,019
Veterinary Camps supported by MRHFL

Blood Donation Drive Tree Plantation Drive
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REL ATIONSHIP CAPITAL 

Customers form the core of our business. 
We continuously strive to find ways to 
enhance customer experience. Our 
continued growth has been driven by our 
ability to connect with our customers, 
irrespective of locations, and their 
changing aspirations and requirements. 
We also continuously engage with our 
business partners and other stakeholders 
to seamlessly deliver products and 
services through appropriate channels 
and ensure a hassle-free and delightful 
customer experience.

Fostering Inclusive Growth
We have increased inclusion by providing 
financial products and services to rural 
and semi-urban customers.

Sutradhaar Samruddhi 
Programme
This unique initiative incentivises our 
existing customers for referring our 
products to friends and family looking 
to avail loans. 

Branch Displays/Roadshows/
Loan Mela
By tying up with various manufacturers/ 
dealers and organising displays, 
loan melas and roadshows, existing 
customers are offered a wide-ranging 
choice of vehicles, attractive products 
and services at their doorstep. For 
example, we participated in Gwalior 
Mela, Vasai Industrial Expo, etc. 

Customer Satisfaction – CaPS
A person usually recommends a 
brand to someone only if he or she is 
satisfied and intends to continue being 
associated with the brand. We use the 
Customer as Promoter Score (CaPS) 
methodology to arrive at our customer 
satisfaction scores annually. We ask 
our customers to rate the likelihood 
of recommending Mahindra Finance 
to others, on a scale of 0 to 10, where 
0 implies ‘Not at all Recommend’ and 
10 implies ‘Definitely Recommend’. 
The responses are then classified under 
‘Promoters’ and ‘Detractors’. The CaP 
Score is then calculated by subtracting 
the percentage of Detractors from the 
percentage of Promoters. 

CaPS = % Promoters - % Detractors

A CaPS above 50 is considered good 
under this methodology.

Both Rural and Urban CaPS increased 
from 2017-18 to 2018-19. The 
increase in Rural CaPS was much 
higher than that of Urban CaPS. 

Dealer Engagement 
We have developed long-lasting 
relationships with dealers of OEMs and 
have become preferred partners of 
prominent OEMs (5,000 odd dealers 
across the country including their 
additional outlets) and global equipment 
manufacturing giants in India. We have 
Dealers’ Council and organise regular 
dealer meets. During these activities, 
we highlight our business practices and 
processes, and we also align with dealers 
on our core business focus, i.e., enabling 
people to improve their livelihood and 
creating a positive social impact.

CaP S IN 2018 -19

56

51 
(720)

50 
(808)

2017-18

62 
(616) 53 

(968)

2018-19

Figure in brackets are bases
 Rural  Urban

RURAL AND URBAN CaPS

TOTAL NUMBER 
OF CUSTOMERS SERVICED
(INR lakh)

2016-17

68.6
81.76

92.15

2017-18 2018-19

CaP Score

2016-17 2017-18 2018-19

67

51
56

Customer Engagement Initiatives
2 to 20-Wheeler Activity 
This auto expo brings together a large 
number of OEMs and dealers, creating 
a one-stop destination for interested 
buyers. The two-day expo displays a 
wide range of personal and commercial 
vehicles – two-wheelers (bike, scooter) 
to twenty-wheelers (trucks, buses). 

Vehicle Loans Festival Campaign
The ‘Mahindra Finance Vehicle Loans 
Festival’ was launched with high intensity 
promotions and Above the Line (ATL) 
communication in 13 key states, which 
contribute to 75%+ business. The 
campaign included print ads (91 Ads), 
radio ads (FM channels and AIR Hindi 
national news), in-theatre ads (850+ 
screens), on-ground activations, display 
ads at vehicle dealerships/brokers 
(2,000+), Mahindra Finance branches and 
merchandising.

2 to 20-Wheeler 
Activity
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We strive to integrate sustainability into our business strategy 
and practices, in line with our People, Planet and Profit 
agenda. As one of the leading NBFC, we remain committed 
to ensuring that our operations have a minimal impact on the 
environment. Our approach towards environment protection 
and conservation of natural resources is guided by our internal 
policies and applicable external standards. Our future focus is 
on developing green product portfolio.

NATURAL CAPITAL

Change is natural. 
Change is good. 

