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Letter From The Chairman

Dear all,
Greetings!

I am delighted to present the Max 

Financial Services (MFSL) Sustainability 

Report for 2021.

The COVID-19 pandemic has changed 

our lives. While the medical staff, 

frontline workers, essential service 

providers and all the unsung heroes 

played a commendable part in 

overcoming this appalling period, our 

heart goes out to all who lost their 

near and dear ones. I feel humbled 

to say that that we, at MFSL and Max 

Life Insurance Company (MLIC), 

together braved the multiple adversities 

and strived to deliver value to our 

stakeholders, without compromising 

on the safety of our employees, staff, 

partners and their families during such 

tough times.

Since the past year, even though a lot 

of the world came to a standstill, we 

observed multiple emerging trends 

– such as higher digital adoption, 

increased focus on sustainability, shift 

in customer preferences and new 

methods of working with a rising 

demand for work from home/hybrid 

working models. This has allowed us to 

revitalize our approach while engaging 

with our customers, stakeholders, 

environment, conducting our 

operations on a sustained basis.

Pillared on the core 
fundamentals of ‘Sevabhav’, 
credibility and excellence 
of the Max Group, Max 
Life has made it its mission 
to execute the values of 
caring, collaboration, 
customer obsession and 
growth mindset across all its 
functions.

Analjit Singh 
Chairman 

MFSL, as an organization, has always 

believed in long-term value creation 

through sustainable growth. Staying 

ahead of the curve, ethically and 

responsibly, while implementing the 

best practices of governance have 

been a hallmark of MFSL and its sole 

operating subsidiary Max Life.

MLIC has successfully replicated its 

longstanding history of prioritizing 

the needs of its customers and 

stakeholders over financials and 

economics. MLI’s Claims paid ratio (the 

highest in the industry) is a testimonial 

to the relentless perseverance of our 

employees and their unwavering focus 

on the customers.  

MAX FINANCIAL SERVICES
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Pillared on the core fundamentals of 

‘Sevabhav’, credibility and excellence of 

the Max Group, Max Life has made it its 

mission to execute the values of caring, 

collaboration, customer obsession and 

growth mindset across all its functions.

Max Life has always acted swiftly and 

efficiently on any and every new-age 

challenge that has come its way – 

from expanding gender inclusivity, 

employing a diverse set of personnel, 

complying to rural and social sector 

business obligations, incorporating 

the best corporate governance 

practices, to devising ways to tackle the 

environmental challenges and climate 

change issues today.

At Max Life, our leadership team has 

launched a transformational, long-

term ESG Strategy, which is reflective 

of our purpose, values, and positions 

us as one of the leaders in the Life 

Insurance sector in India. This approach 

encompasses our vision of continuing 

as one of the most admired and 

trustworthy life insurers in the country 

and setting a benchmark of excellence 

for others to emulate. The four pillars 

of ESG Strategy are researched for their 

impact and compatibility to our core 

values, ensuring greater commitment 

and alignment in conduct of business. 

The attached report provides more 

details on each of the pillars.

A robust corporate governance 

structure with a diverse board 

composition, along with ethical 

business standards is the key to 

operating sustainably. This approach 

helps us engage effectively with 

internal and external stakeholders, 

manage risks, and at the same time, 

drive innovation across work streams. 

Digital transformation is the backbone 

of our growth story in the recent 

years, and we will continue with our 

investments in building technological 

capability and focus to deliver better 

customer experiences and services.

Further, diversity and inclusion are at 

the heart of our business strategy. We 

promote a collaborative culture that 

supports the development of the key 

capabilities of employees. We have 

multiple career development programs, 

training programs and distinct 

performance benchmarking sessions 

which help our employees become 

better role models for their peers and 

the community at large.

Our consistent appearance in the 

‘Great Places to Work’ (GPTW) 

rankings, 18th in the country this year, 

emphasizes our approach towards 

care for our employees and people. 

Recently, MLIC was ranked among 

the top 100 Great Places to work 

for Women – a stellar feat we are 

extremely proud of and would like to 

better in the years to come

Driven by our core values, we 

endeavour to ensure that every 

Indian family has adequate financial 

protection and awareness while we 

adhere to our responsibilities towards 

the society and the environment. 

