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Approach
Sustainability forms the core of all businesses of L&T Finance Holdings. This report- ‘Financing
Sustainable Future‘, is the second Sustainability Report of LTFH. Through this report, LTFH
presents its value-creation story and its performance during FY 2019-20 in generating and
distributing both financial and non-financial value. Further, the report also encompasses the
Company’s journey in addressing various environmental, social and governance risks across its
business platforms.

Guidelines
The report has been prepared in accordance with the Global Reporting Initiative (“GRI”)
Standards (2016) – core option. The information included in this report has been
structured under six capitals in line with the International Integrated Reporting
Committee (IIRC) Framework.

Reporting Boundary
The report sets out the performance of L&T Finance
Holdings and its subsidiaries (referred to collectively as
“LTFH”/”Company”/”Organisation”) for the period April 1,
2019 through March 31, 2020. The report covers the overall
environmental, social and economic performance of LTFH
spanning across 221 branches (including corporate office
in Mumbai and one branch in Dubai) and 1,532 microloan
meeting centres.

ABOUT
THE
REPORT

LTFH sold its 100% stake in L&T Capital Markets (Wealth
Management Business), before the release of this report.
Therefore, the document does not include the performance
of this subsidiary in this reporting boundary. It also does not
include any significant restatements from the previous report.

Precautionary Principle
Principles of stakeholder inclusiveness, completeness, materiality and
sustainability context are adhered to while preparing this report. Further,
a balanced picture of LTFH’s business policies, management systems and its
commitment towards its stakeholders has been presented. The precautionary
principle is adopted while assessing all the material topics.

Way Forward
This Sustainability Report, besides showcasing the previous and current period performance,
depicts the future outlook for the Company. The report has been prepared in consultation
with and verified by all internal stakeholders (businesses /functions) at LTFH. Further, external
assurance has been carried out by Ernst & Young Associates LLP, an independent third-party
assurance provider. The assurance statement is available on page no 156.
In order to facilitate access to the available information, direct links are included throughout this
report to relevant pages of the corporate website (www.ltfs.com)
Kindly reach out to igrc@ltfs.com for your valuable feedback.
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FROM THE CHAIRMAN’S DESK
Dear Stakeholder,
The financial services sector has been facing complex
challenges in recent years. Despite that, stakeholders
continue to repose trust in us. Our robust governance
processes and risk management practices, especially
conservative underwriting, strong early-warning signals and
prudent provisioning, continue to reinforce stakeholder
trust.
Throughout the year, NBFCs were subjected to enhanced
scrutiny from various stakeholders and prevalent business
practices were tested. An additional disruption that the
industry faced just before the end of the fiscal was the
global outbreak of COVID-19. While the war against the
pandemic is a developing story, the company is doing its
best to contain the negative impact on its businesses. As is
the case always, it is at such times that the sustainability of
business practices and resilience of organisations become
a clear differentiator. Accordingly, our Group Executive
Committee, under the guidance and directions of the
Board, has implemented various measures that ensures the
company's business continuity, whilst meeting the interests
of all its stakeholders.
Our Board is composed of experts across various fields
which brings in independence, and right expertise and

Our strong governance processes and risk management, especially
conservative underwriting, solid early-warning signals and prudent
provisioning, continue to reinforce stakeholder trust. For that, we have
put in place a robust Board that ensures the company's prosperity by
collectively directing the company's affairs, whilst meeting the interests of
all its stakeholders.
6

experience. Regular performance evaluation of the Board
and strict adherence to the code of conduct steers its
effective functioning.
The committees of the Board viz., Nomination and
Remuneration Committee, Audit Committee, Risk
Management Committee and CSR committee contributes
to balancing the interests of the varied stakeholders viz.,
shareholders, management, customers, suppliers, financiers,
the government and the communities.
The Board is also conscious of the criticality of non-financial
aspects while generating long-term shareholder value.
Accordingly, the Board’s discussions and considerations
also cover risks and opportunities due to the impact of
climate change, water resource challenges, changing
demographics, etc. Through its CSR committee, the Board
concentrates on inclusive development and engagement
with less privileged sections of our population.
Additionally, the company has put in place a plan to achieve
top-quartile RoE, year after year, by staying in businesses
where it has a clear “Right to Win”. The company has also
effectively deployed data analytics to target customers,
manage risks, unlock value, and deliver last-mile finance.

Similarly, an Integrated Water Resource Management
(IWRM) system, Jalvaibhav, consisting of rainwater
harvesting structures development of and interventions
in and around the farms to conserve rainwater, aims to
improve water availability in stressed areas.
We are happy to have directly interacted with last-mile
beneficiaries and our CSR programmes are delivering high
social impact, as substantiated by independent SROI (Social
Return on Investment) study. We are keen that each of our
social investments return the best social value and have
tasked our teams to monitor and evaluate the same.
We believe our stakeholders play an important role in
our success and growth. We look forward to continued
engagement with all our stakeholders’ and enhanced
generation of both financial and non-financial value.
Thank you.
S V Haribhakti
Non - Executive Chairman
L&T Finance Holdings Ltd.

With a vision of Financing a Sustainable Future, our
investments into Renewable Energy is in keeping with
the imperatives of climate change and increasing energy
demand in India. We are very sensitive to the needs and
aspirations of rural India and prudently lend to catalyse
development, while maintaining focus on the welfare of the
communities we operate in.
Our community initiatives aimed at integrated development
dovetail into our vision of a prosperous India. Digital Sakhi is
our flagship programme that equips rural women with the
skills and knowledge to confidently impart digital financial
training to households in their communities and nurture an
ecosystem of digital financial transactions.
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MD AND CEO'S REVIEW
Dear Stakeholder,
“Who Cares Wins”, a report in 2004 which followed
the appeal by the then UN Secretary-General Kofi Annan
to over 50 CEOs of major financial institutions, argued
that embedding environmental, social and governance
(ESG) factors in capital markets makes good business
sense. Likewise, the pursuit of the United Nations’ SDG
(Sustainable Development Goals) requires a significant
calibration in financing a sustainable future. As an
organisation, LTFH is aware of evolving requirements of
investors and continues to reinforce ESG screens and
considerations in decision making. Despite some disruptive
developments in the NBFC sector in India during FY
2019-20, LTFH steered clear and stayed on the path of
sustainable growth.
Adhering to our values, guided by the Board, and drawing
from the L&T Group’s wisdom, we have been able to
deliver value to all our stakeholders. We have remained
resilient despite adverse conditions in the markets, primarily
because we continued pursuing opportunities and growth
with the “Financing a Sustainable Future” approach. The
company’s businesses are steered to contribute to the UN’s
SDGs in general and some specific goals in particular viz.,
No poverty, Affordable and clean energy, Decent work and
economic growth, Reduced inequalities, and Climate action.

Financing a Sustainable Future is a significant opportunity for us and it is
in line with our commitment to build an organisation for perpetuity. We
believe that the money we lend should be a positive force in the world, and
work towards making a better tomorrow. We will continue our journey
through decisive strategic choices and contribute to the development
imperatives of India.
8

Over the past three years we have de-focused from
products where we saw no substantial strategic strengths
and continued our focus on rural finance, housing and
infrastructure loans and mutual funds. The idea was to
have a sustainable business model, which would allow the
organisation to win in the market and achieve long-term,
top-quartile RoE. As an organisation, we have aligned
our businesses to address the development imperatives of
India, and be part of the India growth story. As a result
of this, our decision to focus on the rural, housing and
infrastructure segments coincided with favourable measures
by the government for these sectors. Preparedness of our
teams enabled us to harness each such opportunity to
improve profitability, the health of the balance sheet and
business strengths over the years.
Throughout FY 2019-20, we could handle adversity by
staying prepared in advance, concentrating on getting
the basics right and keeping our focus single-mindedly
on the execution of our strategic blueprint. Additionally,
during the year, we took some risk-mitigating steps such
as diversifying the sources of funding in order to reduce
the dependence on short-term instruments like commercial
papers. We launched two public NCDs issuances during the
year and both were oversubscribed despite difficult market
conditions. Such confidence of the stakeholders in the
resilience of our businesses, balance sheet and the legacy of
parentage is a critical strength of LTFH.
A Sustainable Future is contingent upon financial inclusion,
and NBFCs like LTFH have a crucial role to play in it. Lending
methodically, backed by data analytics, we channel the
potential of technology to empower lives and unlock
opportunities for inclusive growth. Moreover, in India,
the nature of rural India is transforming due to improved
crop and health insurance, sanitation and housing. Thus,
this segment is ready to absorb more and better-quality
credit. Currently, with our farmer-friendly tractor loans,
we have improved livelihoods of more than 3 Lakh farmers.
Our Micro Loans book size stands at `12,494.61 Cr. with
63,74,215 customers pan India. Similarly, our two-wheeler

loans have reached 20,62,353 customers over the last
reporting period, which has added impetus to the mobility
and economic aspirations of customers across the country.
In urban India, we have financed over 6,457 customers
enabling them to purchase their own homes. We have
witnessed good growth in mid and affordable segments of
retail housing finance. We have continued disbursements
to existing real estate projects with focus on project
completion. In the specific segments of our focus, the
inventory overhang is not alarming and we are confident
of completing and exiting the projects as planned. Through
real estate finance, we are transforming the housing
landscapes in 6 cities.
Keeping in mind the SDG goal of promoting clean and
green energy, we financed 1,076.5 MW of solar and wind
energy projects across the country, during the reporting
year. I am happy to inform you that for some years now,
we have been the leading lender to renewable energy in
the country. This is pursuant to India’s goal to have 40%
of power capacity based on renewable sources by 2030 to
address the global challenge of climate change. Renewable
energy is now poised to displace some traditional sources of
electricity and this would require investments in storage and
intelligent energy platforms. The renewable energy lending
book of LTFH constitutes 21% of the lending portfolio.
Likewise, our initiatives in financing urban gas supply opens
up a significant opportunity and makes sound social and
economic sense.
We have attracted diverse and patient capital to rejuvenate
many infrastructure projects and finance many projects in
rural and housing sectors in India. Apart from that, we have
helped over 29.02 Lakh mutual fund investors to move
towards attaining their financial goals.
Our transformational strategy blueprint is supported by
the Right Structure and Right People. At LTFH, we have
focussed on building a vibrant organisation which is

9

L&T FINANCE HOLDINGS LIMITED

In addition to this, our efforts are focused on creating
sustainable rural livelihoods through digital financial
inclusion and literacy. As part of our community initiatives,
we have undertaken the Digital Sakhi programme, which
aims at empowering rural women by using Digital Financial
Literacy and technology, to become efficient change
agents in their community. In all, approximately 7.75 Lakh+
community members and their households have benefited
from our CSR contributions as on 31st March 2020. We
also support rural India in adapting to impending climate
change under one of our CSR programmes – Jalvaibhav.

In compliance with RBI’s guidance, we have provided relief
to borrowers by extending EMI moratorium. To ensure
business continuity in light of plethora of challenges thrown
by COVID-19, our leadership team is proactively tracking
and monitoring the ground situation on a regular basis. Our
robust underwriting philosophy and algorithm-based credit
decisioning not only improved our credit quality over the
years and reduced our collection efforts, but also made the
company resilient to headwinds like COVID-19.

At LTFH, we believe that good governance practices are
necessary for continued stakeholder trust. Furthermore, our
risk-management practices adhere to COSO (Committee
of Sponsoring Organisations of the Treadway Commission)
principles. We also do adequate Macro Prudential
Provisioning, following good global practices in line with
the Basel-III framework, even though this is not mandatory
for Indian NBFCs. This measure helps us to build up loanloss provisions when profits are growing to draw on these
during an economic downturn.
The global outbreak of the COVID-19 pandemic towards
the end of fiscal has disrupted lives and has breached
barriers of all kinds, redefining the behaviour of individuals,
organisations and governments. Today, we appreciate
more than ever the interlinkages that exist around us.
Sustainable business models, which safeguard interests
of all stakeholders, will become evermore important and
valuable. As the leader of an organisation which believes
in aligning to the needs of our nation at all times, I truly
believe that compassion for all stakeholders is of paramount
importance. Equally critical and in line with our honourable
PM’s words "Jaan bhi Jahaan bhi", is the need to ensure
the viability, resilience and strength of our organisation.
Through numerous industry associations, we have played
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Our focus on prudent ALM and diversification of funding
sources has stood us in good stead. We continue to be
vigilant to anticipate and adapt to unprecedented situation
presented by this pandemic. While we address immediate
challenges, we are building strengths and further
developing operational resilience as disruptions due to
COVID-19 recede.
We believe that financing a Sustainable Future will
continue to be a significant opportunity and it is in line
with our commitment to make a better tomorrow. We will
continue our journey during and post-COVID-19 world,
through decisive strategic choices and keep contributing
meaningfully to the development imperatives of India and
the United Nations’ Sustainable Development Goals.
Thank you.
Dinanath Dubhashi
Managing Director & CEO
L&T Finance Holdings Ltd.

Engage strategically
with stakeholders to
anticipate changes

Comply with all
applicable regulations
Conduct the business
ethically and transparently
Manage risks including
ESG, prudently
Meet the expectations of
stakeholders
Contribute to communities

Sustainable Value
generation and
distribution

Take measures to proof
the business against
mega changes
Build agile and resilient
systems and processes

FINANCING SUSTAINABLE FUTURE

an important role in crystallizing and leading the efforts to
engage with regulatory bodies and ministries on liquidity
and NPA concerns in the industry.

FUTURE PROOFING

fair, safe and healthy. We provide aspirational roles and
responsibilities to our employees and have adopted a
culture of 'Ownership' and 'Results, not Reasons'.

LTFH 2.0 operates
simultaneously on
three sustainability
frames

RESPONSIBLE STEWARDSHIP

SUSTAINABILITY REPORT - 2020

Build partnerships
and ecosystems for
sustainable
development
Finance sustainable
futures in the
geographies of interest
Access sustainable and
responsible finance

SUSTAINABILITY REPORT - 2020

L&T FINANCE HOLDINGS LIMITED

SUSTAINABILITY REPORT - 2020

L&T FINANCE HOLDINGS LIMITED

BLUEPRINT FOR FINANCING SUSTAINABLE FUTURE
The idea of sustainability has always been an integral part of the Larsen & Toubro (L&T) Group’s legacy. LTFH, in its first
Sustainability Report, had demonstrated how its foundation, each component of the service offerings and relations with
all its stakeholders are governed by the principles of building a sustainable business. The country has also taken many
initiatives and targets under the UN’s Sustainable Development Goals (SDGs). By aligning its businesses with the global
SDGs, the Company believes it is on the right track to deliver value for all its stakeholders in the long term. It is through
this strong foundation that the company has built its blueprint for financing a sustainable future.

COMMITMENT

VISION

1

To be an admired and inspirational financial institution, creating sustainable value for all our stakeholders.

CORE VALUES

Sustainably delivers top
quartile RoE with
strengthened risk profile

The organizational core values include

2
3
AMBITION

PRIDE

4
5

DISCIPLINE
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Has a clear "Right to Win" in
each of the businesses
Uses Data Intelligence as a key
to unlock RoE

Has a culture of “Results” not “Reasons”

Stable and sustainable organisation built on the
foundation of “Assurance”

INTEGRITY
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ABOUT LTFH

In April 2016, LTFH launched a four-year strategy roadmap, LTFH 2.0, in order to transform RoE from low quartile to delivering
top-quartile RoE while building a stable and sustainable organisation built on the foundation of assurance to all stakeholders

PRINCIPLES

L&T Finance Holdings is the holding Company for the financial

diverse needs of its customers across various sectors including

services businesses of the Larsen & Toubro Group. It is one of

Rural Finance (farm equipment finance, two-wheeler finance,

India’s most valued and diversified NBFCs that have a strong

microloans and consumer loans), Housing Finance (home

presence across Lending & Investment Management.

loans, loan against property, real estate), Infrastructure

L&T Finance Holdings was incorporated in 2008 and in 2011,
it went on to become a public-listed Company. It is registered
with the RBI as a Non-Banking Finance Company and Core

RIGHT
BUSINESSES

RIGHT
STRUCTURE

RIGHT
PEOPLE

Investment Company (NBFC-CIC). LTFH, headquartered in
Mumbai, is a financial solutions provider catering to the

221
branches

1,532

meeting centers

Finance and Mutual Funds. The Company attends to the
business requirements of its growing customer base through
a network of 221 branches, 1,532 meeting centres, and a
130 Lakh+ customer base. The Organisation employs more
than 23,000+ employees across its operations.

130+
Lakh customer base

as on 31st March 2020

23,000+

employees across its
operations and subsidiaries
as on 31st March 2020

Right Businesses

Right Structure

Right People

In 2016, LTFH made generating top-quartile RoE
as its primary goal, and in order to achieve that,
the company decided to focus on areas where it
had a clear 'Right to Win'.

Purpose of right structure is Capital Allocation in a manner that can
give best possible returns for all stakeholders. The right structure has
two dimensions:

LTFH believes that any transformation journey needs to be sustainable. LTFH has designed a lean organisational structure as it
brings the right kind of people and right organizational approach to its transformational journey. To achieve its goal of a topquartile RoE and value generation for the shareholders, LTFH strives to create an organization where ‘Results, not Reasons’
becomes a way of life. The Company believes that this journey will become sustainable if it get three aspects right:

Additionally, the focused businesses were
evaluated on the basis of industry attractiveness
and their potential to provide profitability across
economic cycles. The idea was to create a blend
of right businesses that would help create a
diverse and profitable business model.
Subsequently, the business structure was
rationalized and the Company exited non-core
businesses, such as Commercial Vehicle Finance,
Construction Equipment Finance, and SME term
loans.
The Company is now diversified across Rural,
Housing and Infrastructure Finance segments
under the lending umbrella, and it also has an
investment management business.

14

Corporate Structure
LTFH, in the past four years, has merged four of its subsidiaries,
which not only led to optimal utilization of capital and management
bandwidth, but also brought operational efficiencies.
Continuing on this path, in FY 2019-20, the Board of LTFH
approved a proposal to merge three of its lending entities. The
intention is to carry out all the focused core lending businesses
through a single entity in order to simplify the structure and
create value for all the stakeholders.

• Clarity and Communication of Management Intent
• A well-honed Execution Engine
• A Performance-oriented Culture
LTFH makes all efforts that the communication is clear across all levels of the organisation.
To convert this strategy into action, the Company has built a robust execution system. Under the leadership of select middle
management executives, specific “Centres of Excellence” (CoEs) were launched to deliver on every aspect of this strategy.
A winning combination of management intent, strong execution, and transparent measurement has led to these CoEs
delivering the objectives.

Optimization of allocated capital
LTFH divides its financial capital into businesses with the potential to
generate higher RoE while minimizing risk through diversification.
LTFH divested from non-core businesses to unlock value and reallocated capital to core businesses. The Company established a
sell-down desk to optimize capital and balance portfolio risk.

15
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RURAL FINANCE
Farm Equipment
Finance

Two-Wheeler
Finance

Home Loans

Loan Against Property

Infrastructure
Finance

Infra Debt Fund

Micro Loans

Consumer Loans

HOUSING FINANCE

LENDING

TYPES OF
BUSINESSES

Real Estate Finance

INFRASTRUCTURE FINANCE

NON
LENDING
INVESTMENT MANAGEMENT

Mutual Fund
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INPUTS

OUTPUTS

OUTCOMES

FINANCIAL CAPITAL
• PAT (Pre DTA impact) `2,173 Cr.
• RoE (Pre DTA impact) 14.96%
• Loan book- `98,384 Cr. and Average Assets
under management `71,056 Cr.
• Proportion of short term borrowing reduced from
16% to 6%

FINANCIAL CAPITAL
• Share of Patient Capital
• Cost of funds
• Funding from Multilateral agencies

OPERATIONAL CAPITAL
OPERATIONAL CAPITAL

VALUE CREATION MODEL

• Diversified channel networks, dealers
• Pan India presence

O
H 2 . 0 C MM I T M
F
T
EN
L

T

• 130 Lakh+ customers as on 31st March 2020
• Micro Loans extended to 28 Lakh+ women, of which 18
Lakh+ were first-time borrowers in FY 2019-20
• Increase in share of loan book from Rural India

TO BE A
COMPANY WHICH:
INTELLECTUAL CAPITAL
• Processes embedded by data analytics
• Digitalization of loan book
• ESG assessment
• Macro prudential provisioning
• Patches applied to all network devices
• Early warning system framework

HUMAN CAPITAL
• Training Hours
• Young Workforce
• Employee Retention
• Gender ratios
• Gender pay parity

Sustainably delivers top
quartile RoE with
strenghthened risk profile
Stable and
sustainable
organisation built
on the foundation
of ''Assurance''

Rural Finance
• Farm Equipment
Finance
• Two-Wheeler
Finance
• Micro Loans
• Consumer Loan

Has a clear ‘Right to
Win’ in each of the
businesses

Ambition
Pride
Discipline
Integrity

LENDING BUSINESSES
Infrastructure Finance
• Infra Finance
• Infra Debt Fund

Housing Finance
• Home loans
• Loan against
Property
• Real Estate
Finance

INTELLECTUAL CAPITAL
• Robust customer differentiation achieved using early
warning detection techniques
• Reduced cost of acquisition and on-boarding for new
recruits
• Quicker turnaround time
• Improvement in collection efficiency
• Improvement in IT systems down time
• Disbursement through digital channels

• Customer engagement person hours
• Investor engagement person hours
• Community Investment
• Community engagement person hours

NON LENDING BUSINESSES
• Investment Management

BUSI

NESSES

• Energy Saving initiatives
• Water Management initiatives
• GHG emission reduction iniiatives

• Encouraging Saving

EMPLOYEES
• Opportunity for
growth
• Fair, safe, healthy and
lively workspace

• Financial Inclusion

HUMAN CAPITAL
• Entrepreneurial orientation
• Performance oriented
culture
• Agile responses

• Continuous productivity
enhancement
• Employee satisfaction

• Food Security
• Habitats
• Infrastructure
• Livelihood
Improvement

• Net Supporter Score of 85%
• Overall 63 Lakh+ Micro Loan customers
• Created a cadre of over 660 ‘Digital Sakhis’ and
up-skilled 5500+women entrepreneurs
• Out reached to 7.75 Lakh community members
through CSR efforts
• 89.31% employees engaged in the business related to
rural sector

NATURAL CAPITAL
NATURAL CAPITAL

CUSTOMER

SOCIETY

SOCIAL & RELATIONSHIP CAPITAL
SOCIAL & RELATIONSHIP CAPITAL

• Strengthened and
Sustainable Business
model

• Improved income

Has a culture of “Results”
not “Reasons”

V

• Return on Equity

• Improved quality of life

Uses Data Intelligence as
a key to unlock RoE

ALUES

SHAREHOLDERS/
INVESTORS

• Financed 1,071.5 MW of green energy in
FY 2019-20
• 19 Lakh tonnes of Co2e GHG emissions avoided in
financed portfolio in FY 2019-20
• Emissions intensity per employee 0.155 tCO2e/FTE
• Received LEED –Gold Certification for Corporate
Headquarters

• Employment
Generation
• Income Generation
• Mainstream into
Digital India

NATURE
• Climate Change
Mitigation
• Water Resource
Conservation

CONTRIBUTION
TO SDGs
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GOVERNANCE- STEERING VALUE CREATION AND
BALANCING DISTRIBUTION
Corporate governance is about balancing the interests
and expectations of different stakeholder groups —
shareholders, regulators, employees, customers and the
broader community — in generating and distributing the
value. LTFH’s corporate governance structure is driven
by the desire to adopt best practices and adhere to the
requirements of the applicable regulatory framework. The
governance practice at LTFH reinforces the company’s core
values of Pride, Integrity, Discipline and Ambition at all
times. Values are duly supported by a foundation of ethics,
transparency and accountability. The company as a part of
Larsen and Toubro group, India’s leading conglomerate,
follows the governance practices aligned to its parent and
thus upholds and protects the brand legacy and reputation
of the parent at all times. The parent, L&T, provides
strategic insights to the company through its representation
on the board of L&T Finance Holdings Limited. L&T also
has its representation on the strategic business committees
such as asset-liability, risk management and credit
committees.
The governance processes embraced by the Company

enable each stakeholder to effectively contribute to value
creation and ensure that the value generated is fairly
distributed.

BOARD COMPOSITION
True to its spirit of following the highest level of corporate
governance standards, L&T Finance Holdings has separate
office of the Chairman and Managing Director with the
Chairman being an Independent Director since June 2017.
The composition of LTFH’s Board represents an optimal mix
of professionalism, diversity, knowledge and experience.
The Board comprises eminent personalities from diverse
fields Entrepreneurs / Professionals, Private Sector / Public
Sector, Social Sector / Commercial Sector, Banking Sector /
Non-Banking Sector.
Standing true to its commitment to maintain gender
diversity, the Board has two women independent directors
in the total strength of 9 directors. Also, more than 50% of
the Board comprises independent directors. The list below
gives a detailed composition of the Board:

Name

Gender

Designation

Mr. Shailesh Vishnu Haribhakti

Male

Non - Executive Chairperson (Independent Director)

Mr. Dinanath Dubhashi

Male

Managing Director & Chief Executive Officer

Mr. R. Shankar Raman

Male

Non - Executive Director

Mr. P. V. Bhide

Male

Independent Director

Mr. Thomas Mathew T.

Male

Independent Director

Ms. Nishi Vasudeva

Female

Independent Director

Dr. Rajani R. Gupte

Female

Independent Director

Mr. Pavninder Singh

Male

Nominee Director

Mr. Prabhakar B.

Male

Non - Executive Director

20
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LTFH recognizes the importance of board diversity in the
success of its businesses. LTFH has in place a very elaborate
board diversity policy, which enhances efficiency and
leverages collective experience towards building a better
organisation.

BOARD EFFECTIVENESS &
PERFORMANCE
The Company ensures necessary training to the Directors
relating to its businesses through formal/informal
interactions. Systems, and resources are made available to
the members of the Board. Further, members of the Board
met at an off - site location during the reporting period for
sharing perspectives and insights on the developments in
the economy and markets and provided their inputs basis
their areas of expertise to help the Company formulate its
plans.
The secretariat ensures that every Director gets, in a
timely manner, precise and concise information in a form
and of a quality appropriate to effectively discharge the
duties. Necessary information is provided much in advance
which enables Directors to read through and contribute
effectively to the Board discussions. The Directors through
their interactions and deliberations, give suggestions
for improving overall effectiveness of the Board and its
Committees. The Board has regular interaction with the
GECs. All Chief Executives (CEs) of the respective businesses
and function heads attend Board meetings as invitees and
also give regular inputs.

L&T FINANCE HOLDINGS LIMITED

Performance evaluation
Successful and sustainable corporate governance requires
an effective board to evaluate the performance of directors.
LTFH considers the board as a strategic asset, and ensures
it has the right mix of skills and knowledge along with the
ability to work effectively as a team. The Company has put
in place a structured system for the Board to evaluate the
performance and of the Board / Committees / Directors
on an annual basis. Board performance evaluation is an
annual online exercise that is conducted with the help of
a questionnaire.The questionnaires are prepared in line
with guidelines specified by SEBI, Institute of Company
Secretaries of India, considering industry best practices. The
Chairman leads the process of assessment of the Board, the
Committees and Directors. The assessments are presented
to the Nomination and Remuneration Committee and the
Board.
In addition to this, feedback is taken from the Directors
after every meeting which enhances the Board's
effectiveness.

Additionally, regular field visits i.e. visits to the branches
and meeting centres, are arranged for the Directors which
helps them understand the businesses and the on ground
functioning. It also gives the Board an opportunity to
communicate directly with the borrowers and dealers
and understand the on ground perception of the services
provided by LTFH and factors which differentiates LTFH’s
offerings from the others. This enables the Board bring in
ground realities during Board discussions.
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BOARD COMMITTEES
LTFH has constituted various committees of the Board
with specific terms of reference as per the requirements
of the Securities and Exchange Board of India (Listing
Obligations and Disclosure Requirements), 2015 ("SEBI
Listing Regulations") and the Companies Act, 2013 (“the
Act”). The Board Committees play a vital role in the
effective compliance and governance of the Company
in line with their specific and distinct terms of reference
and roles and responsibilities. The Company has in place
various board committees such as Audit, Nomination and
Remuneration, Corporate Social Responsibility (“CSR”),
Stakeholder Relationship, Asset Liability Management, Risk
Management, IT Strategy, Credit Committees, etc. The
Board is apprised of the deliberations and decisions taken
by the committees through the minutes of the meetings of
the Committees which are placed before the Board on a
regular basis.

AUDIT COMMITTEE
The Committee’s composition, powers, role, and scope are
in accordance with the provisions applicable under Section
177 of the Act and Regulation 18 of the SEBI Listing
Regulations.
The Audit Committee scope includes review of
annual audited financial statements, discussion and
recommendations of audit fees, review of the effectiveness
of internal control, internal audits etc. The committee also
acts as a link between Management, auditors and Board
members.
The Audit Committee of the Board comprises 2
Independent Directors and 1 Non-Executive Director and is
chaired by an Independent Director.