NO. OF EMPLOY EES 
W HO PART IC IPATED 
IN ' i  am r espons ib le ' 
IN IT IAT I V E

3,559

LOC AT IONS W HERE 
REDUC T ION IN 
ENERGY A ND WAT ER 
CONSUMP T ION 
IN IT IAT I V ES W ERE 
UNDERTA K EN

32
GHG EMISSIONS  
AVOIDED

253.7 tCO2
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 APPROACH TO REDUCE IMPACT ON ENVIRONMENT 

We recognise the criticality of climate change issues for our business. 
Thus, we are addressing these issues at multiple levels – developing 
products for a low-carbon economy, strengthening our risk assessment 
framework by including climate change-induced risks and undertaking 
initiatives to reduce energy consumption and Greenhouse Gas (GHG) 
emissions as part of our sustainability roadmap.

Key Initiatives 
 ∘ Financed 1,941 electric vehicles (as 
against our target of 100 for 2018-19) 

 ∘ As the first step towards Sustainable 
Finance, we formulated an 
‘Exclusions List’, which enables us 
to screen out specific industries that 
carry an extremely high social or 
environmental risks 

 ∘ Climate change patterns and 
geographical scan is carried out by 
our designated team at the pan-India 
level and is discussed with the 
Board during risk analysis meetings. 
A good monsoon is a precursor to 
good economic growth in rural India 
and directly impacts our business and 
recovery patterns 

 ∘ The first financial company in India 
to commit to call to action for SBTi 
in 2018, which is a testimony of 
our continuing efforts to combat 
climate change 

 ∘ We undertook interventions to reduce 
energy and water consumption at 
32 reporting locations 

 ∘ To reduce CO2 emissions, we planted 
over 72,603 saplings across India 
through the ‘Mahindra Hariyali’ 
programme. In 2018-19, we conducted 
a Carbon Offset Study, with the help of 
a third party, based on which we were 
able to sequester 540 tCO2 from  
our plantations

EL EC T RIC V EHICL ES 
F INANCED

1,941
SAPL INGS PL AN TED 
ACROSS INDIA

72,603
SEQUES T ER FROM  
PL A N TAT IONS 

540 tCO2
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Case Study
Paperless App
The app is a transformation of 
sales process of loans at Mahindra 
Finance. It enables users to work 
from any place and any time without 
depending on physical branches. 
It enables them to work faster, travel 
less and provide services quickly 
with convenience. It is currently 
being used by all employees of car 
loans vertical, and will be horizontally 
expanded to all verticals.

Impact
For each case there are about 
30 pages of documents that are 
collected.

An executive does 12 cases in a 
month on average amounting to 
360 pages which can now be saved 
per user per month.

With 1,500 users annually, it will 
be 1,500*360*12 = 64,80,000 
pages, for one vertical. As we look 
forward to expand the same to the 
remaining six business verticals 
projected savings will amount to 
1,500*360*12*6 = 3,88,80,000 
pages per year.

Avoiding usage of 64,80,000 
pages under one vertical would 
translate to emission avoidance 
of 253.7 tCO2.

We are committed to creating 
climate resilient business models 
for our stakeholders.

Mr. H. S. Kamath
Vice-President, Farm Equipment Loans

Paperless App



E-Alpha
 ∘ Mileage & Power: 120 mAh battery 
with a mileage of 85 km per charge in 
standard conditions

 ∘ Best-in-class two-year vehicle warranty
 ∘ All season vehicle
 ∘ Top speed: 25 kmph
 ∘ Range: 85 km
 ∘ 5 hours for normal charging

E-Verito 
 ∘ 5 seater 4 doors
 ∘ 72V electric sedan with 
maintenance-free lithium-ion battery 

 ∘ Top speed: 86 kmph 
 ∘ Range: 110 km
 ∘ 8 hour 45 min for normal charging 
 ∘ 1 hour 45 min for fast charging

Mahindra Treo 
 ∘ Top speed: 60 kmph
 ∘ Range: 115 km
 ∘ 8 hour 30 min for full charge

Mahindra Reva E2O
 ∘ 5 seater 4 doors 
 ∘ The all-electric hatchback with 
maintenance free Lithium-ion battery 

 ∘ Top speed: 80-85 kmph 
 ∘ Range: 110-140 km 
 ∘ 9 hours for normal charging 
 ∘ 1 hour 30 min for fast charging

Energy Conservation
 ∘ Use of LED lights in place of CFL 
in offices

 ∘ Installation of higher efficiency air 
conditioners (3 stars and above) and 
blade servers

 ∘ Quality improvement initiatives with 
actions focused on energy conservation

Water Saving 
 ∘ Watershed management project in 
communities on pilot scale

 ∘ Rainwater harvesting in communities 
on pilot scale

 ∘ Aerators in taps of offices

Waste Reduction
 ∘ Use of digital technologies to make 
processes paperless

 ∘ Reuse and recycle wastes

Energy/Emission Reduction Initiatives 
In order to manage and reduce our environmental footprint, we have undertaken several initiatives 
to reduce emission and energy consumption.

