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About the Report

“Towards Value Creation” is the theme of our Sustainability Report for 2016-17. The Report is focused on our triple 
bottom line performance – people, planet and profit. The report is prepared adhering to ‘In Accordance – Core’ option 
of latest GRI G4 guidelines. The report is based on the Principles of stakeholder inclusiveness, sustainability context, 
materiality and completeness. This report also aligns with the GRI G4 Sector Disclosures - Financial Services. 

Mahindra & Mahindra Financial Services Sector has focused on value creation since its inception. This report 
represents how we have created value for our stakeholders through our business model, sustainability initiatives and 
CSR activities. Linkage of this report with other standards and guidelines, i.e. Integrated Reporting <IR> Framework, 
the National Voluntary Guidelines for Business Responsibility Reporting (BRR) and the Sustainable Development Goals 
(SDGs) is included at the end of the report. This report has undergone Materiality Disclosure Service Check by GRI.

The report has been externally assured by DNV GL Business Assurance India Private Limited. The relationship 
between Mahindra & Mahindra Financial Services Sector and the assurance provider is independent. We publish 
our Sustainability Report annually and our previous reports can be viewed at http://www.mahindrafinance.com/
sustainability.aspx

http://www.mahindrafinance.com/sustainability.aspx
http://www.mahindrafinance.com/sustainability.aspx


2  

Sustainability Report 2016-17

Highlights 

Inclusive Business 
Model for Value 

Creation

Enabling livelihood creation 
by evaluating the earning 
potential of customer rather 
than past financial history.  

 Preference to Local suppliers thereby 
providing business opportunities and 
improving their service levels with 
constant engagement.

Focus on Rural and Semi-urban 
parts of India which are not 
covered by conventional 
banking services.

Hiring local people, 
generating employment 
opportunities and gaining 
better understanding of 
markets and customers.

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

 Offering customized 
products, flexible repayment 
schedule and partnering with 
customer in meeting the 
needs of Rural India.

 Earn and Pay 
Segment of 
Customer

Low Serviced 
Regions

Customized 
Products and  

Customer 
Centricity

Local 
Employment

Local 
Communities

Local  
Suppliers

Awards and Recognition

Mahindra Finance received the 
CNBC Asia’s Corporate Social 
Responsibility Award.

Awarded Conscious Capitalist of 
the Year by Forbes India for stellar 
role in promoting sustainable and 
transformational business practices 
resulting in deep rooted benefits to 
community.

INCLUSIVE BUSINESS MODEL FOR LONG-TERM VALUE CREATION
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No. of Contracts of vehicles/assets 
financed by MMFSL 

47,13,066

No. of Villages we are present in 

3,19,409
Pan-India presence with a network of:  

1,182 Offices 180 Smart Branches    

15,000 Dealer Associations

Value Creation for 
Business 

No. of Insurance Cases Serviced 

by MIBL 15,91,796
No. of Families  
given Home Loans by MRHFL 

1,72,000

Scope 3
512.35 Tons of CO2 eq.

Scope 1

Scope 2

124.95 Tons of CO2 eq.

2,203.31 Tons of CO2 eq.

Environmental Impact 
(GHG emissions)

Education  

34,558 beneficiaries

Livelihood Creation 

150 women drivers trained, 41 
are now professional drivers

Health 

1,94,567 beneficiaries 

Go Cashless
Campaign for Rural India to use 
alternate methods of payments 

10 Lakhs households covered  

Average Training per year per 

employee 5.79 Man-days 
Diversity and Inclusion - Recruitment 
through special projects:

•  102 Ex Army Personnel Hired

•  57 Differently Abled Hired

•  54 Women joined as second 
career opportunity

Focus on Road Safety 

7,500+ employees  
received training on road safety

Volunteer Hours 

14,369 employees volunteered 

for 70,586 man-hours

Value Creation for 
Community

Value Creation for 
People

Headcount at Financial  
Services Sector

Male Female Total

24,334 985 25,319

Listed in Dow Jones Sustainability 
Index for the 4th year in a row, 
being the only Indian Company 
from the Diversified Financial 
Services Sector.

Included in ‘The Sustainability 
Yearbook 2017’ released by 
RobecoSAM, being the only Financial 
Company amongst NBFCs and Banks 
in India. To access The Sustainability 
Yearbook 2017 click on the link - 
https://yearbook.robecosam.com/

The Sustainability Yearbook 2017 • RobecoSAM • 1 

The Sustainability 
Yearbook 2017

Ranked 68th in Top 100 India’s 
Best Companies To Work For 2016, 
ranked 5th in the Financial Services 
Sector and ranked 3rd in Workplace 
Transformation Case Study, by the 
Great Place to Work Institute in 
collaboration with the Economic Times.

Project Hariyali 

1,05,000 saplings 
planted in 2017 with total count 
reaching to 5,30,000 since 2007

https://yearbook.robecosam.com/downloads/
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Executive Speak

We at Mahindra & Mahindra 
Financial Services Sector are working 
on building an inclusive organization 
by engaging with stakeholders and 
creating value in the eco-system we 
operate. Our businesses focus on the 
key necessities of people and enable 
them to earn livelihood through 
financial products offered by MMFSL. 
We also help people build their 
homes through MRHFL’s home loan 
services, secure their life & assets 
by insurance solutions of MIBL and 
provide investment options by MAMC. 
Sustainability has always been a key 
success factor for the ambit of our 
businesses. Through our strengths of 
reach, relationship, large customer 
base, vast experience and market 
knowledge we are providing financial 
resources to underserviced regions 
of the country and building livelihood 
for such sections of population,  
who are aspiring for a better living in 
the villages. 

This is our fifth edition of 
sustainability report for 2016-17 
with the theme Towards Value 
Creation based on the Global 
Reporting Initiative’s (GRI) G4 
guidelines which highlights our 
progress and efforts on creating 
long-term benefits and opportunities 
on social, environmental and 
economic dimensions for all the 
stakeholders.

In alignment to Mahindra Group’s 
‘Rise for Good’ philosophy, through 
our unique business model we are 
making difference in lives of many 
and thereby addressing the real need 
of people in the country. By providing 
the right sets of opportunities in the 
remote areas and handholding our 
customers to advance in their lives, 
we are making positive contribution 
to nation building. We have our 
customer base spread across more 
than 3 Lakhs villages in India with 
majority of them belonging to earn 
and pay segment. We have a strong 
emphasis on customer centricity. We 
partner with our customers during 
difficult times like droughts, floods 
etc. and assist them in overcoming 
the challenging scenarios by offering 
them flexible repayment schedules.

During the year, we made significant 
progress on multiple sustainability 
endeavors including MMFSL being 

THIS IS OUR FIFTH EDITION OF SUSTAINABILITY REPORT FOR 2016-17 WITH THE THEME TOWARDS VALUE 
CREATION BASED ON THE GLOBAL REPORTING INITIATIVE’S (GRI) G4 GUIDELINES WHICH HIGHLIGHTS 
OUR PROGRESS AND EFFORTS ON CREATING LONG-TERM BENEFITS AND OPPORTUNITIES ON SOCIAL, 
ENVIRONMENTAL AND ECONOMIC DIMENSIONS FOR ALL THE STAKEHOLDERS.

O U R  R E C E N T 
I N T E R V E N T I O N S 
O F  W O M E N  D R I V E R 
T R A I N I N G  P R O G R A M , 
F I N A N C I A L  L I T E R A C Y 
P R O J E C T  F O R 
R U R A L  Y O U T H  A N D 
S C H O L A R S H I P S 
D R I V E  F O R  S T U D E N T S 
H A V E  C O N T R I B U T E D 
S I G N I F I C A N T L Y  T O 
M A N Y  B E N E F I C I A R I E S . 

D U R I N G  T H E  Y E A R ,  W E 
M A D E  S I G N I F I C A N T 
P R O G R E S S  O N  M U L T I P L E 
S U S T A I N A B I L I T Y 
E N D E A V O R S  I N C L U D I N G 
M M F S L  B E I N G  L I S T E D 
O N  T H E  D O W  J O N E S 
S U S T A I N A B I L I T Y  I N D E X 
( D J S I )  E M E R G I N G  M A R K E T 
T R E N D S  F O R  T H E  4 T H 
C O N S E C U T I V E  Y E A R .
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listed on the Dow Jones Sustainability 
Index (DJSI) Emerging Market 
Trends for the 4th consecutive 
year. Also, MMFSL was included 
in The Sustainability Yearbook 
2017 being the only Financial 
Services Sector Company amongst 
6 companies from India to qualify. 
During the reporting year, MMFSL 
achieved CDP Performance Band - B 
which affirms we are taking  
co-ordinated action on climate 
change issues. Through our project 
‘Hariyali’ we planted more than 1.05 
Lakhs trees this year and contributed 
to environmental protection. In 
addition, we have taken conscious 
efforts towards using digital platform 
in our processes and promoted 
‘Smart Branches’ which reduced  
the environmental impacts of  
our operations.

Employees are our brand 
ambassadors who carry forward the 

company’s mission of transforming 
rural lives and driving positive 
change in the communities. We have 
placed great emphasis on employee 
learning and development, mentoring 
and knowledge sharing through various 
initiatives and structured programmes. 
With each year, employee volunteer 
hours in CSR activities have increased 
and we have been able to drive focus 
on health, education and livelihood 
creation amongst local communities. 
Our recent interventions of Women 
Driver Training Program, Financial 
Literacy Project for rural youth and 
Scholarships Drive for students have 
contributed significantly to many 
beneficiaries. In the reporting year, 
there have been encouraging strides 
and emphasis on enhancing diversity 
and inclusion in our workforce. In 
addition, we have also driven a focused 
agenda on Road Safety by engaging 
and encouraging our employees to 
adopt safe driving practices.

With Government’s interventions 
focusing on rural development, 
cashless economy and improved 
earnings for people, we are able 
to predict a positive impact for our 
business. We launched “Digital 
Financial Literacy” campaign this year 
for creating awareness amongst our 
customers and local communities 
about the merits of using cashless 
methods. We have been taking the 
lead in pioneering financial solutions 
to meet the evolving rural customer 
needs and making our organization 
more innovative and relevant. 

The impacts of climate change and 
related risks are increasingly posing 
disruptions for our business. We 
are gearing up to be future ready by 
making climate change an integral 
part of the risk framework and 
taking measures to mitigate and 
manage them. Weather reports are 
assessed on a regular basis and 
aligned with business operations to 
protect our customers and minimize 
the risk impact. 

The outlook for the future has been 
positive and we are well equipped 
to enable our customers and 
communities through our inclusive 
and sustainable business model.

I urge you to read through our 
journey towards value creation and 
making meaningful contribution 
in India’s growth aspirations 
encapsulated in this report.

Ramesh Iyer 
Vice Chairman & Managing Director, 
President – Financial Services Sector 
& Member of the Group Executive 
Board

E M P L O Y E E S  A R E  O U R  B R A N D  A M B A S S A D O R S  W H O 
C A R R Y  F O R W A R D  T H E  C O M P A N Y ’ S  M I S S I O N  O F 
T R A N S F O R M I N G  R U R A L  L I V E S  A N D  D R I V I N G  P O S I T I V E 
C H A N G E  I N  T H E  C O M M U N I T I E S .
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Sustainability Roadmap
OUR MISSION IS TO TRANSFORM RURAL LIVES AND DRIVE POSITIVE CHANGE. OUR SUSTAINABILITY ROADMAP 
HELPS US INTEGRATE SUSTAINABILITY RELATED GOALS AND STRATEGIES ACROSS THE ORGANIZATION 
ALONGWITH MONITORING OUR CURRENT PERFORMANCE. 

Our roadmap was formulated taking inferences from the Materiality Assessment & Stakeholder Engagement process 
for our business. We identified and prioritized the focus areas along with goals and targets considering 2012-13 as 
the baseline.

During 2016-17, the last year of the existing roadmap, we have been able to meet our performance targets for all the 
aspects. We are in the process of reviewing our materiality matrix and sustainability roadmap for the next 3 years to 
align it with the changing economic, social and political landscape for our business and stakeholders.

Aspect Targets
Baseline
2012-13

Performance  
2016-17

Target  
2016-17

Eco Efficiency

Reduce specific electricity 
consumption by % Y-o-Y (in GJ)

9.976 9% 5%

Reduce specific GHG emissions by 
% Y-o-Y (in tCO2 eq.)

2.135 10% 5%

Product 
Responsibility

Providing happy homes (Home
Finance) to rural families (in Lakhs)

1.2 4.9 4

Providing health insurance products 
to rural customers (in Lakhs)

0.051 1.91 1.5

Empowering communities by
focusing on financial literacy and
increasing the reach by 10% Y-o-Y
(in thousands)

264 550 425

Employee 
Care and 
Development

Unleashing the passion of our
people through capacity building
by increasing training man days by 
5% Y-o-Y (in days per person per 
year for all employees)

3.3 5.79 4.01

Enabling continued focus on
employees wellness by increasing
awareness sessions on Health
and Safety by 10% Y-o-Y (number of 
workshops conducted)

NIL 335 133

Uplift communities through need 
based interventions and employee
volunteering by 10% Y-o-Y
(number of employees)

3,312 10,115 5,334



7

Mahindra & Mahindra Financial Services Sector

Organizational Profile

Mahindra & Mahindra 
Financial Services Limited

Mahindra Insurance 
Brokers Limited

Mahindra and Mahindra Limited

Mahindra and Mahindra Financial Services Limited (51.2%)

Mahindra Insurance 
Brokers Ltd.

Mahindra Rural 
Housing Finance Ltd.

Mahindra Finance 
USA LLC

Mahindra Asset 
Management Co. Pvt. Ltd.

Mahindra Trustee 
Company Pvt. Ltd.

85% 87.5% 49% 100% 100%

Note: Figures represent shareholding percentage.

Mahindra & Mahindra Financial 
Services Limited (Mahindra Finance) 
is a part of the Mahindra Group. It 
is headquartered in Mumbai and is 
amongst India’s leading Non-Banking 
Financial Companies (NBFCs) with 
focus on the rural and semi-urban 
customer segments for financing 
utility vehicles like cars, tractors, 
trucks etc. It also offers fixed 
deposits and loans to Small and 
Medium Enterprises (SME). 

For more information visit company’s 
website - www.mahindrafinance.com

The Company’s Insurance Broking 
subsidiary, Mahindra Insurance 
Brokers Limited (MIBL), is a licensed 
composite broker providing direct and 
reinsurance broking services. It is a 
wholly owned subsidiary of MMFSL. 