NOMINATION & REMUNERATION
COMMITTEE
L&T Finance Holdings in accordance with the requirements
of the Section 178 of the Act and Regulation 19 of SEBI
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Listing Regulations, has a Nomination and Remuneration
Committee (“NRC”) in place.
The committee identifies persons who are qualified to
become directors and who may be appointed in senior
management. Further, the committee lays down the criteria
for determining qualifications, evaluation of Independent
Directors; remuneration for the directors, key managerial
personnel and other employees. The Committee also
monitors and administers the Employee Stock Option
Scheme(s) in accordance with the Securities and Exchange
Board of India (Share Based Employee Benefits) Regulations,
2014. The remuneration of the Board members is based
on the Company’s size, its economic and financial
position, industrial trends and compensation paid by peer
companies. The committee conducts periodic review of KPIs
of Managing Director and Chief Executive Officer as well as
the Group Executive Committee and Company Secretary.
The Nomination & Remuneration Committee of the Board
comprises 3 Independent Directors, 1 Non Executive
Director and 1 Nominee Director and is chaired by an
Independent Director.

CORPORATE SOCIAL RESPONSIBILITY
COMMITTEE
In adherence to Section 135 of the Companies Act, 2013,
the Board has constituted this committee to guide and
provide oversight on CSR initiatives. LTFH’s CSR activities
are strategically focused on Digital Financial Inclusion
for Women Empowerment, Integrated Water Resource
Management, Disaster Relief and Road Safety. The CSR
Committees oversee the implementation and monitoring of
the CSR Policy through periodic reviews of the CSR activities
by instituting a transparent monitoring mechanism. The
committee also recommends to the Board on the amount
to be spent on CSR activities while approving the specific
CSR activities in line with the larger CSR vision of the
Organisation. The Board members take profound interest
in understanding the social impact of CSR projects, and
directly interact with the programme beneficiaries during
the reporting period.
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The Corporate Social Responsibility Committee of the
Board comprises 2 Independent Directors, 1 Non-Executive
Director and Managing Director & Chief Executive Officer of
the Company.

STAKEHOLDER RELATIONSHIP
COMMITTEE

L&T FINANCE HOLDINGS LIMITED

has adopted best practices to mitigate such risks with close
monitoring at the organization level.
The Risk Management Committee comprises 1 Independent
Director, 2 Non-Executive Directors, 1 Nominee Director
along with Managing Director & CEO and Group Chief Risk
Officer.

L&T Finance Holdings in accordance with the requirements
of the Section 178 of the Act and Regulation 20 of
SEBI Listing Regulations, has a Stakeholder Relationship
Committee in place. The Committee primarily addresses
stakeholder grievances and reviews the policies and

OTHER COMMITTEES

procedures to ensure speedy disposal of grievances.

L&T Finance Holdings in accordance with the requirements
of the RBI, has established Asset Liability Management
Committee (“ALCO”) for managing market risk tolerances
set out by the Board of Directors, reviewing and approving
the bank’s liquidity, establishing appropriate MIS, Balance
Sheet planning and ensuring adherence to the RBI
Guidelines issued in this behalf from time to time.

The committee also looks at the change in the shareholding
beyond a threshold and reviews the holdings of Directors
in the shares of L&T Finance Holdings. The committee
also reviews the measures taken for effective exercise of
voting rights by shareholders and adherence to the service
standards in respect of various services being rendered by
the Registrar & Share Transfer Agent.

Asset Liability Management Committee
(“ALCO”)

The Stakeholder Relationship Committee of the Board
comprises 2 Independent Directors and 1 Non-Executive
Director.

The Asset Liability Management Committee (“ALCO”)
comprises Managing Director & Chief Executive Officer as
Chairperson, an external member, Group Chief Financial
Officer, Group Chief Risk Officer and Group Chief
Economist.

RISK MANAGEMENT COMMITTEE

IT Strategy Committee

L&T Finance Holdings in accordance with the requirements

L&T Finance Holdings has constituted the IT Strategy
Committee on a voluntary basis as IT and digital analytics
form the core of all businesses at LTFH. As per regulations,
some lending entities within the Company are mandated to
have IT Strategy Committee.

of Regulations 21 of the SEBI Listing Regulations, has
constituted Risk Management Committee. The purpose of
the Risk Management Committee is to assist the Board in
fulfilling its responsibilities with regards to the identification,
evaluation and mitigation of strategic, operational (Liquidity
Risk, Interest Rate Risk, Currency risk, etc), and external
environment risks. The Committee is also responsible for
approving the risk-management framework and monitoring
it on a regular basis. LTFH effectively manages its risks via
early-warning mechanisms for various kinds of anticipated
social and business risks, which allows the brand to create
value for stakeholders and have a competitive advantage
as well. The Risk Management Committee also looks into
the overall cyber security function of the Company and

The role of the Committee is primarily to approve the
Information Technology (“IT”) strategy and policy. The
Committee ensures that the management has put an
effective strategy in place to ensure IT interventions for
sustaining growth and creating awareness about IT risks
and controls. It is also responsible for instituting an effective
governance mechanism and risk management process for
all outsourced IT operations.
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The IT Strategy Committee is chaired by an Independent
Director and the other members are Managing Director and
Chief Executive Officer, Chief Information Officer, Chief

Technology Officer, Group Chief Risk Officer and Chief
Information Security Officer.

GEC STRUCTURE
The Group Executive Committee (GEC) is a senior management body which oversees key strategic and operational
activities. The GEC comprises the Managing Director & CEO, Chief Executives (CE) of businesses, and heads of certain key
functions.
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SUSTAINABILITY GOVERNANCE AND
MONITORING AT LTFH
Sustainability strategy, plan and delivery at LTFH, is
deliberated upon and steered by the Sustainability Task
Force with the guidance and approval from the leadership
team. The task force identifies “right initiatives and
interventions” to advance sustainability practices. The
sustainability initiatives are aligned with, connected to,
and supplement the strategy road map, LTFH 2.0. The
sustainability task force is a group of cross-functional
leaders/managers who meet to identify, discuss, and
plan ways to promote and to drive the desired culture of
Sustainability throughout the organization.

SUSTAINABILITY TASK FORCE
Convener: CSR & Sustainability team
Functional representation
• Strategy & Investor Relations

Mr. Dinanath Dubhashi
Managing Director & Chief Executive Officer

L&T FINANCE HOLDINGS LIMITED

• Group Secretarial & Group CSR & Sustainability

• Corporate Communication
• Human Resources
Mandate of the Sustainability Task Force:
1. Create an organisation wide awareness around
Sustainability framework.
2. Develop strategy for embedding Sustainability into
businesses and processes.
3. Implementation of Sustainability initiatives along with
businesses/ functions in line with strategy.
4. Monitor and communicate the outputs and outcomes
of Sustainability initiatives to relevant internal
stakeholders.
5. Act as an interface with external parties on Sustainability
framework and disclosures thereof.

Since its first sustainability report in FY 2018-19, the Sustainability Task Force has taken various initiatives to steer “Financing
Sustainable Future”:
1. Identified gaps in sustainable business practices and taken initiatives to fill such gaps

Mr. Sunil Prabhune
Chief Executive Rural Finance & Group
Head – Digital, IT and
Analytics

Mr. Kailash Kulkarni
Chief Executive Investment
Management & Group
Head – Marketing

Mr. Sachinn Joshi
Group Chief
Financial Officer

Mr. Raju Dodti
Chief Executive –
Infrastructure Finance

Mr. Srikanth JR
Chief Executive Housing Finance & Group
Head - Central Operations

Mr. Shiva Rajaraman
Chief Executive L&T Infra Debt Fund

2. Developed Environment, Health and Safety (EHS) Policy, Gender and Human Rights Policy and E-waste Policy. Developed indices
to measure incremental annual outcomes of environmental and social Initiatives
3. Assisted businesses/functions in establishing targets (both long term and short term) for generation and distribution of financial
and non-financial value
4. Undertaken various environmental initiatives like reducing usage of paper, waste reduction etc
5. Conducted Gender parity study to affirm No-discrimination policy at LTFH
6. Developed tracker for 4 key parameters-Energy, Emissions, Water and Waste which aims to demonstrate the progress of the
initiatives taken by the organization to map its environment and water footprint

Mr. Abhishek Sharma
Chief Digital Officer

7. Conducting a study for calculation of water and carbon offsets generated during FY 2019-20 and FY 2020-21 through CSR
initiatives

The Task Force has further strengthened the culture of sustainability by being a driver and an enabler of sustainable
development.
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FRAMEWORKS AND POLICIES
Through frameworks and policies, the Board communicates
the position of the company on various important material
aspects and lays down practices and processes. All the
policies and frameworks are articulated keeping with
the requirements of relevant legislations and stakeholder
expectations.

RISK MANAGEMENT FRAMEWORK
In FY 2016-17, LTFH revised its risk-management

potentials that may have a material impact on it achieving
strategic objectives. The risk-management framework
covers all risks to LTFH businesses-on and off-balance
sheet, and at portfolio, business and Company levels. This
includes the risks defined under Basel Accord, e.g., capital
risk, credit risk, market risk, asset and liability management,
operational risk and compliance, as well as other risks
such as reputational risk, legal risk and cyber risk. The risk
categories are defined in the Risk Management Policy.
The Risk Management Function, through the CRO, has

framework to identify and manage the risks within
the businesses and at the holding Company. LTFH risk
management covers both downside risks and upside

direct access to the management and the Board. With
assistance from a globally-renowned risk-management
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consultant, the risk management team has developed
robust strategy. The entire process helped improve LTFH’s
capabilities by establishing:

BUSINESS

RISK

• Creation of Risk-Appetite Statement
• Setting up of Risk Limits and Hotspots
• Creation of Risk Dashboards
• Early-Warning Signal Mechanism
• Establishment of Liquidity Buffers for handling Black
Swan Events
The Risk Management organization at LTFH is three layered.
At first layer is the risk management by the business line
managers and at the second level is the Risk Management
Department that formulates policies, procedures, limits and

CODE OF CONDUCT (COC)

• Primary responsibility for
day to day risk management
• Acts as custodian for
maintaining asset quality

• Formulates and
implements policies and
procedures, sets limits and
risk appetite.

AUDIT

• Independent and
objective assurance of the
overall effectiveness of
internal audits

• Executes transaction
approval process with Veto
• Oversees, challenges and
supports the optimization
of risk/reward tradeoff

EXECUTION VALUE CREATION/RISK TAKING
ALIGNMENT BETWEEN RISK TAKEN AND RISK APPETITE
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ensuring protection against sexual harassment and the right
to work with dignity.

VIGIL MECHANISM POLICY

appetite. At the third level is the internal audit that reports
the findings to the Audit Committee of the Company.

GOVERNANCE
THREE PILLARS OF DEFENSE

L&T FINANCE HOLDINGS LIMITED

LTFH values Integrity and Commitment and considers
these as a foundation for all actions and decisions of the
Company. Thus the Company has a set of the standards
for the conduct of every member of organization. The
Code of Conduct is applicable to all the employees and
Directors and emphasizes value propositions such as ethics,
fair employment practices, safe and healthy working
environment, anti-money laundering, whistle-blower policy,
and avoiding conflict of interest.

ANTI-SEXUAL HARASSMENT POLICY
Harassment and intimidation of women at the workplace
interferes with one's right to individuality. The Company
has in place a policy for prevention, prohibition and
redressal of sexual harassment at workplace. It has
constituted an Internal Complaints Committee under the
Sexual Harassment of Women at Workplace (Prevention,
Prohibition and Redressal) Act, 2013, where women can
register their complaints against women harassment.
The Company has appropriate reporting mechanisms for

In compliance with the Act and SEBI Listing Regulations,
LTFH has formulated a vigil mechanism for Directors and
Employees to report their concerns. The Company has
adopted a Vigil Mechanism Framework, under which
the Whistleblower Investigation Committee has been
set up. The objective of the Framework is to establish a
redressal forum, which addresses all concerns raised on
questionable practices and through which the Directors
and employees can raise actual or suspected violations. The
Vigil Mechanism Policy empowers all levels of employees
including top management to raise voice against actual /
suspected violations. The implementation of the framework
is monitored through - Whistleblower Investigation
Committee. It addresses all concerns raised on questionable
practices.
Whistle blowing is a structured process, which encourages
and facilitates reporting without fear, any wrong doing,
unethical or improper practice, that may adversely impact
the reputation and / or the financials of the Company,
through an appropriate forum.
All the complaints received under the Framework are
investigated in detail and findings discussed at the meeting
of the Committee which decides on the action to be taken.
Utmost importance is given towards protection of the
person who has raised complaint through the Framework.
In order to create awareness of the Framework, various
measures have been taken which include making details
of Framework a part of the LTFH induction programme i.e.
“Parichay”, placement of brochures across all the branches,
creation of a desktop wall paper, sending e-mailer to all
employees, etc.
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ANTI-CORRUPTION POLICY
Corruption holds no standing in LTFH's work practice. The
company has formulated an anti-corruption policy and
made it publicly available. The policy helps the employees
identify and avoid situations that could potentially
violate anti-bribery and anti-corruption laws or create
any appearance of impropriety. An e-module has also
been designed to train the employees on this matter. All
operations of the Organization are assessed for risks related
to corruption. There were no concerns regarding corruption
raised during the reporting period. There are no incidents
of anti-competitive behavior and violations of antitrust and
monopoly reported in FY 2019-20.

OTHER POLICIES
• Policy for Determining Material
Subsidiaries
The objective of the policy is to determine the material
subsidiaries of L&T Finance Holdings in accordance with
the provisions of the Listing Regulations.

• Policy on Directors’ Appointment
and Remuneration for Directors, Key
Managerial Personnel and Other
Employees
The Policy acts as a guideline for determining, inter-alia,
qualifications, positive attributes and independence
of a Director, matters relating to the remuneration,
appointment, removal and evaluation of performance
of the Directors, Senior Management Personnel/ Key
Managerial Personnel and other employees.

L&T FINANCE HOLDINGS LIMITED

• Dividend Distribution Policy
The policy assists in the process of distribution/
declaration of dividend by the Company.

• Policy for Determination of Materiality
The objective of this Policy is to determine the
materiality so that the events/information could be
promptly disclosed to the Stock Exchange(s).
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BUSINESS CONTINUITY PLAN (BCP)
The Business Continuity policy is applicable to LTFH Business
Operations, Critical Applications, Services, and IT systems.
Business Continuity Plan ensures continuity, resumption,
and recovery of critical business processes. LTFH's BCP
is designed to minimize the operational, financial, legal,
reputational and other material consequences arising from

a disaster. It focuses on the recovery of technology facilities
and platforms, such as critical applications, databases,
servers or other required technology infrastructure. It also
enables employees / partners to work remotely in case of
disaster or emergency.

• Corporate Social Responsibility Policy
CSR policy provides guidance toward implementing
strategies to achieve the LTFH’s CSR vision.

ESOPs
With an aim to align organisational goals with employee
commitment, ESOPs are given to employees who
contribute significantly to the Company’s profitability
and shareholders’ value. ESOPs also keep the employees
motivated and rewarded and act as an important retention
tool and enhances human capital.
ESOP guideline at LTFH is drafted as per SEBI rules and
the grants are linked to performance of employees.
Through this, ownership in the Company is created at the
management level (including the GEC).

SUSTAINABILITY POLICY
The purpose of this policy is to define the framework for
sustainability at LTFH and provide a governing platform to
its sustainability initiatives.

• Archival Policy
This policy applies to documents and information
disclosed to the stock exchanges and specifies the
period of hosting on website and subsequent archival.

The policy steers the Company’s journey in generating long
term stakeholder value and contributing to the achievement
of national objectives and United Nations Sustainable
Development Goals (SDG).

• Policy on Related Party Transactions
This policy provides the mechanism to deal with
transactions with related party.
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STEERING THROUGH COVID-19
The spread of COVID-19 has disrupted lives, livelihoods,
communities and businesses across the globe. The
Government of India has made significant and timely
interventions in response to the pandemic. Further,
businesses are taking initiatives to address the challenges of
employees, customers, regulators and communities, while
navigating the financial and operational challenges.
Through industry bodies, the Company has been
participating in discussions and deliberations around
liquidity challenges, moratorium and asset classification, in
order to suggest appropriate measures for minimizing the
impact of COVID-19 on the NBFC sector, businesses and
individuals.
LTFH is committed to continuous engagement with all its
stakeholders to address the critical issues resulting from
the (COVID-19) pandemic. The Company has increased
frequency of its communication with Regulators, Investors,
Rating Agencies, Lenders, Employees, and Communities to
ensure stability of the operations.

REGULATORS
• The Risk Management Committee is constantly
assessing and working to mitigate risks. The leadership
tracks the situation and progress of lock down and
evaluates various scenarios for BCP.
• LTFH complied with RBI circular on providing relief
to borrowers in terms of extending moratorium for
instalments falling due between March 1, 2020 to
August 31, 2020.
• Immediate preparations were made to ensure the IT
infrastructure and systems are in place, tested and
checked. Necessary procurement, acquisition and
relocation of infrastructure was undertaken much
before regional/national lockdown started.
• LTFH treasury strategy involves maintaining surplus
liquidity for meeting debt maturities over the next 30 to
45 days under a stress scenario. The said strategy was
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further strengthened considering the evolving situation
of COVID-19.
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• Interactions with the in-house medical advisor were
organised for all employees to give them insights into
staying fit and taking care of their health during the
lockdown.

COMMUNITIES
• Treasury was engaging in regular communication with
Regulators and providing update on LTFH liquidity
position (cash and cash equivalent plus unavailed
funding lines) and it's adequacy towards meeting debt
maturities over the next 3 months.

CUSTOMERS
• To ensure seamless customer service, LTFH took
proactive measures and encouraged customers to
prioritize the usage of digital facility for services,
payments, and inquiry. LFTH has also ramped up
collections through e-wallets and other digital payment
methods.
• LTFH offered all its retail customers an option for a
three-month moratorium and communicated to them
via various channels. The simplicity of the process to
avail the moratorium and prompt communication
through various mediums was appreciated by
customers.

• The police were at the forefront of fighting the
pandemic along with Health practitioners. Therefore,
LTFH deployed its CSR funds and distributed 5,385
hygiene kits to Mumbai Traffic Police (MTP) based on
their vulnerability to infection and high-risk exposure.
• L&T group contributed `150 Cr. to the PM Cares Fund
to support the Nation in its fight against COVID-19, of
which `20 Cr. was contributed by LTFH.
• LTFH also provided an option to its employees to
voluntarily set aside and contribute his / her two days
gross salary from the salary payable for the month of
April 2020, and a match grant was provided by the
Company towards the cause. This is in accordance with
the L&T group wide initiative.
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INVESTORS / LENDERS
• LTFH took proactive measures in strategizing its funding
plan in discussion with Asset Liability Management
Committee and shored up its liquidity.
• LTFH ensured adequacy of its liquidity position (cash and
cash equivalent plus unavailed funding lines), towards
meeting debt maturities over the next 3 months even
with NIL collections.

RATING AGENCIES
• LTFH has been updating the rating agencies on the cash
flow status and liquidity position at regular intervals to
provide comfort on Company's preparedness to address
the impact of COVID-19.
• LTFH and all its lending subsidiaries have been assigned/
reaffirmed AAA rating by CRISIL, India Ratings, ICRA
and CARE, notwithstanding multiple downgrades across
the sector.
LTFH is continuously reviewing the evolving situation and
would play responsible role in addressing COVID-19 with
minimal adverse impact on its business and its stakeholder’s
interests.

EMPLOYEES
• Dedicated group created to monitor the queries and
requirements of all the employees under the scenario of
COVID-19.
• To ensure the safety of employees, LTFH postponed
all meetings / events of large gatherings and issued
advisory for travel (both personal and business).
• Sanitization of work-place was carried out on a daily
basis.
• Initiated work from home facility for all employees.
Essential infrastructure like Laptop, VPN and Internet
connection enabled for everyone to work from home.
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• A bucket list of material issues was developed based
on secondary literature survey, peer review and

global and regional industry trends, GRI reporting
guidelines, Sustainable Development Goals & Dow Jones
Sustainability Index (DJSI)

The materiality reconfirmation exercise has aptly identified
the material topics with the highest priority for stakeholders
and the biggest estimated impact on LTFH’s business, and,
in turn, on the society/community. LTFH’s material issues,
categorised as high, medium and low have been listed
below:

10

15

16

19

BUSINESS IMPACT

HIGH-MEDIUM
IMPORTANCE
BUSINESS CAPITAL

4
6

13

12

5
8

18

20

HIGH-HIGH
IMPORTANCE

2

7

14

17

1

3

9

HIGH

• Review of internal stakeholder engagement information
and data, extensive interactions with Managing Director
& CEO, GEC members, other members of the senior
management, core sustainability task force members,
employee feedback and comments from investors

11

MEDIUM

The company has identified and categorized the most
relevant materiality issues as high, medium and low basis
the following:
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MATERIALITY MATRIX

ISSUES THAT MATTER
In a constantly changing world with each day bringing
in a new challenge, identifying and responding to the
stakeholders’ changing needs is very important to sustain
and progress. The materiality assessment underpins
responsible business practices and provides strategic
insights to drive action. LTFH is unique in the sense that
it is steadily enhancing or maintaining its market share in
each of its business domains. LTFH’s vision for long-term
growth and focus on top-quartile RoE coupled with other
strategic objectives have contributed to the identification
and categorization of relevant materiality issues.
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INFLUENCE ON STAKEHOLDERS
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MEDIUM

HIGH

1 - Return on Equity/ Return to shareholders

8 - Human capital

2 - Corporate governance & compliance

9 - Brand reputation

3 - Digital and data analytics

10 - Maintenance of credit ratings

4 - Climate change

11 - GHG emissions

5 - Sustainable business model

12 - Providing transparent and fair advice to stakeholders

6 - Rural livelihood

13 - Enhancing access to housing loans

7 - Enterprise risk management

14 - Financial inclusion and literacy

15 - Global economy and policy

19 - Human rights

16 - Product innovation

20 - Representation with regulators

17 - Community initiatives

21 - Waste management

18 - Non-discrimination

OPERATIONS

LENDING

OPERATIONAL AND REGULATORY COMPLIANCE

The most significant materiality issues have been identified by LTFH based on high and medium impacts on business in the
evolving environment and at different stages of the value chain. Some of these issues are of significance in the short and
medium term, and most impact long-term sustenance.

32

33

SUSTAINABILITY REPORT - 2020

L&T FINANCE HOLDINGS LIMITED

SUSTAINABILITY REPORT - 2020

L&T FINANCE HOLDINGS LIMITED

LINKING MATERIALITY ISSUES TO SDGs
In line with the vision of the UN Sustainable Development Goals, LTFH assesses its impact on its stakeholders, biodiversity
and communities. LTFH has identified material issues to direct its sustainability focus to contribute to UN SDGs.

SDG Description

Approach

Linkage to
Capital

Material Issue

End poverty
in all its
forms
everywhere

• Delivering digital skills
to targeted segments to
enhance financial inclusion

Social &
Relationship
Capital

• Financial inclusion and
literacy

Promote
sustained
inclusive
economic
growth

• Investment in eco-friendly
projects

Climate
action

• Investments into renewable
energy

• Home loans to mid
and affordable housing
segments

Natural Capital

•

Sustainable business
model

Social and
Relationship
Capital

• Community initiatives

Finance Capital

• Climate change

Intellectual
Capital

• Rural livelihood

• Rural livelihood
• Community initiatives

• Targeted investments and
lending

Financial
Capital

• Sustainable business
model

• Micro loans to improve
farm and non-farm incomes
and rural livelihood

Social and
Relationship
Capital

• Climate change
• Enhancing access to
housing loans
• Global economy and
policy

Resilient
Infrastructure
to promote
inclusive &
sustained
growth

• Investment in Infrastructure

Reduce
inequality
within and
among
countries

• Delivering digital skills
to targeted segments to
enhance financial inclusion

Social &
Relationship
Capital

• Targeted investments and
lending

Operational
Capital

• Housing and real estate
business

Financial
Capital

•

Intellectual
Capital

• Product innovation

Social &
Relationship
Capital

• Micro loans to improve
farm and non-farm incomes
and rural livelihood
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Interlinked
UNSDGs

Sustainable
Cities &
Communities

• Climate proofing
infrastructure and real
estate investments

• GHG emission

Natural Capital

• Rural sector finance to
adapt to climate change
• Impact through CSR
Partnership
for the goals

• Identify suitable
programmes for
implementation in line with
the CSR vision and thrust
areas of the Company

Social &
Relationship
Capital

• Financial inclusion and
literacy
• Rural livelihood
• Community initiatives

Sustainable business
model

• Climate change
• Rural livelihood

• Financial inclusion and
literacy
• Rural livelihood
• Community initiatives
• Sustainable business
model
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FINANCIAL
CAPITAL
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"As a responsible financier ready to give wings to many dreams — both big and small — we continue to
enjoy the trust and confidence of our funding entities. We have strengthened our liability profile with a
higher proportion of long-term borrowing through diversified funding sources, such as NCDs, ECBs, PSL
Term Loans and reduced the share of commercial papers from 16% to 6% in the past year. These prudent
practices have helped us maintain market share by building and protecting strength in our core businesses.
Our blueprint for a Sustainable Future is built around the way we generate and distribute value among our
stakeholders, aligning our businesses to national and global sustainable development goals. At present,
many ESG elements are a part of our risk-management practices, and going forward, we will structure,
extend and formalise them."
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4. Diversification: Continue focus on diversification of liabilities (via PSL, External Commercial Borrowings
(ECB), Retail Public issues, overseas bonds / borrowings, securitization, funding from structured paper,
borrowings from multilateral / bilateral institutions) so as to ensure that funding from these sources
remains a sizeable component in the range of 15% to 20% of our total borrowings by the end of FY
2020-21.

LTFH ensures that there are collaborative actions for long term sustainable financial system and sustainable business model.

Mr. Sachinn Joshi
Group Chief Financial Officer

PERFORMANCE:
FY 2019-20
PAT (Pre DTA impact)
`2,173 Cr.
RoE (Pre DTA impact) 14.96%
Diversification of liabilities
through new sources viz.
ECBs, Retail NCDs, PSL

Lending portfolio
`98,384 Cr.
AAUM at `71,056 Cr.

Robust ALM Framework

CRISIL initiated rating with
AAA
'AAA' rating reaffirmed by
ICRA, CARE and India Ratings

Raised long-term borrowings
of `28,225 Cr. during FY
2019-20

TARGETS

1. Priority Sector Lending (PSL): For FY 2020-21, LTFH will continue to seek to use PSL as a funding
source depending upon incremental PSL requirements of banks. Accordingly, the targeted PSL borrowing
by LTFH would be in the range of `1,000 – 1,500 Cr. for FY 2020-21.

TAPPING RIGHT RESOURCES
Financial Capital is the foundation of every NBFC. The
robustness of a company’s financial capital and its adequacy
is essential for operational success. LTFH is cognizant of
this and is committed to efficient raising and utilization
of resources. LTFH’s strong parentage and credit rating,
sustainable business model, adequate capital position,
diversified funding sources, comfortable liquidity, and
proven track record provide strength to its ability to access
funds.
As a prudent company, LTFH constantly strategizes to
raise funds from diverse sources through economical
and efficient means. The balance sheet is well-funded
with capital adequacy of 21.60% (Tier I ratio at 17.70%)
and a diversified liability profile. The Company remains
comfortable on liquidity with cost of funds remaining stable

despite significant thrust on longer tenure borrowings and
prudent ALM policy.

ASSET-LIABILITY MANAGEMENT
LTFH is committed to building a strong liability franchise
through prudent Asset Liability Management (ALM). The
Company continues to maintain cumulative positive
liquidity gaps in all buckets up to 1 year. The Company
consistently maintained positive gaps even under ‘1 in 10
Stress scenario’ in 1-month bucket. Under the 1 in 10 stress
scenario the company takes a hair cut of 40% on its backup lines and ~15% on collections expected. The Company
has also significantly pruned its borrowing through
Commercial Paper (CP) even though ALM allows a higher
proportion of CP.

2. Multilateral / Bilateral Funding sources / Green loans: In FY 2020- 21, LTFH will continue to
evaluate attractiveness of borrowing through these sources based on market appetite, pricing on fully
hedged basis etc and target to raise an appropriate amount based on international market conditions
and balance sheet requirements.

3. Ethical / ESG funds: Endeavor to raise funds from Ethical / ESG funds to the extent of 5% of
incremental outside liabilities by L&T IDF
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DIVERSIFICATION OF LIABILITIES
Structural Liquidity Statement
Cumulative Inflows (` Cr.)