NATURAL CAPITAL 

Case Study
Ramping up Electric 
Vehicle Financing
We focus on financing EVs and 
precision farming equipment that 
are part of our green portfolio. 
In line with our FSS Sustainability 
Roadmap, we had set a target of 
doubling our EVs financing portfolio 
every year. 

For 2018-19, we financed 1,941 
EVs, as against our initial target of 
100, with a total financing value of 
INR 23.46 crore. 

The four models currently being 
financed are E-Alfa (Mini Electric 
Rickshaw), E-Verito (4-wheeler 
sedan), Treo E-rickshaw and 
Mahindra’s entry level electric 
car Reva.
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‘MAKING SUSTAINABILITY 
PERSONAL’

We work towards building an inclusive, 
sustainable organisation by engaging 
with stakeholders and creating 
value in the ecosystem we operate. 
Through our ‘i am responsible’ initiative, 
we encourage employees to make 
sustainability and CSR personal, and 
have put in place a dedicated sustainability 
engagement activity calendar aligned 
with the Sustainable Development Goals 
(SDGs). We have so far covered a wide 
gamut of sustainability themes: Saving 
Electricity, Reducing Waste, Conserving 
Water, Supporting Communities, Planting 
Trees etc. In 2018-19, 3,559 employees 
directly participated or were involved in 
the programmes.

2016-17 2016-17

11,705
24,619

14,511
24,40913,206

26,809

2017-18 2017-182018-19 2018-19

PERFORMANCE TABLE

TOTAL ENERGY CONSUMPTION
(GJ)* 

PAPER CONSUMPTION
(KG)

2016-17

6.285
5.696

5.360

2017-18 2018-19

*  Total energy refers to electricity and fuel consumption. 
**  Energy intensity is calculated by Total Energy Consumption/Total Employees considered for all 

locations in the boundary of reporting.

ENERGY INTENSITY
(GJ/Employee)**

World Environment Day Activity

World Water Day Painting Contest for Employees' Children
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Total Direct and Indirect GHG Emissions by Weight

Energy from Renewable Sources (Solar UPS)

GHG Intensity is calculated as tonnes of CO2eq/Total Employees considered for all locations in the boundary of reporting.
*Change in Scope 1 is on account of inclusion of emissions from company-owned vehicles which was earlier included in Scope 3.
Emission Standard Used: IPCC
Emission Factors Used: HSD/Diesel = 2.64463 tCO2/KL,
Electricity = 0.00082 tCO2/KWH, 
Paper = 0.00898 tCO2/kg paper, 
Flight Travel = Short Haul = 0.00017147 tCO2 Medium Haul-= 0.000097 tCO2 Long Haul = 0.00011319 tCO2, 
2-wheeler = 0.0447 kg CO2/km

*This includes fuel for employee commute and 
field conveyance.

2016-17 2017-18* 2018-19*
Total GHG 
Emissions

GHG 
Intensity

Total GHG 
Emissions

GHG 
Intensity

Total GHG 
Emissions

GHG 
Intensity

Scope 1 125 0.060 133.99 0.061 1,737.55 0.71

Scope 2 2,203 1.072 2,493.39 1.127 2,845.26 1.16

Scope 1+2 2,328 1.133 2,627.38 1.188 4,582.81 1.86

Scope 3 512 0.249 14,878.12* 6.72 12,167.86 4.94

Energy Consumed

15,97,120 (KWH)

5,749.6 (GJ)

These solar installations at branch offices are exclusive of 
32 reporting locations.