For more information 
visit company’s website - 
www.mahindrainsurance.com

Mahindra Asset 
Management Company 
Private Limited

Mahindra Asset Management 
Company Private Limited (MAMCPL) 
a wholly-owned subsidiary of 
Mahindra Finance commenced 
business in 2016-17 after receiving 
approval from the market regulator 
for establishing Mutual Fund business 
in India. Since operations have just 
commenced in this reporting year 
it is not included in the scope of the 
Sustainability Report. 

For more information 
visit company’s website - 
www.mahindramutualfund.com

Mahindra Rural Housing 
Finance Limited 

Mahindra Rural Housing Finance 
Limited (MRHFL), a subsidiary of 
Mahindra & Mahindra Financial 
Services Limited (MMFSL), was 
established in 2007 to provide Home 
Loans primarily in rural areas.

MMFSL holds 87.5% of the equity of 
MRHFL. The National Housing Bank 
(NHB) holds the remaining 12.5%. 
NHB is a fully owned subsidiary of the 
Reserve Bank of India (RBI). 

For more information 
visit company’s website - 
www.mahindrahomefinance.com

Also, Mahindra Finance has a Joint 
Venture (JV) in US, Mahindra Finance 
USA LLC, in partnership with De Lage 
Landen, a subsidiary of Rabo Bank, 
for financing Mahindra tractors in the 
United States of America.

About Mahindra 
Group

The Mahindra Group provides 
solutions that power mobility, drive 
rural prosperity, enhance urban 
lifestyles and increase business 
efficiency. A USD 19.0 billion 
multinational group based in Mumbai, 
India, it provides employment to 
over 2,00,000 people in over 100 
countries. Mahindra Group operates 
in key industries that drive economic 
growth - tractors, utility vehicles, 
information technology, financial 
services and vacation ownership 
and enjoys a strong presence in the 
agribusiness, aerospace, components, 
consulting services, defense, energy, 
industrial equipment, logistics, real 
estate, retail, steel, commercial 
vehicles and two wheeler industries. 

For more information visit company’s 
website - www.mahindra.com

General Standard Disclosure: G4-3, G4-7, G4-17
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The boundary for reporting the environmental indicators is limited to below 31 Regional Offices and Head Office out of 
our presence across India.

Head Office Regional Offices

Mumbai

Ahmedabad Chandigarh Guwahati Kurnool Pune
Allahabad Chennai Hyderabad Lucknow Raipur
Baroda Cochin Indore Mangalore Ranchi
Bengaluru Coimbatore Jaipur Nagpur Shimla 
Bhopal Dehradun Jodhpur Nashik Thane
Bhubaneswar Delhi Kolkata Patna Vijayawada
Calicut

Employee Headcount of Mahindra & Mahindra Financial Services Sector

No. of employees by grade
2014-15 2015-16 2016-17

Male Female Male Female Male Female

Senior Management 29 0 36 0 44 1
Middle Management 576 33 685 42 899 68
Junior Management 16,812 778 19,536 821 23,391 916

Total (Gender Wise) 17,417 811 20,257 863 24,334 985

Total Employees 18,228 21,120 25,319 

No. of employees by business 2016-17

Male Female Total

 

MMFSL 17,406 721 18,127
MRHFL 6,084 152 6,236 
MIBL 844 112 956

Total Employees 24,334 985 25,319

Report Boundary 
and Scope

This report is the 5th annual 
voluntary disclosure of Mahindra 
& Mahindra Financial Services 
Sector’s non-financial performance 
for 2016-17.  

For all the General Standard 
Disclosures and Specific Standard 
Disclosures related to the Material 
aspects as per the GRI G4 Guidelines, 
the scope of the Report includes 
the entire business of Mahindra 
and Mahindra Financial Services 
Limited and its subsidiary companies 
namely Mahindra Rural Housing 
Finance Limited and Mahindra 

Insurance Brokers Limited. For our 
environmental performance, scope 
is limited to the head office of the 
businesses and the below regional 
offices of Mahindra & Mahindra 
Financial Services Sector, as most 
of the business functions and 
processes are controlled through 
these major locations.

Location of the 
Organization’s Headquarters

Registered Office
Gateway Building, Apollo Bunder,
Mumbai 400 001.

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

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

General Standard Disclosures: G4-8, G4-10
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Investors and Lenders 
We consider institutional investors, lenders of capital and shareholders as important 
partners in the upstream value chain. They are interested in the long-term value 
created by us through robust business practices, corporate governance and 
compliance with applicable regulation.

We communicate our business and sustainability performance to them through Media 
Communication, Quarterly Financial Results, Annual Report, Sustainability Report and 
Business Responsibility Report which are available on our website. 

Dealers and Original Equipment Manufacturers (OEMs) 
Dealers and OEMs are critical value chain partners. In order to maintain long-term 
relationship with the network of dealers, we have formed a dealer council and measure 
our dealers’ satisfaction through the ‘Dealer as Promoter’ survey. The survey score 
has improved from 15 in year 2015-16 to 20 in year 2016-17. The score range can 
vary between -100 to 100.

There are both formal and informal mechanisms to deal with dealers’ and OEMs’ 
concerns. There is a formal grievance mechanism for the dealers and OEMs and all 
concerns raised are attended on priority. 

We engage on an on-going basis through the Dealer Portal, Dealer Meets and events 
like Loan Mela and Road Shows, among others.

Local Vendors and Suppliers 
With an approach towards hyper-localization, we engage with local vendors and 
suppliers – like providers of stationery, housekeeping, IT and security services. During 
the empanelment process of the vendors we ensure that each vendor meets all the 
regulatory requirements and applicable mandates which cover fundamentals aspects 
of human rights. We give preference to local suppliers to provide them opportunity of 
doing and growing their business. 

Changes in the Reporting Year

In the reporting year, there were no restatements of information provided in the previous year. However, the following 
changes are reflected in the scope and boundary of the Sustainability Report.  

•   The scope of reporting on environmental indicators has increased to cover 11 additional regional offices – 
Allahabad, Baroda, Calicut, Coimbatore, Dehradun, Indore, Jodhpur, Kurnool, Mangalore, Shimla and Vijayawada.     

•   This report also aligns with the GRI G4 Sector Disclosures - Financial Services.

Value Chain Partners

Mahindra & Mahindra Financial Services Sector has around 1,182 offices spread across the country and the numbers 
continue to grow for serving the rural and semi-urban customer base with financial products that help meet their 
needs and aspirations. Our engagement with the key value chain partners is shared below:

Investors 
and  

Lenders

Dealers  
and OEMs

Local 
Vendors and 

Suppliers

General Standard Disclosures: G4-12, G4-13, G4-22, G4-23
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Engagement with Stakeholders

Stakeholder Group Stakeholder Expectations & Concerns Method of Engagement

Customers 
Long-term success is directly linked to success and 
well-being of our customers 

• Gram Sabha – Ongoing 
•  Customer Meets/ Shikhar Sammelan - Ongoing
•  Dealer and OEM events like Loan Mela and Road 

Show - Ongoing
• Mandi Diwas – Weekly 
• Saathiya Diwas – Ongoing 
• NOC Activity – Monthly 

Investors and Shareholders 
Financial performance, business model and brand 
positioning have a direct impact on their return on 
investments

• Quarterly and Annual Financial Results
• Annual General Meet
• Annual Report
•  Annual Sustainability and Business Responsibility 

Report 

Lenders of Capital 
A good credit rating assures our lenders about 
Company’s financial stability and reliability

• Quarterly and Annual Results
• AGMs and other disclosures
•  Ongoing engagement with Treasury and  

Corporate Affairs team 

Employees 

A satisfied workforce enables business profitability. 
Policies centered around their well-being, professional 
and personal development enable us to fulfill the 
organization’s core values and mission

• Training Calendar - Annual
• Talent management, employee development 

initiatives - Ongoing
•  Performance appraisal - 6 monthly and annual 
• EVP Book - sharing stories of employee value 

proposition 
• Diversity & Inclusion Initiatives - Annual

Regulators

Engagement and representation with regulators 
enables a growth centric rural landscape, reporting 
compliance and remaining up to date on applicable 
and new regulation

•    Continued engagement and representation 
•    Quarterly and Annual Compliance reports
•     Performance reports are shared with SEBI 

and RBI

Dealers
The dealers enable servicing a larger percentage of 
population and increasing the customer base

• Dealer Portal – Formal Mechanism 
• Informal Engagement - Ongoing
•  Dealer and OEM events like Dealer Meets and Road 

Shows - Ongoing

Local Communities

A positive footprint through relevant initiatives in  
the local communities in areas we operate will enable 
them to rise and be a part of the transformed rural 
India

• CSR Initiatives – Ongoing 
• Volunteer activities
•  Community need identification – Ongoing as per 

CSR project requirement
• Community engagement initiatives

WE BELIEVE THAT CONTINUOUS ENGAGEMENT WITH OUR KEY STAKEHOLDERS IS ESSENTIAL FOR A 
SUSTAINED GROWTH OF THE BUSINESS WHILE ENABLING EQUITABLE DEVELOPMENT THROUGH OUR 
BUSINESS ACTIVITIES.

We carried out a structured stakeholder engagement for identification of material issues in 2015-16 with our key 
stakeholders - Customers, Investors, Lenders of capital, Employees, Regulators, Dealers and Local Communities. A 
sample of each stakeholder category was contacted through focused questionnaires for each category of stakeholders. 
In case of Lenders of capital, inputs were derived from the ongoing engagement of the Treasury and Corporate 
Governance Team with lenders of capital. 

Engagement with key stakeholders is an ongoing activity. It helps us identify their needs, concerns and expectations. 

General Standard Disclosures: G4-24, G4-25, G4-26, G4-27
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Materiality Assessment
AT MAHINDRA & MAHINDRA FINANCIAL SERVICES SECTOR, WE INTEGRATE SUSTAINABILITY WITH OUR CORE 
BUSINESS STRATEGY. A FOCUSED STAKEHOLDER ENGAGEMENT WAS CARRIED OUT WITH KEY STAKEHOLDERS IN 
2015-16. THIS WAS COMBINED WITH THE ORGANIZATION’S STRATEGIC PRIORITIES AND IMPORTANT ASPECTS TO 
ARRIVE AT MATERIAL ISSUES. THE LIST OF TOPICS INCLUDED BOTH GENERAL AND SECTOR SPECIFIC TOPICS.

There was continued engagement 
round the year with customers, 
investors, local communities and 
other external stakeholders to 
understand changing environmental, 
social and political landscape. 

*  Aspects of Diversity and Equal Opportunity and those applicable under Human Rights are considered under Material Aspect of Diversity and Inclusion 
which is in Medium band. We recognize the focus and priority a diverse workforce has for long-term growth and value creation for all our stakeholders. 

**  Risk Management which appeared as a Medium Material topic has been merged with Corporate Governance and Sustainable Business Model. 
Robust management of operational, tactical and locational risks including climate change and monsoon are integral to our business.

***  While impacts of climate change were earlier covered through analysis of Monsoon Reports and Flexible payment terms, we feel that it needs even greater 
focus now as the frequency and intensity of extreme event has increased. We have therefore included Climate Change as a separate Material topic. 

1  C -  Customer Need Identification 
and Satisfaction

2 R - Corporate Governance**

3 L - Credit Ratings

4  S - Sustainable Business Model**

5 D - Business Profitability

6 S - RONW, EPS

7  S - Transparency and 
Communications

8 R - Investor Security

9 E - Community Initiatives

This year to increase our focus on 
sustainability by stakeholder category 
and allow relevant information 
to be accessible for each of the 
stakeholder group, we have clustered 
some common and interrelated 

General Standard Disclosures: G4-18, G4-19

material topics and represented 
each chapter by the stakeholder 
group. The materiality matrix with 
connected topics clustered together 
is represented below:

20 Co - Climate Change***

21 E - Diversity and Inclusion*

22  Co - Paper and e-Waste 
Management

23 C - Customer Privacy

24 R - Supply Chain Management

25  R - Representation with 
Regulators

26 Co - Emissions to Air - GHG

27 Co - Environmental Reporting

28 Co - Effluents and Waste

10 E - Employee Engagement

11 E - Employee Well-being

12  Co - Product and Services 
Information to customers

13 D - Dealer Relationship

14 Co - Financial Literacy

15 C - Brand Management

16 E - Employee Productivity (L&D)

17 E - Talent Attraction and Retention

18 R - Financial Inclusion

19 C - Product Portfolio

Importance to Business

Im
po

rt
an

ce
 t

o 
S
ta

ke
ho

ld
er

s

LOW MEDIUM HIGH

 6-S
 7-S

 4-S

 2-R

 8-R
 9-E

 5-D

 3-L

 1-C

 14-Co

 17-E

 22-Co

 19-C

 16-E

 13-D

 15-C
 18-R

 11-E

 10-E

 12-Co

 20-Co

 27-Co

 25-R

 23-C

 26-Co
 24-R

 28-Co

 21-E

C - Customers

R -  Regulators

L -  Lenders

E -  Employees

Co - Community

D - Dealers

S -  Shareholders & 
Investors
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Mapping Material Aspects to Tenets of Value Creation

Material Topics 
Tenets of Value 

Creation 

Concerned 
Stakeholder 

Group

GRI G4 
Performance 

Indicators
Page No.