The Asset-Liability Management Committee (ALCO) is
continually working on strengthening the diversification
of its sources of funds across capital markets and bank
borrowings. LTFH’s lending book is well funded by a
mix of bank borrowings (including PSL), non-convertible
debentures (NCDs), external commercial borrowings
(ECBs) etc.

Cumulative Outflows (` Cr.)
55,947

31,398

31,879

12,125

8,966

8,012
48
1-7 days

8-14 days

Cumulative
Positive Gap
Cumulative (%)

15 days - 1 month

1-2 months

» ~USD 375 million anchored by IFC for promoting
modern and climate-smart farming practices,
increase farmers’ incomes, and improve agricultural
logistics.
» ~USD 60 million from Muziho Bank for promoting
financing of Affordable Housing.

18,439

12,016

7,139

2,588

295

21,007

15,982

• LTFH raised ECB of

2-3 months

The company has focused on diversifying the liability
franchise, and raised funds through new sources, including
external commercial borrowings (ECBs), in the past year:
3-6 months

• ECB of USD 100 million has been tied-up from Asian
Infrastructure Investment Bank (AIIB) with a mission to
improve social and economic outcomes in Asia.

6-12 months

7,964

8,671

9,537

8,842

8,991

13,440

24,549

16653%

2936%

369%

124%

75%

73%

78%

• After the successful launch of Retail NCDs in March
2019, the Company additionally raised ` 2,408 Cr. in FY
2019-20 through two Retail NCD issuances (the issues
being subscribed and closed on Day 2).

• LTFH raised ` 3993 Cr. through PSL (Priority sector onlending by banks to NBFCs) during FY 2019-20.

CREDIT RATINGS
FY 2017-18
stakeholders of the highest degree of safety regarding
timely servicing of financial obligations and lowest credit
risk. The strength of the business model of LTFH and its
strong parentage is reaffirmed by the AAA rating.

Strong credit ratings in a tough economic environment
attest that the company is well-equipped to fulfil the
financial commitments made to its stakeholders. ICRA,
CARE and India Ratings reaffirmed ‘AAA’ rating while
CRISIL initiated with AAA for long term borrowings assuring

FY 2017-18
Short term

Short term

FY 2019-20

Long term

Short term

3%

4% 1%

39%

6%
7%

16%
36%

44%

38%
39%

Long term

A1+

AA+

A1+

AAA

A1+

AAA

CARE

A1+

AAA

A1+

AAA

A1+

AAA

India Rating

A1+

AAA

A1+

AAA

A1+

AAA

A1+

AAA
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14%

FY 2019-20

4%

42%

ICRA

CRISIL

2%

5%

FY 2018-19

Long term

FY 2018-19

`75,248 Cr.

Bank Loans

`91,507 Cr.

NCD (ex retail)

NCD Retail

`93,894 Cr.

CP

ECB

Others
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DEPLOYING RESOURCES TO WIN

RAISING OF LONG-TERM RESOURCES
FY 2019-20 was a challenging year for the sector with the
debt markets witnessing multiple periods of disruption.
However, in these difficult times, LTFH has been able

SUSTAINABILITY REPORT - 2020

to time the markets and raised long-term incremental
borrowings of ` 28,225 Cr. during FY 2019-20, highest
ever annual long-term borrowings.

Over the past four years, LTFH has increased the
retailisation of its financial portfolio and achieved more
balanced distribution amongst its lending businesses i.e.
rural, housing and infrastructure finance segments.

the balance sheet while efficiently running down its
defocused portfolio. LTFH also expanded its services in
new geographies and new segments. The Company is also
expanding its product offerings to its existing customer
base with pilot run of consumer loans.

In this financial year, LTFH aimed at maintaining / gaining
market share in focused products and strengthening

FY 2017-18

FY 2018-19

FY 2019-20

8%

9%

Responsible growth through calibrated strategy across products
4%

1%
36%

11%
44%

46%

34%

FOCUSED BOOK

14%

64%

FY 2017-18

29%

` 17,355 Cr.

` 18,804 Cr.

FY 2018-19

FY 2019-20

` 28,225 Cr.
20%
29%

33%

Term Loans – Non PSL

NCD – Private Placement

NCD – Public Issue

Preference shares

Term Loans – PSL

30%

32%

49%

ECBs

23%
9%

9%

29%

29%

8%

`83,793 Cr.

`88,756 Cr.

Rural

Housing

`93,154 Cr.

Infrastructure/
Wholesale finance*

IDF

Defocused book is down to `5,230 Cr. in FY20 (reduction of 50% YoY)

FY 2017-18
Average Assets Under
Management (in Cr.)

FY 2018-19
`65,932

FY 2019-20
`70,944

`71,056

*Note:
FY 2017-18 - Wholesale finance
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FY 2018-19 and FY 2019-20 - Infrastructure finance
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Capital Allocation and RoE Bridge

L&T FINANCE HOLDINGS LIMITED

FY 2017-18

The company focuses on creating superior shareholder value by delivering top quartile Return on Equity (RoE).
PAT

Business Segments (` Cr.)

FY 2018-19

FY 2019-20

1,255

2,226

2,173*

57

67

73

FY 2019-20
PAT

Net Worth

Book Value Per Share (BVPS)

RoE

1,027

4,523

24.22%

* Excluding one-time impact of `473 Cr. on reversal of DTA

Housing Finance

756

4,302

18.52%

The robust risk management, rule-based centralized underwriting and strong EWS monitoring has led to improved asset
quality. GS3 has reduced from 8.71% in FY 2017-18 to 5.36% in FY 2019-20.

Infrastructure Finance (ex IDF)

578

5,341

13.72%

IDF

205

1,267

17.55%

2,566

15,433

18.73%

249

1,053

-

2,815

16,486

19.05%

De-focused

(457)

885

-

Others

(185)

(2,206)

-

Rural Finance

Lending Business
Investment Management

Focused Business Total

GENERATING AND DISTRIBUTING
ECONOMIC VALUE
Generation and Distribution of economic value provides a basic indication of how LTFH has created wealth for stakeholders.

Economic Value Generated
and Distributed

Domestic turnover

12,989.73

14,175.50

635.91

569.38

13,625.64

14,744.88

1,033.75

809.79

824.73

1,062.32

Payments to providers of capital

7,059.73

7,894.08

Payments to Governments

1,144.26

970.47

13.38

24.81

10,075.85

10,761.47

3,549.79

3,983.41

Total Economic Value Generated

Less : Exceptional items (DTA impact)

LTFH Consolidated

2,173

15,165

473

473

1,700

14,692

14.96%

The diversity in asset classes with a well-funded diverse balance sheet, combined with a diverse customer franchise and
‘Right to Win’ in focus products has helped in enhancing the Company’s resilience to disruptions in external environment
The rigorous digital proposition, domain expertise and the execution driven culture at LTFH has led to steady performance
even during FY 2019-20, when the sector saw multiple headwinds.

FY 2019-20 (in ` Cr.)

A. Economic Value Generated

Other income

LTFH Consol before exceptional items

FY 2018-19 (in ` Cr.)

B. Economic Value Distributed
Operating cost
Employee wages and benefits

CSR initiatives
Total Economic Value Distributed
Economic Value Retained (A - B)

(*Non-cash items are not considered while calculating economic value retained. For more information on the entities
included in the financials, please visit the website: https://www.ltfs.com/investors.html)
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LTFH contributes significantly to economic growth and societal welfare through lending and investing. Also, revenue from
products and services that contribute to the SDGs

PERFORMANCE
Key business segments are
aligned to the needs of the
nation.

130 Lakh+ Customers
served as on 31st March,
2020

LTFH assistance of ` 7,965
Cr. to solar power sector
and ` 11,650 Cr. to wind
power sector

74% of home loans in mid
& affordable housing

Micro Loans extended to
28 Lakh+ women, of which
18 Lakh+ were first-time
borrowers

TARGETS
1. Increasing the number of women receiving micro loans to 75 Lakh by 2025

2. By 2022, raising the size of loan book from low-income states from 46% at present to 55%

3. Maintaining the current level of percentage of first-time borrowers

BUSINESSES OF LTFH
India is emerging as one of the fastest-growing economies
with a nominal GDP of $2.7 trillion and a growth rate of
5% during FY 2019-20. LTFH believes that the company’s
long-term sustainable growth hinges on aligning with the
growth story of India. This belief drives LTFH’s core business
model of lending and Non Lending businesses.
The rural finance business at LTFH recognises agriculture
and allied activities as one of its lending areas, whereas
the housing-finance arm focuses mainly on products
related to meeting the housing and shelter-related needs
of people. Increasing demand for infrastructure in the

economy is addressed by LTFH’s Infrastructure Finance
business. Indian economy’s saving potential is harnessed by
the company’s asset management initiatives. This choice of
“Right Businesses” in which it has strengths for “Right to
Win” has helped LTFH to deliver top quartile RoE. Further,
the business is aligned with national priorities, which has
aided in creating long-term value for the stakeholders.
The company’s belief in sharing common goals and vision
with its stakeholders through its diverse product portfolio
across businesses, boundaries and varied customer base has
resulted in the generation of a sustainable business model
which can stay strong during periods of uncertainties.

4. 70-75% home loans in mid and affordable housing segments

5. Minimum 50% of the developer finance business from Cat A / A+ developers

6. 70-75% of developer finance for projects in mid & affordable segment

7. Financing Renewable/Clean Energy projects of 5,000 MW in the next 5 years

8. Increase financing of climate-friendly projects/ sectors by 5% in the next financial year
by L&T IDF
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RURAL FINANCE

FARM EQUIPMENT FINANCE

"The growth of our rural - finance business has been on the back of our farmer-friendly tractor loans,
mobility-enabling two-wheeler loans and entrepreneurship-promoting microloans. Our rural-finance
portfolio not only helps generate sustainable livelihoods, but is also in sync with the government’s
agenda of boosting agricultural output and doubling farmers’ income by 2022. Additionally, through
our microloan offerings, we foster self-sufficiency amongst rural women and contribute to their financial
prosperity. We have built a cost efficient pan India footprint by effectively leveraging technology,
particularly the technology promoting mobility. Although the rural-finance sector is fraught with
challenges mostly arising out of factors such as climate variability, our strong data analytics helps us
gain medium-term agricultural / rural economy foresight, and steers us to profitability through timely
recoveries."

This business, in which LTFH is the second largest in India,
offers opportunities for growth and enhances the livelihood
of farmers. LTFH has a PAN India rural network across 17
states (including UTs) and 179 branches. The differentiator
for this business exists in the strong Original Equipment
Manufacturer (OEM) relationships and the dealer network
that LTFH has nurtured. The business tie-ups with 2,750
farm-equipment dealers allows LTFH to provide on-site
financing and seamless services to the customers. The farm
sector in the reporting period has witnessed challenges due
to uneven rainfall, fluctuations in reservoir level and higher
inventory. LTFH’s growth is driven by its strategy to penetrate

Mr. Sunil Prabhune
Chief Executive - Rural Finance & Group Head – Digital, IT and Analytics

new and untouched geographies, with good macroeconomic indicators.
LTFH makes extensive use of data analytics for OEM
classification and identifying areas of business growth
through classification of geographies, espcecially underpenetrated states with better macro-economic indicators.
The geographies are subsequently classified as ‘Focus’,
‘Calibrated’ and ‘Hold’. Additionally, the company focused
on increasing business presence through re-finance,
initiatives like Kisan Suvidha and lending for used tractors.
LTFH continues to maintain a conservative LTV below 70%
for the past 2 years, which has helped to improve the
portfolio quality.

ESG Risk
• Delayed and uneven rainfall and climate change

AGRICULTURAL AND ALLIED SECTOR DRIVING RURAL DEVELOPMENT
India’s economy is rural-based, comprising almost 2/3 of
Indian population. More interestingly, about 70% of the
total Indian workforce is also rural, contributing to about
40% of India’s economy.1,2 This makes rural development
an imperative for India. The rural sector comprises
agriculture as a core area viz., crop production, and also
includes allied businesses like dairy, poultry, horticulture,
fisheries and aquaculture. If the core economic area is
improved, the allied sectors progress synergistically leading
to increased household incomes of relevant stakeholders.
It is of importance to understand the links between core
areas and allied businesses in the rural economy. For
instance, in the past decade, the compounded annual
growth rate of core agriculture was less (1.9%) than that of
allied activities (5.4%). Due to this, the gross added value
for allied businesses increased to 41% from 34%. This
explains the complex myriad of interlinked relationships
between core agriculture and allied businesses.2
The Micro loans business of LTFH harnesses the lending
opportunity in improving and enhancing the microentrepreneurship and self-sufficiency of rural women.

This is structured as a joint liability group (JLG). This
segment is of immense importance for the development
of agro-allied business, whereby a quarter of micro loans
beneficiaries opt for subsidiary businesses, such as animal
husbandry, in times of no-crop seasons or when natural
circumstances make farming difficult.

• Decreasing soil productivity

In a rural set-up, a farmer’s income is the only criteria of
measuring economic sustainability. That is why it becomes
imperative to improve their self-sufficiency and help them
achieve economic growth and stability keeping in view
the GOI’s vision of doubling their income by 2022.1 This
can be achieved only when agro-production is enhanced,
rural infrastructure is improved and minimum support price
(MSP) is increased. LTFH understands the nuances in such
scenarios and constantly strives to aid farmers in conducting
mechanized farming and following modern crop practices.
By virtue of its digital transformation based on improved
data analytics, a unique database is generated which aids
LTFH in focusing on niche groups in rural areas for right
business opportunity. LTFH’s rural business comprises
segments such as farm-equipment finance, two-wheeler
finance micro loans and consumer loans. These products,
while delivering value for business, not only aid and effect
an increase in farm income but also improve the quality of
life of the farmers and facilitate access to markets.

• Data-driven collection based on portfolio and macro-economic factors

• Migration to cities

Competitive Strengths
• Differentiated value proposition through best-in-class turnaround time (TAT) to customers and dealers on decisioning
and disbursement

Performance Indicator
Total loan disbursement in Farm
Equipment (Values in Cr.)

FY 2018-19

FY 2019-20
` 3,863.78

` 3,820.59

1 https://www.crisil.com/en/home/our-analysis/reports/2018/01/crisil-insights-indian-economy-rx-for-rural.html, Economic Survey 2019-20https://www.indiabudget.gov.in/economicsurvey/doc/echapter_vol2.pdf
2 https://www.rbi.org.in/Scripts/PublicationReportDetails.aspx?UrlPage=&ID=942, https://www.bis.org/review/r191129f.htm,LTFS Sustainability Report 2018-19
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TWO WHEELER FINANCE
LTFH began its journey in the two-wheeler finance segment
in early 2012. The company has since then registered a
steady growth in this segment across 21 Indian states
(including UTs). The USP of LTFH’s two-wheeler finance
lies in its algorithm-based data analytics, which aids in
lending decisions and provides unique mobile-based
solutions for its wide customer base. The brand is highly
successful in making a strong 3,900+ dealers’ chain for its
customers across India. The two-wheeler sales for the FY

2019-20, has witnessed many challenges due to economic
slowdown, procrastination of buying decisions due to
expectations of discounts on account of transition to BS-VI,
and increase in price of two-wheelers due to regulatory
changes. The Company mitigated these challenges
primarily by diversifying through tie-ups with other OEMs
and introducing innovative products to target unfinanced
creditworthy customers. With overall de-growth in the
market, LTFH continued with sourcing through strict credit
policies while maintaining the TAT proposition.

ESG Risk
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MICRO LOANS
Agriculture and allied sectors are considered the mainstay
of the Indian economy. Since agriculture is cyclical, allied
activities to agriculture need to be focused upon to achieve
sustainability. Also, to promote women empowerment and
support the growth of women entrepreneurs, the Micro
Loans business provides a significant amount of benefit to
rural customers.  LTFH has a Micro Loans portfolio, which
spans across 16 states through a network of 1,532 meeting
centres across rural regions. The business takes cues from
its data analytics, which considers local demographics and
socio-economic factors, among other things, and guides the
lending decisions.

LTFH remained the 3rd largest financier in this segment.
The product has witnessed popularity owing to its attractive
and affordable features, such as comfortable repayment
tenures, easy EMI schedules and finance without a collateral
security. This segment, also works towards empowering
rural women by supporting their entrepreneurial dreams.
For FY 2019-20, LTFH disbursed microloans to the tune of
9,884.01 Cr. The segment saw de-growth in the current FY,
with signs of over-leveraging and due to natural events like
delayed monsoon, excessive monsoon, floods, pandemic
and political disruptions in the various states. In order to
mitigate risks and to strengthen the portfolio quality, LTFH
further strengthened the credit rules. The Company aims to
provide pre-approved repeat loans for existing customers
with excellent repayment history.

• Regulatory issues
• Fuel economy & use-phase emissions

ESG Risk
• Change in repayment behavior due to political changes

Competitive Strengths

• Inconsistent rural output due to climate change

• Best-in-industry TAT and technology for customer selection and on-boarding

• Overleveraging in certain geographical areas

• Effective use and implementation of data analytics across the customer life cycle
• Ability to execute strategy on ground with required scale

Performance Indicator
Total loan disbursement in Twowheeler (Values in Cr.)

Competitive Strengths

FY 2018-19

• Deep-market penetration and rural presence across geographies

FY 2019-20
` 4,968.05

` 4,901.02

• Risk mitigation through various market and credit checks
• Robust early warning systems with triggers in place to maintain quality of lending books
• Extensive use of analytics for centralized underwriting and collection

Performance Indicator
Total loan disbursement in Micro
Loans (Values in Cr.)
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FY 2018-19

FY 2019-20
`10,903.39

`9,884.01
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CONSUMER LOANS
LTFH strongly believes in the philosophy of ‘best customers
deserve best services’. With that in mind, the Consumer
Loans segment provides pre-approved personal loans to

borrowers with an excellent credit history, for any personal
requirements, such as house renovations, travel, white
goods and education. The company launched a pilot run of
consumer loans in Q3 FY 2019-20. The total book size of
the consumer loans portfolio stands at `154 Cr.

ESG Risk
• Unsustainable consumption

Competitive Strengths
• End-to-end digital platform with 100% paperless journey
• Rich database of 2 Cr.+ customers (~1.2 Cr. active customers) and pan-India presence
• Risk minimization through profiling based on customer’s proclivity to pay & competition mapping
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HOUSING FINANCE AND REAL ESTATE SECTOR: A
HARBINGER OF GROWTH
"We finance developers with strong execution skills, superior compliance-management systems, and a good
track record of delivering projects on time. Our team continuously engages with developers to ensure good
practices in project executions. At the same time, going forward we intend to guide these developers on
ways to ensure best environmental and social practices. Up to 70% of developer financing is for mid and
affordable projects, and we strive to ensure high levels of due diligence on these projects and their timely
executions in order to become a preferred and trusted financier to our customers. At present, the housingfinance sector in India is facing multiple challenges and we are hopeful that it will emerge stronger. As
we move ahead, we would step up our efforts in the sector to conserve energy, water, and materials in
construction activities."
Mr. Srikanth JR
Chief Executive -Housing Finance & Group Head-Central Operations

When it comes to understanding the real estate project
cycle and the economic considerations that go along, LTFH
understands this business in depth. The brand recognizes
that this sector is the second most-growing sector for the
Indian economy, and by 2022, a growth to the tune of
670 Lakh jobs is estimated3, in line with a momentous
growth in allied businesses such as cement and steel.
L&T’s knowledge base and experience aids LTFH to make
decisions regarding prospective projects.
The introduction of the Real Estate Regulation and
Development Act (RERA) in 2016 and government initiatives
such as demonetization have slowed down the growth rate
of Real Estate. However, this has benefitted the housing
finance sector from the long-term point of view. LTFH
focuses on progressive, transparent and committed partners
in this field to deliver projects on time. The Company
partners with relevant stakeholders on a continuous basis
to ensure a smooth activity and unhindered progress to
achieve the desired outcomes. LTFH has been able to
consistently deliver customized solutions for its home-loan
consumers and has emerged as a trusted and preferred
brand for home seekers.

HOUSING FINANCE
The vision of LTFH to progress sustainably makes it one
of the market leaders when it comes to the home-loan
business. LTFH understands that the segments of Home
Loan and Loan Against Property (LAP) succeeds faster in
locations with a high urbanization rate owing to increased
income opportunities. Therefore the housing finance sector
focuses specially in niche areas/locations which have a high
potential demand for housing.
LTHF has embarked on a digital journey through the launch
of an end-to-end platform that enables faster processing of
applications online and quicker disbursements of loans with
shortest turnaround time (TAT), as low as 30 minutes. The
platform replaces several traditional processes that either
required heavy use of paper for assessment and processing
or required field agents to conduct multiple visits to the
customer’s premises and project sites. Over 90% proposals
are now processed digitally, which significantly cuts the
use of paper and the need for multiple field visits, thereby
reducing the company’s carbon footprint.

3 https://www.prsindia.org/report-summaries/economic-survey-2017-18
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The business emphasizes on direct sourcing of customers
through its in-house sales teams. The total sales through inhouse sales team has increased to up to 72% in the home

loan segment. The presence of LTFH spans across nine
states and two UTs through its 22 branches.

ESG Risk
• Environment, health and safety
• Environmental and social litigation

Competitive Strengths
• Digital lending model to provide best-in-class TAT
• Comprehensive use of analytics for business generation and portfolio risk management
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REAL ESTATE FINANCE
'LTFH’s real estate business strategically focuses on select
urban locations viz. MMR, Pune, NCR, Bangalore, Chennai
and Hyderabad. LTFH is amongst the top 5 players in realestate finance. The Company focuses on the complete
lifecycle of the project through robust underwriting. LTFH
continues to meet disbursement commitments of ongoing
projects to ensure their completion and accordingly the
disbursements to ongoing projects during FY 2019- 20
are ~ 35%. New sanctions to Category A+/A developers
were 60% of the total sanctions amounts. LTFH has in

place a stringent monitoring system with all projects having
a collection mechanism through escrow. Underwriting
is cash-flow based with focus on adequate funding to
ensure project completion. Further the share of commercial
projects increased from 10% in FY 2018-19 to 18% of the
book in FY 2019-20. LTFH is also the sole lender in almost
97% of the projects financed in Real Estate.
Before on-boarding a developer for real estate finance,
a robust due diligence check on governance, compliance
records,project execution track record and systems,
customer complaints, legal disputes etc. is conducted.'

• L&T parentage knowledge ecosystem

Performance Indicator

FY 2018-19

FY 2019-20

Total loan disbursement in Housing
Finance (Values in Cr.)

Home Loans= `2,661 Cr.
Loan Against property(LAP)=
`1,144 Cr.

Home Loans= `2,612 Cr.
Loan Against property(LAP)= `591Cr.

ESG Risk
• Environment and social regulatory risks
• Potential accidents at project site
• Delays in project completion
• Customer grievances
• Displacement of local communities

Competitive Strengths
• Strong structuring and underwriting capabilities with a focus on project completion
• Stringent guardrails and focus on financial closure
• Comprehensive and robust early warning signal framework
• Concentrated around affordable & mid segment projects as their demands are less cyclical
• Focused on Cat A & B developers with proven track record of project completion and ability to sell
• Sole lenders in almost all projects financed

Performance Indicator
Total disbursement of loans in Real
Estate Finance for the last two years
(Values in Cr.)
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FY 2018-19

FY 2019-20
`6,633

`4,877
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INFRASTRUCTURE FINANCE
LEVERAGING L&T KNOWLEDGE ECOSYSTEM

'LTFH has established a strong risk management framework and leverages the strong L&T knowledge ecosystem to identify top
developers and incorporate best practices in project monitoring.
The categorisation of developers is based on various quantitative and qualitative parameters such as project delivery, vintage of
the developer, market reputation, etc.'

"Our focus on 'scalability and sustainability' steers us towards a long-term and sustainable portfolio of
opportunities in Roads, Renewable Energy and Transmission. Some of our investors are signatories to Equator
Principles, or UNPRI, and require robust ESG practices. However, LTFH extends such ESG requirements as
covenants and conditions, as applicable, in all loan agreements. We would, in the near term, strengthen our
practice of monitoring the adherence to such ESG requirements during the life cycle of the projects."
Mr. Raju Dodti
Chief Executive - Infrastructure Finance

"Infrastructure Debt Funds were created by the Government of India (GoI) to fulfil multiple objectives
including providing a solution to the asset liability mismatch & group concentration issues of banks,
channelizing long term pension/ insurance funds to infrastructure and to provide innovative long tenor
refinance for infrastructure projects in India.
L&T Infra Debt Fund has been singularly successful in enabling low-cost, long-term debt refinancing to
projects in identified infrastructure sectors with a focus on public private partnerships (PPPs). Further, we
are working closely with our borrowers towards implementation of environmental and social performance
standards broadly in line with IFC’s framework, and also ensuring that each project goes through a climaterisk checklist.
We provide financial solutions including longer tenor, fixed rate, flexible coupon and self-adjustable
redemption premium structures that enable credit enhancement of infrastructure projects, which in turn,
enhances direct fund availability from pension funds & insurers, thereby improving the infrastructurefinance ecosystem in India."
Mr. Shiva Rajaraman
Chief Executive - L&T Infra Debt Fund Limited

The infrastructure sector is one of the most important
growth engines for the Indian economy. India has an
investment requirement of `100 Lakh Cr. for infrastructure
development by 20254. Through various policy initiatives,
the government has established a long-term roadmap
for development. LTFH’s main focus areas with respect to
infrastructure involve business domains such as renewable
energy, operating roads and power transmission for overall
progress.

This business segment leverages parent organization L&T’s
domain expertise and underwriting knowledge in the
infrastructure sector in its credit decisioning.
L&T Infra Debt Fund Limited (“L&T IDF”) is a debt fund
under NBFC format and refinances the operational
infrastructure projects. The projects considered within
this category must have completed minimum 1 year of
satisfactory operations, so that residual issues such as land

4 https://pib.gov.in/PressReleseDetail.aspx?PRID=1598055
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acquisition and resettlement don’t arise. L&T IDF does not
invest in coal-fired and gas-fired power generation plants.
It diligently assesses, monitors, addresses and manages the
potential negative impact of its assets.

company understands the importance of the renewable
energy sources (e.g. wind and solar) to meet the country's
growing energy demand while meeting the Paris Climate
Goals.

Indian Infrastructure sector is set to grow after the
government unveiled a plan for enhanced investment in
the infrastructure space over the next five years under the
National Infrastructure Pipeline (NIP) with approximately
30% of investment focused on the renewable energy and
road sectors.

LTFH has emerged as a leading financier in the renewable
energy space by virtue of its strong underwriting abilities,
sell-down capabilities and organizational synergies. LTFH’s
impact in the area of green project financing goes beyond
the actual book. Through regular sell-down, the company
has built an ecosystem comprising leading banks and
financial institutions, thereby giving them an opportunity to
take part in the Green Energy initiative. LTFH has sustained
momentum in the renewable sector in FY 2019-20 and
has continued to maintain market share in the renewable
sector.

Infrastructure development faces social challenges like
community displacement, the physical relocation, and loss
of livelihood. These concerns are addressed with robust
regulations like Rehabilitation and Resettlement Act,
2013. Before disbursement, LTFH ensures all applicable
regulations and provisions therein are complied with.

RENEWABLE ENERGY - A GREEN
FINANCING INITIATIVE
LTFH recognizes the need to meet the burgeoning power
requirements of an emerging economy like India. The

SUSTAINABILITY REPORT - 2020

Performance Indicator
% of total loans for City Gas
distribution of total infrastructure
finance

L&T FINANCE HOLDINGS LIMITED

FY 2018-19

FY 2019-20
-

3.91%

% of total loans for Renewable
energy projects of total infrastructure
finance)

58.24%

52.67%

% of total loans for Roadways
projects of total infrastructure finance

14.10%

20.51%

% of total loans for Airport projects of
total infrastructure finance

0.27%

0.25%

27.39%

22.66%

% of total loans for other
Infrastructure projects of total
infrastructure finance

In January 2020, L&T Infrastructure Finance made its debut
into the City Gas Distribution (CGD) space by signing a
$72-million loan agreement with AGP CGD Indian Pvt
Ltd, a subsidiary of Singapore-based AG&P Group, to
develop CGD networks in Jodhpur, Barmer and Jaisalmer in
Rajasthan, and Ramanathapuram in Tamil Nadu.

ESG Risk
• Climate Change
• Potential accidents at project site
• Increase in GHG emissions
• Loss of Biodiversity.