NATURAL CAPITAL 

1,39,686

2017-18

1,48,613

2018-19

ENERGY CONSUMPTION  
OUTSIDE THE ORGANISATION*
(GJ) 

2016-17

2016-17

22,789 23,435
27,171

2017-18 2018-19

TOTAL WATER CONSUMPTION
(KL) 

2016-17

11.09 10.594 11.03

2017-18 2018-192016-17

595.319
517.5

572.118

2017-18 2018-19

BOTTLED WATER
(KL) 

2016-17

22,194 22,918
26,600

2017-18 2018-19

MUNICIPAL WATER
(KL) 

Fuel Consumption within the Organisation

2018-19

Diesel from DG Sets 20.02 KL

Diesel for company owned vehicles 535.40 KL

Total 555.42 KL

SPECIFIC WATER CONSUMPTION
(KL/Employee)
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GRI Standards Ref No. Disclosure Page number(s)  
and/or direct answers

GRI 101: Foundation 2016

GENERAL DISCLOSURES
Organisational profile

GRI 102:  
General Disclosures 2016

102-1 Name of the organisation 2-3
102-2 Activities, brands, products, and services 6
102-3 Location of headquarters Back cover
102-4 Location of operations 7
102-5 Ownership and legal form 3
102-6 Markets served 7
102-7 Scale of the organisation 24-25
102-8 Information on employees and other workers 36-43
102-9 Supply chain 31
102-10 Significant changes to the organisation and its supply chain 31
102-11 Precautionary principle or approach 18-21
102-12 External initiatives 11
102-13 Membership of associations 11

Strategy
102-14 Statement from senior decision-maker 8-9

Ethics and integrity
102-16 Values, principles, standards, and norms of behavior 3, 10-11

Governance

102-18 Governance structure 10-11

Stakeholder engagement

102-40 List of stakeholder groups 14-15

102-41 Collective bargaining agreements

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

102-42 Identifying and selecting stakeholders 14-15
102-43 Approach to stakeholder engagement 14-15
102-44 Key topics and concerns raised 16-17

Reporting practice
102-45 Entities included in the consolidated financial statements 1
102-46 Defining report content and topic Boundaries 1
102-47 List of material topics 16-17
102-48 Restatements of information 1
102-49 Changes in reporting 1

GRI CONTENT INDEX

For the GRI Content Index Service, GRI Services reviewed that the GRI content index is clearly presented and the references for all 
disclosures included align with the appropriate sections in the body of the report.
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GRI Standards Ref No. Disclosure Page number(s)  
and/or direct answers

102-50 Reporting period 1
102-51 Date of most recent report 1
102-52 Reporting cycle 1
102-53 Contact point for questions regarding the report 1
102-54 Claims of reporting in accordance with the GRI Standards 1
102-55 GRI content index 58-61
102-56 External assurance 55-57

MATERIAL TOPICS
GRI 200 Economic
Economic Performance

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 24
103-3 Evaluation of the management approach 16-17

GRI 201: Economic 
Performance 2016

201-1 Direct economic value generated and distributed 28

201-2 Financial complications and other risks and 
opportunities due to climate change

12-13

201-3 Significant indirect economic impacts 29
Procurement Practices

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 30
103-3 Evaluation of the management approach 17

GRI 204: Procurement 
Practices 2016

204-1 Proportion of spending on local suppliers 31

Anti-corruption

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 10
103-3 Evaluation of the management approach 16-17

GRI 205: Anti-corruption 2016 205-1 Operations assessed for risks related to corruption 10-11

205-2 Communication and training about anti-corruption 
policies and procedures

10-11

205-3 Confirmed incidents of corruption and actions taken 11

GRI 300 Environmental
Energy

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 50
103-3 Evaluation of the management approach 16-17

GRI 302: Energy 2016 302-1 Energy consumption within the organisation 52-54
302-2 Energy consumption outside of the organisation 52-54
302-3 Energy intensity 53

Water

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 50
103-3 Evaluation of the management approach 16-17

GRI 303: Water 2016 303-1 Water withdrawal by source 54
Emissions

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 50-51
103-3 Evaluation of the management approach 16-17

Mahindra & Mahindra Financial Services Limited
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GRI Standards Ref No. Disclosure Page number(s)  
and/or direct answers

GRI 305: Emissions 2016 305-1 Direct (Scope 1) GHG emissions 54
305-2 Energy indirect (Scope 2) GHG emissions 54
305-3 Other indirect (Scope 3) GHG emissions 54
305-4 GHG emissions intensity 54

Effluents and Waste

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 30
103-3 Evaluation of the management approach 16-17