Significant 
Impact

•    Corporate Governance
•    Risk Management
•     Representation with 

Regulators

 

Organizational 
Values and 
Culture 

• Regulators
• Investors
•  Lenders of 

Capital
• Shareholders

•  G4-34, G4-35, 
G4-36, G4-38, 
G4-56, G4-15, 
G4-16 (GSD)

•  G4-SO5,  
G4- SO6,  
G4-SO8,  
G4-EN29

Pg. 13-15
Within the 

organization

•  Sustainable Business 
Model

• Business Profitability
• Brand Management
• EPS and RONW
• Credit Rating
• Financial Inclusion
• Investor Security
•  Transparency and 

Communication
•  Supply Chain 

Management

Inclusive 
Business 
Model

• Investors
•  Lenders of 

Capital
• Shareholders

• G4-12 (GSD)
•  FS-6, FS-13 

(GRI G4 
Financial Sector 
Supplement)

• G4-EC1 
 G4-EC2

Pg. 15, 
16,  

18 - 20, 
34

Within the 
organization & 

outside

•  Talent Management 
(Attraction and 
Retention)

•  Employee Productivity 
(L&D)

• Employee Well-being
• Diversity and Inclusion
• Employee Engagement

Enabling 
Employee 
Development

• Employees
• G4-LA1, G4-LA3 
• G4-LA9
• G4-LA11

Pg. 21 - 
25

Within the 
organization

•  Customer Need 
Identification and 
Satisfaction 

•  Dealer Relationship
•  Product Portfolio
•  Product and Service 

Information
•  Customer Privacy

Commitment 
towards our 
Customers

• Customers
• Dealers
•  Local 

Communities

• G4-PR5
• G4-PR7
• G4-PR9

Pg. 14, 
26 - 27

Within the 
organization

• Community Initiatives
• Financial Literacy

Responsibility 
towards the 
Community

•  Local 
Communities

• Employees

• G4-EC8
• G4-SO1

Pg. 26, 
28 - 33

Within the 
organization & 

outside

•  Emissions of Air (GHG) 
•   Paper and E-Waste 

Management
•  Effluents and Waste
•   Non-Financial Disclosure 

(Environmental 
Reporting)

• Climate Change

Climate 
Resilience 
and Water 
Security

• Employees
•  Local 

Communities

•  G4-EN3  
G4-EN5  
G4-EN15-18

 G4-EN23

Pg. 14, 
32, 

34 - 36

Within the 
organization & 

outside

General Standard Disclosures: G4-18, G4-19, G4-20, G4-21
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Material aspects covered in this section: Corporate Governance, Risk Management 
Framework, Transparency and Communication, Representation with Regulators

General Standard Disclosures:  
G4-34, G4-35, G4-36, G4-37, G4-38, G4-56

Organizational Values and Culture
LONG-TERM VALUE CAN ONLY BE CREATED THROUGH DILIGENCE, TRANSPARENCY, RESPONSIBILITY AND 
ACCOUNTABILITY IN MANAGING ALL BUSINESS ACTIVITIES. THESE DIMENSIONS ARE BUILT INTO OUR 
CORPORATE CULTURE AND GOVERNED BY OUR CORE VALUES. 

Corporate Governance

Ethical leadership is ensured through 
various committees at the Board and 
Management level. The governance of 

• Good Corporate 
 Citizenship 
• Professionalism 
• Quality Focus 
• Customer First 
• Dignity of the Individual

Core Values

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

Vision

The delegation of authority and responsibility for sustainability topics is represented through the below organization structure: 

economic, environmental and social 
aspects is administered through 
the Board level CSR Committee and 
FSS Sustainability Council consisting 
of senior management members. 
The Chair of the FSS Sustainability 

Council reports to Mr. Ramesh Iyer, 
Vice Chairman & Managing Director, 
President – Financial Services Sector 
& Member of the Group Executive 
Board.

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

Mahindra & Mahindra Financial Services Sector Sustainability Council
For direction setting and mobilizing resources on Sustainability endeavours. The FSS Sustainability Council 
consists of cross functional team of senior members.
Responsibilities include: 

•     Effectively integrating sustainability into business strategy and practices

•  Ensuring that all relevant sustainability policies and goals are well informed, aligned and efficiently executed

•  Ensuring high level of organizational understanding, alignment and engagement of the sustainability 
vision throughout the company

Region wise Sustainability Champions (Regional Office level)
Overall responsibility at the regional levels for sustainability initiatives including data collection. They are aided by a team of 
sustainability enthusiasts in implementing various sustainability activities.

Sustainability Champions (FSS Level)
Leading Sustainability for each business with responsibility for:
•  Disseminating information, ensuring monitoring and review of data and information
•  Being a single-point of contact between the businesses and the Group Sustainability Cell
• Ensuring reporting under the GRI framework
•  Implementing initiatives and driving sustainability awareness programmes

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

Mission
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Board Level Committees
• Audit Committee 
• Nomination and Remuneration 

Committee 
• Stakeholders Relationship 

Committee 
• Corporate Social Responsibility 

Committee
• Asset Liability Committee 
• Risk Management Committee and 
• Committee for Strategic Investments

More details about the committees can be 
referred at:
Annual Report - http://www.mahindrafinance.
com/annual-reports.aspx
Document on Corporate Governance -  
http://www.mahindrafinance.com/pdf/
Internal_Guidelines_on_CG_MMFSL.PDF

Conducting business with 
Integrity
At Mahindra & Mahindra Financial 
Services Sector, we follow the highest 
standards of business conduct. 
With our focus on growth and 
development, we ensure that all our 
endeavors are passed through the 
lens of transparency, ethics, integrity 
and independence. This is governed 
by the Code of Conduct for the Board 
of Directors and for the Senior 
Management and Employees.

We have a Whistle Blower Policy 
implemented in the organization. The 
Employees, Directors, Customers, 
Dealers, Vendors, Suppliers, or any 
Stakeholders associated with the 
Company are free to report illegal 
or unethical behaviour, actual or 
suspected fraud or violation of the 
Company’s Codes of Conduct or 

Composition of the Board 
Mr. Dhananjay Mungale (Chairman) Independent
Mr. Ramesh Iyer (Vice-Chairman & Managing Director) Executive
Mr. M. G. Bhide Independent
Mr. Piyush Mankad Independent
Mr. C. B. Bhave Independent
Ms. Rama Bijapurkar Independent
Mr. V. S. Parthasarathy Non-Executive, Non-Independent
Mr. V. Ravi (Executive Director & Chief Financial Officer) Executive
Dr. Anish Shah Non-Executive, Non-Independent

Corporate Governance Policies or any 
improper activity to the Chairman of 
the Audit Committee of the Company 
or Chairman of the Company 
or Convenor of the Corporate 
Governance Cell by sending a e-mail.

Under the Whistle Blower Policy, 
the confidentiality of those reporting 
violation(s) is protected and they are 
not subject to any discriminatory 
practices.

In the reporting year, no transactions 
were entered into by the Company 
which were fraudulent, illegal or 
violative of the Company’s Code of 
Conduct.

Compliance with Applicable 
Regulation
We believe meeting the compliance 
requirement of any applicable 
regulation is a non-negotiable aspect 
of conducting business. There 
is a robust system for tracking 
compliance with applicable regulations 
including review on a quarterly basis 
at the Board Level. In addition, the 
company remains up to date on the 
dynamic regulatory landscape to be 
future ready with respect to new 
regulations. 

In the reporting year there were  
no fines; show cause notices or  
non-compliances.

For more details about the compliances with 
regulators, please refer the latest Annual Report 
available on link: http://www.mahindrafinance.
com/annual-reports.aspx

Grievance Mechanism
There are various formal and informal 
mechanisms to address grievances of 
our key stakeholders like employees, 
dealers and OEMs, customers, 
suppliers and local communities - 
on aspects related to governance, 
ethical behavior, human rights, 
environment and society.

Details regarding Grievance Mechanism 
are available in Annual Report and Business 
Responsibility Report available on our website - 
http://www.mahindrafinance.com/

Commitment to External 
Initiatives - Public Policy 
Participation
Engagement in public policy allows 
us to understand and participate in 
inclusive policies for transformation of 
rural India and make representation 
where necessary. We engage 
with and make representations 
through memberships with industry 
associations and other institutions. 
In addition to memberships, the 
Senior Management is on various 
committees which enable public policy 
formulation.   

We do not make any financial or in-
kind contributions directly or indirectly 
to any political parties.  

As a part of the Mahindra Group, the 
Company adheres to the principles on 
human rights and labor standards set 
forth by the UN Global Compact as 
applicable.

General Standard Disclosures: G4-16, G4-34, G4-35, G4-36, G4-37, G4-38, G4-56

http://www.mahindrafinance.com/annual-reports.aspx
http://www.mahindrafinance.com/annual-reports.aspx
http://www.mahindrafinance.com/pdf/Internal_Guidelines_on_CG_MMFSL.PDF
http://www.mahindrafinance.com/pdf/Internal_Guidelines_on_CG_MMFSL.PDF
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Awards and Recognition

Name of Industry Association/Institution Type of Association/Position Held

Finance Industry Development Council (FIDC) Member of Core Committee

Federation of Indian Chamber of Commerce and  
Industry (FICCI)

Member of the NBFC Taskforce

Member of the Director’s Forum

Society of Indian Automobile Manufacturers (SIAM)
Co-chair on the Group of Finance on Leasing and Finance and 
Insurance, Council of Economic Affairs

Confederation of Indian Industry (CII)

Member of the National Committee on Financial Inclusion

Member of Financial Development

Chairman of the National Committee on Non-Banking Financial Sector

Bombay Chamber of Commerce and Industry
Member of Economic, Finance and Banking Committee

Member of the Managing Committee

Mahindra Leadership University Member of the Governing Council

Birla Institute of Management Technology (BimTech) Member of the Academic Advisory Committee in Finance

WeSchools Member of Rural Management Committee (Emerging Economies)

Executive Director & Chief Financial Officer, Mr. V. Ravi, is part of the following Committees & Councils.

Name of Industry Association/ Institution Type of Association/Position Held
Finance Industry Development Council (FIDC) Member of Council
Federation of Indian Chambers of Commerce  
and Industry (FICCI)

Member of Corporate Finance Committee

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

Featured in Dun & 
Bradstreet India’s Top 500 
Companies 2016.

Won ‘India’s Most Ethical 
Companies Award’.

Managing our Risks
We recognize that robust risk 
management is essential for a 
sustainable business growth. At 
Mahindra & Mahindra Financial 
Services Sector, we have an enterprise 
risk management policy and framework 
at the level of the highest governance 
body. All risks such as market risk, 
geography risk, product risk, credit 
risk, regulatory risk, operational risk 

which covers risks related to climate 
change and sustainability are identified, 
assessed, monitored and managed 
at different levels. Key risks form 
a part of the Board agenda. The 
management of the risks is integrated 
into the business strategy. 

During the reporting year, ‘Risk 
Scorecards’ have been initiated at the 
level of department heads.  

Climate change phenomena like 
change in weather pattern, water 
scarcity, rainfall etc. poses risk to 
our customers and therefore to our 
business. The leadership team closely 
monitors these risks and plans 
actions to mitigate them.

General Standard Disclosures: G4-16

Mr. Ramesh Iyer, Vice Chairman & Managing Director, President – Financial Services Sector & Member of the Group 
Executive Board is part of the following Committees & Councils.
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Inclusive Business Model

INCLUSIVE  
BUSINESS 

MODEL FOR VALUE 
CREATION

LOCAL 
EMPLOYMENT

LOCAL 
SUPPLIERS

LOCAL 
COMMUNITIES

EARN & PAY 
SEGMENT 

CUSTOMERS
Enabling livelihood 

creation by evaluating 
the earning potential of 
customer rather than 
past financial history. LOW SERVICED 

REGIONS
Focus on Rural and 

Semi-urban parts of India 
which are not covered by 

conventional 
banking services.

Hiring local people, 
generating employment 

opportunities and gaining 
better understanding of 
markets and customers.

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

Imparting financial 
literacy and focusing 
on livelihood, health 

and education in 
communities.

CUSTOMIZED 
PRODUCTS AND 

CUSTOMER 
CENTRICITY

Offering customized 
products, flexible 

repayment schedule and 
partnering with customer 
in meeting the needs of 

Rural India.

Material Aspects covered in this section: Sustainable Business Model, Business Profitability, Brand Management,  
EPS and RONW, Credit Rating, Financial Inclusion, Investor Security, Transparency and Communication, 
Supply Chain Management

WE AT MAHINDRA & MAHINDRA FINANCIAL SERVICES SECTOR BELIEVE THAT A SUSTAINABLE BUSINESS 
MODEL IS ONE THAT IS INCLUSIVE, ENABLING AND EMPOWERING - A MODEL THAT BELIEVES IN HELPING 
CUSTOMERS FULFILL THEIR DREAMS, WHILE MAINTAINING A CONSISTENT RETURN FOR INVESTORS AND 
SHAREHOLDERS. 

The inclusive business model to cater the poorly serviced markets in rural India has helped us position ourselves as 
a brand focused on value creation for its stakeholders. Our role as reliable and trusted partner in enabling livelihood 
creation opportunities is extremely important for our rural and semi-urban customer base and it aligns with the 
“Mahindra Rise Philosophy” as well. Focus on financial inclusion and deeper penetration into unserved low income 
populations is critical to increase our customer base.
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Value Creation for Customers

Mahindra Finance has fueled the 
dreams of more than 4 million 
customers in over 3.19 Lakhs 
villages across India. A large 
customer base helps in getting new 
customers through referrals. 

Customer Profile
We mainly cater to customers living 
in rural and semi-urban India, who 
are largely ignored by conventional 
banking systems or, they are in  
under banked areas/regions. Our 
customers straddle across multiple 
occupational segments. Our 
customer profile covers:

•  Small traders, neo-
entrepreneurs, drivers and 
farmers

•  Most of them are at the bottom 
of the income and social 
pyramids with 80% belonging to 
low income category. They don’t 
possess collaterals or past credit 
records and documents – they 
find it difficult to get loans from 
banks, and hence money lender 
is the only alternate available

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

Flexible Payment Schedule
In case of any unforeseen changes 
in geo-political scenarios, climate 
change induced impacts and natural 
disaster like a drought or flood – 
events which can impact the rural 
customers’ earning potential, the 
flexible payment schedule is offered to 
the affected customers. This flexibility 
enables them in coping with the 
crisis/calamities and can help them 
earn a living and continue the EMI 
payments.

Financial Products and 
Services
Asset Finance
We fulfill the financial needs of our 
customers through our “Earn & Pay” 
business model. Unlike, conventional 
banking setup, which assess an 
individual’s credit worthiness through 
his/her past financial history, we 
rely on their earning potential since 
majority of our customers are first 
time buyers.

We do not depend on formal 
methods of credit appraisal but 
devise our own methods to assess 
the income borrower can generate 
through the assets financed. Informal 
qualitative sources like neighborhoods 
and local authorities help us 
determine repayment intent and 
attitude. This involves knowledge and 
understanding of the local markets. 
For us, innovation lies in the ability to 
assess a customer’s cash flow. We 
try to assess, whether a customer 
can earn sufficiently by deploying the 
asset in order to pay the installments 
and retain surplus to improve his 
standard of living.

Housing Loan
Loans given by Mahindra Rural 
Housing Finance Ltd. are secured 
by the property financed and can be 
availed by low and middle income 
households for construction or 
purchase of a new property or for 
repairs, modernization or extension of 
an existing home. 

Insurance
We offer insurance products to 
secure the assets financed for  
our customers. This protects the 
families of the customers and 
provides them security in extreme 
circumstances like untimely death, 
natural calamity etc.

Insurance Products
Mahindra Loan Suraksha (MLS)
Credit Term Group cover for 
auto loan customers - protects 
customer’s family and assets in case 
of death of the customer. It covers 
the outstanding finance amount, 
freeing the family of the burden of 
repayment. The vehicle, which is the 
livelihood for customer’s family is not 
taken back and helps family to sustain 
themselves. 