Competitive Strengths
• Efficient transaction processing, in-depth sector knowledge and management capabilities
• Continuing to grow the IDF book and market leadership in structuring capabilities and profitability
• Robust down-selling desk having strong relationships with banks, both public and private financial institutions
• Strong mechanism for monitoring the investment
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INTEGRATING ESG IN INFRASTRUCTURE FINANCE
ESG EXCLUSION LIST

As one of the largest lenders in the infrastructure sector, LTFH continuously endeavors to be a responsible lender and contributes
positively to enhancing green power in the country. As a part of its strategy, LTFH gives preferential treatment in lending to the
renewable energy sector. The company firmly believes that renewable power holds great potential in fighting dual challenges
of climate change and increase in energy demand. Investing in sustainable infrastructure is key to tackling three simultaneous
challenges: reigniting growth, delivering on the United Nation Sustainable Development Goals (SDGs), and mitigating climate risk.
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Responsible lending is a key driver of the LTFH approach to financing a sustainable future. LTFH integrates sustainability principles
into its core lending decisions. The ESG exclusion list is derived after detailed and conscious internal assessments. As a responsible
lender, LTFH adheres to the following exclusion list:

I.

Forced labor or exploitative forms of child labour

ESG Compliance Stipulations on the Borrower/ Incorporating ESG issues into investment analysis and
decision-making processes.

II.

Trade in wildlife/ wildlife products

III.

Production or trade of weapons and ammunition

The agreement(s) executed by LTFH with its borrowers stipulates various conditions to this effect and the loan is disbursed only
upon compliance with these conditions:

IV.

Production or trade of wood, tobacco and forestry products

V.

Production or trade of hazardous substances/ chemicals and banned pharmaceuticals

•

LTFH ensures that the projects financed by the company are compliant with applicable environmental laws and all
clearances including applicable environmental and forest approvals (i) for the construction, implementation and design of
the Project; and (ii) for the execution and enforceability of the financing documents.

•

Any regulatory or judicial proceeding instituted against the borrower relating to any environmental law or asserting any
environmental claims, may constitute an event of default under the agreement(s).

•

The borrowers are also obligated to adhere to various social, health and safety obligations imposed by government
authorities, including conducting environmental and social impact assessment and formulating an environmental and
social action plan, as applicable.

•

LTFH and its consultants carry out periodic Environment & Social Monitoring and Review (“ESMR”) of the Project.

•

Periodical reports on the environmental and social status and performance of operations are released for the stakeholders.

•

Compliance assurance is carried out with specified recommendations made by the consultants as per ESMR.

•

Assurance regarding an equipment installation/proposed installation, complies with the pollution control requirements.
The Borrower complies with all applicable environmental, social, health and safety guidelines, obligations and conditions
imposed by any Government Authority concerning the Project, including conducting environmental and social impact
assessment and formulating an environmental and social action plan.

•

Further, LTFH identifies material risks, beyond compliance, for a project that it finances and mandates the investee to
put systems in place to mitigate and report the progress, as also to identify and report the impact of meditative actions
periodically as appropriate.
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MUTUAL FUNDS - A VITAL SAVINGS
AGGREGATOR AND FINANCIER
"We have experienced fund managers and competent research personnel rigorously examining
investment opportunities keeping in mind prevalent market conditions. We follow stewardship practices
in our investment management. Our analysts are mindful of environmental and social compliances
and imperatives while making investment decisions. Going further, as per the SEBI's stewardship code,
we would establish ESG framework in our portfolio development and engagement with the investee
companies to address ESG risks. Further, we will periodically communicate to the beneficiaries about our
diligence in internalising ESG risks."
Mr. Kailash Kulkarni
Chief Executive -Investment Management & Group Head-Marketing

INVESTMENT MANAGEMENT
The Investment Management business steers the citizen's
savings to deliver long-term value and catalyse sustainable
development. Also, SEBI recently announced the
Stewardship code to be followed by mutual funds, which
also includes ESG principles.
L&T Mutual Fund has a pan-India presence with 65
branches covering 59 cities and approximately 39,093
distributors. LTFH offers investors over 27 open-ended
mutual fund schemes including debt and equity. The
distribution network comprises independent financial
advisors, foreign banks, Indian private and public-sector
banks, broking companies and national distributors.
Over the next decade, the Indian mutual funds industry is
eyeing a fourfold rise in assets under management (AUM)
to `100 trillion from `25 trillion5, and also a five-fold
increase in the investor base to about 100 million. The
AUM of the Indian mutual fund industry has grown from
`6.14 trillion as on 31st March, 2010 to `22.23 trillion
as on 31st March, 2020, which is significant increase by
more than 3½ times6. Thus, it is being estimated that the

AUM of the domestic mutual fund industry will be 11% of
India’s GDP compared to the world average of 62%, which
underscores its huge potential for growth.7
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through the Systematic Investment Plan (SIP) route. The
company has been able to achieve desired profitability
because of its fund performance, higher share of equity
and rationalized cost.

The company’s efforts are aimed at enabling and further
strengthening the digital literacy and financial inclusion
initiatives of the Government of India. LTFH follows COC
delineated by the Association of Mutual Funds in India
(AMFI) for intermediaries.

Depending on the demographic segment, there are
customized communication methods and mediums.

Competitive Strengths
• Robust performance of the fund's equity schemes
• Strong distributor relationships

Performance Indicator

FY 2018-19

FY 2019-20

Assets under management (AUM)
(in Cr.)

`69,689.30

`54,936.63

Average Assets Under Management
(AAUM) as on 31st March (in Cr.)

`70,944.36

`71,056.00

Through its asset-management businesses, LTFH taps
into India’s savings potential by providing investment
avenues and channelizing them into productive financial
instruments.
LTFH takes ESG Factors into account along with other
drivers. LTFH believes in maximizing the long-term return for
its investors, with sustainability as the theme of investment
which actually translates into a steady return for the long
term. There is a robust monitoring and risk management
process in place which ensures checks and balances at every
stage through the investment process – GEM (Generation
of ideas, Evaluation of companies, and Manufacturing
or Monitoring of portfolios). All the risks associated with
investment in the mutual fund schemes are communicated
to investors on a continuous basis through the website and
newsletters.
Over the past few years, there has been an increased
participation by retail investors in the Indian equity markets

5 https://www.amfiindia.com/Themes/Theme1/downloads/BCG-Banner7.pdf
6 https://www.amfiindia.com/indian-mutual
7 https://www.amfiindia.com/Themes/Theme1/downloads/SIP-Shape-Banner6.pdf
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RENEWABLE ENERGY
FINANCING ACROSS INDIA

PRESENCE IN ECONOMICALLY
DISADVANTAGED REGIONS

Branches

No. of
Disbursement

13
6
49

MADHYA PRADESH
No. of
Disbursement

Branches
31
1
75

HARYANA

ASSAM

UTTAR PRADESH

BIHAR

Branches
Branches

14479
34787
48,614
143

No. of
Disbursement

10
3
198

8837
31716
599,797
444

No. of
Disbursement

1
4
81

1051
61223
68,942
378

RAJASTHAN

Branches

No. of
Disbursement

3
2

Branches
8
35
1

CHATTISGARH

No. of
Disbursement
3691
44,109
1,960
13

Branches
6
3
141

274 MW

5 MW

JHARKHAND

13338
12403
134,705
218

UP

120 MW

GUJRAT

804
12903
143

120 MW 197.5 MW

No. of
Disbursement
2566
30966
101,265
491

ODISHA

GUJRAT

MP

MP

50 MW

200 MW

MAHARASHTRA
Farm Equipment
Two-Wheeler
Micro Loans

50 MW

Consumer Loan

KARNATAKA
Branches
16
3
141

No. of
Disbursement
11543
52023
358,601
1,023

KARNATAKA

10 MW

AP

50 MW

Sectors Covered:
Solar SPV

Wind SPV
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HUMAN CAPITAL

L&T FINANCE HOLDINGS LIMITED

LTFH believes that people are long-term assets and investing in human capital can make an organization’s growth and
success exponential. Organizational competitiveness depends on its ability to embrace diversity and realize the benefits of
productivity a diverse workforce brings in.

"At LTFH, we have a diverse team which is agile and is able to create the right culture and right
businesses. The diverse team respects the company values, takes pride in its work and is imbued with
high ambition. In line with our focus on talent nurturing and development, LTFH invests significant time
and resources in training and development of its employees. This keeps our employees stay abreast and
ahead of the latest in terms of trends and technology. A distinct feature of our human resource is crossfunctional capabilities which enhances the agility of the organisation. Our continuous effort to align
employees with the strategic goals of the organisation make LTFH a purposeful workplace. At LTFH, we
strongly believe that taking care of our employees is of utmost importance. We offer best in class benefits
programs like unlimited medical reimbursement benefits to all our employees. Also, to ensure that
responsibility of parenthood gets supported by the organisation, we offer parental leaves and flexi-time
options post parental leaves, and provide a safe and healthy workplace."
Mr. Sudeep Banerjee
Chief Human Resources Officer

SUSTAINABILITY PERFORMANCE
23,761 Workforce engaged

SUSTAINABILITY REPORT - 2020

Employees received 12.4 average hours of
training in FY 2019-20

SHAPING THE FUTURE OF WORK
With increasing adaptation of digitalization, the nature
of work is changing across LTFH. The way employees are
communicating and connecting is changing with adoption
of digital technologies across operations. A new set of
capability requirements has emerged and LTFH has put in
place newer engines to develop these skills in-house and

To steer through this VUCA (Volatility, Uncertainty,
Complexity and Ambiguity) world, the biggest demand will
be made from the leadership. Not only are they required
to make sense of this new normal, but also lead the
teams to address and harness various opportunities in the
ever-changing dynamics. LTFH has modulated leadership

at the same time, create avenues for widening the funnel
through partnerships. LTFH has also created a sense of trust
among employees and fostered a culture of learning.

development architecture by nurturing leadership.

As the share of Gen X and Millennials is increasing, the
nature of employee's connect to work is changing. LTFH
is responding to this by making the work culture more
challenging- entrepreneurial and empowering i.e. ‘Results,
Not Reasons’.

LTFH understands how important workplace culture is and
hiring a culture fit is a critical way of maintaining ‘Right
People’ for ‘Right Culture’. The culture emphasizes on
having a workforce that is diverse, agile, eager to learn and
driven to succeed. It ensures that employees undertake
responsibilities and that they are clear about what is
expected of them along with a management which is
transparent about how rewards are distributed.

Further, the organization’s focus on ‘Stretch- Learn and Grow’
has laid the foundation of LTFH becoming a learning hub.

TARGETS

1. Increase per capita training hours by 10% each year till 2022

2. Enhancing the employee volunteering program

As one of India’s largest financial services providers, enabling sustainable economic growth is fundamental to LTFH
businesses. Further, the Company contributes to specific UN Sustainable Goals through its initiatives in enhancing human
capital.
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Average Age of Human Resource across Levels (Average Age in Years)

ASPECTS

PRODUCTIVITY

ACHIEVING

STRATEGY & APPROACH

• Capacity-building strong
workforce which is well
groomed and well informed

• Training & Capacity building
knowledge assimilation to
achieve desired competence

KEY INITIATIVES

• Employee engagement /
diversity & inclusion

• Management Training
programs for grooming young
leaders

KEY HIGHLIGHTS

• Highly satisfied
employees, able to perform
in a rich cross functional
environment

• Achieving top quartile RoE
in a sustainable manner

DESIRABLE

FINANCIAL

• Encouraging a high
performance & growth culture

• Enhance the functionality &
performance via training in
relevant financial
management aspects

• Continuous Productivity
Enhancement

OUTCOME

AGILE BY DESIGN
LTFH has been able to maintain a highly motivated
workforce under its result-oriented approach. The brand has
successfully blended and maintained a diverse workforce
by having a right mix of young and experienced employees.
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• Diverse workforce
• Dedicated efforts for
employee’s success and
achievements via training and
skill-building initiatives
• Leadership Programmes for
various cadres
• Capacity building for
leadership roles

• Leadership Vitality
Programme to develop
internal leaders
• Leveraging the cross-cultural
experience of relevant
stakeholders for a visible
progression

FY 2018-19

FY 2019-20

Executive Leadership (EL)

50.5

51.4

Business Leadership(BL)

44.3

44.1

Operational Leadership(OL)

40.1

39.4

First-Line Managerial Leadership (FML)

35.9

35.8

Foundational Leadership (FL)

30.6

30.4

Foundational Leadership IV (FLIV)

27.3

26.9

LTFH overall

28.4

28.1

KEY INITIATIVES –HUMAN RESOURCE
DEVELOPMENT

• Internal growth
opportunities

• Integration of accelerated
learning approach

Leadership Band

• A dynamic and
cross-cultural work
environment helps in
leveraging talent to achieve
the desired results.

• Investment in appropriate
trainings and growth
modules for relevant
stakeholders to accelerate
the rise of new motivated
leaders in the system

• Building specific attributes
ambition, interpersonal
orientation, excellent
execution, customer focus,
innovation, strategic
thinking, people
development amongst the
relevant stakeholders

The strategy of a dynamic cross-cultural environment
fosters the grooming process of talented young employees.
Training initiatives also leverages the rich and wide
experience of the leadership team at LTFH. The results are
highly inspiring, since the average age of the workforce has
reduced from 37.2 (FY 2013-14) to 28.4 (FY 2019-20).

LTFH has been instrumental in mentoring Young Talent
through its Management Trainee (MT) Programme. The
Programme is specially designed to create a diverse yet
culturally aligned talent pool for LTFH as a single entity
(One LTFS) recruited from reputed campuses across India
and are provided with an intensive induction programme.
The trainees interact with senior members of the leadership
team, including top leadership (Managing Director & CEO
and the Chief Human Resources Officer) to understand the
organisational priorities, values, and expectations.

ATTRACT AND RETAIN BEST TALENT
LTFH is focused on an ideal balance of ‘Right Businesses,
Right Structure & Right People’. LTFH people are agile,
have a sense of urgency, take pride in their work, are
ambitious and respect the values of the organisation.
LTFH focuses on talent development and intends to do
more. LTFH has in place an Induction Programme, various
online E-modules training, on-the-job assignment and
well-structured internal growth plans (cross-functional
responsibilities) which helps throughout an employee’s
journey. Management Trainees undergo a three-month
induction programme in various businesses across the
country during which they are mentored by outstanding
leaders. During this period, Management Trainees learn
in great detail about the customer needs and aligned
work processes, and learn to be accountable to deliver
the desired results. The induction programme is rigorous

and competitive, and it includes weekly reviews and stretch
assignments that drive each MT to deliver their best and
move up the learning curve quickly.

ENABLING TO HARNESS POTENTIAL
AND 'ASPIRE'
LTFH has been ambitiously taking internal initiatives for
the career development of its young frontline staff. The
brand is ambitious and high on career development
objectives for all employees including frontline executives.
Since frontline executives are very crucial for business
development, a flagship programme ‘Aspire’ is specially
designed to train the frontline staff, especially the sales
functionality and support function members. Such planned
growth opportunity enables the company to attract and
retain top performers for frontline roles. Key attributes
such as performance, potential and aspiration help in
the identification and selection of Right People. After
selection of employees through 'Aspire', they are elevated
in the career ladder. The company also runs various
training interventions that support first-time managers to
understand roles and responsibilities. One such initiative
is ‘Varchasva’, a training programme that aids newly
appointed managers in learning skills such as
1. Learn how to manage subordinates
2. Set targets and give feedback
3. Identify ways to improve business metrics like
disbursements & collection efficiency
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FOSTERING WORKPLACE DIVERSITY AND
INCLUSION
The Company employs diverse workforce. A mix of various
backgrounds and characteristics ensures an an interesting
and interactive workforce. Such workplaces encourage
growth and lead to overall better consumer satisfaction
quotients through better understanding of customer needs.
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New employees hired
Total

LTFH is an equal-opportunity employer when it comes to
attracting, retaining & developing new talent. LTFH also
stands tall on the pillar of diversity, considering its wide
presence across the country. LTFH’s geographical presence
mirrors India’s diversity, which leverages LTFH to serve
millions of its customers.

Male
Female

Below 30

Leadership Band

Under 30

11,003

2,323

0

419

354

65

0

Employee turnover

Male
Female

30-50

M

F

M

MD & CEO

-

-

Strategic Leadership (SL)

-

-

1

Executive Leadership (EL)

-

-

Business Leadership(BL)

-

-

Above 50
F

F

1

-

1

-

-

-

1

4

-

5

1

10

48

5

5

1

59

1

229

38

3

1

273

First-Line Managerial Leadership
(FML)

53

25

618

75

5

1

777

Foundational Leadership (FL)

1,971

210

2,506

138

6

1

4,832

414

3,610

108

7

-

17,808

The total workforce for FY 2019-20 being 23,761 with
an approximate male to female ratio of 11:1 (excluding
frontline workforce). About 75% of LTFH employee base

50+

7,321

5,368

1,948

5

322

241

81

0

23,761

comprises of frontline staff, largely placed in semi-urban
and rural areas, primarily a male dominated workforce.

Engaged and enterprising employees are the pillars
of success for any organisation. Enhancing employee
productivity has been an area of focus in LTFH transition
journey and will continue to play a vital role in helping the
Company execute its strategy. The Company's endeavour
is to improve productivity across levels. To enhance the
productivity of its employees, the company strives to
maintain a harmonious and positive environment at
workplace by fostering training initiatives, encouraging
dynamic and cross-cultural work environment, to achieve
the desired results.

SENIOR MANAGEMENT
LTFH’s Group Executive Committee (GEC) members are
responsible for multiple functions which not only ensures
faster responses to meet customer needs but also efficient
management of available market opportunities. This
also aids in building synergy across diverse functions and
prevents the formation of silos. The leadership also takes up
the responsibility of coaching individuals as also enhancing
the values and learning curves via appropriate training
sessions in relevant areas, with intervention from experts.

MIDDLE MANAGEMENT
Middle management forms an important link between
top leadership and junior staff, it bridges the gap and aids
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30 to 50

PRODUCTIVE AND LIVELY WORKSPACE

M

1

Total

Below 30

Total

Operational Leadership(OL)

Foundational Leadership IV (FLIV) 13,669

50+

13,326

Total
Total workforce by employee category

30 to 50

in the dissemination of information between both lower
and higher ends of the management chain. The middle
management undergoes extensive training and is bestowed
with individual responsibilities in strategic projects. LTFH’s
‘Transformational Leadership Programme’ aims to help midlevel managers develop awareness about their leadership
resources and the strengths /limitations these resources
place on their leadership abilities.
Similarly, LTFH’s 'Leading Performance Programme
initiative helps in realignment of understanding about key
performance drivers, performance management at different
levels and the cultural anchors on which sustainable
performance is based. All mid-level managers are covered
in these programmes.

FRONTLINE MANAGEMENT
Frontline managers act like binding force for business and
take hold of many critical operations on a day-to-day basis.
The frontline staff is the one who spends the least time
with top leadership but is the most influential factors for
performance of a company. LTFH’s Parichay programme
orients new joinees in the organisation, gives them the
necessary know-how to move up the learning curve quickly.
Programmes like Varchasva and Lakshya, strengthens
business acumen and help frontline supervisors manage
their field forces.
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NURTURING LEADERSHIP

Average hours of training
Business Leadership (BL)

Operational
Leadership
(OL)

First-Line Man- Foundational
Foundational
agerial Leader- Leadership (FL) Leadership IV
ship (FML)
(FLIV)

Average training
hours (Male)

11.6

28.6

4.7

8.9

13.7

Average training
hours (Female)

11.5

24

3.4

7.9

6.3

Amount and nature of training is decided based on a training needs assessment process. It may be noted that not everyone at a particular level requires
the same type, nature or hours of training

LEADERSHIP VITALITY PROGRAMME
LTFH runs various programmes for leadership development.
One such programme is the 'Leadership Vitality
Programme (LVP) for accelerated development of internal
leaders. A talent pool is segmented based on employee
performance and their alignment to the ‘Skill-Will’ matrix.
High performers are then segregated through a set of
interventions using following anchors:

For instance, they are assigned the task of cascading
messages from the organisation leadership to the entire
organisation. Employees become facilitators for ‘Town
hall Meetings’, which are a two-way communication
platform to share 360-degree updates and inputs on
the company’s mission of superior shareholder value
creation. These town hall meetings are organized every
quarter across cities, departments, functions and grades.
• Education

INVESTING IN LEARNING ORGANISATION

• Experience

TALENT MANAGEMENT AND
DEVELOPMENT
Talent management ensures that a company hires,
retains and trains the "Right People"Consistent with its
transformation plan, LTFH’s talent strategy is performanceoriented and is in alignment with organisational goals.
Since its inception, LTFH has focused on employees who
have demonstrated the right capability, right attitude and
the desire to ‘Step Up’.

PERFORMANCE
BASED
EVALAUTION
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GROOMING
BEST
EMPLOYEES

NURTURING
NEW TALENT
FOR NEW ROLES

While domain knowledge and expertise are important,
LTFH believes in evaluating an individual’s potential and
encourages cross-functional movements. Translating
these tenets into reality, the top management actively
identifies employees showing greater drive and capabilities,
entrusting them with newer responsibilities to fuel their
career growth.

PERFORMANCE
BASED REWARD
SYSTEM

The employees identified via the skill matrix are groomed
strategically for important cross-functional projects.
Every role change or role enhancement is assessed
actively to provide them with new opportunities for
growth. The company also ensures that its rewards are
commensurate with employee talents and contributions.
• Exposure
LTFH understands that right exposure lays the
foundation for employees' superior performance.
Therefore, the company provides platforms to develop
skills outside the employees' functional domains.

LTFH has a well-developed and tiered "Transformational
Leadership Programme" specifically tailored to ingrain
the culture of the organisation and required leadership
capabilities. The Leaders act as the facilitator in creating
open and transparent environment, encouraging
employees to assess and articulate their limitation
and performance. The training programmes include
management development programs, mentoring
sessions, and other functional training. The leadership
orientation sessions help build specific attributes such
as perspective, power, interpersonal orientation and
ambition amongst the relevant stakeholders.

CONTINUOUS
GROOMING FOR
HIGHER ROLES
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REWARDING PERFORMANCE
At LTFH, Performance Management is an ongoing and
continuous communication/interaction process between
supervisors/managers and the employees throughout the

KPI
SETTING

INDIVIDUAL
KRAS

MANAGER
FEEDBACK

ATTRIBUTE
ASSESSMENT

ANNUAL
APPRAISAL

• Setting KPIs annually for every platform and functional units within LTFH

STAR AWARDS
Every measurable effort/ milestone achieved by an
employee deserves utmost appreciation and respect.
It is imperative that the top performers exemplify the
Company's culture, live its values, and draw inspiration
from them. Therefore, to felicitate these value champions,
LTFH has established STAR Awards, - a platform which
propagates the values & recognise those who lives by it.
The Star Awards are given to the select few who have:

L&T FINANCE HOLDINGS LIMITED

• Delivered exemplary outcomes for LTFH while being role
models of our values of Pride, Ambition, Integrity and
Discipline
• Demonstrated the 'One LTFS' philosophy by
collaborating across boundaries
• Impacted the transformation agenda of the organisation
In the FY 2019-20, there were total of 1,870 Nominations
(28 nominations include for team awards) of which 208
individuals and 4 teams won awards in various categories,
thus, making it a truly aspirational programme and a
shining example of excellence.

• Clear and concise job/responsibilites for the financial period
• Employee performance plans which includes key result areas KRAs and
performance indicators

• Providing an environment of continuous coaching/ feedbacks during the
period of performance assessment
• Identifying the training and development needs by measuring the
outcomes

• Discussions and evaluating employee performance based on performance
plans and behavioural attributes

• Assessment against the set targets
• Decision on annual increment

LTFH provides aspirational roles and responsibilities
to its employees. It carries out Alignment Survey to
align individuals with goals, values and purpose of the
organization. Alignment and engagement of employees
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year. The process is cyclical and continuous and can be
described as comprising following key actions:
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bring highly motivated individuals to achieve organizational
outcomes and be the ambassadors of the transformational
journey.
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EMPLOYEE BENEFITS AND WELFARE
Employee Benefits
LTFH takes cognizance of the changing business landscape
and workforce in delivering various benefits to its
employees. The organization constantly innovates and
evolves its benefits programs to meet the needs of its
workforce. LTFH provides all its full-time employees a wide
range of benefits including gratuity, health care coverage,
insurance (medical, accident and life), parental leave, leave
encashment, ESOPs, pension, and provident fund. All
employees are eligible to participate in the Matching Grant
Scheme (MGS), a wealth-creation opportunity in which
the organization matches (subject to limits) the investment
made by the employee in any of L&T Mutual Fund schemes.
Parental Leave
LTFH has devised a progressive and family-friendly parental
leave domain wherein employees are entitled to parental
leave as per the company policy. Under this policy various
programs such as workshops, flexible working hours, career
management support etc. are run. Training and workshops
are also arranged for the staff returning from parental
leave. The programme also enables its female employees
to integrate their personal and professional commitments
seamlessly during the leave period.
During the FY 2019-20, a total of 66 Female employees
and 143 Male employees availed parental leave. Of the 209
Employees, 201 (143 Male & 58 Female) resumed work
post parental leave and none* returned, as their parental
leave period hasn't ended during the reporting period.
Promoting Employee Health, Wellbeing
and Safety
The productivity of both organization and the workforce
depends largely on health. LTFH emphasize its employee

on keeping themselves fit and safe. LTFH places great
significance on safety and wellbeing assurance of its
employees, since both safety and wellbeing of people
is a vital part of any business operations. LTFH ensures
ergonomic workplace design, proper sanitation facility and
regular health check-ups.
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Harassment at Workplace’ in place to ensure safety and
security of its women employees. There were 4 complaints
of sexual harassment of women at workplace received by

L&T FINANCE HOLDINGS LIMITED

the Company during FY 2019-20 of which 3 were duly
investigated and acted upon. 1 case, received in month of
March has been resolved as on the date of issue of report.

Cases of Discrimination at Workplace
LTFH ensures there is no discrimination of any type against socially disadvantaged sections in the work place .No incidents
of discrimination were reported during FY 2019-20.

The company also conducts robust and periodic training on
fire safety and evacuation related training for employees
across offices and branches. All employees are briefed
about the emergency procedures. Regular mock evacuation
drills are also conducted to ensure preparedness in case of
fires, earthquakes and other natural disasters.

TRANSPARENCY FOR HARMONY
LTFH employs a large workforce which has the desired
qualifications, skillsets and capabilities to meet the
company’s diverse business requirements. The workforce
dashboards reflect mandatory courses required by
the employees, and also enable their managers to see
the training status of the respective employees. These
dashboards provide a rich, overall picture of the employees
learnings and have training materials and various other
resources. These dashboards are used for understanding
the performance gap and provide insights for filling in
the gaps.

Cases of Sexual Harassment at Workplace
LTFH is committed to the prohibition of sexual harassment
at workplace and endeavors to provide easily accessible
reporting channels for every employee. LTFH has a ‘Policy
for Prevention, Prohibition and Redressal of Sexual

* Considering only those employees who resumed from parental leave within the period April 1, 2019 through March 31, 2020 and completed a year
with LTFH. It also includes employees who had availed Child Care Leave immediately post Maternity Leave and resumed within the mentioned period.
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CROSS-FUNCTION DEPLOYMENT
There is an optimal mix of expertise, knowledge, diversity
and experience both at management and the Board level,
at LTFH. Leadership at LTFH promotes cross-functional
responsibilities, and encourages collaboration and
knowledge sharing while working toward a goal.
For LTFH, the significant factors which promote
organisational partnerships are encouragement to access
know-how, promoting new knowledge and learning,
coping with greater competition, obtaining complementary
competencies, managing risk, improving flexibility and
complex adaptation. The company has created a network
of enterprises and clusters to facilitate common use
of its resources, as also ensure the dissemination and
transferability of the results.
LTFH works on the principles of Inclusive Meritocracy where
both people and performance matter. People attributes
are at the core of all its activities: Customer and Market
Excellence, Collaborative Leadership, Entrepreneurship, and
Trust. The company lives by these principles and implements
them in its corporate culture. The impacts are observed
across all areas of employee lifecycle management – from
recruiting and strengthening of feedback culture to people
development, promotion and reward.
LTFH encourages a positive attitude towards change and
ensures that its People Attributes shape the company’s
corporate behaviour in all relevant HR processes across
India – from recruiting and talent management to learning

and performance. The major initiatives in this aspect can be
summarized as:
• Fostering collaboration across all business portfolios
and operational entities to eliminate silo-thinking, and
to promote the best work practices, to be shared and
implemented as agile project management tools
• Increasing the mobility of employees across functions,
business divisions/portfolios, e.g. Chief Executive of Rural
Finance now also heads the Digital, IT and Analytics
portfolio , while Chief Executive of Infrastructure Finance
was earlier the Group Head for Legal & Compliance
function. Such reshuffling of top management ensures a
culture of cross functional environment
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GENDER PAY PARITY AT LTFH

A major challenge that hinders the progress of diversity and inclusivity in an organization includes unconscious bias, ineffective
policy implementation, fewer women in leadership roles, and the lack of awareness about the benefits of gender diversity.
Workplace policies for ‘Diversity and Inclusion’ are extremely crucial and need monitoring by senior management to assess the
efficacy of the same.
LTFH is a responsible brand and an equal opportunity employer. When it comes to remuneration and career growth, LTFH ensures
that only merit matters in decision making and no bias whatsoever is allowed to have any role in the process and outcomes. A
survey was conducted by the HR department to ascertain the status on gender pay parity. The Employees who have been a part of
last 3 Appraisal cycles - FY 2016-17, FY 2017-18 and FY 2018-19 (Excluding Frontline & MD & CEO) were chosen for the survey
and the results indicated that there is no significant difference between remuneration of male and female employees.