GRI 306: Effluents and 
Waste 2016 306-1 Waste by type and disposal method 31

Environmental Compliance

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 50
103-3 Evaluation of the management approach 16-17 

GRI 307: Environmental 
Compliance 2016

307-1 Non-compliance with environmental laws and 
regulations 10, 50

GRI 400 Social
Employment

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 36
103-3 Evaluation of the management approach 16-17 

GRI 401: Employment 2016 401-1 New employee hires and employee turnover 42-43

401-2 Benefits provided to full-time employees that are not 
provided to temporary or part-time employees

36-42

401-3 Parental leave 43
Occupational Health and Safety

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 41
103-3 Evaluation of the management approach 16-17

GRI 403: Occupational 
Health and Safety 2016

403-1 Workers representation in formal joint 
management-worker health and safety committees 41-42

403-2 Types of injury and rates of injury, occupational 
diseases, lost days, and absenteeism, and number of 
work-related fatalities

41-42

Training and Education

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 38
103-3 Evaluation of the management approach 16-17

GRI 404: Training and 
Education 2016

404-1 Average hours of training per year per employee 43

404-2 Programmes for upgrading employee skills and 
transition assistance programs

38-41

404-3 Percentage of employees receiving regular 
performance and career development reviews

38-41

Local Communities

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 44
103-3 Evaluation of the management approach 16-17

GRI CONTENT INDEX
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GRI Standards Ref No. Disclosure Page number(s)  
and/or direct answers

GRI 413: Local Communities 2016 413-1 Operations with local community engagement, impact 
assessments and development programmes 

44-48

Marketing and Labeling

GRI 103: Management  
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 49
103-3 Evaluation of the management approach 16-17

GRI 417: Marketing and 
Labeling 2016

417-1 Requirements for product and service information 
and labeling

49

417-2 Incidents of non-compliance concerning product 
and service information and labeling

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

417-3 Incidents of non-compliance concerning marketing 
communications

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

Socioeconomic Compliance

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 44
103-3 Evaluation of the management approach 16-17

GRI 419: Socioeconomic 
Compliance 2016

419-1 Non-compliance with laws and regulations in the social 
and economic areas 10, 44

Customer need identification and satisfaction 

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 44
103-3 Evaluation of the management approach 16-17
Non-GRI Information on material issues 49

Information on financial products and services to customers

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 44
103-3 Evaluation of the management approach 16-17
Non-GRI Information on material issues 49

Credit rating

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 24
103-3 Evaluation of the management approach 16-17
Non-GRI Information on material issues 26-27

Investor Security 

GRI 103: Management 
Approach 2016

103-1 Explanation of the material topic and its boundary 16-17
103-2 The management approach and its components 16-17, 24
103-3 Evaluation of the management approach 16-17
Non-GRI Information on material issues 26
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SUSTAINABLE DEVELOPMENT GOALS (SDGs) MAPPING

Goal 
No. Sustainable Development Goals Page No.

1 End poverty in all its forms everywhere 22-23, 24-27, 44-48

2 End hunger, achieve food security and improved nutrition and promote sustainable agriculture 44-46

3 Ensure healthy lives and promote well-being for all at all ages 37-38, 41-42, 44-48

4 Ensure inclusive and equitable quality education and promote life-long learning opportunities 
for all 37-41, 44-48

5 Achieve gender equality and empower all women and girls 37, 46

6 Ensure availability and sustainable management of water and sanitation for all 30-31, 54-55

7 Ensure access to affordable, reliable, sustainable and modern energy for all 49, 52-54

8 Promote sustained, inclusive and sustainable economic growth, full and productive employment 
and decent work for all 29-29, 36-42

9 Build resilient infrastructure, promote inclusive and sustainable industrialisation and foster 
innovation 30-35, 52-54 

10 Reduce inequality within and among countries 44-48

11 Make cities and human settlements inclusive, safe, resilient and sustainable 28-29, 44-48

12 Ensure sustainable consumption and production patterns 30-31, 50-54

13 Take urgent action to combat climate change and its impacts 9, 12-13, 50-54

14 Conserve and sustainably use the oceans, seas and marine resources for sustainable 
development 50-54

15 Protect, restore and promote sustainable use of terrestrial ecosystems, sustainably manage 
forests, combat desertification, and halt and reverse land degradation and halt biodiversity loss 30-31, 52

16 Promote peaceful and inclusive societies for sustainable development, provide access to justice 
for all and build effective, accountable and inclusive institutions at all levels 10-11, 37-42

17 Strengthen the means of implementation and revitalise the global partnership for sustainable 
development 28-29, 44-48

NATIONAL VOLUNTARY GUIDELINES (NVGs) MAPPING

NVG Principle Description Page No.