Mahindra Sampoorna Suraksha 
(MSS)
A Group Credit Term cover and fire 
insurance cover for housing loan 
customers. This cover protects the 
customer’s family and assets in case 
of unfortunate death of the customer, 
not putting the burden of repayment 
of the loan on the family. It also 
relieves the customer from financial 
liability, arising due to damages or 
loss of property from fire or any other 
natural calamity.

Mahindra Arogya Suraksha (MAS)
Group Health insurance cover, 
specially designed to reach out to 
and educate rural masses on the 
importance of health insurance and 
provide them medical care facility 
in comparatively lower cost. During 
hospitalization due to sudden illness 
or accident, surgeries etc., the 
customers can afford medical care 
without falling back on hard-earned 
savings.
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We take various measures to bring 
about operational efficiencies and 
achieve higher earnings per share.

Value Creation for Local 
Suppliers

We ensure fostering strong 
partnerships with all our local 
suppliers. Along with proximity, other 
significant vendor selection factors 
include quality, delivery, reputation, 
past performance, logistic advantages 
and relationship. Our major suppliers 
are small scale vendors and service 
providers. The nature of our business 
doesn’t present opportunities for 
adopting sustainable sourcing aspect 
in a holistic way. However, we focus 
on engaging with local suppliers and 
giving them preference.

Value Creation for Local 
Communities

Our CSR activities are focused on 
education, healthcare and livelihood 
creation. There is significant focus on 
employment from local communities 
where the company operates. We not 
only ensure equal growth opportunity 
for all, but also ensure that we serve 
customers better through local 
market understanding and expertise 
which helps in meeting the needs of 
customers.

Financial Literacy
Financial literacy is an important 
thrust area and integral part of our 
business. We focus our efforts on 
campaigns to promote awareness 
of financial products and managing 
finance in general through our direct 
and indirect customer connect 
campaigns and CSR initiative. In  
order to support the move towards 
digital, cashless India, Mahindra 
Finance and Mahindra Rural Housing 
Finance Ltd. collaboratively has set up 
a toll free call center number (1800-
233-5333) to address queries related 
to cashless methods of transactions.

In 2016-17, we spread Financial 
Literacy to more than 5.5 Lakhs 
community members and customers 
through our various interventions like 
Customer Meets, Gram Sabha, Loan 
Mela, Mandi Divas, Rural Activations, 
Exhibitions, Customer Connect 
Programs, Financial Literacy Kits and 
through our Hire-Train-Deploy projects.

Value Creation for Investors / 
Lenders

A good credit rating and EPS ensures 
long-term return and security for 
lenders of capital, investors and 
shareholders. Retaining a high credit 
rating, EPS and RONW is enabled 
by consistent business growth, 
good ethical practices of corporate 
governance and transparency & 
communication of the company’s 
financial and non financial performance.

Mrs. Keshula Devi 
Wife of Late Mr. Nathu Singh Gurjar, 
Rajasthan being given the cheque and 
assistance by employees.

My husband Mr. Nathu Singh Gurjar availed loan of Rs. 6,10,000/-
from Mahindra Finance. He died due to Natural Death. He was 
covered under Mahindra Loan Suraksha. MIBL and MMFSL helped 
us to settle the claim and entire loan was waived off. I also received 
refund amount of Rs. 58,000/- from the Insurance Company. I wish 
to express my gratitude to MMFSL and MIBL employees for providing 
us with such a relief from the burden of repaying the loan. My 
husband was the only earning member in the family and it was just not 
possible for us to pay the outstanding EMI after his death.

Nominee Speaks:

Credit Rating
We follow high standards of 
corporate governance. CRISIL has 
reaffirmed our ratings on long-term 
debt instruments and bank facilities 
as ‘AA+/Stable’ and for Company’s 
Fixed Deposit Programme as ‘FAAA/
Stable’, respectively. The ‘AA+/ 
Stable’ rating indicates a high degree 
of safety regarding timely payment of 
financial obligations. The rating on the 
Company’s short-term debt and bank 
loans has been reaffirmed at ‘CRISIL 
A1+’, which is the highest rating.

Earnings Per Share
Good treasury controls and 
relationships with banks and other 
Financial Institutions (FIs) has let us 
borrow at good rates and we have a 
strong Asset Liability Management. 

G4-EC9 – Proportion of spending on local suppliers at significant locations 
of operation

Reporting Year
Monetary Value of 
spending on Top 10 

Suppliers (Rs. in Lakhs)

Monetary Value of spending 
on local suppliers amongst 

Top 10 (Rs. in Lakhs)

MMFSL 21,465.01 21,465.01
MRHFL 1,349.39 1,349.39
MIBL 682.36 682.36

For our business, as we have our presence PAN India, local suppliers are 
suppliers based out and operating within geographical boundary of India.
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FS 6 - Percentage of the portfolio for business lines by specific region, size and by sector

States/ UT
Percentage of Customer Serviced/Contracts in 2016-17 (%)

Financial Services
MMFSL

Insurance 
MIBL

Housing Finance
MRHFL

Andaman and Nicobar Islands 0.18 - -

Andhra Pradesh 3.66 3.74 8.31

Assam 3.95 3.86 -

Bihar 6.71 6.65 1.14

Chandigarh 0.29 - -

Chattisgarh 2.65 2.88 -

Dadra and Nagar Haveli 0.12 - -

Delhi 1.71 2.72 -

Gujarat 6.10 6.69 6.93

Haryana 3.27 2.41 -

Himachal Pradesh 1.53 1.15 -

Jammu & Kashmir 0.87 0.68 -

Jharkhand 2.54 2.74 -

Karnataka 5.12 4.80 0.37

Kerala 4.34 3.17 3.46

Madhya Pradesh 7.86 7.55 6.72

Maharashtra 8.74 14.84 52.75

Meghalaya 0.55 0.55 -

Mizoram 0.22 - -

Orissa 2.61 3.15 -

Pondicherry 0.11 - -

Punjab 2.16 2.28 -

Rajasthan 6.67 5.82 3.86

Sikkim 0.21 0.17 -

Tamil Nadu 5.09 6.89 15.98

Telangana 3.68 2.70 -

Tripura 0.51 0.52 -

Uttar Pradesh 11.64 8.91 0.48

Uttarakhand 1.29 0.89 -

West Bengal 5.63 4.26 -

Performance Indicators
G4 EC1 – Economic Value Generated and Distributed (EVG&D) (Rs. in Lakhs)

Reporting Year 2014-15 2015-16 2016-17

Economic value generated
5,58,470.60 5,90,510.05 6,23,753.82

a) Revenues

Economic value distributed 5,12,275.82 5,67,378.79 6,14,194.29

b) Operating costs 1,37,304.95 1,66,380.42 2,07,118.59

c) Employee wages and benefits 45,908.20 55,880.74 68,089.71

d) Payments to providers of capital 2,70,156.02 2,84,275.41 2,97,141.52

e) Payments to government 56,419.02 57,936.27 38,796.94

f) Community investments 2,487.63 2,905.95 3,047.53

Economic value retained (calculated as Economic 
value generated less economic value distributed)

46,194.78 23,131.26 9,559.53

Community Investments include our CSR activities which are explained in detail on page 24, 25 and 38 in our Annual Report at  
http://www.mahindrafinance.com/pdf/MahindraFinance_Annual_Report201617.pdf
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FS 13 - Access points in low populated or economically disadvantaged areas by type of service

States with more than 20% 
population below poverty line*

Percentage of Customer Serviced/ 
Contracts out of total in these states (%)

Financial Services
MMFSL

Asset Insurance 
MIBL

Housing Finance
MRHFL

Andhra Pradesh 5.41 5.34 10.83

Assam 5.85 5.50 -

Bihar 9.93 9.48 1.49

Chhattisgarh 3.92 4.10 -

Dadra and Nagar Haveli 0.18 - -

Gujarat 9.03 9.55 9.03

Jharkhand 3.76 3.90 -

Karnataka 7.58 6.85 0.48

Madhya Pradesh 11.64 10.78 8.77

Maharashtra 12.94 21.18 68.77

Mizoram 0.32 - -

Orissa 3.87 4.50 -

Uttar Pradesh 17.23 12.72 0.63

West Bengal 8.33 6.09 -

*Source: Open Government Data Platform India - Number and Percentage of Population below Poverty Line by states - 2011-12 based on Tendulkar 
Methodology (https://data.gov.in/catalog/below-poverty-line-india)

Awards and Recognition

Sustainability Report 
conferred as best report 
in CSR/Sustainability 
Report Category by India 
CSR which is a popular 
newswire that promotes 
innovation and leadership 
in Corporate Sustainability 
and Responsibility 
Practices in India.

Mahindra Finance has been 
awarded the Conscious 
Capitalist of the Year by 
Forbes India for the stellar 
role in promoting sustainable 
and transformational 
business practices resulting 
in deep rooted benefits to 
community.
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Enabling Employee Development

Our Employment Value Proposition is 
articulated in the three pillars: 

• Growth is a way of life

• Employees are empowered

• People matter 

We have various policies and 
initiatives around employee 
engagement, development, well-being 
and talent attraction & retention. 
‘Dignity of the Individual’ is one of our 
five core values.  

Our Business Responsibility Policy 
was institutionalized in the reporting 
year which covers aspects of human 
rights as applicable to our business. 
As per this policy, discrimination, 
forced & compulsory labour and child 
labour are strictly prohibited. There 
is also an internal policy on human 
rights consideration in economic 
decision making.

Talent Management

Talent Management and career 
development is critical for the 
organization. In a financial services 
business like ours the real 
differentiator is not the products, but 
the people creating and selling the 
products.

Talent Management is not a mere 
activity but a need for the business. 
Succession planning and key learning 
and development activities are part 
of the Business Balanced Scorecard. 
Here at Mahindra Finance we ensure  
100% succession planning for  
all employees who are Department 
Head and above level.

The talent management team works 
rigorously to build a talent pipeline 
aligned with business strategy. We 
have a development policy in place 
which guides career opportunity, 
growth and competency development 
requirement of our employees. 

We believe in nurturing in-house 
talent that will grow with the 
organization contributing towards the 
organizational objective.

OUR EMPLOYEES SPREAD ACROSS THE COUNTRY REPRESENT THE 
MAHINDRA & MAHINDRA FINANCIAL SERVICES SECTOR BRAND, THAT 
STANDS FOR ETHICAL BUSINESS CONDUCT, WITH AN UNWAVERING 
DESIRE TO CREATE A POSITIVE SOCIAL IMPACT ALONGWITH CONSISTENT 
FINANCIAL GROWTH. WE ENGAGE WITH OUR EMPLOYEES TO HELP 
BUILD THEIR EMOTIONAL COMMITMENT TOWARDS COMPANY’S VALUE & 
CULTURE. THIS, IN TURN, MOBILIZES OUR ENTIRE COMPANY TOWARDS 
ACHIEVING ITS GOALS AND TARGETS. THERE ARE ROBUST SYSTEMS 
AND PROCESSES THAT DRIVE EMPLOYEE ENGAGEMENT, LEARNING & 
DEVELOPMENT, TALENT ATTRACTION & RETENTION AND DIVERSITY & 
INCLUSION WHICH ARE GOVERNED AT THE SENIOR MANAGEMENT LEVEL. 
IN ADDITION, THERE ARE VARIOUS INITIATIVES AND ACTIVITIES WITH A 
FOCUS ON MAKING US A GREAT PLACE TO WORK. 

Material Aspects covered in this section: Talent Management (Attraction and Retention), Employee Productivity 
(L&D), Employee Well-being, Diversity and Inclusion, Employee Engagement
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Key activities in Talent 
Management
Career Development for Managers 
and Senior Managers 
Career progression paths are 
defined for different ladders at FSS 
through evaluation of employees’ 
capabilities in leadership and 
functional competencies. Competency 
analysis is done periodically through 
Development Centers and employees 
maintain their respective Individual 
Development Plans.

Competency Development for
Managers and Senior Managers
Critical competencies to be developed 
in the organization are identified 
based on the inputs received from 
business plan, workforce plan, 
succession plans, and appraisal 
process. Organization competencies 
are then broken down into 
individual competencies. Leadership 
Competency Framework is used for 
assessing employees and the same is 
reviewed once in 2 years.

Creation of Individual Development 
Action Plan (IDAPs)
Individual development action 
plans are created and rigorously 
tracked every year, for the purpose 
of competency development of 
the individuals, and bridge the 
competency gaps. The IDAPs follow 
a 70-20-10 principle. With 70% 
exposure on job projects, 20% 
development through mentoring 
of the employee and 10% 
through Learning & Development 
interventions.

Learning and Development

Learning and Development (L&D) 
is divided into two verticals – a) 
Business Competence & Leadership 
Training and b) Organizational 
Development. Different L&D 
programs identifies and executes 
5 strategic priorities viz. align 
with stakeholders needs, leverage 
technology, measure programme 
return on investment, develop the 
Rise philosophy and achieve PCMM 
certification. 

Career Advancement Plan (CAP) – 
For employees at the bottom of the 
corporate pyramid
The Company provides an opportunity 
to its employees working in the 
capacity of office boy, cashier etc. to 
leverage their potential and scale up 
the ladder.

Drona Digital– Taking classroom to 
digital platform
It is a digital induction module to 
engage with new employees and 
improve retention of their business 
knowledge. The initiative was 
launched and implemented pan-India 
aimed at seamless transition of 
functional knowledge from classroom 
to digital mode. The digital module 
has been translated into regional 
languages for better reach.

Campus Connect – to attract new 
talent
An ongoing programme aims at 
enabling a smooth transition from 
campus to corporate by unleashing 
the potential of our management 
trainees towards a brighter future 
with our organization. This year 
keeping in mind the organization 
structure and business need; a six 
month Campus Connect programme 
was launched.

Arjuna 2.0
Aimed to provide development 
opportunities for employees in 
Operational Band and to provide 
growth in the required leadership 
competencies. The programme 
allows individuals to pursue focused 
learning by way of personal 
development plan.

Manthan – the mentorship 
programme
Mentors are chosen to facilitate 
development of the Mahindra 
Leadership Competencies of the 
mentees through one to one 
interactions and knowledge sharing 
sessions. Employees who have a high 
proficiency level have been nominated 
for the programme. 
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Diversity & Inclusion

Diverse workforce helps bring ideas 
and perspectives and an alternative 
thinking in the organization. It also 
enables growing acceptance and 
diminishing discrimination amongst 
our workforce and the society. In a 
dynamic and constantly changing 
environment that requires quick, 
innovative and efficient thinking, we 
at Mahindra & Mahindra Financial 

Services Sector view diversity as a 
talent retention and growth strategy. 
Our business vision is to transform 
from a vehicle finance company to a 
diversified financial services player. 
We believe that a focused effort on 
diversity and inclusion will help us 
realize this vision. 