Average Increment %
11.28

FY 2018-19

13.54

FY 2017-18

• Addressing target behavior’s and integrating the People
Attributes into performance management and other HR
processes such as recruitment and talent management
forms the core of reshuffling activities for LTFH
• Promoting open and honest two-way communication
and developing a stronger feedback culture is resultant
of such initiatives
• Upskilling and capability-building by offering digital
learning initiatives to prepare the employees for the
impacts of digitalization, also forms the crux of such
initiatives

15.09

10.61
10.08

FY 2016-17
Female

Male

LTFH has well-defined policies and procedures in place to prevent any kind of discrimination. The policies are gender neutral,
except where gender-specific policy intervention is required - for example, the company has a separate section called ‘Women
Friendly Working Norms’ which includes, a separate child-care policy, part-time working and leave of absence to take care of
personal exigencies in addition to the regular maternity benefits stipulated.
To assess the gender pay parity, a sample study was done in each of the three management - OL, FML & FL. The ratio of salary
(CTC) to the average salary of the management band he/she is in was compared for male and female employees levels. The survey
results did not indicate significant difference between remuneration of male and female employees.

CTC Ratio
0.83
0.85

FY 2018-19

FY 2017-18

0.84

0.90

0.95
0.91

FY 2016-17
Female

82

13.64

Male

83

INTELLECTUAL
CAPITAL
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"Digitalization at LTFH is a strategic initiative and is deployed appropriately across the business value
chain. It has transformed our customer interface and significantly reduced the turnaround time. Data
analytics is deployed not only for credit assessments, but also for collections. A data-analytics-based
approach has helped LTFH to increase/maintain market share with no impact on asset quality and
operational efficiency. As the information intensity of our business increases, we are preparing for best-inclass measures for personal data protection. Risk Management and Audit Committees of the Board review
the Information Management and control measures. Remaining ever vigilant, we conduct monthly-level
checks for Data security."
Mr. Abhishek Sharma
Chief Digital Officer

SUSTAINABILITY PERFORMANCE:

Macro-prudential Risk
Provisioning

98% Turnaround Time (TAT)
reduction in sanctioning of
Two-wheeler loans

ESG Integration in
Infrastructure Lending

TARGETS

1. Integrate ESG in Risk Management Framework across businesses by 2022
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LTFH’s intellectual capital comprises (i) adoption of digital
technologies and data analytics, (ii) strong risk-management
systems including ESG factors, (iii) innovation management,
and (iv) excellence in internal processes/practices. Further,
the economic research division is constantly in action to
innovate for a) better products, b) viability of products,

The role digital transformation plays in a country’s economic
growth cannot be undermined; digital transformation has
hugely changed the way businesses operate now and it
will do so even more in the future. India is no exception to
this digital transformation wave and is already in the midst
of a digital revolution, which is transforming the country
through improved service-level performance, better goal
achievements, improved management, efficient product
management, inclusive growth, creation of new businesses
and job opportunities. LTFH is aware of these digital
realities, and therefore it has deployed digital platforms
across its value chain, which, in turn, has transformed the
customer interface and significantly reduced turnaround
time besides increasing efficiency in a significant way.

companies, these digital opportunities are not only limited
to financial aspects, but also include a wide range of areas
such as marketing, customer engagement, channels of
acquisition, process re-engineering, automation, workflow
management, cost optimization, risk management, product
development and even completely new business models.

In the past few years, the country’s financial sector has
proactively embraced this digital revolution, with banks
and other financial services firms rapidly adopting the
technology in every aspect of their operations. For many

The digital transformational journey undertaken by LTFH is
delivering rich rewards for the organization. Some of the
major benefits are highlighted below:

CREDIT COST

LTFH has in place strategies, policies and actions to reduce or eliminate adverse impacts on a range of environmental, social
and governance issues bringing in analytical and digital intelligence into the Business approach.
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c) management of collections and d) service delivery
options. The integration of digital technology across LTFH
products and markets led to complete transformation of
business operation, improved value proposition and higher
customer satisfaction.

DIGITALIZATION ACROSS OPERATIONS

2. Commence a formal process of environmental and social impact assessment with an
aspirational target of 5% of projects financed by L&T IDF, for FY 2020-21

3. 100% Patches applied to all Network Devices within 60 days of patch release

L&T FINANCE HOLDINGS LIMITED

• Data analytics has
helped LTFH understand
the customer's
borrowing history and
repayment capabilities
• Early-warning
detection techniques
have aided in proactive
judgment of probable
potential losses and
exposures

LTFH has proactively transformed its business on a digital
platform to secure its market position as a leader. The
complete digital makeover, which includes data analytics
tools and use of data intelligence, ensures promising
business prospects. This helps the brand to leverage the
business benefits in terms of scalability, effective cost
setting, and winning customer confidence time and again.

REDUCED COST OF
ACQUISITION/ ON-BOARDING
OF NEW RECRUITS

VISIBLE GROWTH

• Interdisciplinary &
swift movement across
the products value chain

• Digitalization aiding a
reduction in market
turnaround time

• Paperless on-boarding
and verification using
e-KYC, e-sign,
e-stamping

• Customer data
analytics is deployed for
designing value
proposition for higher
customer wallet share

REDUCED COST
OF SERVICE

• Seamless multichannel
proposition for
fulfilment of
on-demand service
requests
• Elimination of manual
data entry

ENHANCED
PRODUCTIVITY

• Tech-empowered
frontline staff for real
time, algorithm-based
decisions
• Dynamic target
allocation to tap
business opportunities
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DELIGHTING THROUGH
DIGITALIZATION
Digital transformation has been a driving force behind the
changes in business models being adopted by companies
globally to deal with new market realities. The most
interesting fact about this change is that it is not companydriven, but customer-driven. It’s a customer’s journey which
is driving businesses to adopt and change. And in order
to keep up with this new kind of “always-connected”
customer model, businesses are adopting technology to
deliver an unmatched customer experience. Fortunately,
putting the customer first has been already at the core of
LTFH’s organizational strategy, and digitalization has made
it easier for companies to ensure customers' convenience
and satisfaction.
A large part of India's population is still un-banked, and
LTFH has focused on lending responsibly to people with

CASE STUDY

little or no credit history or who may be under-served
by traditional and formal banking channels. LTFH runs a
mobile-assisted application for its customers helping in
quick decisioning, improving TAT, optimizing underwriting
procedure and empowering borrowers with no credit
history to raise loans easily.
LTFH has always believed in delivering value across all its
business segments. To achieve this, the organization has
completely transformed its businesses through digitalization
so that maximum benefits of this strategy can be reaped by
the customers especially in the rural-finance portfolio. Based
on past experiences, LTFH has built a strong data analyticsbased algorithm platform for business evaluation purposes.
The data analytics include parameters such as demography,
credit history, and credit bureau output and asset selection.
All of this has helped LTFH evaluate the eligibility of
borrower(s) and drive home correct lending decisions.

L&T FINANCE HOLDINGS LIMITED

After categorising the customers as "easy" and "difficult" on the basis of various internal parameters, the twowheeler finance business pushes "easy" customers to pay online, while the cases of "difficult customers" are
forwarded to field executives or agents. The two-wheeler finance business is also emphasizing and encouraging
customers to inculcate the habit of repaying through digital mode.
During FY 2014-15, collections through the digital mode was 5-10%, which has increased to 32% in FY 201920. The uptrend continued during the current reporting year as well, with the number of ‘Touch Free Collections’
increasing by about 17%.

The Digitalization has significantly improved the customer interface as summarized below:

01

EASY LOAN

02

QUICK TURNAROUND TIME (TAT)

03

CUSTOMER AWARENESS

04

CUSTOMER RELATIONSHIP

05

DIVERSE CUSTOMER BASE

-User-friendly loan application process
-Special agents for smooth processing
-Digital experience to customers for the product of choice

TOUCH FREE COLLECTION

Digital collections for the rural business of LTFH began with the two-wheeler loans in FY 2014-15. The online
repayment facility was introduced to ensure ease of collection, seamless transactions, less involvement of agents
and reduction in recovery costs. LTFH put in place a robust digital-collection infrastructure by partnering with reliable
third-party payment service providers such as Paytm, Airtel Payments Bank and UPI channels.
The collection process has significantly changed in the last decade. The two-wheeler finance business has established
efficient collection mechanisms based upon tele calling and field collections. Through the collection mechanism,
LTFH identifies and segments customers as Easy and Difficult customers. These categories are based on attributes
such as customer smartness, ease of contact, and ability/ willingness to pay. The company also utilizes an analyticsbased model for customer segmentation. The company uses four ways to collect the amount — SMSes/IVR calls,
tele-calling, pick-up by field executives, and agency allocation.
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1

SMSes/IVR calls

Reminding customers in advance or in early delinquency stages to repay by
offering payment options and sending payment links via SMS

2

Tele-calling

The second process of digital collection is tele-calling where customers are
reminded to repay and in some cases further pursued to pay online.

3

Visit by field
executives

When the customer is not reachable on phone, field executives visit him to collect
the payment

4

Agency

Outsourcing to a third-party

-Real-time transparent monitoring of entire processing leading to overall satisfaction
-Quick loan disbursements via unique digital process leading to extremely low TAT (in
minutes)

-Educating customers regarding their borrowing potential to avoid over borrowing
-Customised products as per customer needs to avoid over borrowing
-Transparent disbursement and loan recovery process

-Cross-selling of products /services offer better customer service leading to enhanced
satisfaction quotient on client side
-High customer satisfaction quotients leading to customer retention

-A wide array of products for various customer segments
-A diverse customer base, which ensures increased market share. It also aids in
understanding competition and enhanced growth through better product and service
development
-This widespread customer base helps the company to fare better in scenarios of
non-payment and bad debts
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EXPANDING MARKET SHARE THROUGH DEEP
DATA ANALYTICS

LTFH utilizes digital transformation and investment in technology to responsibly expand its market share by
identifying geographies which are rich in opportunities and are less penetrated. Data analytics helps to analyse
various climate-based inputs like cropping pattern, precipitation patterns, ground water levels, reservoir levels etc. for
each of the regional markets the company wants to penetrate.
LTFH focuses on responsible lending for borrowers who have little or no credit history, who are under-served in the
traditional and formal banking channels. Before lending, LTFH ensures that the identified geographies have sufficient
financial awareness.
The use of data analytics helps in predicting early-warning signals to prevent over borrowing. The analytics analyses
all the data and utilises it to gain insights on planning, and actions for business expansion.
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India is driven by a strong customer demand and the
country is witnessing a dynamic digital adoption even at the
grassroots levels (small towns to small villages) LTFH believes
in educating its customers so that they are well-informed
about the best credit option/product which suits their
needs. LTFH has taken various initiatives towards scaling up
skilling activities and capability-building by offering learning
initiatives to prepare customers for harnessing the benefits
of digitalization and smooth transitioning to digital-based

FINANCIAL LITERACY-CONSUMER SIDE

IDENTIFICATION

• Target geographies

INFORMATION ASSIMILATION
Capacity buildinginformation assimilation & application

ASSESSMENT

PENETRATION

• Performance of
climate based inputs

• Assessment of credit
stress on borrowers

• Political disturbances

• Customer’s
inclination to pay

• Competition
mapping
• Credit mapping
• Geographical deposit
to credit ratio
• Historical
significance of the
geography
• Customer behavior
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Counselling centres

Financial literacy - counselling aids

LTFH also undertakes various risk management measures to identify at the pin code level if there are more than three
financial service providers already existing in the region. Also, it looks for Geographical Deposit to Credit Ratio and
identifies the market which has less credit penetration.

Mechanism:

financial systems. LTFH ensures providing reliable financial
services to its customers. These initiatives indirectly help
in transformation of economic activities in rural areas and
improve access to education, health and financial services.
The following chain of events are usually followed to make
borrowing a pleasant and fruitful experience:

• Sample selection in
the new geography
• Capacity building
• Probability of default
• Warning Signal I & II

Credit absorption capacity

PRODUCT KNOWLEDGE
Generating means end chains

At a macro level, digitalization has led to various benefits
like Aadhaar linkage, direct benefit transfer and various
other government benefits. LTFH believes that the financial
inclusion will further disseminate the information on various
other schemes and service offerings, to be made readily
available to the rural population (e.g. initiatives like Digital
Sakhi etc.).
LTFH has proactively taken part in financial inclusion and
has been training rural women through its flagship CSR
programme, ‘Digital Sakhi’. LTFH has also entered into a
partnership with NPCI (National Payment Corporation in
India) for its Digital Sakhi programme.

Linking personal & self-relevant consequences, values,
goals and needs of consumers to product(s)

DIRECT DIGITAL CUSTOMER INTERFACE
Digital advancement and technology have helped LTFH’s
financial services to reach the doorsteps of individual
customers. An assisted smart mobile app catering to the
customer's needs has led to a reduction in TAT for loan
sanctioning and disbursement. Few more benefits that
come along with it are:
• Ease of operation: Implementation of straight-through
processing in middle and back-office functions
• Capacity building: Increased integration of third-party
providers into operations to improve cost efficiency and
build capabilities
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• Reduced TAT: Transformation from manual, timeconsuming, human judgment-based underwriting to
process using technology advances to provide instant,
real-time approvals
• Consumer first: Training of front-line collectors to
represent organizational values and maintain a customercentric approach
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• Financial literacy of consumers: Education of
borrowers on their responsibilities
• Diverse product portfolio: Smarter decision-making
and ensuring availability of credit for customers at best
rates at all times

CASE STUDY

DECLUTTERING HINDSIGHT BIAS

The use of advanced data analytics has increased manifold in the lending decisions in the financial sector. LTFH utilizes advanced
data analytics not only for loan disbursements and assessment of collection patterns but also for credit stress on borrowers and
likelihood of a default. LTFH has a dedicated team which analyses data and develops financial models using different variables
as inputs to assess business dynamics in a given region. While AI and advanced data analytics generates customer benefits and
enhances business value, it also brings serious consequences in predicting outcomes which can possibly give rise to a variety

CASE STUDY

of harmful, unintended consequences. Bias and Hindsight in data analytics creates bottlenecks in artificial learning and it

VIDEO KYC

significantly impacts and contaminates judgment, decision-making and, hence prediction of the outcomes. Error of logic is one
of the biggest risks in decision making. These risks can come up at any stage and there are various mechanisms to identify and
mitigate them.

With the increased use of electronic identification due to availability of digital data banks such as Aadhaar, NSDL, CKYC
repositories along with mandatory regulation, LTFH utilises the full potential of digital service and streamline its value proposition

The analytics team at LTFH analyses data by finding patterns and relationships that give management greater insights into the

to the customer more effectively and robustly.

issues. These risks are closely monitored by the digital team at LTFH through its Framework on Logix and Model Governance.
These frameworks identify sample risks like inaccuracy of data, insufficient learning feedback loop, implementation errors,

Video KYC involves a live video session with a user that establishes their presence during the transactions ensuring better

and cyber security threats during various stages of analysis and take measures like real-time performance monitoring, access

efficiency, reduced waiting time, Faster TAT and better security. These procedures also have massive advantages in terms of

management, testing and others to mitigate them. Continuous evaluation of model use is critical to the regulatory assessment

brand reputation, brand recall value amongst present and prospective customers. LTFH Video KYC is AI-Driven having the highest

of risk associated with data analytics and machine learning. The evaluation of model use and governance is critical to the

security standard and legal compliance, with advanced verification in real-time by a live web ID agent, and are available anywhere

assessment of risk in the interpretation. The board and senior management periodically review the model governance policies for

on a tablet, computer, or smartphone.

adequacy, accuracy, completeness, validation procedures and outcome analysis.

Increase Efficiency

Faster TAT

Better Security

Benefits of Digital KYC
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• Remotely Onboard Customers

• Curb Fraud & AML

• Greater Transparency

• Process Automation

• Reduce Cost and Time

• Eliminate Paperwork

• Error recognition

• Digital collection
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SYSTEM AND PROCESSES
The company understands that data-led decision-making
aids in taking the right step at the right time. By providing
data analytics led insights in macro-economic aspects,
agriculture sector nuances, regulatory policies and assetliability management policies, the Economic Research
Division supports LTFH’s efforts in tapping the right kind of
opportunities and swiftly responding to market dynamics.
The key measures adopted to maintain a sustainable and
smooth business functioning include:

helps in delivering sustainable, long-term returns to its
shareholders.

Credit risk
Credit risk arises mainly from wholesale and retail loans,
advances and loan commitments arising from lending
activities; as also from credit enhancement provided, such
as financial guarantees and letters of credit.

Market Risk

• Strategies and fundamental research with thematic
views, trade ideas and events across a wide range of
credit products and geographies

Market risk is the fluctuation in the fair value of future cash
flows of a financial instrument due to changes in market
prices. The market risk is monitored by the Asset Liability
Management Committee (“ALCO”).

• The Economic Affairs team is responsible for
undertaking research in the field of lending and
finance, and for short and medium-term forecasts of
lending activities. Its various topics include the NBFC
systems of India, the effects of regulatory changes.
• Financial Institutions strategies and economy
financing, macroeconomic trends in household
savings, consumer credit, housing loans & corporate
financing.

RISK MANAGEMENT
The Risk Management programme provides a detailed and
broad overview of risks in a business environment through
identification, measurement and control of risks. The Board
of Directors and its Risk Management Committee at LTFH
ensures that the Management takes into consideration all
the relevant risk factors which could lead to unexpected
deviations in inputs, outputs and outcomes. The strategy is
to mitigate risks and harness opportunities. This approach
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MEASURES FOR MINIMIZING
IDENTIFIED RISKS

• Delivering integrated short- and long-term
economics, rates, and public policy insights across
different economic parameters

• Providing innovative insights into all aspects of the
investment process, across asset classes
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Liquidity Risk
The Board-approved Asset-Liability Management Policy
provides the governance framework for the identification,
measurement, monitoring and reporting of liquidity risk
arising out of the organization’s lending and borrowing
activities. The liquidity risk is monitored by the Asset
Liability Management Committee (“ALCO”).

Operation Risk
Operational risk arises from the potential inadequacy or
failure of internal processes, people, and systems or from
external events.

• A centralized risk management function oversees
the risk-management framework, which periodically
presents an overview of credit risk with respect to
the portfolio to the Risk Management Committee
• The sustainable business model and strong corporate
governance ensures any necessary corrective
actions to be taken without undue delay post risk
identification
• LTFH’s Internal auditors monitor and evaluate the
efficacy and adequacy of the internal control system
in the Company and its compliance. In case of certain
areas which need – strengthening, the company
ensures prompt corrective and preventive measures.
• Management of liquidity risk through the robust
Asset Liability Management System and Liquidity
Management System and maintaining adequate
liquidity buffers. Also, covering the diversification of
liabilities – raising fund through new sources
• LTFH has a diversified portfolio across geographies,
products, customers & it needs effective risk
identification, measurement and control of risks at
various levels. The risk assessments are conducted
on various parameters such as pin code-based
assessment, borrowers history etc.
• Underwriting is centralized through deep data
analytics and it provides a faster decision making
ability which assists in risk mitigation.

Capital Risk

• Internal Ratings provide a consistent and common
scale for measurement of components of credit risk
of a loan asset including the Probability of Default
(PD) across products and sectors.

Capital risk management is a company’s ability to withstand
the effects of credit, market situation and associated risks.
In the current scenario, LTFH views segregation of resources
from its business profit, as a fundamental tool for making
sound financial decisions and diversification opportunities
for the company.

• The Operational Risk team conducts process
walkthroughs to review adequacy of existing
controls. Risk treatment is implemented by
implementing additional controls, wherever
applicable. Changes in policies, processes and
systems are initiated to fix the gaps/issues as
preventive measures.

L&T FINANCE HOLDINGS LIMITED

MACRO-PRUDENTIAL PROVISIONING:
A key lesson a financial organization learns during times
of crisis and uncertainties is the pressing need to have
in place a robust macro-prudential framework. A strong
macro-prudential framework at LTFH helped it immensely
in staying resilient in the face of economic challenges. It
has also helped the organization strengthen its financial
system and reduce the build-up of systemic risks, which is
visible in FY 2019-20’s financial outcomes. The corpus thus
assimilated can act as a contingency fund to cope with
unforeseen risk and ensure future proofing.
LTFH plans to build macro-prudential provisions over a
period subject to a cap of 1.25% of the risk-weighted
assets. The quantum of creation or drawdown of
these provisions in a quarter is decided by a committee
comprising Chief Risk Officer, Chief Financial Officer,
Chief Executives of respective businesses as well as the
Managing Director and CEO, and is subsequently presented
to the Audit Committee along with the quarterly financial
results. The creation of this provisional corpus reflects the
commitment to building a sustainable business which can
deliver long-term value and returns to all stakeholders. At
present, there is no regulatory stipulation for NBFCs on
“Floating Provisions” from the RBI.
A consolidated macro-prudential provision provide a backup
fund for any unanticipated risks, and is over and above the
expected credit losses on GS3 assets and standard asset
provisions.

INTEGRATING ESG IN BUSINESS
PRACTICES
Investing in companies and projects that incorporate ESG
criteria into their policies and practices can potentially
improve the risk management and long-term return profile
of an investment portfolio. Further, sustainable investments
can help LTFH to capitalize on opportunities that support
long-term trends such as decarbonisation, digitalization,
decentralization, electrification, demographics, women
empowerment, and resource security. They also enable
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the organization to make a positive impact on the world
at large by addressing issues relating to climate change,
poverty alleviation, access to quality healthcare, education,
etc.
In some of the LTFH’s businesses viz. Infrastructure finance
and IDF, ESG frameworks similar to IFC’s Performance
Standards are followed. All the lending contracts of
LTFH have covenants, covering Environmental and Social
requirements and mandating adherence by the investee
company/project. LTFH is aware that some companies may
not meet all of the specified requirements at all times, due
to operational issues beyond their control, or lack of focus.
In the near future, LTFH wishes to establish processes to
engage with such customers and improve their adherence

L&T FINANCE HOLDINGS LIMITED

to ESG requirements. This engagement is expected to result
in a mutually agreed, time-bound action plan to address
any gaps.
Going forward, LTFH would embed ESG factors into the
credit approvals process for Infrastructure projects. Prior
to providing financial services to a business client, the
process of Environmental & Social Risk Assessment (Client
ESRA) will become part of the credit-appraisal process.
Outcome of such an assessment, will not be a go or No-Go
decision but an action plan to address and mitigate such
risks. All the relevant managers will be trained to assess
environmental and social risks according to pre-determined
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INFORMATION SECURITY RISK MANAGEMENT
The Information regarding the functioning, policies
and businesses of LTFH is valuable and is appropriately
protected. Security is required for combined systems,
operations and internal controls, to ensure availability,
integrity and confidentiality of data and operation
procedures. LTFH has set up the Information Security
Management System (ISMS) for effective management and
operation. Cyber security and Information security policies
are well defined and implemented.

LTFH Digital Platform has a 3-tier Security Architecture with
in-built disaster recovery with multiple layers of defence for
IT network, websites and applications, databases and user
laptops/desktops, denial of service attacks, ransomware
and malwares. Role-based access is implemented to
provide access on a need-to-know basis. The IT network,
applications and systems are proactively monitored against
cyber threats to ensure availability 24X7.

criteria, as well as access to a suite of online resources.

SECURITY
• Cyber security framework
• Vulnerability management
• Data security & privacy
• Cyber insurance

CRITICAL
BUSINESS DECISIONS
LTFH has been successfully using
the digital platform to make
critical business decisions
including:
• Identification of risk metrics for
micro loans
• Collection strategy & Application
Score Card - Gen 4 for TW

DATA
ARCHITECTURE
For simplifying the data
architecture and better
optimization of space LTFH is:
• Leveraging the power of Google
Cloud and big query for Data
Analytics and Enterprise Data
Warehouse (EDW)
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IT
OPTIMIZATION
For a meaningful interpretation &
communication of data, LTFH is
applying digital platform to score
high in its IT area by:
• Leveraging Google Cloud for better
space optimisation
• Implementation of strict controls
on production access

RISK
MANAGEMENT
• LTFH places utmost value on risk
management of its businesses
• At each step they ensure an audit
followed by every change under
progress
• The company has introduced best
management practices right from
the development stage of its
operations
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LTFH has strong security controls at Perimeter, Application
and Endpoint level.

CYBER SECURITY
LTFH ensures that all its business applications, computers,
data, and network are defended against emerging cyberthreats, attacks, access or damage. This is achieved
through the implementation of several processes, security
framework, practices, and technologies.
• Cyber Security Framework
Identify - Process & assets
Protect - Safeguards available
Detect - Techniques to identify incidents
Respond - Technique to contain impacts of incidents
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Management Solution) where each activity of these
users are recorded and logged. Automated access
provisioning and de-provisioning for business-critical
applications are in place, and user access is reviewed on
a quarterly basis.
• Proactive Monitoring: LTFH is monitoring health,
security events and every incident occurring for all its
critical systems to proactively find any availability issue,
security risk, probability of attack or gain early.
• Data Security & Privacy: Controls are in place to
prevent data leakage. By default, USB ports are disabled
on endpoints, and data at motion and data at rest are
encrypted. Monitoring is in place for outgoing data.
Data backup, secured disposal of data is in place when
no longer in use- and access is provided only to the right
people on a need-to-know basis.
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Comprehensive security for digital LTFH

IDENTIFY

• Cyber Threat & Vulnerability Management : Internal
LTFH security team conduct vulnerability assessment on
a quarterly basis for all critical applications, systems and
network devices and mobile apps to proactively find
any bugs, misconfiguration, and missing critical security
patches, which could be exploited. LTFH also engages
3rd parties to conduct vulnerability assessment and
penetration testing on a yearly basis to ensure security
from cyber-attacks.
• Access Management: LTFH has implemented rolebased access control for the users. Privileged users
are provided access through PIM (Privileged Access
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DEVICES

Ensure only right people have access
to organizational systems

Internet Security on laptops,
desktops and mobiles

INSURANCE

DATA

Data protection in transit and rest
against leak, tampering and destruction

Procures an insurance of
100Cr to safeguard business

COMPREHENSIVE
SECURITY

Recover - Techniques to restore capabilities
• IT Infrastructure Security : Firewalls and intrusion
prevention systems are in place to secure IT network
and data centre from outside world , Endpoints are
protected from virus & malware Trojans by appropriate
antivirus solutions and secure internet gateways
solutions are used to provide a secured internet access
to users.

L&T FINANCE HOLDINGS LIMITED

• Security Awareness & Trainings: Helps the employees
to understand the need for information security and
effective IT risk management programs. It provides
full visibility, and also helps LTFH to detect suspicious
activities and minimize the chances for security
incidents.
• Cyber Insurance - Cyber Insurance is in place against
business losses, lawsuits, extortion, damage to IT
infrastructure , regulatory penalty resulting out of cyberattacks disrupting of LTFH services
LTFH complies with RBI, NIST/ISO 270001*/ RBI Guidelines/
IT Act 2008, NIST framework/SEBI/NHB on Cyber Security.

INFRASTRUCTURE

Designing secure architecture ensuring
Business resiliency

CLOUD APPLICATION

Cloud Workload protection &
Security Assessments of applications

There is a Monthly Dashboard review by CRO and CDO
highlighting risk posture, current risk, risk mitigation and
risk score. Risk score contains IT infrastructure, application,
endpoint security, regulatory compliance, third-party risk
and business resiliency.
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SOCIAL AND
RELATIONSHIP
CAPITAL

SUSTAINABILITY REPORT - 2020

L&T FINANCE HOLDINGS LIMITED

Created a cadre of 660+
Digital Sakhis’ and upskilled 5500+ women
entrepreneurs

L&T FINANCE HOLDINGS LIMITED

STAKEHOLDER ENGAGEMENT

SUSTAINABILITY PERFORMANCE:

Enhanced incomes of
60,000+ farmers through
the ‘Jalvaibhav Programme

SUSTAINABILITY REPORT - 2020

Outreach to 7.75 Lakh
community members and
their households through
CSR

TARGETS

1. Increase the beneficiaries of CSR program by 10% on a YoY basis

2. 20% increase in adoption of digital modes of payments by rural communities in the Digital
Sakhi CSR program, by 2022

LTFH believes in forging a strong relationship with its
stakeholders based on trust and delivery. The stakeholders’
expectations and concerns offer critical inputs to LTFH’s
business management and growth. The key stakeholders
include customers, employees, shareholders & investors,
regulatory authorities and community. Through periodic
interactions, the company actively addresses stakeholder
expectations and concerns in an informed and
effective way.