Principle 1 Ethics, Transparency and Accountability 10-11

Principle 2 Goods and Services that contribute to sustainability throughout the lifecycle 50-54

Principle 3 Employee wellbeing 36-43

Principle 4 Responsiveness towards all stakeholders, especially those who are marginalised 
and disadvantaged 14-15 

Principle 5 Respect and promote human rights 11

Principle 6 Protect and restore environment 50-54

Principle 7 Influencing regulation and public policy 10-11

Principle 8 Inclusive growth and equitable development 44-48

Principle 9 Engagement and responsible value for customers and consumers 49

62



ABBREVIATIONS

AI Artificial Intelligence

ALCO Assets and Liabilities Committee

AUM Asset Under Management

BRR Business Responsibility Report

BFSI Banking, Financial Services and Insurance

CDP Carbon Disclosure Project

CDLI Carbon Disclosure Leadership Index

CII Confederation of Indian Industry

CO2 Carbon Dioxide

CRISIL Credit Rating & Information Services of India Limited

CSC Common Services Centre

CSR Corporate Social Responsibility

DJSI Dow Jones Sustainability Index

EMI Equated Monthly Instalment

EPS Earnings Per Share

ESG Environmental, Social and Governance

EV Electric Vehicles

FICCI Federation of Indian Chambers of Commerce and Industry

FSS Financial Services Sector

GHG Greenhouse Gas

GJ Giga Joules

GPUs Graphic Processing Units

GRI Global Reporting Initiative

GST Goods and Services Tax

HO Head Office

HRMS Human Resources Management System

IT Information Technology

IFC International Finance Corporation

IRDAI Insurance Regulatory and Development Authority

IRR Internal Rate of Return

IiAS Institutional Investor Advisory Services

INR Indian National Rupees

JV Joint Venture

LTV Loan-to-Value

MAMCPL Mahindra Asset Management Company Private Limited

MAS Mahindra Arogya Suraksha

MLS Mahindra Sampoorna Suraksha

MIBL Mahindra Insurance Brokers Limited

MMFSS Mahindra & Mahindra Financial Services Sector

MRHFL Mahindra Rural Housing Finance Limited
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MTCPL Mahindra Trustee Company Private Limited

MTs Management Trainees

NBFCs Non-Banking Financial Companies

NGO Non-Governmental Organisation

NOC New Relationship with Old Customers

NPA Non-Performing Assets

OEMs Original Equipment Manufacturers

PwD People with Disabilities

RBI Reserve Bank of India

RoNW Return on Net Worth

RO Regional Offices

SBTi Science Based Targets Initiatives

SD Sustainable Development

SDGs Sustainable Development Goals

SEBI Securities and Exchange Board of India

TAT Turnaround Time

ABBREVIATIONS
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AWARDS AND RECOGNITIONS 

Recognised among 15 Best 
Workplaces in BFSI – 2018 in India 
by The Great Place to Work Institute®

Awarded ET NOW CSR 
Leadership Award 2018  
for Best CSR Practices and 
Skill Development

MMFSL’s Annual Family Fun 
Day – Vrindavan 2019 has 
attained Yale’s Gold Level 
Green Event Certificate

Awarded Golden Peacock 
Award for Corporate Social 
Responsibility – 2018  
by the Institute of Directors

Listed in Top 100 
Best Companies for 
Women – 2018 by Working 
Mother and Avtar

Listed amongst Top 10 Companies of 
the ‘S&P BSE 100 Companies’ with a 
‘High Corporate Governance Score’ 
for the second time in a row, in a study 
jointly conducted by International Finance 
Corporation (IFC), BSE Limited and 
Institutional Investor Advisory Services 
(IiAS), based on G20/OECD Principles of 
Corporate Governance

Gold Award Winner as the 
Retail NBFC of the Year 2018 
by the Outlook Money Awards

Ranked 11th amongst 25 
Large Workplaces in the 
Asia’s Best Workplaces 2019 
list by The Great Place to 
Work Institute®
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4th Floor, Mahindra Towers,
Dr. G. M. Bhosale Marg, P. K. Kurne Chowk, Worli,
Mumbai – 400 018
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