The spectrum of diversity company 
focuses on, includes: Gender 
Diversity, Generational Diversity, 
Differently Abled, Race / Religion. 

The FSS Diversity & Inclusion 
Council meets to analyze and 
explores opportunities to make the 
work environment more sensitive 
and inclusive towards our diverse 
employee composition. 

We have a D&I Roadmap which is 
based on considering all the Diversity 
Spectrum as Talent Pools. The 
initiatives for these focused talent 
pools are divided into areas of Hiring, 
Development and Retention.

Employee Engagement

We believe that employee 
engagement is the emotional 
commitment of the employee to the 
organization; the enthusiasm they feel 
towards their work. We constantly 
strive to make FSS a great place to 
work and have a happy and engaged 
workforce. There are various ways for 
ongoing, year round engagement with 
the employees through celebration, 
reward and recognition.

Project Enable  
(for differently abled hiring)

57

Second career for women 
(creating opportunities 
for women who have 
taken career breaks and 
wants to rejoin in their 
professions)

Ex-Army Personnel  
(for bringing ex-army 
personnel to join 
mainstream careers)

54 102

*The figures indicates number of employees hired in 2016-17.

D&I Dashboard for 2016-17

MF STAR – Mahindra Finance 
Special Thanks and Recognition 
Awards
The reward and recognition was 
given the brand name “MF STAR” – 
Mahindra Finance Special Thanks  
and Recognition Awards.

Reward Categories under MF Star:
•  MWOW Factor – to bring a 

sense of pride in our daily work

•  Star Performer of the Month – 
for outstanding commitment 
towards their job

•  Appreciation Tree – Placing thank 
you cards for outstanding work by 
team members to each other on 
an appreciation tree at a prime 
location in office visible to all

•  Long service recognition award 
– for years of dedication to the 
organization

•  GEM – Recognition for Going the 
Extra Mile

The rewards earned, fetch the 
employees certain points which 
can be redeemed at the Mahindra 
Finance Boutique, a designated 
internal website for the employees.

Some of the ongoing engagement 
initiatives include celebration of 
special occasions like Anniversary, 
Marriage and birth of a child. 
Bonuses are given to the newly 
married for wedding travel and gift 
hampers are given to an employee on 
the birth/adoption of a child.
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Employee Well-being, Health 
and Safety

The focus on Health & Wellness 
initiatives is clearly seen in our 
policies and programmes.

Aarogya
Flagship initiatives launched to 
promote health and wellness 
among the employees. The Aarogya 
programme looks at:

•  Building Awareness on Health
•  Conducting Preventive Healthcare 

Programs
•  Partnering with local Hospital/Clinics
•  Conducting health camps for 

employees

The Senior Management 
place road safety as a 
business priority and are 
in constant communication 
with the employees on road 
safety.

Stepathlon
An ongoing event since the last 
three years – Stepathlon is designed 
to encourage and motivate healthy 
lifestyle amongst the employees. The 
programme has seen consistent 
growth in participation with 
2,416 employees in 2016-17 in 
comparison to 722 in the  
previous year.

To bring sustained and increased 
participation, we have moved to 
an App version. The employees 
can download the app and count 
their steps and have access to 
varied information on health and 
wellness. Among all the participating 
companies who participated last 
year in the event, MMFSL was 
adjudged the 1st in the Financial 
Services category and 2nd overall by 
Stepathlon.

Each Regional HR ensures that every quarter at least one programme is 
conducted in their region, covering maximum number of employees.

The summary of different Aarogya activities conducted in 2016-17 is captured 
in below table:

Aarogya Activity Total

Diabetes Awareness 18

Eye Check-up Camps 17

Prevention of heart diseases 11

Other Health Related Sessions 72

Total Activities 118

Suraksha Abhiyaan
Under this programme, we cover a 
number of activities and training on 
essential and basic aspects related 
to safety and well-being of employees 
during day to day activities like - 
fire safety, first aid, infrastructure 
safety and road safety. As a part 
of this drive, classroom training 
programmes were conducted at 
different locations and theoretical 
as well as practical training were 
given to the employees like on 
hazard identification, mock drill, 
emergency evacuation, operating a 
fire extinguishers etc.  

This programme aims to equip 
our employees with knowledge and 
understanding for handling safety 
scenarios which ensures well-being 
of our employees alongwith providing 
them safe and secure working 
conditions.

Road Safety
Road Safety has been a focused 
agenda for the company. The Senior 
Management place road safety 
as a business priority and are in 
constant communication with the 
employees on road safety. As a part 
of the Sustainability Council agenda, 
we started the road safety initiative 
under the theme of “Project Shunya” 

that intends towards attaining Zero 
(0) Road Incidents. A series of 
e-learning modules were launched 
under the programme for the field 
employees. Modules cover safety 
aspects while driving a two-wheeler. 

The programme was piloted at 
selected regions in 2015-16. In 
2016-17, we were able to scale the 
initiatives to cover employees across 
all our regions and zones. With the 
intent to bring rigor into the road 
safety drive, e-learning on road safety 
was made a business performance 
parameter for all employees above 
managerial level. We came out with a 
Reward Scheme for employees who 
attempted the e-learning module and 
successfully completed the quiz at the 
end by gifting them a helmet. 

We covered more than 7,500 
employees under various road safety 
initiative in the reporting year.
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Performance Indicators

G4 LA1 - Employee Turnover and New Hire by gender (%)

Employee Turnover by 
Gender

2014-15 2015-16 2016-17

Male Female Male Female Male Female

Turnover 25 25 24 17 18 17
Rate of new hires joining 42 24 44 25 41 27
Rate of new hires leaving 8 4 6 2 7 2

G4 LA9 - Average hours of training per year per employee by gender and by employee category

Level
2014-15 2015-16 2016-17

Male Female Male Female Male Female

Junior Management (Man-hours)  9,08,730  49,216 12,89,251  67,132  10,32,618  1,14,025
Middle Management (Man-hours)  11,198 833  27,426  989  25,212  1,588
Senior Management (Man-hours)  371  -  1,550  -  1,370  -
Total Training Man-hours  9,20,299  50,049 13,18,227  68,121  10,59,199  1,15,612
Total No. of Employees 17,417 811 20,257 863 24,334 985
Average Hours of Training  
per year 53 62 65 79 44 117*

* No. of female employees trained at officer level (in Junior Management band) in the reporting year are proportionately higher than male counterparts 
when compared to total male is to female ratio in organization. Hence there is significant increase in average training hours of females.

G4 LA11 – Percentage of employees receiving performance and career development reviews
100% employees are part of the formal Performance Management System.

SKOCH Order of Merit: Good 
Health and Well-being.

Mahindra Finance enters in 
the India Book of Records for 
conducting Largest Learning 
Session in a Day at Multiple 
Locations.

Mahindra RISE - In spectrum, 
D&I Awards 2016.

Confederation of Indian 
Industries HR Excellence 
Award.

Infrastructure & Services Team 
received Awards for Safety 
& Security and Innovation & 
Technology at iNFHRA FM 
Excellence Awards.

Ranked 68th in Top 100 India’s 
Best Companies To Work For 
2016 by Great Place to Work 
Institute in collaboration with 
the Economic Times.

SKOCH Order of Merit: 
Focused Talent Pool to 
reduce inequalities.

Awarded 1st Runner-up 
Trophy in the L&D best 
practices competition by 
National HRD Network.

Awards and Recognition

G4 LA3 – Return to work and retention rates after parental leave by gender (%)

Retention Rate in 2016-17 Retention Rate beyond 12 months

98 74

98 78 Total for MMFSL

Male Female
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ONGOING ENGAGEMENT WITH CUSTOMERS IS CRITICAL FOR OUR BUSINESS. IT INVOLVES ENGAGING WITH 
EXISTING AND PROSPECTIVE CUSTOMERS TO UNDERSTAND THEIR NEEDS. THERE ARE VARIOUS CUSTOMER 
CONNECT INITIATIVES WHICH HELP US DISSEMINATE INFORMATION ON OUR PRODUCT PORTFOLIO AND 
SERVICE INFORMATION TO TARGET CUSTOMERS. 

Commitment Towards our Customers

Customer Engagement

Our engagement with customers 
is not limited to payment schedules 
but goes beyond in building a 
continued relationship of trust and 
support. Product information, its 
application, its benefits and the 
terms and conditions of payment – 
are all extremely important for our 
customer base.

A number of customer connect initiatives are driven through the Dealers/Original Equipment Manufacturers (OEMs) 
where we participate by way of providing product and service information. Dealers and OEMs are critical value chain 
partners in ensuring customer need identification and satisfaction. We also conduct a Dealer CaPS survey; maintain a 
dealer council and a formal dealer portal in addition to the customer connect initiatives. 

The sale of products and services is governed by the credit policy. Changes in product and launch of new products is 
driven by needs gathered through customer connect programmes. 

We therefore have focused initiatives 
under our ‘Customer Connect’ 
programme, to stay connected with 
our existing customer base and 
increase penetration into un-serviced 
or poorly serviced villages/regions. 

The communication of product 
and service information along with 
financial literacy on the use of 

services like banking, loan, insurance, 
payment terms are of great relevance 
to our customers. 

Deeper reach into less serviced 
villages creates livelihood opportunities 
for communities that were earlier 
not accessible to them and helps us 
expand our customer base.

Customer Connect Programme 
Initiatives Objective

Gram Sabha
Gram Sabha meetings in villages to spread awareness on financial 
products 

Customer meets/ Shikhar Sammelan
Meeting existing customers with good record for reference and  
cross selling

Dealer events
Joint activities with dealer such as Loan Mela, Road Shows, Branch 
Display, 2 to 20 wheeler activity etc. for lead generation 

Mandi Diwas Distribution of leaflets in weekly village market to generate leads

Go Direct
Generation of leads by field executives by visiting good existing 
customers and their references

Saathiya Diwas
Meeting good track record existing customers who comes to 
branches for paying EMI for generation of leads

NOC day activity
Calling good track record closed customers on pre decided date i.e. 
7th of every month, for retaining them

Material Aspects covered in this section: Customer Need Identification and Satisfaction, Product Portfolio,  
Product and Service Information, Dealer Relationship, Customer Privacy
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Awards and Recognition

Mahindra and Mahindra 
Financial Services has been 
awarded SKOCH ORDER 
OF MERIT in the category 
“Access to Banking and 
Financial Services” by SKOCH 
GROUP. 

Ease, Flexibility and Reliability in our 
financial products and service offering 
is a business prerequisite. Our core 
business proposition is that we 
provide loans in hassle free manner 
with flexibility in designing loan 
schemes as per customer needs and 
quick customer service.

We use technology driven devices 
like hand-held devices and tablets 
which allows customers in remote 
rural areas to make repayments at 

their door step, and transactions 
are reported to the branches and 
managed in real time. 

Effective communication is vital 
to avoid misrepresentation, 
incorrect statements or misleading 
information to the customers. We 
have fully-integrated systems in 
place for marketing communication, 
advertising, promotion and 
sponsorship and comply with all 
applicable laws and standards. 

There are a number of policies 
and frameworks crafted as per the 
applicable regulations, which governs 
sales of our products and dealing 
with both existing and prospective 
customers. The new financial 
products are also designed in line 
with these policies and frameworks. 
The products are designed to ensure 
wider penetration in the markets and 
greater inclusion based on customer 
need identification. 

Bharat Ki Khoj – Reach the 
Unreached

Participants of programme 
showing their talent.

Great talent resides in deep rural pockets of India - untouched and unseen due to non-accessibility and very 
limited exposure. ‘Bharat Ki Khoj’ is a Social Marketing programme aligned with the “Rise Philosophy” - 
Driving Positive Change. It provides a platform to talent in remotest rural areas of the country. 

Talent hunt was started as a pilot activity in Chandrapur and Gadchiroli villages, Maharashtra and expanded to 
other geography on India. Not only music and dance but multiple forms of indigenous art were covered through 
a collaborative approach bringing together Mahindra Finance, government bodies, local bodies and media.

Ease, Flexibility and Reliability

PR 5 – Results of survey measuring 
customer satisfaction

As per the methodology used 
for CaPS, any score above 50 is 
considered a good score.

Customer feedback and satisfaction 
is measured through Customer as 
Promoter (CaPS) survey. Feedback 
and score received from the Customer 

and Dealer CaPS survey is utilized to 
understand expectations and draw up 
improvement action plans with respect 
to products and services. Embracing 
social media marketing was a suggestion 
that came from the Customer and 
Dealer CaPS survey feedbacks which 
was leveraged to reach wider bases of 
customers during the year.

Performance Indicators

2014-15 2015-16 2016-17

Customer as Promoter Score 73 63 67
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Responsibility Towards the Community
RESPONSIBILITY TOWARDS THE LOCAL COMMUNITIES IN THE AREAS WHERE WE OPERATE IS AN INTEGRAL 
PART OF OUR VALUES. CORPORATE SOCIAL RESPONSIBILITY (CSR) INITIATIVES ARE AN EXTENSION OF OUR 
SOCIALLY INCLUSIVE BUSINESS MODEL. WE BELEIVE THAT WHEN LOCAL COMMUNITIES PROSPER, THE 
CUSTOMERS PROSPERS AND THE ORGANIZATION PROSPERS.

FSS CSR Council

HO CSR Secretariat  
(HO Cross Functional Team)

Zonal CSR Secretariat 
(Zonal Cross Functional Team)

Regional CSR Secretariat  
(Regional Cross Functional 
Team)

CSR Committee 
(Board level)

CSR at Mahindra & Mahindra Financial Services Sector

Management Structure

Mission

•   Driving positive impact in 
communities

Objectives

Continuously & Consistently
•  Generate goodwill in 

communities where MMFSL 
operates or are likely to operate

•  Initiate projects that benefit 
communities

•  Encourage an increased 
commitment from employees 
towards CSR activities and 
volunteering

Focus Areas

Education & Livelihood 

Health 

Environment  

#iamresponsible Campaign

As a part of CSR and sustainability 
initiatives, campaign with the theme 
‘i am responsible’ was launched 
to encourage employees to adopt 
responsible practices that supports 
well being of community and the 
planet Earth. This program aims 
at sensitizing employees about 
different resource constrains and 
needs of the society through mailer 
series and different communication 
channels. Through this initiative we 
intend to trigger our employees and 
stakeholders to take ownership of 
doing good personally.
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CSR Thrust Areas No. of Beneficiaries/Scale of impact

Education 34,558
Health 1,94,567
Environment 1,05,000
Other Areas 9,820

Performance Indicators

G4 SO1 - Percentage of operations with implemented local community development programmes. 
The footprint of the CSR Initiatives across the country for 2016-17, is represented below. 