APPROACH TO STAKEHOLDER
ENGAGEMENT

The company has a Stakeholders Relationship Committee

other for long-term growth.

which primarily addresses stakeholder grievances and
reviews the policies and procedures to ensure speedy
disposal of grievances. .

LTFH has identified its internal as well as external
stakeholders and engages with each of them through
various means, including discussions, surveys, activities,
and events, specifically designed for each group. These
engagement methods also enable the organization to
prioritise stakeholders based on the degree of their impact
on LTFH performance and their ability to influence each

The organization has also identified the disadvantaged
amongst each stakeholder group and is working on their
upliftment through its CSR (Corporate Social Responsibility)
activities. The following pattern is followed for stakeholder
engagement and management at LTFH:

LTFH plays a key role in increasing stakeholder awareness of companies’ impacts on society.
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Stakeholders

Employees

L&T FINANCE HOLDINGS LIMITED

Focus Areas

Mode

Frequency

• Productivity

• Regular interactions

• Ongoing

• Talent management

• Training sessions

• Learning and development

• Performance appraisal

• Internal mobility

• Employee development initiatives

• Training

• Annual reward and recognition
programs
• Star awards

• Requirements with respect to the
products & services
• Credit worthiness
Customers

• Regular business interactions
• Dealer meets and engagement
activities

• Transparent and fair advice

• Press releases

• Grievance redressal mechanism

• Regular media interactions
• Ad campaigns

• Delivery of programs

• Calls on project Updates

• Weekly

• Social Impact

• Monitoring and Evaluation and field
visits by CSR team members

• Quarterly

NGOs

Shareholders
& Investors

• Annual general meetings

• Business strategy

• Quarterly and annual results

• Return on equity

• Investor and analyst quarterly
meetings and con calls

• Long-term business performance
• Goals and targets
• Risk assessment and management

• Need-based,
quarterly/
annually

• Investor conferences
• Non-deal road shows
• Annual report
• Quarterly results communications
through social media and ad
campaigns etc.

• Regulatory compliance
Regulatory
Bodies- RBI/
SEBI

• Operational efficiency
• Financial performance
• Business strategy

• Performance reports shared with
SEBI and RBI

• Quarterly/
annually

• Compliance reports
• Industry Bodies

• Long-term business performance
• Digital Financial Literacy,
• Integrated Water Resource
Management & Disaster Relief
Communities

• Road Safety

• Baseline and Needs Assessment
Surveys, End-line surveys and Social
Impact Assessments
• Co-creating CSR programmes with
implementing partners
• Capacity building workshops
• Local, State and Central level
Stakeholder workshops
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• Capacity building of NGO partners

• Need based
• Annual
presentation
to senior
management

CONTRIBUTING TO PUBLIC POLICY

MANAGING INVESTOR RELATIONS

LTFH engages in public and regulatory policy development
process, through providing suggestions on draft
notifications from regulators, and interaction with various
bodies/regulators on matters significant to industry and
society at large. LTFH also provides valuable suggestions to
various regulators in the larger interest of the industry.

The company publicly discloses all necessary and relevant
financial and non financial information for investors to take
informed decisions related to the company. The company
discloses information beyond the set mandated by the
market regulator SEBI. The company conducts quarterly
results presentation and analyst interaction. Further, regular
announcement on material issues relevant to investors and
specifically to stock holders are made.

• Social media
• Financial performance

L&T FINANCE HOLDINGS LIMITED

• Ongoing

• Customer satisfaction survey

• Customer data privacy and security
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• Ongoing

Further, LTFH’s Managing Director and Chief Executive
Officer is a co-chair of he National Committee on NBFCs
at the Federation of Indian Chambers of Commerce and
Industry (FICCI). The Members of the leadership team are a
part of various advocacy and advisory bodies such as, the
Confederation of Indian Industry (CII), SEBI Mutual Fund
Advisory Committee, Indian Banks’ Association’s Monetary
Policy Consultative Group, Indian Institute of Banking and
Finance (IIBF), Journal Bank Quest, CII & FICCI Infrastructure
Committee and the Association of Mutual Funds in India
(AMFI) through which contribution is made in shaping
public policy for the betterment of Industry at large. A
member of LTFH leadership is also a part of a sub group
constituted by the Ministry of Finance in the context of
the implementation of the National Infrastructure Pipeline
announced by the Government of India.
LTFH believes in policy influence and advocacy for the larger
public good and therefore, publishes and circulates white
papers of their CSR programmes on critical thematic areas
such as Digital Financial Inclusion and Climate-Resilient
Agriculture to the government, investors, multilateral and
bilateral funding organisations.

The Company has formed Stakeholders Relationship
Committee of the Board and one of the Independent
Director is the Chairperson of the Committee wherein
the status of the Investor’s grievance are reviewed by the
Stakeholders Relationship Committee of the Board which
advises the Company to take appropriate steps for resolving
the grievances of the shareholders. The shareholders can
raise grievance/complaints by writing to the Company
directly or through email.
Further, the company interacts with institutional investors
and multi laterals, on a regular basis. The choice of such
interactions is fit-to- purpose of the business. Multiple road
shows followed by individual interactions and presentation
are undertaken to raise resources. The engagement
activity with investors has increased in scale and is further
diversified. This is to diversify sources and tap the patient
capital in keeping with the company's strategic approach.
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CUSTOMER RELATIONSHIP MANAGEMENT
In the multichannel environment, it is essential for
sustainability of business to focus on customer satisfaction.
It has, therefore, become imperative for the businesses, as
services organizations, to keep customers above everything
and any dissatisfaction, regarding service or any other
concern area must be dealt with on war footing and in
depth. LTFH values its customers as one of its core assets,
hence, maintains highest standards in the areas of customer
care and grievance management.

CUSTOMER RELATIONSHIP AT RURAL
FINANCE BUSINESS

Customer relationship management (CRM), therefore,
is significant in meeting sales and marketing goals and
exceed customer expectations.
The company ensures that its customers can reach the
organization by every possible means of communication
such as company portal, written communication, social
platforms, 24*7 Toll- free hotline, or by simply visiting
the nearest center. LTFH has a highly trained front-line
workforce as well as backend customer care staff for quick
& efficient resolution of customer queries, enhancing
customer satisfaction and retention.

CASE STUDY

QUARTERLY CUSTOMER MEET

Customer Centricity is one of the core values of LTFH. The company believes that Customer Experience is the key to keeping
customers happy, which in turn ensures a long-lasting relationship and promotes positive branding.
Every quarter, the company holds a ‘Customer Meet’ and works on customer feedback via a feedback form which is built on the
most relevant indices identified by the internal stakeholders. The purpose of such meets is to nurture customers’ trust in LTFH
by engaging with them at the ground level. LTFH looks forward to its customers participating in customer meet and helping the
customers in meeting their expectations, discussing their concerns, sharing feedback and suggestions on products and services
and experience at its branches & meeting centres. Business/ sales team mobilizes customers for the meet.

The key activities at these customer meets are:

LTFH is a customer-focused company, the function of

Interaction of customers with
sales team/ branch staff &
dealers discussing customer
needs and the needs of the
society at large

Continuous
improvement
through
feedback

Design
according
to customer
expectations

Evaluating feedback on the
quality of customer service
provided from various
channels to ensure superior
customer experience

Mode of resolutions and
TAT of each complaint

To understand and meet the needs of geographically diverse customers, LTFH uses a three-step model: measure, analyze, and act.
LTFH collects customer feedback (qualitative and personal), customer complaints and analyzes them closely to identify potential
improvements, and uses customer experiences for further improvements.
Resolutions of Customer Complaints:
LTFH addresses grievances of customers swiftly and this reinforces the trust and also delights customers.

Empowering
the front line

Understanding
customer
behaviour

5%
7%

19%

68%
0-7 days
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1%

1%

8-15 days

Resolution July-Sept.

CUSTOMER
CENTRICITY

Resolution April-June

Customer
focused
leadership

Resolution TAT

16-20 days

18%

1%

4%

76%
21-30 days

>30 days
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18%

1%

4%

76%
0-7 days

8-15 days

Resolution Jan.-Mar.

Resolution Oct.-Dec.

1%

16-20 days

10%

2%

29%
59%

21-30 days
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The analysis obtained through end user poll provides
LTFH with a good understanding of the customers; view
on its products, support requirement, experience at each
stage in their journey and mode of resolution. Where
non-critical processes are involved, customers who rate
within the detractor category are contacted to get further
insights about the reason for dissatisfaction. Where critical
processes are involved, a follow-up call is made to the
detracting customers as well as to a sample of customers

2019

Feedback is sought from customers, to gain insights on the satisfaction level on various parameters.
For the FY 2019-20, during the customer meet, LTFH conducted a customer satisfaction survey targeting 25
customers from the two-wheeler Finance domain. The survey recorded a 100% participation. Based on the
assessment it was found 77% of total targeted/respondent customers were satisfied with the services and delivery
model of LTFH.

LTFH practices a stringent and effective grievance redressal
process, with two levels of the check. Redressal mechanism
follows a simple two step process where the complaints
are dealt by the customer care (Call Centers), which if
unresolved in the stipulated time (one week), reaches to the
grievance redressal Office (GRO) where a quick monitoring,
resolution and closing of complaints happen in real time.
LTFH classifies complaints into various categories as: a)
requests for service upgrade, b) queries about technical
aspects of lending and c) complaints arising out of
customer dissatisfaction.
At the end of each quarter, the grievance committee
apprises the board members with the latest data regarding
number of complaints, type of complaints, number of
complaints resolved and pending.
Further, LTFH also has an Internal Standing Committee
comprising members from core business functions and
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who provide a passive or positive rating. Insights from
the bottom up NSS calls and ratings are then analyzed to
deduce the main themes impacting the customer’s overall
experience. This feedback is also shared periodically with
the front-line teams as well as management. Quality tools
are used to identify and address the negative drivers while
innovative upgrades are designed to further fortify the
positive drivers.

>30 days

CUSTOMER SATISFACTION SURVEY

GRIEVANCE REDRESSAL MECHANISM

L&T FINANCE HOLDINGS LIMITED

chaired by the Head-GRO. The committee apprises business
function on the nature of customer complaints, status and
provides feedback for improvement.

MEASURING CUSTOMER LOYALTY
LTFH uses the globally recognized Net Supporter Score
(NSS) as a key metric for customer loyalty through
customers willingness to promote the brand. Since it
is applied regularly according to global cross-industry
standards, NSS allows benchmarking against the
competitors and industry peers.
The NSS listening mechanism is designed to capture the
Voice of Stakeholders (VoS) at key stages during the
customer’s journey. Bottom-Up NSS is also deployed along
the digital touchpoints of the customer’s journey to capture
VoS to gain a better understanding of the customer’s online
behavior, preferences, pain points and their opinion on the
quality of the company’s products and solutions. The end
user poll is conducted by C SAT. It reaches out to customer
sample group over a period of 10 weeks to seek their
feedback on performance and service.

Net Supporter Score (NSS)

CUSTOMER RELATIONSHIP –
INVESTMENT MANAGEMENT
BUSINESS
LTFH has a very strong and effective mechanism for
addressing the queries/complaints from its external
stakeholders. The investment management business has
a very robust customer relation division based in Chennai
that manages complaints which are regularly monitored.
LTFH offers a high quality service to its customers, investors
and other external stakeholders. All customer complaints
are recorded and assessed for the actions taken, time
taken to redress. In order to ensure a hassle-free complaint
redressing system, the company has made various routes of
communication are analyzed for its customers to reach out
to the customer care team. The customers can reach the
organization via various channels such as company portal,
official written communication, social media platforms,
24*7 Toll free hotline, or by simply visiting the
nearest center.

85%

CUSTOMER RELATIONSHIP – HOUSING
FINANCE BUSINESS
LTFH, being one of the most preferred home loan lenders
in the country, always ensures that the interest of all its
customers is duly taken care of. The company has set up an
efficient customer care team that is responsible for creating
a mechanism for redressing & resolving the complaints.
The customers can reach out to the company through
various means, such as visiting the nearest branch and
filing of the complaint. Alternatively, the customers can
also send an SMS with their registered contact number and
raise a ticket for the complaint after which the customers
receive a call from the customer care representative with
respect to the type of lending.
• Home Loans
• Loan Against Property
• Real Estate Finance
For grievances related to housing, the norms set by
respective regulatory authority “National Housing Board
are followed”
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CUSTOMER RELATIONSHIPINFRASTRUCTURE FINANCE BUSINESS
L&T Infrastructure Finance Company, being one of
the largest lenders of the infrastructure sector in the
country maintains a customer-centric approach and
strives continuously achieve the highest level of customer
satisfaction. The company understands the commercial
requirements to its customers during a project lifecycle and
accordingly undertakes greenfield project financing as well
as refinancing of operational projects.

L&T FINANCE HOLDINGS LIMITED

Further, the company ensures continuous engagement
with the customers at every stage so as to understand the
recent industry developments, business challenges and
future plans. A dedicated relationship management team
is assigned for every customer which acts as the face of the
company for that customer. This arrangement also ensures
that the TAT for the customer requests is minimised.
Further, the company sends automated reminders to
the customers with respect to debt servicing and other
obligations.

• The company runs initiatives such as “Kisan Suvidha”
for prompt and loyal customers, which aids a farmer
in bearing other agricultural expenditure, this facility
can be opted by those farmers who have already
repaid half of the existing loan. This facility is based on
the understanding of the company about an existing
customer’s ability for repayment.

It is borne out of the experience, that an extended
approach to product responsibility is essential to a longterm, scalable and replicable business model.

• LTFH has deployed many CSR programs that are aligned
to imparting financial literacy to the rural poor and
improving farm productivity.

ENVIRONMENTAL AND SOCIAL
DIFFERENTIATORS

Two-Wheeler Segment

• For the farm-equipment sector, the payment options
match the harvest cycles, this helps in avoiding the
borrower-defaulter episodes. Around 70-75% of the
portfolio is half-yearly payments, matching with the
harvest cycle.
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Micro Loan Segment
• Microloans are disbursed cyclically. The first-time loan
cycle is ` 30,000-35,000 based on the profile of the
customers. The loan size does not go beyond ` 45,000
in the third cycle. At each cycle, the company ensures
that it is not lending to the customer beyond their
means.

impact capacity of its borrowers and accordingly tweaks
disbursements and collections.

Product stewardship at LTFH flows from the values and
commitments. The company's products are designed to
contribute to sustainable economic growth in the segments
it operates. LTFH adheres to transparency and clarity in all
product related communications. Further, it influences the
invested companies to adhere to good environmental and
social practices.

Farm Equipment Segment

events. This intelligence helps LTFH in engaging with the
customer and managing disbursements and collections.

L&T FINANCE HOLDINGS LIMITED

• The collection staff is trained to be sensitive and follow
fair practices in collection.
• LTFH transfers entire loan amount to the customers
account, in order to rule out any money laundering.

Renewable Energy Finance
• LTFH is currently the largest financier of renewable
power in the country. As of March 2020, the solar
power capacity financed by LTFH stood at 5,328 MW
while the wind power capacity stood at 4,337 MW.

• LTFH tracks conditions and circumstances that may

PRODUCT STEWARDSHIP

LTFH business operating practices are always aligned to
environmental and social context of the region, sector and
segment where it operates. A few illustrative examples are
delineated below:
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• Digital Transformation and data analytics have helped in
improving Turnaround Time, and exceeding customer
expectation.
• Lending to Two-wheeler segment is mainly to low
and middle income groups in semi urban areas. This
segment of customers normally do not have income
proof and other documents. LTFH deploys complex
algorithmic based data analytic tools to assess credit
worthiness of such customers and lends to them.
• LTFH tracks ago-climatic data and information
continuously to understand and anticipate default

• Further, as of March 2020, LTFH had outstanding
assistance of `7,965 Cr. to solar power sector and
`11,650 Cr. to the wind-power sector.

TRANSPARENT PRODUCT
INFORMATION
LTFH fully understands the importance of fair and ethical
practices in customer transactions. During and post the
sales, digital experience is offered to facilitate customer
experience and exceed his expectations. The products
offered by LTFH are designed to enhance income accrual to
the customer. As the financial literacy is not high in many
segments LFFH operates, it deploys time and resources in
improving financial literacy and ensures that its product
related communications are clear, simple and transparent.
The following practices are noteworthy amongst fair and
transparent product communications:
• The company's code of conduct requires that the
employees personal interests should not rise above the
needs of the client.
• Adequate training on management of financial
resources and services is imparted to select customers
to make optimum and appropriate use of products and

• LTFH’s marketing and communication departments
ensure that a certain level of financial literacy is imparted
to in the stakeholders to understand the product and its
consequences.
• LTFH believes in journey along with the customernurturing and improving incomes along the journey.
The sale process to such customers does not violate
customer privacy and is fair.

FINANCIAL LITERACY
In the market segments and regions that LTFH operates,
significant populations continue to remain excluded from
the formal economy and are thus deprived of its benefits.
LTFH considers financial literacy and awareness as crucial to
bringing about financial inclusion in the country , since this
is also critical for fair and ethical sales.

services.
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At LTFH, the scale of its proactive initiatives to increase
financial literacy are undertaken to reach out to various
disadvantaged districts and communities. For LTFH
enhancing financial literacy also represents an opportunity
to improve customer base, its ability to use products and
services to address challenges of over- indebtedness, social

Initiatives towards
Inclusions
Digital Sakhi (Flagship CSR
programme)

Educational programmes
on Mutual fund

Training programs during
pre-disbursal process

exclusion. LTFH firmly believes in educating its customers
through various initiatives, so that customers are well
informed of their choices and completely understand the
pros and cons of the chosen product, service. This also
entails the customers with an wholesome experience of
the entire process. Some of the key initiatives in this
aspect include:

Goals

Target group/Beneficiary.

• Digital Financial Inclusion for Rural
Communities
• Gender Equality

• Rural women entrepreneurs
• Rural Community members in the
productive age group

• Enabling and further strengthening the
digital literacy and financial-inclusion
initiatives of the Government of India
• Collaboration with KidZania financial
literacy programme for children
• Investor Awareness Programme

• To ensure that customers do not exceed
their borrowing requirements

RESPONSIBLE SALE
Reputation of LTFH is built on the trust that customers,
shareholders, employees, government and regulators and
communities have in its integrity. Trust amongst customers
is built on the quality of products, communications and
advise. Customer trust and satisfaction levels, also depend
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FIVE LEVERS FOR RESPONSIBLE SALE

Digitalization to
access everyone
everywhere

• Rural customers

on the personal conduct and capability of sales employees
and channel partners. LTFH guidelines for Marketing
Practices, include the principles of truthful, clear and
accurate information on products. LTFH has put in place
processes and controls for communication, monitoring and
audit. The following five levers enable LTFH to enhance
sales while being responsible and fair.

• A well-defined digital marketing strategy, which includes
a clear and concrete sales communication especially
for small business segments and in rural backgrounds,
where visualization plays an important role for the
stakeholders in making right choices.
• The company understands that customers in rural
areas have low levels of financial awareness and often
tend to over-borrow. To ensure that customers do not
exceed their borrowing requirements, there are training
programmes that are an inherent component of LTFH
pre-disbursal process.

• The value proposition of each product to target
customer segments is communicated a priori in a clear,
simple and transparent manner.
• LTFH trains its Front-line staff to effectively reflect
organizational core values and adopt a customer-centric
approach.
• LTFH reviews and refines regularly, its customer
approach processes and systems.
• Effective Customer Grievance mechanism and timely
redressal of grievances have increased customer
satisfaction level.

PRODUCT COMMUNICATION THROUGH THE LIFECYCLE

Provides information
on the various
channels that can be
used to access its
products and services
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Systems and
Processes

As the Company leverages the five factors, some unique
practices adopted are:
• Investors in Tier-2 and Tier-3 cities

Right product to
right person at
right time and
right price

Right People
and Right
Business

Customer
centric focus

Guiding customers in
choosing a
product/service as
per their needs

Handholding and
guiding customers on
effective utilization &
on rights and
responsibilities
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As a responsible company, LTFH believes in the idea
of diversifying its businesses in a sustainable manner
without losing focus on present stakeholders, as also, not
withstanding any compromise on product quality/service.

CUSTOMER PRIVACY
Customer privacy is an important element of fair and
ethical sales practice, and LTFH is committed to maintaining
customer privacy. Customers are expecting their personal
information to be treated with utmost care and LTFH takes
this responsibility seriously. The company ensures - robust
privacy control and provide comfort and satisfaction to its
customers.The Company has not received any complaints
concerning breach of customer privacy from Customers/
Outside parties/Organizations and Regulators during FY
2019-20.

MANAGING ENVIRONMENTAL AND
SOCIAL IMPACTS
Environmental and social impact assessment and
management of products are an essential part of risk
management practice which enriches the LTFHs intellectual
and natural capital and the same is discussed accordingly in
relevant sections.
LTFH’s focus on assessing and managing environmental
and social impacts of its lending and investment which are
detailed further.

L&T FINANCE HOLDINGS LIMITED
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HUMAN RIGHTS
LTFH does not discriminate customer’s based on race,
religion, or gender in lending practices. LTFH undertakes
a robust due diligence process to identify, assess, and
manage potential risks before taking a decision to invest
into projects. It practices some positive discrimination for
some disadvantaged and under-represented groups. LTFH
ensures that infrastructure projects do not contribute to
human rights violations such as forced labor, child labor,
working conditions, land rights, displacement, and forced
relocations by conducting periodical monitoring in its
portfolio.

CASE STUDY

RESPONSE TO SAFETY INCIDENT AS A
RESPONSIBLE LENDER

1. Project
Operational solar energy generation project of capacity ~ 60 MW using photovoltaic technology, located in western India and
operated as an independent power producer, selling power to a distribution entity owned by a state government, under a 25-year
power purchase agreement. The project is situated on private land owned by the borrower. Equipment for the project is sourced
from high quality tier 1 suppliers and the project is operated and maintained by a reputed contractor with sufficient experience,
capability and manpower. There are 30 full time employees and 60 security personnel working in 3 shifts.

2. Financing

HEALTH AND SAFETY

Long term debt of ` 2.5 billion with repayments structured to match projected project cash flows.

LTFH ensures that the company to which it lent, addresses
health and safety concerns during construction and
operation diligently. Also, the company while evaluating
the project, examines possible occurrence of disasters
and their consequences. The project has to internalize a
disaster management plan to pass through the investment
screen at LTFH. In its investment business, LTFH invests into
companies that have good track record on material ESG
factors.

Technical incident - Tripping of incoming panel; Abnormal electrical discharge during initial rectification effort by the night

3. Incident
technicians’ team, resulting in spread of flame.
Health & safety incident - Burn injuries to 3 employees, one of whom passed away post admission to a nearby hospital.

4. Assessment
L&T IDF’s assessment (with advice from Lenders’ Engineer, Insurance Advisor, equipment manufacturers and O&M contractors)
after visits to the site indicated lacunae in enforcement of safety rules by night technicians. Inspection by the relevant government
agency concluded that the incident was an accident. FIR was not registered by Police due to the accidental nature of death.

5. Remedial safety measures
Measures – (i) Strict enforcement of safety rules by employees (ii) refinement of the permission system / process for night time
rectification work implemented along with a monitoring system (iii) connecting plant CCTV cameras to the emergency UPS supply
to ensure monitoring even during tripping incidents (iv) Frequency and intensity of specialised training increased (v) “Safety first”
incorporated as a core value with target zero on recordable injury rates (vi) joint management-worker health safety discussion
mechanisms.

6. Remedial financial measures
A reserve fund was created, with a corpus of 1 month’s revenue to meet any (i) additional requirement for compensation to
families which may be required at a later date (ii) potential additional rectification expenses that may be required later (iii)
unanticipated legal liabilities.

7. Post incident
The project was re-energized after 12 days and commenced injecting power to the grid, after obtaining requisite government
approvals. Normal incident free operations 9 months after the incident.

8. Post incident site visit key observations
Observations (i) an additional senior representative on site had been to monitor all aspects the project including safety issues
(ii) satisfaction expressed by local residents with the response of the company (iii) safety standards were being met satisfactorily
including requisite manuals and training (iv) Examination/ monitoring of bank/ other accounts evidenced maintenance of
stipulated additional reserve funds.
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INVESTING IN COMMUNITIES
Corporate Social Responsibility (CSR) at LTFH forms
an integral part of the organization’s philosophy. The
governance of social footprint is administered through a
Board-level CSR Committee. The CSR committee formulates
the guiding CSR policy and stipulates a framework for
effective functioning. The policy outlines the activities to be
undertaken by the Company for creating sustainable value
for communities.

CSR Vision

We aspire for an inclusive social transformation of the
rural communities we serve by nurturing and creating
opportunities for sustainable livelihoods for them.

There is a clear alignment with the United Nations’ global
development agenda of Sustainable Development Goals
(SDG) particularly ‘No Poverty’ (SDG -1), ‘Gender equality’
(SDG -5), Sustainable cities and Communities (SDG 11),
‘Climate Action’ (SDG 13) and ‘Partnership for the Goals’
(SDG 17). The Inclusion of all stakeholders based on a
priority matrix is clearly articulated in the CSR policy and.
all the programs are passed through this matrix before
being implemented on the ground for creating maximum
stakeholder value. Each programme is deliberated in detail
during CSR committee meetings.

CSR Mission

Our mission is to reach marginalized farmers and women
micro entrepreneurs in the rural communities that we
serve and work towards rejuvenating their eco-systems
thereby creating sustainable livelihoods and enabling
financial inclusion
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LTFH designs CSR interventions around geographies
where it has a business presence. It has an established
Rural Finance portfolio across India, wherever it has direct
business engagements with rural community. Therefore,
there is a first-hand understanding of the problems and
distress faced by rural communities. The target beneficiaries
of LTFH interventions are predominantly farming
communities, specifically marginalized farmers and women
entrepreneurs in agriculture and agriculture-allied trades.
‘Stakeholder inclusivity’ remains the most critical driver for
conceptualizing projects and inputs are taken from all be
it internal or external, in designing every CSR programme.
An aspect of Sustainability is incorporated at the inception
stage of the programs itself, by collaborating with strategic
partners.
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Right Projects, Right Structure, and Right partners form
a core of the 3-S CSR approach (Social Impact, Scale and
Sustainability) which the organization adopts. It is aligned
to the organization’s business philosophy of using the ideal
balance of Right Businesses, Right Structure, and Right
People.

Accountability and assurance are ingrained in the ethos of
the organization. The same transcends with CSR as well,
wherein a project-based accountability approach is adopted
to emphasize the long-term sustainability of CSR projects.
In each project, LTFH conducts baseline, midline, and endline surveys with clearly defined measurable outcomes to
be presented to the CSR Committee and Board. To ensure
utmost transparency and accountability of each rupee
spent on CSR intervention add comma before this word
are conducted by third parties. This also ensures unbiased
results. LTFH uploads impact assessment reports and endline survey findings on the CSR section of the website.
'https://www.ltfs.com/csr.html'

Assess
needParticipatory
(Baseline)
Impact
assessment
after 3 years of
implementation
by third party

Identify
partners

CSR
APPROACH

Assess outputs
& outcomes
through end line
surveys

For maximum outreach and long-term benefits, a needbased approach is adopted, wherein LTFH partners with
reputed NGOs / implementing partners to assess the
requirements of communities. Thorough due diligence of
implementing partners is conducted to ensure synergies
and governance.

CSR APPROACH

Engage
stakeholder

Define
programme
through
co-creation
with partners

Implement
monitoring &
evaluation
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MEASUREMENT OF CSR
PERFORMANCE

critical information to further dovetail CSR programs both
for the organization and the implementation partner.

Partnering with not-for-profit implementing
partners:

CSR THRUST AREAS

• LTFH identifies programs for implementation in line with
the CSR vision and thrust areas of the organization.

LTFH’s CSR activities are spread across the following
thematic areas, viz. Integrated Water Resource
Management, Digital Financial Inclusion for Women
Empowerment, Disaster Relief and Road Safety.