CSR Activities - Locations in India

Jammu & Kashmir

Himachal 
Pradesh

Punjab

Rajasthan

Bihar

Sikkim

Arunachal 
Pradesh

Assam
Nagaland

Tripura

Manipur

Mizoram

Meghalaya

Jharkhand West 
Bengal

Orissa

Chhattisgarh

Madhya Pradesh

Maharashtra

Telangana

Andhra 
Pradesh

Karnataka

Tamil Nadu

Kerala

Gujarat

Goa

Haryana
Delhi

Uttar Pradesh

Uttarakhand

Education & Livelihood

Environment

Health
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Hunnar 
Driver Training for Women

Hunnar

Livelihood training for rural educated youth
Through the Hire-Train-Deploy Model, we conducted vocational training programme in collaboration with NGOs for 
rural educated youth to make them employable. The two week training program focused on knowledge about financial 
services industry and also covered topics of communication, sales and interpersonal skills. In this year, we trained 519 
youth out of which 173 are employed in various financial institutions. 

The objective was to empower 
underprivileged women and provide 
them with livelihood opportunities, 
so that they can transform their 
own lives. In collaboration with 
NGOs, we trained 150 women in 
Indore, Ahmedabad, Bengaluru 
and Chennai. Out of these 78 
acquired permanent driving 
license and 41 women became 
professional chauffeurs. 

The Drivers Training programme 
has transformed lives of these 
women to earn dignity and respect 
in their families and community.

Feeling empowered with 
Driver Training
Madhu Amole (25) was nothing 
less than a princess for her 
parents. They married her off with 
great aspiration for happy life but 
her life took an ugly turn due to 

Madhu and her baby to flee to her 
parents’ home soon after giving birth. 
As the situation became unbearable, 
her father decided to bring Madhu 
and her daughter to stay at his house.

During this difficult time, her father 
came across an advertisement 
for Drivers Training for women 
programme supported by Mahindra 
Finance. Seeing his daughter’s 
life being spoiled, he encouraged 
Madhu to take up this out-of-the-box 
profession. Madhu really enjoyed the 
first aid course, English speaking 
classes and self-defense training apart 
from learning to driving the car. She 
quickly learned through this training 
course and got her permanent 
license. She has also cleared the 
Sakha employment test and has been 
transfered to Sakha for employment 
as a professional cab driver.

dowry demands. Her husband used to 
brutally beat her up. They called her 
father and insulted her in front of him. 

After two years, she gave birth to a 
girl child. Her husband and in-laws 
continued harassing her, forcing 

Participants learning driving skills

Madhu Amole, one of the beneficiary of Driver Training for Women
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Financial Literacy

With our on ground experience in 
rural and semi-urban parts of India, 
we have observed that financial 
awareness on topics like usage of 
bank account, electronic transfer of 
money and usage of mobile wallet 
is extremely low and there is an 
urgent need to increase financial 
understanding in the digital context 
and inculcate good banking habits. 

We have focused programmes to 
increase financial literacy amongst 
our customers and local communities 
and took a target to cover 4,25,000 
people in a time frame of 4 years 
ending 2016-17 as a parameter 
in our Sustainability Roadmap. In 
the reporting year, through various 
interventions and channels we were 
able to expand the reach of financial 
literacy programme to 5,50,000 
people across the country.

Helping Rural India Go 
Cashless
Riding on the government’s Digital 
India drive, in 2016-17 Mahindra 
Finance and Mahindra Rural 
Housing Finance Ltd. collaboratively 
started a social campaign to provide 
digital financial literacy in over 
70,000 villages across rural and 
semi-urban India. Around 10,000 

employees have embarked upon 
an educative drive, empowering 
10 Lakhs households to digitally 
manage their finances and spread 
awareness on holding a bank 
account, electronic transfer of 
money, usage of mobile wallets 
and importance of having a stable 
mobile number. 

The task of ensuring rural 
understanding of digital payments 
was conducted through meetings 
at branch offices, Gram Sabhas & 
Gram Panchayats and distribution of 
informative flyers and posters.

To ensure that the campaign reaches 
out to maximum rural households, 
the campaign was conducted in local 
languages. It touched upon topics 
like, cashless methods to make 
payments, utility of opening a bank 
account, importance of linking bank 
account with Aadhaar number and 
mobile number, government subsidies 
through banking channels and legal 
remedies in case a cheque bounces.

Sample of Go Cashless leaflet 
communicating options of doing 
cash-less transaction in regional 
language

Financial Literacy Education 
Kits were distributed to 5,000 
students from class IVth to VIIth. 
This project is aimed at helping 
children inculcate habit of saving 
from childhood. 

Financial Literacy Education Kits - 
Catching them Young

Financial Literacy Kits and 
students receiving the same
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ESOPS – Employee 
Volunteering

We encourage and recognize our 
employees for volunteering with the 
spirit of serving and sharing with the 
community.

Our Employee Social Options 
Programme (ESOPS) is an employee 
volunteering programme, which 
focuses on coordinating the activities 
of employees across the three CSR 
focus areas. Based on the needs of 
the communities, employee ideate 
projects, construct annual activity 
plans, implement initiatives and 
monitor results. There has been a 
significant increase in the number of 
volunteers over the years.

Employee Participation in CSR Initiatives

Improving Health Facilities in Rural India

Mahindra Finance has collaborated with Family Planning Association of India (FPAI) to improve the accessibility of their 
services for marginalized rural women across India. Through the project, FPAI procured high quality clinical equipment for 
improving the quality of surgical and diagnostic services related to family planning and other reproductive health issues. These 
equipments were provided to 18 Reproductive Health and Family Planning Centres located in the high need areas of 9 states.

In addition, Mahindra Finance also supported Think Foundation to launch Day Care Centres to provide medical aid and 
regular therapy to Thalassemia affected children in semi-urban parts of the country.

Ms. S* belongs to Yadgir District 
Kalabela Gudi village. She has three 
children and was infected with 
Hepatitis B during her last delivery. 
She visited a number of hospitals 
to undergo female sterilization 
(family planning operation) but could 

Making ‘Family Planning’ 
Treatments Available in Villages

not afford the costs. Subsequently 
one ASHA (Accredited Social 
Health Activist) referred her to fully 
medically equipped FPAI center of 
Raichur Branch that was supported 
by Mahindra Finance. She was 
thoroughly examined and counselled 

in the Branch clinic. After taking 
the opinion of one more physician, 
she was offered laparoscopic tubal 
ligation free of cost following universal 
infection prevention protocols.
Ms. S* - The name has not been disclosed for 
anonymity

Visit to Municipal School Drive Participants of Vocational Training 
Program

Swachh Bharat Campaign
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6,257

26,361

14,369

70,586

8,447

43,417

ESOPS Volunteers Volunteering Man-hours

Percentage of Employee 
Participation
Years %

2014-15 34.25
2015-16 39.80
2016-17 62.33
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Performance Indicators

G4 EC 8 - Indirect Economic Impact including the extent of impact
CSR Activity Description No. of Beneficiaries

Medical Equipment
Improved preventive and curative health facilities through 
medical equipments, infrastructure support for hospitals 
and NGOs

1,50,130

Ambulance Donation
Promoted access to healthcare for marginalized 
populations by providing ambulance

22,132

Health Checkup Camp Health Checkup Camp 7,031

Project Jeevandan Blood Donation camps organized by the employees 5,914

Gyandeep – Municipal 
Schools

Educational support to schools and under privileged 
students

9,360

Mahindra Finance 
Scholarship

Scholarship for Graduate and Undergraduate less 
privileged students from rural areas

3,000

Nanhi Kali Supporting education of marginalized girls 7,466

Mahindra Pride School
Provide socially and economically disadvantaged youth with 
training in Retail, Hospitality or IT sector

2,262

Mumbai Public School
Supporting 28 Mumbai Municipal Schools to provide 
quality education in English

16,161

Hunnar – Vocational 
Training

Vocational Training for unemployed youths from semi-urban 
and rural areas

519

Hunnar – Driver training for 
women

Drivers training programme for women to make them 
employable

150

Financial Literacy
Distribution of financial literacy kits amongst rural school 
children

5,000

Project Samantar
Supporting old age homes, orphanages and differently 
abled homes

3,220

Watershed Development
Improved ground water table through watershed 
development

6,400

Awards and Recognition
National Award for 
Excellence in CSR and 
Sustainability – Best overall 
excellence in CSR.

CNBC Asia’s Corporate 
Social Responsibility Award 
during the 12th India 
Business Leadership Award 
program.

SKOCH Order of Merit 
for Corporate Social 
Responsibility - Top 100 best 
projects in India.

IDF CSR Award for excellent 
participation in Resource 
Mobilization for Humanitarian 
Projects.
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Towards Climate Resilience and  
Water Security

Our large rural customer base is 
most vulnerable to the impacts 
of climate change. Our tractor 
customers who are farmers are 
dependent on a good monsoon for 
their livelihood. The cascading effect 
of bad monsoon and other extreme 
events caused by climate change like 
drought, flood etc. is felt by our other 
vehicle, SME and housing finance 
customers too. 

To manage the risks for our 
customers related to change in 
weather patterns – our leadership 
team closely monitors the impact 
of climate change pan India and 
discusses with Board Members 
during comprehensive risk analysis. 
Management of this risk is then 
integrated into the business strategy. 
We identify opportunities to manage 
the risks of water scarcity and other 
impacts of climate change. We also 
adapt our payment schedules as per 
this. Loan schemes are structured 
around the crop pattern: for instance 
we offer provision of monthly, 
quarterly, half yearly installments to 
our customers.

Managing Climate Change 
impacts on Customers

Our customers are primarily farmers, 
traders, local transport operators, 
small business owners and daily 
earners, among others. Good 
monsoon is a precursor to farm 
income and rural well-being. It has 
direct relationship with our business 
and recovery pattern. Our in-field 
executives enter the data, based 
on the self-assessment and daily 
updates of monsoon. Based on the 
different inputs and data collected 
across various regions in India, 
monsoon reports are generated 
which are then shared with our 
business executives for alignment and 
appropriate actions. Our consumers 
are becoming more sensitive towards 
the impacts of climate change on 
their lives and are slowly transitioning 
towards efficient vehicles, buildings 
and infrastructures. This gives us 
an opportunity to provide financial 
products and services to support the 
changing customer behaviour in both 
rural and semi-urban areas. 

To manage the risks for our 
customers related to change 
in weather patterns – our 
leadership team closely 
monitors the impact of 
climate change pan India.

INCREASINGLY OBSERVED CONSEQUENCES OF CLIMATE CHANGE LIKE AVAILABILITY OF WATER, TEMPERATURE 
RISE, CHANGING WEATHER PATTERNS AND EXTREME WEATHER CONDITIONS HAVE A DIRECT LINKAGE TO 
OUR BUSINESS STRATEGY.

Material Aspects covered in this section: Emissions of Air (GHG), Paper and E-Waste Management,  
Effluents and Waste, Non-Financial Disclosure, Climate Change

We help our customers in the 
following ways:

•   Keeping our customers updated 
on long and short-term weather 
patterns, monsoon projection 
through our vast network of field 
staff across the country

•   Designing flexible financial and 
insurance products that can help 
mitigate or reduce the impact of 
climate change and spreading 
awareness on the relevance of 
the products

•   Undertaking tree plantation as a 
part of our CSR activities in the 
rural area across India
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reimbursement payments to field 
force. It is a completely paperless 
process that even frees the field 
force from the need to maintain 
manual records of local travels.

Solar Power at remote 
locations
We have installed Solar power UPS 
at various remote branches, which 
experienced acute power cut problem 
(power available for only 2 to 3 hours 
during the day) to overcome load 
capacity.

The total solar installed capacity as 
on 31st March 2017 was 176 KVA.

E-Waste Management
We are committed to sustainable 
e-waste management. 100% of  
our e-waste is sent for recycling 
through registered recyclers as 
per the E-Waste Management and 
Handling Rules.

Project Hariyali
Project Haryali is our endeavour 
to nurture biodiversity and support 
afforestation. This programme aims to 
aid in reducing climate change impact. 
It is part of the Mahindra Group’s 
initiative, under which trees to be 
planted are selected based on regional 
and local biodiversity. To ensure high 
survival rates of the saplings planted, 
we choose locations where the 
community can later take responsibility 
of the trees. The plantation is done 
through collaboration with local 
community organizations.

Monsoon Reports
We have devised a tool called 
‘Monsoon (Annual Rainfall) Report’ 
which covers the rainfall pattern 
and trends in various geographies 
of India. Good monsoon is the major 
factor for our customer profile. Our 
executives in field enter the data 
based on self-assessment and daily 
updates of monsoon. The same is 
tracked pan India and reports are 
generated for our managers to 
plan and take business decisions at 
village, district and state level. The 
same information is communicated to 
customers through various channels.

Managing Climate Change 
Impact of our own activities

It is our constant endeavor to 
integrate climate change into 
management decision-making. We 
are constantly working to address 
the impact of climate change in our 
business and on our customers. In 
our own operations we have taken 
two steps:

• Including climate change in our 
risk framework at the senior 
management level

• Improving energy efficiency and 
reducing GHG emissions from our 
activities

Achieving ‘Eco-efficiency’ in our 
operations is part of our sustainability 
roadmap. Digitization of our operating 

procedures, products and processes 
is an ongoing activity. It not only helps 
lower our carbon emissions as we 
use less paper, but also reduces 
the requirement to travel through 
facilities like video conferencing.