• The approved projects are implemented either directly as
a collaborative effort within the subsidiaries or through
partnerships with Community-based organizations or
Voluntary Agencies (Registered NGOs).

a. Jalvaibhav - Integrated Water Resource
Management (IWRM)

• Before partnering with any of these for implementation,
LTFH has a detailed due diligence format on which it
evaluates and finalizes partner(s).
Risk audits of CSR are conducted to analyze gaps in
understanding of the potential risks of programs and
processes. This ensures fine-tuning of the programme
delivery. The learnings finally get channelized into
understanding the impact of the programme. These
measures create a structure of compliance and vigilance
of the effectiveness of CSR function. The reports bring in

Water scarcity is a major hurdle for socio-economic growth
and stability, especially for womenfolk and children,
more so when it occurs in the rural ecosystems. With a
mission to reach marginalized farmers in rural communities
and to work towards rejuvenating their ecosystems
thereby creating sustainable livelihoods, LTFH has been
implementing the IWRM project - Jalvaibhav in the rural
areas of Maharashtra’s Marathwada region since FY 201516. The programme was initiated in the 12 villages of
Dharur block in Beed district. Later on, it was scaled to 20
more villages of Ambajogai and Parli blocks of the same
district.
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The project initially involved deepening and widening
of streams, construction of cement and earthen check
dams, nullahs and digging of farm ponds. Interaction
with the stakeholders (farmers and key opinion leaders)
through block- level stakeholder workshops enabled LTFH
to understand that it is important to move beyond by not
only working on supply- side watershed interventions but
also taking steps towards addressing challenges of climate
change in agriculture.

L&T FINANCE HOLDINGS LIMITED

• Water Accumulating Deep Trench (WADT) – These are
the deep trenches dug in a stream or brook. It ensures
the availability of water in the stream or brook for a
longer period.
• Cement Nala Bund (CNB) – These are the concrete
structures built in a stream or small river to harvest
water.

In the reporting year, Jalvaibhav was scaled up to add 6
other districts viz. Osmanabad, Latur, Solapur, Aurangabad,
Jalna and Buldhana in and around the Marathwada region.
The programme now covers 122 villages and has managed
to reach out to 60,000 farmers.

Intervention
With a larger objective of increasing the surface-water
availability, raising the groundwater level, and arresting soil
erosion, multiple interventions have been undertaken.
The activities that have been carried out in and around
the Marathwada region as part of Jalvaibhav can be
broadly categorized into two sections — water-harvesting
interventions and water-recharge interventions. The
purpose of water-harvesting interventions was to increase
surface-water availability, but water-recharge interventions
were undertaken to increase the groundwater level.

Water Structures:
• Earthen Nala Bund (ENB) - These are kutcha (crude)

• Continuous Contour Trench (CCT) – These are the small
trenches built along the contour lines in the common
land to trap and percolate more and more rainwater.
• Deep Continuous Contour Trench (DCCT) – The depth
of DCCT goes up to 1 meter. It is generally constructed
in areas with a low slope and less evaporation.
• Loose Boulder Structures (LBS) – These are small
check-dams constructed by stacking loose boulders in
drainages with less flow of water. It arrests the silt and
increases the water percolation.
• Gully Plug (GP) – These are LBS and serves the same

structures that are generally constructed in areas with
natural depression and less porous soil strata. This
ensures the water availability for a longer period that
can be used by the villagers for various purposes.
• Doha - These are constructed by widening and
deepening of existing drainage or Small River. Primarily,
it ensures more availability of surface water but also
supplements the groundwater recharge.

118

119

SUSTAINABILITY REPORT - 2020

L&T FINANCE HOLDINGS LIMITED

longer period. This helps to mitigate the impacts of
longer dry spells and increases productivity.
• Composite Gabion – It is a Gabion structure only
with a concrete base. To increase the strength of the
structure this innovation has been done.

purpose, however, these are constructed with some
waste materials.
• Stone Bunding (SB) – It serves the same purpose of
CCT and is also constructed along the contour lines.
In areas with hard strata and low soil depth where
trenches can’t be dug, small loose stones are stacked to
form a bund.

• Borewell Recharge - Borewell recharge technique is
proposed where 100% groundwater can be percolated
in the deeper aquifers. Monsoon water from the roof
areas or tributaries etc. or the water from the shallow
depth is injected with the help of the drilling casing pipe
through a slow sand filter into the borewell. It goes to
deeper zones and gets stored in the cavities created due
to the withdrawal of groundwater.

• Gabion – It is a similar structure as that of LBS. The only
difference here is that the loose boulders are bound
with the wire mesh to increase its strength. Gabions are
constructed in streams with heavy water flow.
• Farm Bunding (FB) – It is built in the agriculture fields
to arrest the topsoil of the farm and increase the water
percolation, thus maintaining the soil moisture for a

BUILDING CAPACITIES TO CREATE CLIMATE -RESILIENT COMMUNITIES
To improve awareness and institutional capacity on climate change mitigation and adaptation, and to further enhance the
livelihood of the community, the programme followed certain strategies:
•

Components of early warning and drought monitoring;

•

Contingency crop planning for drought -proofing

•

Improved agronomic (water- saving) practices;

•

Management of livestock;

•

Livestock

•

Organic farming
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Innovation
• Dense forest creation on barren lands using the
Miyawaki technique–The approach is to ensure
that plant growth is 10 times faster and the resulting
plantation is 30 times denser than usual. 1200 sq.meters
of dense forestry was created by planting 3600 plants
of local species. The same becomes self-sustainable after
3-4 years.
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-cropping, use of water efficient devices, organic and
natural fertilizers, low-cost farming, and climate- smart
interventions.

• Farm Field Schools: Consists of a group of 20-25
farmers, is spearheaded by a lead farmer who gets
nominated based on his risk appetite to try out different
procedures and practices on a ‘demonstration plot’.
Every month the group gathers at the demo plot to
learn and experience the advanced crop-management
practices, which they can try out on their farmland. The
FFS also acts as a platform where farmers share their
experiences, ask questions and get technical support
from local units of Krishi Vigyan Kendra (KVK) and other
agriculture experts.
• Use of technology in agriculture: Creation of
animated videos to create awareness among the
farmers about modern agricultural techniques like multi

SUSTAINABILITY
Partnership with the community to create ownership:
To ensure ownership, Shramdaan is conducted by the
communities to lend their efforts by way of manual
labor while the structures are constructed by LTFH. Such
contributions form 8-10% of the overall funding to the
project.

Geography

Implementation Partner

20 Villages in Ambejogai and Parli block - Beed district of
Maharashtra

Manavlok

12 Villages in Dharur block in Beed district of
Maharashtra

Dilasa Janvikas Pratishthan

30 villages in Latur, Osmanabad and Solapur districts of
Maharashtra

Action for Agricultural Renewal in Maharashtra (AFARM)

60 villages in Aurangabad, Buldhana and Jalna districts of
Maharashtra

Dilasa Janvikas Pratishthan
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Outcomes: FY 2019-20

The project resulted in generating eye catching success, the most significant values are as:
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assets to take digital financial services of various kinds to
the last mile in rural communities. Digital Sakhis play the
role of trusted advisors not just to women, but also to the
larger rural community, acting as a catalyst to help build
the connection between the mainstream economy and
remote rural populations.

• 22% increase in groundwater levels (in Meters) - 4 to 5
• 23% increase in water storage (in Thousand Cubic Meter) - 1412 to 1731
• 32% increase in household annual incomes (in ` ) – 66,913 to 88,064
• 43% increase in crop yield (Kg per Acre) - 305 to 436

In order to execute on the Theory of Change envisioned
and the outcomes planned, LTFH engaged with on-ground
partners with deep community expertise and experience in
running impactful livelihood programmes.

• 22% increase in Knowledge on sustainable Agricultural practices -(percentage) - 38 to 46

The programme covers 3 areas of intervention:
b. Digital Sakhi- Empowering Women through Digital
Finance
In India, the Pradhan Mantri Jan Dhan Yojana, Aadhaar and
Mobile penetration (JAM) have enabled access to banking
and finance for millions of underserved communities at
the base of the pyramid. This digital revolution, however,
has a lot of ground to cover across rural India, and this
is where LTFH seeks to bring about a significant change.
Another key area in need of accelerated change is gender
equality — India ranks 120 among 131 countries in female
labour force participation rates; and gender violence rates

remain perceptibly high. Women’s economic empowerment
translates to a chance for them to work their way out of
poverty, and bring in significant community empowerment
as they continue to invest in their family and children.
LTFH’s flagship CSR programme – ‘Digital Sakhi’ – aligns
itself to Government of India’s vision of creating a Digital
India where The focus on financial literacy has been on
Digital Modes of payments. However, LTFH believes that
financial literacy should be complemented by livelihood
creation to ascertain the interest and participation of
communities in the programme. Income enhancement helps
augment financial literacy and inclusion. The programme
focuses on the Sustainable Development Goal (SDG) 5.
– Gender Equality with Digital Finance as an enabler. It is
premised on the Theory of Change of building a network
of Digital Sakhis who can educate, influence and help their
communities access the digital finance fabric effectively.
Beyond providing pathways to formal finance access by
rural women in communities, the programme allows
women to pursue a path of entrepreneurship and sustain
their livelihoods. Digital Sakhi’s serve as valuable ecosystem
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Financial Literacy with focus on Digital modes of payments: Under this programme, Digital Sakhis, identified
from the community, undergo a digital financial literacy (DFL) programme and are trained extensively in leadership
skills and technology. Each of these women is equipped with a mobile tablet with preloaded DFL modules.
Leveraging strengths from within the organization, the DFL modules were prepared in-house by a cross-functional
team. The module is then translated into vernacular language and animated videos are prepared to facilitate
understanding for the community members on digital finance.
Right to Entitlement: The learning from the ground suggested that most Government Entitlement schemes were
direct benefit transfer and the rural population needed support in understanding the processes to avail the same.
Therefore, LTFH decided to address this gap by including a component of Government Entitlements wherein the
Digital Sakhis were rigorously trained on the detailed processes of availing these schemes. The Digital Sakhis would
then impart the knowledge to eligible community members and also assist them to avail the same.
Collaboration with ecosystem players: In alignment with UN’s Sustainable Development Goal 17, to strengthen
the means of implementation and revitalize partnership for sustainable development, LTFH has partnered with the
National Payments Corporation of India (NPCI) which serves as a knowledge partner for the Digital Sakhi programme.
NPCI assists the programme by updating the DFL module and taking care of certain training components. NPCI is
an umbrella organization for all retail payments in India. It was set up with the guidance and support of the Reserve
Bank of India (RBI) and the Indian Banks Association (IBA).
Creating women entrepreneurs in Agri allied trades: Additionally, for livelihood and income generation,
this programme selects women micro-entrepreneurs practicing Agri and Agri-allied trades such as goat-rearing,
poultry, dairy and tailoring, and provides training in their respective trades to yield better produce. These women
entrepreneurs are also meticulously trained in enterprise development wherein they are taught to collaboratively
develop market linkages and ascertain higher bargaining rights. Simultaneously, these women entrepreneurs get
training from Digital Sakhi’s on how to perform business transactions through digital modes of payment.
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The Digital Sakhi programme- began in June 2017 across
30 villages of Pune, Osmanabad and Solapur districts of
Maharashtra. It was later taken to 41 villages in Dhar and
Bharwani districts of Madhya Pradesh, 20 in Villupuram
district of Tamil Nadu and 118 in Boudh and Balangir
districts of Odisha in FY 2018-19. Currently, the programme
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is being implemented in 287 villages of Maharashtra,
Madhya Pradesh, Odisha, Tamil Nadu, and West Bengal.
However, the programme interventions are slightly tweaked
in each geography basis the findings and learnings from the
Baseline and Need Assessment Study in each state.

Implimentation Model
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STEPS TAKEN TO ENSURE
SUSTAINABILITY OF THE PROGRAMME
Sustainability is an integral part of all CSR interventions
at LTFH. Programmes are designed in such a way that the
final ownership rests with the community. The whole intent
is such that the community can scale up and sustain with
or without LTFH. LTFH, in consultation and -agreement
with the set of first 100 Digital Sakhis, has formulated
an aspirational plan to ensure their sustainability post the
Digital Sakhi programme.

Digital Sakhi Seva Kendra
LTFH has incorporated certain aspects of Sustainability
this year to ensure consistent livelihood opportunities
for the Digital Sakhis and Women Entrepreneurs. The
organization intends to set up a Digital Sakhi Kendra in
each cluster wherein Digital Sakhis will assist the general
rural community in making utility payments and avail their
entitlements along with spreading the agenda of Digital
Financial Inclusion. LTFH will identify suitable locations in
consultations with the implementing partners and Digital
Sakhis to set up these Kendras.

Geography

Implementation Partner

73 villages in Pune, Solapur, Osmanabad and Latur
districts of Maharashtra

Action for Agricultural Renewal in Maharashtra (AFARM)

41 villages in Dhar and Barwani districts of Madhya
Pradesh

SEWA Bharat

118 villages of Boudh and Balangir districts of Odisha

SEWA Bharat

20 villages of Villupurum district of Tamil Nadu

Shri Aurobindo Society

35 villages of East Medinipur district of West Bengal

Sabuj Sangha
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Components of this plan include:
• Employability- All the Digital Sakhi’s are trained and
equipped to take up a job with any organization as per
the acquired skill sets. Few of the Digital Sakhi’s have
already joined Banks, Corporates in BFSI and IT-ITeS
sector, NGOs.
• Digital Sakhi Kiosk - Kiosks are being run by Digital
Sakhi’s which have proved as a self- reliant model.
• Business Correspondence model- Exploring
start-ups to bring simplified technology to the rural
community with Digital Sakhi at the center of all
activities, making Digital Sakhis self-reliant.
The second leg of the Digital Sakhi programme is
the Women Entrepreneurs model. The micro/nano
entrepreneurs are selected (basis criteria developed by LTFH
and implementing agencies) and trained and upskilled on
Agri and Agri-allied trades.
This model promotes greater access to markets and credits.
This will eventually help these women entrepreneurs scale
their business. Since the intervention helps in the capacitybuilding of the beneficiaries and helps them plan their
business in a more structured way by being part of these
groups, they can have easy and quick access to finances.
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c. Disaster Relief-

Outcomes: FY 2019-20

Findings from the Maharashtra Project as on June 2019:

•

increased from `36,693 to `48,728 from baseline to end
of year 2

Digital Sakhis
•

15 % increase in Digital Sakhi’s contribution to financial
decisions at home (82% to 97%)

•

100 % Digital Sakhi’s use digital modes of payments
regularly

•

48 % Digital Sakhi’s are able to secure long term
employment / livelihood opportunity

The annual business revenue of Women Entrepreneurs has

Findings from the Tamil Nadu project as on 31st March
2020:
Digital Sakhi
•
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and follows road safety diligently, LTFH along with its
implementing partners is spreading awareness on road

Disasters, natural or man-made are increasing day by day
and the organization, as part of the community cannot
remain isolated from its effect. Relief and Rehabilitation
is an important component of LTFH’s CSR policy. LTFH at
times of necessities has contributed to the Prime Minister’s
relief fund. Also, the employees have gone a step further by
being directly involved in relief operations.
Recently, Odisha, Kerala, Bihar, Karnataka, Assam, and
Maharashtra suffered from one of the most frightful floods
in its history and employees tirelessly dedicated themselves

100% Digital Sakhis reported to maintaining a household
budget – an increase of 64% compared with base-line
(34% to 100%)

Women Entrepreneurs
•

•

35.5 % increase in Women Entrepreneurs’Increase in their
Knowledge & skills about their respective trades from end
of year 2 to end of year 3 (62% to 97.5%)

•

The average monthly savings of Women Entrepreneurs has

Digital Sakhi
•

16 % increase in Digital Sakhi’s contribution to financial
decisions at home (81% to 97%)

•

100 % Digital Sakhi’s use digital modes of payments
regularly

•

•

•

35.24 % increase in Women Entrepreneurs’Increase in
their Knowledge & skills about their respective trades from
baseline end of year 2 (17.63% to 52.87%)

22.25% increase in availing various government
entitlements through the efforts of Digital Sakhis (35.25%
to 57.5%)

Findings from the Odisha project as on 31st March 2020:
Digital Sakhi
•

95% Digital Sakhis reported to maintaining a household
budget – an increase of 44% compared with base-line
(49% to 95%)

to ensure that relief packets were provided to the affected
people. The contents (relief material) of Humanitarian Aid
Kits were decided based on a thorough needs assessment
of the community conducted by Habitat for humanity,
the implementing partner for the programme. A total of
71,996 beneficiaries were reached out in FY 2019-20.

•

The monthly income of Women Entrepreneurs has
increased from `2,770 to `5,967 from baseline to end of
year 1

Community
•

16.16% increase in usage of digital modes of payments
through the efforts of Digital Sakhis (1.33% to 17.5%)

d. Road Safety
Every year, thousands of lives are lost on the roads
nationwide, and therefore, it becomes more and more
important to teach our children about road safety as they
become the future responsible citizens of the country. A
road safety module was developed, reaching out to 4,000
students from 22 BMC schools.
In an attempt to have a generation that is more aware
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‘Boondein’-

Women Entrepreneurs

13 % increase in Digital Sakhi’s borrowing of loans from
formal sources of credit (54% to 67%) Community
Members

Women Entrepreneurs

The monthly income of Women Entrepreneurs has

Community

increased from `2,220.597 to `5,352.26 from end of year
2 to end of year 3
Findings from the Madhya Pradesh project as on 31st
March 2020:

safety amongst schoolchildren and community members.
In addition to this, LTFH has also partnered with Mumbai
Traffic Police to support and strengthen the existing road
traffic management and facilitate seamless traffic control.
Also, to ensure a sustainable livelihood opportunity, 20
youth traffic wardens are being supported under this
programme. LTFH has also created a web portable to
sensitize citizens on civic awareness. Children in Progress
(CHIP) and Janaagraha were implementing partners for the
programme.

increased from `2,481 to `3,622 from baseline to end of
year 1

The annual business revenue of Women Entrepreneurs has
increased from `66,531 to `90,713 from end of year 2 to
end of year 3

•

Women Entrepreneurs

• Employee Volunteering Programme—Engaging the key
stakeholder i.e employee, into the larger structure of
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the organization allows for creation of an environment
of participation and builds a participative and aligned
culture. LTFH believe that each effort is a ‘Boond’
(droplet) which has the potential to create incremental
yet impactful changes in the lives of those in need.
Through Boondein, the organization attempts to
create a culture of sharing wherein employees directly
work towards a social change by building capacities
of the lesser privileged communities in organization’s
Social Responsibility programmes viz. Digital Financial
literacy and IWRM. LTFH employees often volunteer in
the Disaster Relief efforts of the organization thereby
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augmenting the impact on the ground.
• 1,514 employee volunteers
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CSR FOOTPRINT

• 80,646 hours contributed towards CSR activities out of
which 80,352 were during paid working hours
• Reaching out to 72,106 beneficiaries
During the reporting period, LTFH spent a total of
`24.81 Cr. on CSR initiatives.

CSR ACTIVITIES UNDERTAKEN

• Digital Financial Inclusion- Maharashtra, Madhya Pradesh, Tamil Nadu, Odisha, and West Bengal
• Integrated water resource management (Jalvaibhav) - Maharashtra- Beed, Latur, Solapur, Osmanabad, Aurangabad, Buldhana
,and Jalna districts
• Relief and Rehabilitation - Odisha, Kerala, Bihar, Karnataka, Assam, and Maharashtra
• Road safety – Mumbai, Maharashtra
• Access to health services and breast cancer screening – Nagpur Maharashtra

OVERALL CSR HIGHLIGHTS

•

Outreach to 7.75 Lakh community members through CSR programmes

•

Outreach to over 5,20,000 community members through the Digital Sakhi programme

•

Created a cadre of 660 Digital Sakhis across Maharashtra, Madhya Pradesh, Tamil Nadu, Odisha, and West Bengal

•

5500+ women entrepreneurs upskilled

Jalvaibhav

•

Reached out to 60,000+ farmers through the Jalvaibhav programme

Digital Sakhi

•

Relief and Rehabilitation provided to about 71,996 beneficiaries in Odisha, Kerala, Bihar, Karnataka, Assam, and Maharashtra

Relief and Rehabilitation

•

Access to healthcare services through 70 breast cancer screening camps provided to 14,000 women

Road Safety

•

Tree plantation of 750 saplings across rural and urban areas of Nagpur, Maharashtra
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JOINING THE FIGHT AGAINST COVID-19 PANDEMIC IN URBAN
AND RURAL COMMUNITIES:

LTFH believes in creating strong social impact amongst the most vulnerable and marginalised sections of societies.
LTFH stood with the nation in supporting the battle against the COVID-19 outbreak, with initiatives spanning
across urban and rural India.
Urban Communities: In Mumbai, which was declared a red zone, LTFH through its implementing partner
Habitat for Humanity distributed 5,385 hygiene kits to Mumbai Traffic Police (MTP) who are vulnerable to
infection due to high-risk exposure in the current situation.
Rural Communities: One of the major challenges faced by the community was paying utility bills and mobile
recharges during the lockdown. This is where the Digital Sakhis across all LTFH project locations played an active
role in helping the fellow villagers with necessary online payments. Digital Sakhis in order to contain the spread
of coronavirus, launched various awareness initiatives including community outreach, door-to-door distribution of
pamphlets, messaging on social media platforms and awareness through voice messaging services.
Digital Sakhis across geographies worked to ensure that various government benefits, reach migrant and
agricultural labourers, differently-abled people, widows and senior citizens. Furthermore, the women
entrepreneurs of the Digital Sakhi programme were involved in large-scale production of face masks — an
important accessory in the fight against coronavirus
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MS. LAKSHMI - WOMEN ENTREPRENEUR MAHARASHTRA

I’m a single woman, taking care of my old mother and tending to my
goats all by myself. I come from the Daund village of Maharashtra.
When my husband abandoned me a few years ago, I was feeling
quite helpless and my world shattered into pieces. I owned 4 goats
but I had no understanding or proper training on rearing them,
feeding them or even creating the right environment for them until
I joined the Digital Sakhi programme. I’m happy I made the right
decision.
Digital Sakhi has helped hundreds of women like me by training
them in animal rearing, applying for business loans and providing
with information and help for availing government schemes. This
programme gave me the confidence to learn the ropes of banking
and handling digital payments as well. Today I’m a proud owner of
30 goats and hope to have 100 more, while setting an example of
perseverance and resilience for others in my village.
Often, people think that women should only look after their families and children, and that they cannot do anything
on their own. I’m happy I stood up for myself, against everyone who discouraged me, and proved that women are
no less capable than men.
It was a tough journey with several ups and downs, but Digital Sakhi recognised my entrepreneurial skills and
helped me stay strong. The shift from traditional household chores to learning digital transactions was the
toughest part. But I enjoyed this challenge and I’m happy that such programmes are available for the betterment
and empowerment of women. This programme has changed my thought process and made me mature and
knowledgeable. I am ready to take on any challenge in the future.
Now, I am an Entrepreneur Lakshmi!
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MS. JAJNYASENI - DIGITAL SAKHI ODISHA

Every day, the 6 am alarm would go off, and I would commence
my household duties. Cooking, cleaning, washing, sending off the
husband to work and children to their school. By 11 am, I would be
free, but bored and restless. My husband is a rickshaw driver, and the
household was surviving on his income alone.
I got to know about the Digital Sakhi programme through an SHG
meeting. My job at the SHG was to write account books. I am
a matriculate, so this job was perfect and comfortable for me. I
noticed the enthusiasm amongst the SHG women about joining
the programme. They even suggested that I had the skills that are
required for the programme and that I should join.
I was hesitant to venture out on my own like this, but my husband
encouraged me to go ahead. After more than 30 years of a closedhome life, I took the plunge. This was bigger than my accountswriting job. I had to learn proper usage of smartphones, so I could
use it in my line of work. The job involved travelling, meeting and talking to people, encouraging others to take
up new initiatives. It was a roller-coaster ride, as I fought with my own fear of working outside the house, and
communicating with so many people on my own.
Today, I have emerged a new person with knowledge about current technologies and who can undertake initiatives
with the community. I’m proud of myself, and my journey as a Digital Sakhi has just begun!
I am a Community Maker!
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MR. CHANDRAKANT – FARMER - MAHARASHTRA

I am a farmer and I own four acres of agricultural land. I usually
grow cotton and green gram in the kharif season and used to spend
most of my finances on fertilizers. Yet I was not getting the required
results and crops. There was a lot of discussion in the village about
the Jalvaibhav Project by LTFH and awareness camps were being
held. I attended a few camps and also visited the demo plots. When
I saw the fantastic results on the demo plot, I was intrigued, and
approached the project team as a participant at the farmers’ field
school demo in the kharif season of 2019.
As per the suggestions from my mentor at the camp, I cultivated
intercropping like cotton & green gram (Mug) crop (1:1) in one acre
as demo holder farmer. I adopted the new methods of cropping
pattern, sowing, fertiliser applications, spraying of insecticide and
cyclic plantation of trap crops like black gram, chilli, marigold, Tur
etc. After harvesting the green gram crop, I used the residual as
mulching for the cotton crop, and it helped to avoid moisture stress in
the longer dry spells and reduced weed growth. I learned various such techniques that could be practised organically
and without much hassle. I even learnt how to make organic pesticides and fungicides like Jivamrut, Nimboli ark,
Dashpharni ark, etc, which not only kept the pests away, but also aided in faster and richer crop growth.
I experienced the miraculous turn of events on my plot without usage of chemical fertilisers. I was educated about
the quality of my soil through the soil health card provided to me in the programme. This helps me to plan and
accordingly improve soil health by using Jivamrut and green compost.
I have been selected as a demo farmer and the programme regularly enriches me with information for better
farming techniques.
I am Enriched!

132

133

SUSTAINABILITY REPORT - 2020

CAPACITY BUILDING OF
IMPLEMENTATION PARTNERS
Although LTFH implementing partners have strong
grassroots connect, LTFH realized that they often lacked
skills in report writing and assessments. It has therefore
invested in knowledge partners for capacity- building of
these implementation partners through an annual capacity
building workshop - Convergence: ‘Where Minds Meet for
Greater Good’ which has a focused theme each year. LTFH
believes that CSR implementing partners are an extension
of the organization working directly with the communities.
Learning and Development in such capacity- building

L&T FINANCE HOLDINGS LIMITED

Quarterly E-Newsletters are sent to the top management
and employees, communicating progress on each CSR
intervention. In addition to this, the CSR thematic areas
and in-depth analysis of interventions are updated on the
internal employee portal, ‘Workline’.

workshops are plugged back into CSR interventions,
thereby strengthening it.
LTFH also supports exposure visits for NGO partners’
leadership development, their participation in themespecific conferences and seminars and paper presentations.
This year, Convergence was conducted from 29th to 31st
August 2019 and focused on innovative fund-raising
strategies, resource mobilization and NGO best practices for
operational efficiency.

COMMUNICATING PROGRESS TO
STAKEHOLDERS
Communication is a pivotal tool for CSR to inform and
involve the employees. Accordingly, every programme
is communicated through emails or CSR platforms.
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delivery. For LTFH, community feedback in each of the
thematic areas has added tremendous value to the CSR
interventions.
The local Government officials are engaged and involved
in all the programs implemented in the geographies
of intervention. The implementing partners timely
communicate about the programs with the Government
through quarterly and annual reports. In all stakeholder
events and various launch events, state/ local govt
officials are invited. LTFH has had the fortune of having
representation from some of the highest positions of
authority. For instance, the inauguration of the Digital
Sakhi programme in Tamil Nadu was graced by the Hon’ble
Governor of TN, Shri Banwari Lal Purohit.

L&T FINANCE HOLDINGS LIMITED

Local and State-level media are enablers of propagating
LTFH’s CSR interventions. Representatives of media are
often involved at various stages of projects to spread
awareness and communicate the progress made.

TRAININGS AND CAPACITY BUILDING
SESSIONS
• The CSR & Sustainability team invited GRI (Global
Reporting Initiative) to conduct a session on
Sustainability Reporting for employees.
• CSR Capacity Building workshop was organized for
employees to get clarity on various Government
resolutions on CSR projects/ compliance. This session
was conducted by KPMG.

Any new employee can get oriented into the CSR function
by browsing through the documents which are available in
the internal portal. Such communication fosters employee’s
ownership and improves their citizenship behavior.
Moreover, the company website www.ltfs.com also
crystallizes the progress of programs and brings information
to external stakeholders. News articles on programmes,
Social media updates on workshops and other events are
prepared at regular intervals to ensure that the interested
readers get to know about the achievements of LTFH CSR
efforts.
Stakeholder workshops at a block, district, and state levels
are organized to take feedback from the community and
the local government on the impact the project has been
creating at the grassroots level. Inputs with regards to
further strengthening and scaling the programme are also
taken during such workshops. Focus group discussions with
key opinion leaders of the villages are organized round
the year as a mechanism for the longterm sustainability of
the project. One such critical input from the community
has been the addition of the Entitlement Scheme in LTFH
flagship Digital Sakhi programme. It was during one of the
FGDs with key opinion leaders (KoLs) that this input was
discussed and found critical to strengthen the programme
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NATURAL
CAPITAL

136

137

SUSTAINABILITY REPORT - 2020

L&T FINANCE HOLDINGS LIMITED

19 Lakh tonnes of emissions
avoided in financed
portfolio

L&T FINANCE HOLDINGS LIMITED

CARING IN INVESTING

SUSTAINABILITY PERFORMANCE:

Financed 1,076.5 MW of
wind and solar Power

SUSTAINABILITY REPORT - 2020

Emissions intensity per
employee (Scope1&2 - 0.155
tCO2e/FTE

TARGETS

1. Maintaining electricity consumption constant at FY 2019-20 level (57 Lakh kWh) for
the next two years.
2. Reducing paper consumption in Operations, by leveraging technology driven 		
processes year on year by 10% till 2023.