Hand Held Devices and Tablets
We use hand held devices - “Personal 
Loan Application Processing” (PLAP) 
and tablets to capture personal loan 
enquiries at source and at every 
stage till approval/rejection of the 
application; thereby completely 
bypassing the use of paper-based 
stationery. PLAP can also perform 
the de-dupe function by syncing with 
E-Parichay and matching existing 
customer using fingerprints. The core 
application engine is integrated with 
various applications like collection 
handheld, two-way messaging, 
open source web application, and 
customer communication. It also 
has a conveyance claim module 
integrated to process conveyance 

Total No. of Trees Planted

54,076

68,481

78,141

95,570

1,05,951

2012-13

2013-14

2014-15

2015-16

2016-17

Project Hariyali - Tree Plantation Drive
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G4 EN 1 - Materials used by weight or volume

2014-15 2015-16 2016-17

Paper Consumption (Kg) 18,459.59 13,855.89 24,618.81

G4 EN3 & G4 EN5 - Total energy consumption within the organization and energy intensity*

2014-15 2015-16 2016-17

Total Energy Consumption (GJ) 15,357 9,947 11,705
Energy Intensity (GJ/Employee) 15.19 6.285 5.696

G4 EN 8 - Total water withdrawal by source 

2014-15 2015-16 2016-17

Total Water Consumption (KL) 13,648 19,673 22,789
Specific Water consumption (KL/Employee) 13.49 12.42 11.09

G4 EN15 - Direct Greenhouse Gas (GHG) emissions (Scope 1) 
G4 EN16 - Energy indirect Greenhouse Gas (GHG) emissions (Scope 2) 
G4 EN17 - Other indirect Greenhouse Gas (GHG) emissions (Scope 3) 
G4 EN18 - Greenhouse Gas (GHG) Intensity

Level 2014-15 2015-16 2016-17
Total GHG 
Emissions

GHG 
Intensity

Total GHG 
Emissions

GHG 
Intensity

Total GHG 
Emissions

GHG 
Intensity

Scope 1 479 0.473 127 0.080 125 0.060
Scope 2 2,025 2.002 1,874 1.183 2,203 1.072
Scope 1+2 2,504 2.476 2,001 1.263 2,328 1.133
Scope 3 668 0.660 419 0.264 512 0.249

* Total energy refers to electricity and fuel consumption.

*  Energy intensity is calculated by Total Energy Consumption/ Total Employees considered for all locations in 
boundary of reporting. 

Performance Indicators

GHG Intensity is calculated as Tones of CO2eq/Total Employees considered for all locations in boundary of reporting.

G4 EN 23 - Total weight of E-Waste disposed

2014-15 2015-16 2016-17

Electronic Waste (Tons) 1 2.5 4.1

Awards and Recognition

Mahindra Finance was elevated to Performance Band - B 
on CDP which affirms we are taking coordinated action on 
climate change issues.
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GRI G4 Content Index

General Standard Disclosures Page No. External Assurance

Strategy and Analysis

G4 1 Statement from the most senior decision-maker of the organization 4 to 5 Yes

Organizational Profile

G4 3 Name of the Organization 7 Yes
G4 4 Report the primary brands, products, and services 7 Yes
G4 5 Location of the organization’s headquarters 7 Yes

G4 6
Number of countries where the organization operates and there are 
significant sustainability impacts

7 Yes

G4 7 Report the nature of ownership and legal form 7 Yes

G4 8
Report the markets served (including geographic breakdown, sectors 
served, and types of customers and beneficiaries)

8, 19 Yes

G4 9 Scale of the organization 8 Yes

G4 10 Total number of employees by employment contract and gender 8 Yes

G4 11
Percentage of total employees covered by collective bargaining 
agreements

We have various 
employee 

engagement 
mechanisms. As a 
financial services 
sector company, 
we do not have 

any unions 
and therefore 
no collective 
bargaining 

agreements

Yes

G4 12 Describe the organization’s supply chain 9 Yes

G4 13
Significant changes during the reporting period regarding size, 
structure, ownership, or supply chain

9 Yes

G4 14 How the precautionary approach or principle is addressed 34 Yes

G4 15
List externally developed economic, environmental and social charters, 
principles, or other initiatives to which the organization subscribes or 
which it endorses

We follow the 
National Voluntary 
Guideliens (NVG) 

and United Nations 
Global Compact 

Principles as 
applicable

Yes

G4 16
Memberships of associations and national or international advocacy 
organizations in which the organization participates or holds position

14 to 15 Yes
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General Standard Disclosures Page No. External Assurance

Identified Aspects and Boundaries

G4 17

List all entities included in the organization’s consolidated financial 
statements or equivalent documents. Report whether any entity 
included in the organization’s consolidated financial statements or 
equivalent documents is not covered by the report

7 Yes

G4 18

a.  Explain the process for defining the report content and the Aspect 
Boundaries 

b.  Explain how the organization has implemented the Reporting 
Principles for Defining Report Content

11 to 12 Yes

G4 19
List all the material Aspects identified in the process for defining  
report content

11 to 12 Yes

G4 20
For each material Aspect, report the aspect boundary (within the 
organization)

12 Yes

G4 21
For each material Aspect, report the Aspect Boundary (outside the 
organization) 

12 Yes

G4 22
The effect of any restatements of information provided in previous 
reports, and the reasons for such restatements

9 Yes

G4 23
Report significant changes from previous reporting periods in the  
Scope and Aspect Boundaries

9 Yes

Stakeholder Engagement

G4 24 a.  Provide a list of stakeholder groups engaged by the organization 10 Yes

G4 25
a.  Report the basis for identification and selection of stakeholders with 

whom to engage
10 Yes

G4 26
Approach to stakeholder engagement, frequency of engagement by type 
and by stakeholder group, and whether any of the engagement was 
undertaken specifically as part of the report preparation process

10 Yes

G4 27
Report key topics and concerns that have been raised through 
stakeholder engagement, and how the organization has responded to 
those key topics and concerns, including through its reporting 

10 to 12 Yes

Report Profile

G4 28
Reporting period (such as fiscal or calendar year) for information 
provided 1 Yes

G4 29 Date of most recent previous report (if any) 1 Yes

G4 30 Reporting cycle (such as annual, biennial) 1 Yes

G4 31 Contact point for questions regarding the report or its contents 8 Yes

G4 32
‘In accordance’ option the organization has chosen. GRI Content Index 
for the chosen option 1 Yes

G4 33
Policy and current practice with regard to seeking external assurance 
for the report 1 Yes

Governance

G4 34
The governance structure, committees of the highest governance 
body and committees responsible for decision-making on economic, 
environmental and social impacts

13 to 14 Yes

G4 35
Process for delegating authority for economic, environmental and social 
topics from the highest governance body to senior executives and other 
employees

13 to14 Yes
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General Standard Disclosures Page No. External Assurance

G4 36
Executive-level position with responsibility for economic, environmental 
and social topics and whether post holders report directly to the 
highest governance body.

13 to14 Yes

G4 38
The composition of the highest governance body and its committees by 
Executive or non-executive, Independence and Gender 13 to14 Yes

Ethics and Integrity

G4 56
The organization’s values, principles, standards and norms of behavior 
such as codes of conduct and codes of ethics.

13 to14 Yes

Specific Standard Disclosures - Material Aspects,  
DMA and Performance Indicators

Page No. External Assurance

Corporate Governance, Risk Management, Representation with Regulators.
Disclosure on Management Approach 13 Yes

G4 34
The governance structure, committees of the highest governance 
body ans committees responsible for decision-making on economic, 
environmental and social impacts

13 Yes

G4 35
Process for delegating authority for economic, environmental and social 
topics from the highest governance body to senior executives and other 
employees.

13 Yes

G4 36
Whether the organization has appointed an executive-level position 
with responsibility for economic, environmental and social topics, and 
whether post holders report directly to the highest governance body

13 Yes

G4 38

The composition of the highest governance body and its committees by:
• Executive or non-executive
• Independence
• Gender

14 Yes

G4 56
The organization’s values, principles, standards and norms of behavior 
such as codes of conduct and codes of ethics. 13 Yes

G4 16
Memberships of associations and advocacy organizations in which the 
organization participates or holds position 14 to 15 Yes

G4 SO6 Total policital contributions by recepient/beneficiary 14 Yes

G4 SO5 Confirmed Incidents of corruption and actions taken 14 Yes

G4 SO8
Monetary value of significant fines and total no of non-monetary 
sanctions for non-compliance with laws and regulations 14 Yes

Sustainable Business Model, Business Profitability, Brand Management, EPS and RONW,  
Credit Rating, Financial Inclusion, Investor Security. 
Disclosure on Management Approach 16 to 18 Yes

G4 EC1 Direct economic value generated and distributed 19 Yes

G4 EC2
Financial implications and other risks and opportunities for the 
organizations activities due to Climate Change

15, 34 Yes

FS 6 Total Portfolio for business line by region, size and sector 19 Yes

FS 13
Access points in low populated or economically disadvantaged areas by 
type of service 20 Yes
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Specific Standard Disclosures - Material Aspects,  
DMA and Performance Indicators

Page No. External Assurance

Talent Management and Retention, Employee Productivity (L&D), Employee Wellbeing,  
Diversity and Inclusion, Employee Engagement
Disclosure on Management Approach 21 to 24 Yes

G4 LA1
Total number and rates of new employee hires and employee turnover 
by age group, gender, and region

25 Yes

G4 LA3 Return to work and retention rates after parental leave, by gender 25 Yes

G4 LA9
Average hours of training per year per employee by gender, and by 
employee category

25 Yes

G4 LA11
Percentage of employees receiving regular performance and career 
development reviews, by gender and by employee category

25 Yes

Customer Need identification and satisfaction, Product Portfolio, Product and Service Information, 
Dealer Relationship
Disclosure on Management Approach 26 Yes

G4 PR 5 Results of surveys measuring customer satisfaction 27 Yes

G4 PR 7
Non compliance with regulations and voluntary codes concerning 
marketing communication including advertising, promotions and 
sponsorship

14 Yes

G4 PR 9
Monetary value of significant fines for non compliance with laws and 
regulations concerning use of products and services

No fines for 
non compliance 
with regulation 
concerning use 
of products and 

services

Yes

Community Initiatives, Financial Literacy
Disclosure on Management Approach

28 Yes

G4 SO1
Operations with implemented local community engagement, impact 
assessments amd development programmes

29 to 32 Yes

G4 SO2
Operations with significant actual and potential negative impacts on 
local communities

There are no 
operations 

with significant 
impacts on local 

communities

Yes

G4 EC8 Significant indirect economic impacts, including the extent of impacts 33 Yes

Energy, Waste and Emissions, Climate Change
Disclosure on Management Approach

34 to 35

G4 EN 3 Energy consumption within the organization 36 Yes
G4 EN5 Energy Intencity 36 Yes
G4 EN15 Direct greenhouse gas (GHG) emissions (Scope 1) 36 Yes
G4 EN16 Energy indirect greenhouse gas (GHG) emissions (Scope 2) 36 Yes
G4 EN17 Other indirect greenhouse gas (GHG) emissions (Scope 3) 36 Yes
G4 EN18 Greenhouse gas (GHG) emissions intensity 36 Yes
G4 EN23 Total weight of waste by type and disposal method 35 Yes

G4 EN29
Monetary value of significant fines and total number of non-monetary 
sanctions for non-compliance with environmental laws and regulations

14 Yes
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Mapping with Integrated Reporting <IR> 
Framework

Content Elements
Relevant Section of the Sustainability Report and 
Annual Report Page No.

A
Organizational overview and external 
environment

Sustainability Report: Statement from the Managing 
Director

4 to 5

B Governance Sustainability Report: Organizational Value and Culture 13 to 15

C Business Model
Sustainability Report: Inclusive Business Model for Value 
Creation

16 to 18

D Risks and Opportunities Annual Report: Risk Management 100 to 102

Annual Report: Opportunity Landscape 12 to 13

Sustainability Report: Managing Climate Change Impact on 
Customers

34

E Strategy and Resource Allocation
Sustainability Report: Inclusive Business Model for  
Value Creation

16 to 18

Annual Report: Strategic Priorities 10 to 11

F Performance

Financial Capital
Sustainability Report: Economic Value Generated and 
Distributed Product Portfolio

19

Annual Report: Financial Results 30

Manufactured Capital Annual Report: Financial Results 30

Sustainability Report: Product Portfolio for Business Line 
by region, size and sector

19

Intellectual Capital and Human Capital Annual Report: People Edge 22

Sustainability Report: Enabling Employee Development 21 to 25

Social and Relationship Capital Sustainability Report: Responsibility towards the community 28 to 33

Sustainability Report: Commitment towards our customers 26 to 27

Natural Capital
Sustainability Report: Towards Climate Resilience and 
Water Security

34 to 36

G Outlook Annual Report: Making the company future ready 20 to 21

Annual Report: Management Discussion and Analysis - 
Economic Overview

93 to 98

Guiding Principles
Relevant Section of the Sustainability Report and 
Annual Report

Page No.

A Strategic focus and future orientation
Sustainability Report: Inclusive Business Model for Value 
Creation

16 to 18

B Connectivity of information Sustainability Report: Value Chain Partners 9

Sustainability Report: Commitment towards our customers 26 to 27

Annual Report: Stable Relationships 18 to 19

C Stakeholder Relationships Sustainability Report: Engagement with Stakeholders 10

D Materiality Sustainability Report: Materiality Assessment 11 to 12

E Conciseness -

F Reliability and Completeness
The Sustainability Report is externally assured. Refer the 
external assurance statement

44 to 47

The Annual Report is audited by Independent Auditors.  
Ref Independent Audit Report

129 to 131

G Consistency and Comparability
Both the reports are prepared as per the prescribed 
frameworks which allow consistency and comparability

44 to 47

For Mahindra Finance Annual Report 2016-17, please refer to link www.mahindrafinance.com/annual-reports.aspx
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Mapping with Sustainable 
Development Goals (SDGs)

Mapping with National Voluntary  
Guidelines (NVGs)

Sustainable  
Development Goals

Material Aspect GRI Reference Page No.

Goal 1 - End poverty in all its 
forms everywhere

• Sustainable Business Model FS 6
16 to 20,  
27, 31• Financial Literacy FS 13

• Financial Inclusion
Goal 3. Ensure healthy lives and 
promote well-being for all at all 
ages

• Community Initiatives
G4 SO 1 28 to 30•  Employee Well-being, Health 

and Safety
Goal 4. Ensure inclusive and 
equitable quality education 
and promote lifelong learning 
opportunities for all

• Community Initiatives
G4 SO 1 - Hunnar Initiative, 
Financial Literacy Kits

29 to 31

Goal 5. Achieve gender equality 
and empower all women and 
girls

• Community Initiatives G4 SO 1 - Hunnar Initiative 
D&I Dashboard   
G4 DMA for Labour Practices
- D&I Dashboard

23, 30
• Diversity and Inclusion

Goal 13. Take urgent action to 
combat climate change and its 
impacts

• Climate Change

G4 1 - Executive Speak Section 
and DMA for Environmental 
Aspect under Managing Climate 
Change Impacts on Customers 
section

4 to 5
34 to 36

• Emissions of Air
Monsoon Reports
Project Hariyali
G4 EN 15 - G4 EN 18

NVG Principle Description Tenets of Value Creation Page No.