LTFH recognises that the physical risks of climate change are very high, including those caused by changing weather
patterns, sea-level increase, temperature extremes and natural resource scarcity.

LTFH ensures its operations and investments have a positive
environmental impact in line with its Sustainability Policy.
The policy has environmental objectives including –
(i) Providing products and services that contribute to the

Contribution (INDC) under the Paris Agreement, the country
has set a goal of installing 175 GW of renewable power
capacity by 2022. Further, it has an ambition to increase
the country’s share of non-fossil-based installed electric

sustainable development of the Indian economy while
ensuring application of environmentally friendly practices,
and (ii) Reducing adverse impact of climate change,
promote energy efficiency and environmentally friendly
operations.

capacity to 40% by 2030. As per the MNRE, 7,591.99 MW
of Renewable Energy was commissioned in 2019-20 (up to
Dec 2019) and another 34,160 MW RE capacity was under
implementation . This makes India on track to its INDC
target.

RISE TO BE THE INDIA’S TOP
RENEWABLE ENERGY LENDER

FY 2019-20 saw challenges to this growth story with
issues related to tariff caps, land acquisition and an import
duty on solar cells and modules slowed the pace of solar
capacity addition. This was in addition to the already

In line with India’s Intended Nationally Determined
•
•
•
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https://pib.gov.in/newsite/pmreleases.aspx?mincode=28
https://www.iea.org/reports/india-2020; https://www.crisil.com/en/home/our-analysis/reports/2019/10/return-to-uncertainty.html
https://www.weforum.org/agenda/2020/01/india-new-hotspot-renewable-energy-investors/
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struggling financial health of the country’s power sector
which is dealing with surplus capacity, lower utilisation of
conventional power plants .
Even with all its challenges, the Indian renewable energy
investment continues to be an attractive space for the
global investors. LTFH believes in this growth story and
continues its lending to the sector. In FY 2019-20, LTFH
financed `3,717 Cr. to renewable projects.
LTFH is currently one of the largest financier of renewable
power in the country. As of March 2020, the solar power
capacity financed by LTFH stood at 5,328 MW while the
wind power capacity stood at 4,337 MW. Further, as of
March 2019, LTFH had outstanding assistance of `7,965 Cr.
the solar power sector and `11,650 Cr. to the wind power
sector.

INVESTMENT IN CLEAN GAS
DISTRIBUTION TO HOUSEHOLDSUNLOCKING INDIA’S GAS DEMAND
POTENTIAL
As a part of increasing clean gas energy mix in the total
energy share, the government has identified transmission
and distribution of clean gas supply to unlock India’s gas
demand potential. Government has been actively pushing
India’s growth through expansion of gas demand across

L&T FINANCE HOLDINGS LIMITED

domestic households, commercial, industrial, and transport
sectors covered under the city gas distribution (CGD)
sector. There is an impetus on downstream gas business
development. The CGD network is at the end of the
natural gas value chain and, thus, the development of the
antecedent infrastructure is pivotal for the development of
the rest of the supply chain.
The Government aims to connect 1 Cr. households with
piped gas by 2020 and increase the share of natural gas
in the primary energy sector by 15%. Several Government
initiatives have also been indexed to the growth of the
industry by means of facilitating the ease of doing business.
The 2018 Amendment Regulation gives a push to the
demand from both sides of the table, by making investment
in the industry lucrative, alongside increasing the customer
demand for gas. The Reserve Bank of India (RBI) has
accorded the status of infrastructure to CGD projects,
which allows for financing from commercial banks and
other financial institutions.

IMPACT OF LTFH- CGD PROJECTS
FINANCE
The CGD projects financed by LTFH are expected to get
implemented over a period of next 7-8 years. It is envisaged
that these projects will result in setting up of 1,400 CNG
stations and more than 16,000 km of gas pipeline to
benefit 11 million households.
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ECO-EFFICIENT OPERATIONS

ENERGY MANAGEMENT

a responsible approach/attitude amongst them about the
possible impacts they create on the environment.

LTFH operates with over 221 branches with the pan
India presence. These branches have undertaken various
energy management initiatives that enable the Company
to maintain low operating costs besides reducing its
environmental footprint. The primary source of energy for
LTFH is electricity purchased from the grid for its Corporate
headquarters, regional offices, and branches. These offices
are also equipped with diesel generators for emergency
power requirements. LTFH does not use any renewable
energy.

• The company, ensures that in all its offices the
temperature is adjusted at a comfort level i.e. 24 degree
Celsius, this ensures effective energy saving.

Specific Initiatives

• Installation of glass facade serves as a great inlet for
natural light has been taken up for the Company's main
offices to save upon the energy form lighting (Out of 22
main LTFH offices whose Carpet Area is more than 2000
Sq.ft, 86 percent of the offices have glass façade and 53
percent of those offices have Sun Control Films).

LTFH has implemented several technological solutions to
conserve electricity and enhance efficiency. These include
installation of energy efficient equipment like sensor-based
lighting in office premises, Variable Frequency Drives (VFD's)
for air handling units, replacing the existing conventional
lighting to LED’s and shutting down of air-conditioners
beyond operational hours. LTFH’s corporate headquarters
in Mumbai is a LEED Gold-certified building and has the
Sewage Treatment Plant for treatment of wastewater to
be reused for gardening and air conditioning. Employee
awareness is also carried out on a regular basis to create
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• LTFH is in the process of transitioning from CFL’s/ bulbs
to LEDs across all its India offices. Also, the Company
has made efforts to ensure that new rental/lease
contracts to have LED lights in the place.
• LTFH ensures to undertake energy audits at key
locations.

• All the Air conditioners installed pan-India are energy
efficient (3 star and above).
• The company creates awareness for its employees by
means of regular E- mailers on energy savings.
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GHG Emission

Units

FY 2018-2019

Scope 1 (Emission due to direct fuel
consumption)

tCO2 eq

57.43

28.07

Scope 2 (Emission due to electricity
consumption)

tCO2 eq

5,243.8

3,654.09

Total Emissions (Scope 1+Scope2)

tCO2 eq

5301.23

3,682.16

Scope 3 (Emission due to travel and other
activities)

tCO2 eq

5,248

2933.59

Total No. of Employees

Nos

21,042

23,761

0.25

0.155

Scope 1&2 Intensity /employee

FY 2019-2020

For FY 2019-20, the Scope 1 emissions data pertains to 33 branches and is based on estimations. However, going forward, LTFH will include evidence
based calculations for Scope 1 emissions. Scope 2 emissions are calculated basis emission due to electricity consumption which is reported across 188
branches pan India.

Total Energy Consumed
Within the Organisation

FY 2018-19

Total Energy Consumption(GJ)*

FY 2019-20

23,796.63

WASTE MANAGEMENT

16,353.33

* Total Energy consumption consists of electricity and High Speed Diesel (HSD) consumption. Electricity consumption is reported across 188 branches pan
India and HSD consumption is limited to 33 branches. Data for HSD is based on estimations and not actual measurements. However, going forward, LTFH
will include evidence based calculations.

EMISSION MANAGEMENT
Greenhouse gases (GHG) are those which trap heat in
the atmosphere. GHG emissions are measured in carbon
dioxide equivalent. LTFH, by virtue of its Climate change
action commitment, is working towards lowering GHG
emissions through its operations, the company believes that
the operational efficiency can be enhanced by measuring,
managing and mitigating GHG emissions.

LTFH is driven by responsible consumption of available
resources. The Company is constantly on the look-out for
opportunities to reduce and recycle waste. The wastes
generated through the Companies operations are mainly
E-waste and Paper waste.

E-waste
LTFH has installed inverters in place of DGs to reduce the
carbon emissions. The Company views its investments in
technology as part of commitment towards sustainability.
The use of multimedia video conferencing reduces the
need to travel (air travel), which in turn directly cuts down
the operational costs and indirectly reduces contribution
towards emissions. LTFH measures and discloses its GHG
emissions with full transparency.

• LTFH has identified various nodal points all over India
for E-waste collection. E-waste is handed over to the
identified authorized e-waste handlers.
• The company recycles 100% e-waste through registered
recyclers in accordance with the E-Waste Management
and Handling Rules.
• As a part of data protection degaussing is done
before handing over e-waste to authorized recyclers.
Degaussing is simply a demagnetizing process to erase a
hard drive.
• No e-waste from LTFH goes to the landfill. Proper
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certification is received from authorized recyclers. Entire
E-waste is shredded (recycled).
• In FY 2019-20, LTFH generated & disposed 3850.8 Kg of
E-waste.

		

Paper Waste Management

• All the A4 size paper procurement is centralized which
has helped to track the paper consumption of the
entire company. LTFH is taking gradual and sustained
efforts towards Digitalization of products and processes.
Digitalization has reduced paper consumption for front
line applications. Business divisions of Housing, Micro
loans and even collections are getting digitized. This has
led to:
• Reduced consumption of paper overall in all the
operations by leveraging technology. (performance
being measured by Count of paper less/paper free
processes)
• Use of leveraging technology in the form of video
conferencing has led to reduction of air/ rail/ road
travels.
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WASTEWATER & WATER
MANAGEMENT
Wastewater Management
The wastewater generated at LTFH’s Kalina Office is treated
by a Sewage Treatment Plant having a design capacity of
80 Kld. The inflow (influent) of around 45 M3, is treated
effectively using a FAB (Fluidized Aerobic Bio-Reactor)
reactor the treated effluent is subjected to chlorination and
is used for gardening purposes. The cost of treatment is
`29 /KL in STP. LTFH recycled 2,198 KL quantity of water at
Brindavan (Corporate Office) during the reporting year.

Water Consumption
Total water consumed (KL)

L&T FINANCE HOLDINGS LIMITED
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Water Management
As water supply for commercial use (domestic / office)
becomes a critical factor, it becomes imperative to
inculcate good practices of rational water usage. LTFH has
undertaken various initiatives to avoid the water wastage in
its premises across all locations:
• Since many of the premises are on rent/ lease, it
becomes a challenge to install water meters at the
location. LTFH works on the principle of use and pay,
the cost of water is included in the cost of rent.

AWARDS
AND
RECOGNITION

• Simple initiatives such as sensor-based taps are being
used in the company’s major premises to ensure
minimum wastage.

FY 2018-19
17,462.8

FY 2019-20
20,306*

*This increase is attributed to an increase in the number of offices included in this year's accounting. Currently, LTFH is
monitoring the total volume of water being consumed primarily within the corporate office in Mumbai and Branch offices
in Kolkata, Chennai and Hyderabad.
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AWARDS AND RECOGNITION
• Business standard award for socially aware corporate
of the year 2019 – LTFH was recognized as the most
Socially Aware corporate of the year 2019 for its gender
-inclusive work in the Digital Sakhi project.
• Golden Peacock Award for Corporate Social
Responsibility – LTFH received the Golden Peacock
Award for Corporate Social Responsibility for the year
2019 in the Financial Services category.
• FICCI CSR Awards 2018-19 - LTFH's Digital Sakhi
programme was awarded winner under 'Women
Empowerment' category.
• India Digital Awards for the Digital Sakhi project –
LTFH received the 10th India Digital Awards for its
flagship programme ‘Digital Sakhi’. The award was
received in the category of ‘Digital, Social and Economic
Empowerment awards, recognizing efforts of using

Ernst & Young Associates LLP
5th Floor, Block B-2
Nirlon Knowledge Park
Off. Western Express Highway
Goregaon (E), Mumbai – 400063, India

technology for the empowerment of women through
Digital Finance.
• Ms. Richa Pant -Head - Group CSR & Sustainability,
represented LTFH at 3rd Asia Finance Forum held at ADB
Manila, Philippines.

Tel: +91 22 6192 0000
Fax: +91 22 6192 3000
ey.com

Independent Assurance Statement
The Board of Directors and Management
L&T Finance Holdings Limited
Mumbai, India
Ernst & Young Associates LLP (EY) was engaged by L&T Finance Holdings Limited (the ‘Company’) to
provide independent assurance on its annual Sustainability Report (the ‘Report’) for the Financial Year
2019-20.
The development of the Report is based on the Global Reporting Initiative (GRI) Sustainability Reporting
Standards 2016 (‘GRI Standards’); its content and presentation is the sole responsibility of the
management of the Company. EY’s responsibility, as agreed with the management of the Company, is
to provide independent assurance on the report content as described in the scope of assurance. Our
responsibility in performing our assurance activities is to the management of the Company only and in
accordance with the terms of reference agreed with the Company. We do not therefore accept or
assume any responsibility for any other purpose or to any other person or organization. Any
dependence that any such third party may place on the Report is entirely at its own risk. The assurance
report should not be taken as a basis for interpreting the Company’s overall performance, except for
the aspects mentioned in the scope below.
Scope of assurance
The scope of assurance covers the following aspects of the Report:
► Data and information related to the Company’s sustainability performance pertaining to the eight
Specific Disclosures of GRI Standards listed below, for the period 1st April 2019 to 31st March
2020;
► The Company’s internal protocols, processes, and controls related to the collection and collation of
sustainability performance data;
► Verification of sample data and related information through consultations with the Company’s
representatives at the following locations of operations:
1) Brindavan - Corporate Office, Mumbai
2) Mahape - Branch Office, Navi Mumbai
► Review of data on a sample basis, at the above-mentioned locations of operations, pertaining to the
following Specific Disclosures of the GRI Standards:
1)
2)
3)
4)
5)
6)
7)
8)

303-1 Water withdrawal by source
303-3 Water recycled and reused
305-2 Energy indirect (Scope 2) Greenhouse Gas emissions
305-3 Other indirect (Scope 3) Greenhouse Gas emissions
401-1 New employee hires and employee turnover
401-3 Parental leave
404-1 Average hours of training per year per employee
413-1 Operations with local community engagement, impact assessments, and
development programs
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Limitations of our review

Our assurance team and independence

The assurance scope excludes:

Our assurance team, comprising of multidisciplinary professionals, has been drawn from our climate
change and sustainability network and undertakes similar engagements with a number of significant
Indian and international businesses. As an assurance provider, EY is required to comply with the
independence requirements set out in International Federation of Accountants (IFAC) Code of Ethics
for Professional Accountants1. EY’s independence policies and procedures ensure compliance with the
Code.

►
►
►
►
►
►

Operations of the Company other than those mentioned in the ‘Scope of Assurance’;
Aspects of the Report and data/information other than those mentioned above;
Data and information outside the defined reporting period i.e. 1st April 2019 to 31st March 2020;
The Company’s statements that describe expression of opinion, belief, aspiration, expectation, aim
or future intention provided by the Company;
Review of the Company’s compliance with regulations, acts, guidelines with respect to various
regulatory agencies and other legal matters;
Data and information on economic and financial performance of the Company.

for Ernst & Young Associates LLP,

Assurance criteria
The assurance engagement was planned and performed in accordance with the International Federation
of Accountants’ International Standard for Assurance Engagements Other than Audits or Reviews of
Historical Financial Information (ISAE 3000). Our evidence-gathering procedures were designed to
obtain a ‘Limited’ level of assurance (as set out in ISAE 3000) on reporting principles, as well as
conformance of sustainability performance disclosures as per GRI Standards.

Chaitanya Kalia
Partner
10 July 2020
Mumbai

What we did to form our conclusions
In order to form our conclusions we undertook the following key steps:
► Interviews with select key personnel and the core team responsible for the preparation of the Report
to understand the Company’s sustainability vision, mechanism for management of sustainability
issues and engagement with key stakeholders;
► Interactions with the key personnel at the Company’s locations of operations to understand and
review the current processes in place for capturing sustainability performance data;
► Verification of data on a sample basis at the Company’s corporate office and locations of operations
as mentioned in the ‘Scope of Assurance’ above;
► Review of relevant documents and systems for gathering, analyzing and aggregating sustainability
performance data in the reporting period;
► Review of selected qualitative statements in various sections of the Report.
Our observations
The Company has developed the Report as per the GRI Standards. The Report includes a description of
the Company’s stakeholder engagement process, materiality assessment and relevant performance
disclosures on the identified material topics.
Our conclusion
On the basis of our reviews carried out as per ‘Limited Assurance Engagement of ISAE 3000’, we
conclude that in our opinion, nothing has come to our attention that causes us to believe that the
information reported is materially misstated. Some data pertaining to key performance disclosures
underwent change as part of our assurance process.

1
International Federation of Accountants (IFAC) Code of Ethics for Professional Accountants. This Code establishes ethical
requirements for professional accountants.
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GRI STANDARD
NUMBER

GRI STANDARD
TITLE

DISCLOSURE NUMBER

Page
No’s

GRI STANDARD
NUMBER

GRI STANDARD
TITLE

DISCLOSURE NUMBER

Page
No’s

GRI 102

General Disclosures

102-20 Executive level responsibility for economic,
environmental and social topic

24-25

GRI 102

General Disclosures

102-1 Name of the organization

3

GRI 102

General Disclosures

102-21 Consulting stakeholders on economic,
environmental and social topics

20-24

GRI 102

General Disclosures

102-2 Activities, brand products and services

16-17

GRI 102

General Disclosures

102-22 Composition of the highest governance body
and its committees

20-24

GRI 102

General Disclosures

102-3 Location of Headquarters

3

GRI 102

General Disclosures

102-23 Chair of the highest governance body

20

GRI 102

General Disclosures

102-4 Location of operations

3,15

GRI 102

General Disclosures

102-24 Nominating and selecting the highest
governance body

22

GRI 102

General Disclosures

102-5 Ownership and legal form

3,15

GRI 102

General Disclosures

102-25 Conflicts of interest

27

GRI 102

General Disclosures

102-6 Markets served

15

GRI 102

General Disclosures

102-26 Role of highest governance body in setting
purpose, values, and strategy

20-24

GRI 102

General Disclosures

102-7 Scale of the Organization

15

GRI 102

General Disclosures

102- 27 Collective knowledge of highest governance
body

20-24

GRI 102

General Disclosures

102-8 Information on employees and other workers

68

GRI 102

General Disclosures

102-28 Evaluating the highest governance body’s
performanceperformance

21

GRI 102

General Disclosures

102-9 Supply chain

41

GRI 102

General Disclosures

102-29 Identifying and managing economic,
environmental, and social impact

46-65

GRI 102

General Disclosures

102-10 Significant changes to the organization and its
supply chain supply chain

NR

GRI 102

General Disclosures

102-30 Effectiveness of risk management processes

26, 92-96

GRI 102

General Disclosures

102-11 Precautionary principle or approach

3

GRI 102

General Disclosures

102-31 Review of economic, environmental, and social
topics

46-65

GRI 102

General Disclosures

102-12 External initiatives

116

GRI 102

General Disclosures

102-32 Highest governance body’s role in sustainability

6

GRI 102

General Disclosures

102-13 Membership of association

105

GRI 102

General Disclosures

102-33 Communicating critical concerns

27-28

GRI 102

General Disclosures

102-14 Statement from senior decision maker

6-10

GRI 102

General Disclosures

102-34 Nature and total number of critical concerns

27-28 &

GRI 102

General Disclosures

102-15 Key impacts, risk and opportunities

26, 92-96

GRI 102

General Disclosures

102-35 Remuneration policies

GRI 102

General Disclosures

102-16 Values, principle, standards and norms of
behaviorbehavior

*Annual
Report FY
2019-20
Page 37

14-15

102-17 Mechanism for advice and concern about ethics

27-28

GRI 102
GRI 102
GRI 102

150

General Disclosures
General Disclosures
General Disclosures

102-18 Governance structure
102-19 Delegating authority

20
20

GRI 102

General Disclosures

102-36 Process for determining remuneration

*Annual
Report FY
2019-20
Page 37

GRI 102

General Disclosures

102-37 Stakeholders’ involvement in remuneration

*Annual
Report FY
2019-20
Page 37

102-38 Annual total compensation ratio

*Annual
Report FY
2019-20
Page 28

GRI 102

General Disclosures
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GRI STANDARD
NUMBER

GRI STANDARD
TITLE

DISCLOSURE NUMBER

GRI 102

General Disclosures

102-39 Percentage increase in annual total
compensation ratio

GRI 102

General Disclosures

102-40 List of stakeholder groups

GRI 102

General Disclosures

102-41 Collective bargaining agreements

GRI 102

General Disclosures

102-42 Identifying and selecting stakeholders

Page
No’s
*Annual
Report FY
2019-20, Page
no. 28, 227

GRI 103: Management Approach 2016

General Disclosures

102-43 Approach to stakeholder engagement

103

GRI 102

General Disclosures

102-44 Key topics and concerns raised

33

General Disclosures

102-45 Entities included in the consolidated financial
statements

16-17

GRI 102

General Disclosures

102-46 Defining report content and topic Boundaries

3

GRI 102

General Disclosures

102-47 List of material topics

33

GRI 102

General Disclosures

102-48 Restatements of information

3

GRI 102

General Disclosures

102-49 Changes in reporting

3

GRI 102

General Disclosures

102-50 Reporting period

3

GRI 102

General Disclosures

102-51 Date of most recent report

3

GRI 102

General Disclosures

102-52 Reporting cycle

3

GRI 102

General Disclosures

102-53 Contact point for questions regarding the report

3

GRI 102

General Disclosures

102-54 Claims of reporting in accordance with the GRI
Standard

3

GRI 102

General Disclosures

102-55 GRI content index

150

GRI 102

General Disclosures

102-56 External assurance

147

103-1 Explanation of the material topic and its
Boundary

33

103-2 The management approach and components 36-45

Not applicable
for LTFH

103

L&T FINANCE HOLDINGS LIMITED

Material Topics GRI 201: Economic performance

103-105

GRI 102

GRI 102

SUSTAINABILITY REPORT - 2020

GRI 201: Economic performance 2016

103-3 Evaluation of the management approach

36-45

201-1 Direct economic value generated and
distributed

45

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

139-140

103-1 Explanation of the material topic and its
Boundary

33

103-2 The management approach and its
components

48-65

103-3 Evaluation of the management approach

48-65

203-1 Infrastructure investments and services
supported

59

203-2 Significant indirect economic impacts

116-117

103-1 Explanation of the material topic and its
Boundary

33

103-2 The management approach and its
components

7-8, 139

103-3 Evaluation of the management approach

7-8, 139

302-1 Energy consumption within the organization

142

GRI 203: Indirect economic impacts
GRI 103: Management Approach 2016

GRI 203: Indirect Economic impacts 2016

GRI 302: Energy
GRI 103: Management Approach 2016

GRI 302: Energy 2016

* https://www.ltfs.com/content/dam/lnt-financial-services/home-page/investors/documents/annual_report/FY%202019-20%20(Interactive%20PDF).pdf

152

153

SUSTAINABILITY REPORT - 2020

L&T FINANCE HOLDINGS LIMITED

SUSTAINABILITY REPORT - 2020

GRI 303: Water
GRI 303: Water 2016

303-1 Water withdrawal by source **

144

303-3 Water recycled and reused **

144

GRI 404: Training and Education 2016

GRI 305: Emissions
GRI 103: Management Approach 2016

GRI 305: Emissions 2016

GRI 401: Employment 2016

154

70

103-3 Evaluation of the management approach

70

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

76

404-2 Programs for upgrading employee skills and
transition assistance programmes

76-77

33

GRI 405: Diversity and Equal opportunity

103-2 The management approach and its
components

136-143

GRI 103: Management Approach 2016

103-3 Evaluation of the management approach

103-1 Explanation of the material topic and its
Boundary

33

136-143

103-2 The management approach and its
components

70

305-1 Direct (Scope 1) GHG emissions

143

103-3 Evaluation of the management approach

70

305-2 Energy indirect (Scope 2) GHG emissions **

143

GRI 405: Diversity and Equal opportunity 2016

405-1 Diversity of governance bodies and
employees

20,74-75

305-3 Other indirect (Scope 3) GHG emissions **

143

GRI 413: Local communities
103-1 Explanation of the material topic and its
Boundary

33

GRI 103: Management Approach 2016
103-1 Explanation of the material topic and its
Boundary

33

103-2 The management approach and its
components

7, 10, 116

103-2 The management approach and its
components

70

103-3 Evaluation of the management approach

7, 10, 116

103-3 Evaluation of the management approach

70

413-1 Operations with local community
engagement, impact assessments \ and
development programmes **

116

401-1 New employee hires and employee
turnover **

75

401-2 Benefits provided to full-time employees

80

103-1 Explanation of the material topic and its
Boundary

33

401-3 Parental leave **

80

103-2 The management approach and its
components

110-111

103-3 Evaluation of the management approach

110-111

417-1 Requirements for product and service
information and labeling

111

GRI 413: Local communities 2016

GRI 417: Marketing and labeling
GRI 103: Management Approach 2016

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

103-2 The management approach and its
components

103-1 Explanation of the material topic and its
Boundary

GRI 401: Employment
GRI 103: Management Approach 2016

L&T FINANCE HOLDINGS LIMITED

103-1 Explanation of the material topic and its
Boundary

80

GRI 417: Marketing and Labeling 2016

** Specific disclosures which have been subject to external assurance
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103-1 Explanation of the material topic and its
Boundary

33

103-2 The management approach and its
components

88

103-3 Evaluation of the management approach

88

ESG

Environmental, Social, Governance

NSS

Net Supporter Score

GRI

Global Reporting Initiative

SDG

Sustainable Development Goals

BAN

Baseline and Needs Assessment

BOD

Board of Directors

CARE

Credit Analysis & Research

CII

Confederation of Indian Industry

FICCI

The Federation of Indian Chambers of Commerce and Industry

CSR

Corporate Social Responsibility

ESOP

Employee Stock Ownership Plan

FY

Financial Year

GHG

Greenhouse Gas

GRI

GST

Goods and Services Tax

The GRI Standards are the first global standards for sustainability reporting. They feature a modular, interrelated structure,
and represent the global best practice for reporting on a range of economic, environmental and social impacts.

GW

Giga Watt

HFC

Housing Finance Companies

ICRA

Investment Information and Credit Rating Agency

IFC

International Finance Corporation

IT

Information Technology

KPI

Key Performance Indicator

An organization’s approach to risk management in operational planning, or when developing and introducing new
products.

KRA

Key Responsibilities Areas

KwH

Kilo Watt Hour

Stakeholder

MW

Mega Watt

Entity or individual that can reasonably be expected to be significantly affected by the reporting organization’s activities,
products and services, or whose actions can reasonably be expected to affect the ability of the organization to successfully
implement its strategies and achieve its objectives.

NBFC

Non-Banking Financial Company

NPA

Non-Performing Assets

POSH

Prevention of Sexual Harassment

Enhancing Access to Housing Loans*
GRI 103: Management Approach 2016

L&T FINANCE HOLDINGS LIMITED

ABBREVIATIONS

Digital and Data Analytics
GRI 103: Management Approach 2016

SUSTAINABILITY REPORT - 2020

103-1 Explanation of the material topic and its
Boundary

33

103-2 The management approach and its
components

9, 53-55

103-3 Evaluation of the management approach

9, 53-55

GLOSSARY

IIRC
The International Integrated Reporting Council (IIRC) is a global coalition of regulators, investors, companies, standard
setters, the accounting profession, academia and NGOs. The coalition promotes communication about value creation as
the next step in the evolution of corporate reporting.

Precautionary Principles

Materiality
Topics that reflects a reporting organization’s significant economic, environmental and social impacts; or that substantively
influences the assessments and decisions of stakeholders.
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NOTES:

RBI

Reserve Bank of India

SEBI

Securities and Exchange Board of India

ALMC

Asset Liability Management Committee

AAUM

Average Assets Under Management

AMF

Association of Mutual Funds

BOD

Board of Directors

CAGR

Compound Annual Growth Rate

CARE

Credit Analysis & Research

CO2e

Carbon Dioxide Equivalent

COD

Committee of Directors

COE

Centres of Excellence

DFL

Digital Financial Literacy

GEC

Group Executive Committee

GHG

Green House Gas

GRI

Global Reporting Initiative

ICRA

Investment Information and Credit Rating Agency

IDF

Infrastructure Debt Fund

STP

Sewage Treatment Plant

TAT

Turn Around Time

LAP

Loan Against Property

POSH

Prevention of Sexual Harassment

NRC

Nomination & Remuneration Committee

RoE

Return on Equity

SRC

Stakeholders Relationship Committee
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Brindavan, Plot No.177, CST Road,
Kalina, Santacruz (East),
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