Principle 1 Ethics, Transparency and Accountability Organizational Values and Culture 17 to 20

Principle 2
Goods and Services which contribute to 
Sustainability throughout the lifecycle

Climate Resilience and Water Security 34 to 36

Principle 3 Employee Well-being Enabling Employee Development 21 to 25

Principle 4
Responsiveness towards all stakeholders, especially 
those who are marginalized and disadvantaged

Stakeholder Engagement 10

Principle 5 Respect and promote human rights Enabling Employee Development 21 to 25

Principle 6 Protect and Restore environment Climate Resilience and Water Security 34 to 36

Principle 7 Influencing regulation and public policy Organizational Values and Culture 14 to 15

Principle 8 Inclusive Growth and Equitable Development Responsibility towards the Society 28 to 33

Principle 9
Engagement and Responsible Value for Customers 
and Consumers

Commitment towards our Customers 26 to 27

Sustainable Development Goals (SDGs) present an opportunity for business-led solutions and technologies to be 
developed and implemented to address the world’s biggest sustainable development challenges. We at Mahindra & 
Mahindra Financial Services Sector are adopting some of the SDGs that are relevant for our business. The mapping 
below indicates how we have integrated SDGs into our business model and strategy.
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Glossary and Abbreviations

ABCI Association of Business Communicators of India 

AIDS Acquired Immunodeficiency Syndrome 

BoP Bottom of the Pyramid 

CaPS Customer as Promoter Score

CO2 Carbon Dioxide 

CDP Carbon Disclosure Project 

CEO Chief Executive Officer 

CGC Corporate Governance Cell 

CFO Chief Financial Officer 

CII Confederation of Indian Industry 

CIO Chief Information Officer 

CPCB Central Pollution Control Board 

CRISIL Credit Rating & Information Services of India Limited 

CSR Corporate Social Responsibility 

DJSI Dow Jones Sustainability Index 

DNA Data Not Available 

EMI Equated Monthly Installment 

Esops Employee Social Option Scheme 

FICCI 
Federation of Indian Chamber of Commerce and 
Industry 

FIDC Finance Industry Development Council 

FSS Financial Services Sector 

FTM First Time Managers 

GDP Gross Domestic Product 

GHG Greenhouse Gas 

GJ Giga Joules 

GEB Group Executive Board 

GRI Global Reporting Initiative 

HHD Hand Held Device 

HO Head Office 

HR Human Resources 

HRD Human Resource Development 

ICT Information, Communication, and Technology 

INR Indian National Rupees

IT Information Technology 

KCMET K. C. Mahindra Educational Trust 

KCPL Karvy Computershare Private Limited 

LTV Loan-To-Value 

MAS Mahindra Arogya Suraksha 

MBCSPL 
Mahindra Business & Consulting Services Private 
Limited 

MD Managing Director 

MIBL Mahindra Insurance Brokers Ltd. 

MLS Mahindra Sampoorna Suraksha 

MMFSL Mahindra & Mahindra Financial Services Limited 

MRHFL Mahindra Rural Housing Finance Ltd. 

MSS Mahindra Sampoorna Suraksha 

NAPCC National Action Plan on Climate Change 

NBFC Non-Banking Financial Companies 

NGO Non Governmental Organization 

NIS Not in Scope 

PAT Profit After Tax 

RBI Reserve Bank of India 

RO Regional Offices 

ROI Return On Investment 

SEBI Securities and Exchange Board of India 

SIAM Society of Indian Automobiles Manufacturers 

SEBI Securities and Exchange Board of India 

TAT Turnaround Time 

UNDP United Nations Development Program
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Independent Assurance Statement

Scope and approach
Mahindra & Mahindra Financial 
Services Limited (‘MMFSL’ or ‘the 
Company’) commissioned DNV GL 
Business Assurance India Private 
Limited (‘DNV GL’) to undertake 
independent assurance of the 
Company’s Sustainability Report 
2016 -17 in its printed format 
(the ’Report’) for the Financial year 
ended on 31st March’ 2017. Our 
responsibility in performing this 
work is regarding verification of 
Sustainability performance disclosed 
in the Report and in accordance with 
the agreed scope of work with the 
management of the Company. The 
intended users of this assurance 
statement are the management 
of the Company. Our assurance 
engagement was planned and carried 
out during March to July ’2017.

We performed our work using 
DNV GL’s assurance methodology 
VeriSustainTM1, which is based 
on our professional experience, 
international assurance best practice 
including International Standard 
on Assurance Engagements (ISAE) 
3000 Revised* and the Global 
Reporting Initiative (GRI) Sustainability 
Reporting Guidelines Version 4 (GRI 
G4) including the Financial Services 
Sector Disclosures (FSSD).

The scope of work was the verification 
of the qualitative and quantitative 
information on sustainability 
performance disclosed in the Report 
covering Economic, Environmental and 
Social performance of the activities 
undertaken by the Company over the 
Reporting period 1st April’2016 to 
31st March’2017 and based on the 
GRI G4.

We understand that the reported 
financial data and information are 
based on disclosures from Company’s 
Report and Account for year ending 
31st March’ 2017, which are 
subject to a separate independent 
statutory audit process. The 
Verification of reported financial and 
CSR expenditure disclosures from the 
Annual Report and Accounts is not 
within the scope of our work.

We planned and performed our work 
to obtain the evidence we considered 
necessary to provide a basis for our 
assurance opinion and no external 
stakeholders were interviewed as 
part of this assurance engagement.

Responsibilities of the 
Management of Mahindra & 
Mahindra Financial Services 
Limited and of the Assurance 
Providers
The Management team of Company 
have sole responsibility for the 
preparation of the Report and 
responsible for all information 
provided in the Report as well as the 
processes for collecting, analysing 
and reporting the information 
presented in the printed Report.

In performing our assurance 
work, our responsibility is to the 
management of Company; however, 
our statement represents our 
independent opinion and is intended 
to inform outcome of our assurance 
to the stakeholders of Company.

DNV GL provides a range of other 
services to MMFSL, none of which 
constitute a conflict of Interest with 
this assurance work. This is the 1st 
year that we have provided assurance 

of the MMFSL’s sustainability 
Disclosures.

DNV GL’s assurance engagements 
are based on the assumption that 
the data and information provided by 
MMFSL to us as part of our review 
have been provided in good faith. 
DNV GL was not involved in the 
preparation of any statements or 
data included in the Report except 
for this Assurance Statement. DNV 
GL expressly disclaims any liability or 
co-responsibility for any decision a 
person or an entity may make based 
on this Assurance Statement.

1 The VeriSustain protocol is available 
on dnvgl.com.

* Assurance Engagements other 
than Audits or Reviews of Historical 
Financial Information.

Basis of our opinion
A multi-disciplinary team of 
sustainability and assurance specialists 
performed work at Head office and 
two Regional offices of Company. We 
undertook the following activities:

•  Review of the current 
sustainability issues that are 
disclosed in the Report and 
are of interest to identified 
stakeholders;

•  Review of MMFSL approach to 
stakeholder engagement and 
recent outputs, although we 
have no direct engagement with 
stakeholders;

•  Review of information provided 
to us by MMFSL on its reporting 
and management processes 
relating to the GRI G4 content 
Principles;
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•  Interviews with Leadership 
team, and Senior manager’s 
responsible for management of 
sustainability issues and review 
of selected evidence to support 
issues discussed. We were 
free to choose interviewees and 
interviewed those with overall 
responsibility for the sustainability 
programmes to deliver the 
related Goals and Strategies 
across the Organization;

•  Site visits were conducted at 
MMFSL Head Office at Mumbai, 
two (2) Regional Offices at Delhi 
and Lucknow to review process 
and systems for preparing site 
level sustainability data and 
implementation of management 
approach;

•  Review of supporting evidence 
for key claims and data in the 
Report and our verification 
processes focussed on the 
identified material issues by 
MMFSL;

•  Review of the processes for 
gathering and consolidating 
the performance data and, for 
a sample, checking the data 
consolidation; and

•  An independent assessment 
of reporting against the Global 
Reporting Initiative (GRI) G4 
Guidelines and the Financial 
Services Sector Disclosures 
(FSSD).

During the assurance process, we 
did not come across limitations to 
the scope of the agreed assurance 
engagement, except disclosures 
related to one Joint venture namely 
Mahindra Finance USA LLC, and two 

subsidiaries namely Mahindra Asset 
Management Company Pvt. Ltd. and 
Mahindra Trustee Company Pvt. Ltd 
which are out of boundary as the 
information is currently unavailable 
and as set out in the Report.

Opinion
On the basis of the work undertaken, 
nothing came to our attention 
to suggest that the Report does 
not properly describe, adherence 
to GRI G4 content Principles, 
General standard Disclosure and 
Specific Standard Disclosures for 
‘in accordance’ – Core option of 
reporting as below:
a.  General Standard Disclosures: 

The reported information on 
General Standard Disclosure 
along with the referenced 
information generally meets the 
disclosure requirements for ‘in 
accordance’ – Core option of 
reporting.

b.  Specific Standard Disclosures: 
The Report describes the 
generic Disclosures on 
Management Approach (DMA) 
and Performance Indicators for 
identified material Aspects as 
below:

Economic
•  Economic Performance – G4-

EC1;

•  Indirect Economic Impacts & 
Community Development- G4-
EC8;

•  Procurement Practices- G4-EC9;

Environmental
•  Materials – G4-EN1;

• Energy – G4-EN3, EN5;

• Water – G4- EN8;

•  Emissions – G4-EN15, EN16, 
EN17, EN18,

• Effluents and Waste – G4- EN23;

Social
Labour Practices and Decent Work
• Employment – G4-LA1, LA3 ;

•  Training and Education – G4-LA9, 
LA11 ;

Society
•  Local Communities –G4-SO1, 

SO2; FS13;

• Anti-corruption – G4- SO5;

• Public Policy- G4-SO6;

• Compliance – G4-SO8;

Product Responsibility
•  Product and Service Labelling – 

G4- PR5;

• Product Portfolio – FS6;

•  Marketing Communications- G4- 
PR7 ;

• Compliance – G4-PR9.

Observations
Without affecting our assurance 
opinion, we also provide the following 
observations. We have evaluated 
the Report’s adherence to the 
following principles on a scale of 
‘Good’, ‘Acceptable’ and ‘Needs 
Improvement’:

Stakeholder Inclusiveness
The participation of stakeholders 
in developing and achieving an 
accountable and strategic response 
to Sustainability.

The stakeholder engagement 
process is fairly established to 
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identify sustainability challenges and 
concerns of diverse stakeholder 
groups considering the MMFSL 
Operations and the Report brings out 
key concerns of diverse stakeholders, 
however may bring about stakeholder 
concerns with focus on supply 
chain partners and employees. In 
our opinion, the level at which the 
Report adheres to this principle is 
‘Acceptable’.

Materiality
The process of determining the 
issues that are most relevant to an 
organization and its stakeholders.

The materiality determination 
process was revalidated based 
on inputs from key stakeholders 
including employees, customers, 
investors and shareholders, lenders 
of capital, Regulators, dealers, 
local communities, and senior 
management of Company. In our 
opinion Report has not missed out 
key material issues related to its 
operations in India and related to 
Non-Banking Financial Sector. The 
management of the Company has 
established internal assessment 
process for monitoring and 
management of identified material 
aspects on a continual basis for 
their long term organisational 
sustainability. In our opinion, the level 
at which the Report adheres to this 
principle is ‘Good’.

Responsiveness
The extent to which an organization 
responds to stakeholder issues.

The Report has brought out key 
responses to the materiality aspects 
and fairly disclosed the strategies 
and management approach related 

to identified key sustainability aspects 
and challenges considering the overall 
sustainability context of the Financial 
Services Sector disclosure, within 
the identified aspect boundary. In 
our opinion, the level at which the 
Report adheres to this principle is 
‘Acceptable’.

Reliability
The accuracy and comparability of 
information presented in the report, 
as well as the quality of underlying 
data management systems.

The majority of data and information 
verified at the Head Office, and two 
regional offices at Delhi and Lucknow 
were found to be identifiable and 
traceable to the source and nothing 
came to our attention to suggest 
that reported data have not been 
properly collated from information 
reported at operational level, nor 
that the assumptions used were 
inappropriate. Some of the data 
inaccuracies identified during the 
verification process were found to 
be attributable to transcription, 
interpretation and aggregation 
errors and the errors have been 
communicated for correction. In 
our opinion, the level at which the 
Report adheres to this principle is 
‘Acceptable’.

Completeness
How much of all the information that 
has been identified as material to the 
organisation and its stakeholders is 
reported.

The Report has fairly attempted to 
disclose the General and Specific 
Standard disclosures including the 
disclosure on management approach 
and performance indicators for 

identified material aspects for GRI 
G4 – ‘in accordance’ – Core option 
of reporting within the identified 
reporting boundary and excludes 
other entities which are part of its 
consolidated financial statement. In 
our opinion, the level at which the 
Report adheres to this principle is 
‘Acceptable’.

Neutrality
The extent to which a report 
provides a balanced account of an 
organization’s performance, delivered 
in a neutral tone.

The disclosures related to 
sustainability issues and 
performances are reported in a 
neutral tone, in terms of content 
and presentation, however Report 
could further bring out responses 
related to the challenges faced 
during the reporting period at various 
geographical locations of operations 
in terms of disclosure of material 
aspects, sustainability goals and 
targets etc. In our opinion, the level 
at which the Report adheres to this 
principle is ‘Acceptable’.

Opportunities for 
Improvement
The following is an excerpt from 
the observations and opportunities 
for improvement reported to the 
management of the Company and 
are not considered for drawing our 
conclusions on the Report; however, 
they are generally consistent with the 
management’s objectives:

•  Expand the stakeholder 
engagement process to identify, 
capture and disclose stakeholder 
concerns in value chain i.e. 
regional, circle level of operations 
with focus on their internal and 
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external stakeholders such as 
supply chain partners, employees 
and dealers;

•  Strengthen the process of 
materiality determination i.e. re-
evaluate materiality in the value 
chain for the reporting boundary 
related to material, social and 
environmental impacts of its 
core products and services and 

further bring out the impacts 
of material aspects in the 
value chain, joint Ventures and 
subsidiaries;

•  Future reports may bring 
out policies and practices on 
Occupational Health and Safety 
based on Financial Services 
Sector Disclosures;

•  Implement systematic audit 
programs for the product 
portfolio of the organization’s 
business lines namely Financial 
Services, Asset Insurance and 
Housing Finance covering its 
environmental and social risk 
assessment Policies.

Bengaluru, India, 29th July’ 2017
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