We regularly run initiatives for our 

employees and community on creating 

environmental awareness for waste 

management, water conservation 

though our CSR programs.

Therefore, our efforts continue to 

align with our fundamentals and are a 

benchmark of our razor-sharp focus on 

adaptability during the changing times. 

The pandemic has tested our agility 

and I believe that our organization 

has come out stronger from the crisis. 

We continue to be committed to the 

industry leading ESG standards, and 

Max Life assures its stakeholders of 

upholding the best practices, keeping 

in mind the growth and prosperity of 

everyone.

We look forward to continuing playing 

a leading role in creating a more 

sustainable tomorrow and make the 

world a better place to live

With all good wishes and gratitude for 

your support and confidence.

Analjit Singh                                                                                                

Founder & Chairman 

Max Life has always 
acted swiftly and 
efficiently on any 
and every new-
age challenge that 
has come its way 
– from expanding 
gender inclusivity, 
employing a diverse 
set of personnel, 
complying to 
rural and social 
sector business 
obligations, 
incorporating the 
best corporate 
governance 
practices, to 
devising ways 
to tackle the 
environmental 
challenges and 
climate change 
issues today.
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Sustainability Vision

Max Life, the wholly owned subsidiary of Max Financial Services,  
has a vision to be the most admired life insurance company in 
India by securing the financial future of our customers. 

Max Life is an honest life insurance company, committed to 
doing what is right.

We have recently launched a transformational, long term ESG 
Strategy, which is reflective of our purpose, our values and our 
position as one of the leaders in life insurance industry in India. 

Our ESG Strategy identifies 
four key areas of focus

Working 

Sustainably

Care for 

People

Financial 

Responsibility

Green 

Operations

Working Sustainably 
& Ethically

A robust corporate governance 

structure along with ethical business 

standards is the key to operating 

sustainably. This approach helps the 

organization to engage effectively 

with internal as well as external 

stakeholders, manage risk, and at 

the same time, drive innovation 

across functions and work 

streams. We always strive to be the 

financial partner of choice for our 

customers and help ensure they 

are financially protected. With this 

vision, we intend to drive sustainable 

development of our communities 

and create positive impact of 

financial inclusion in the country.

MAX FINANCIAL SERVICES
SUSTAINABILITY REPORT 2021
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Care for People & 
Community

Financial 
Responsibility

As a leading life insurance company, 

we have a financial responsibility to 

deliver on the long term savings and 

protection needs of our customers. We 

realize the impact that our investments 

can have on people’s lives. We take 

ESG factors into consideration when 

making our investment decisions to 

help drive sustainable behaviour and 

create long term value. One example 

can be seen through our rigorous 

processes through the last few years 

to engage with Investee companies on 

their governance practices.

We also address the grievances 

of customers through various 

mechanisms to address issues and 

integrate genuine customer feedback 

into our operating model through our 

Net Promoter Score (NPS). We aim 

to provide superior and best in class 

services to our customers, and have 

embedded ‘Customer Obsession’ as a 

value to live by, across the organization.

The need to embrace inclusiveness, 

diversity and ensuring greater 

opportunities for under-represented 

and marginalised groups is generally 

well understood by corporate India. 

Now more than ever, Indian companies 

are competing in an interconnected 

world with global companies that have 

increasingly tapped into the strength 

of their workforce diversity. This 

includes competing to attract the best 

talent for their organisations. Diversity 

and inclusion is at the heart of our 

business strategy. We also promote 

a collaborative culture that supports 

the development of key capabilities of 

employees. We have multiple career 

development programs and multiple 

performance benchmarking sessions 

which helps our people be better role 

models for each other and for the 

community at large. We have been 

ranked 18th in the Great Places to Work 

survey 2021 in India, emphasizing our 

priorities towards our people.

Green Operations

The environment has a direct impact 

on the mental as well as physical well-

being of our customers, employees and 

communities. Therefore, we ensure 

appropriate measures are taken to 

address key areas of impact within the 

organization to reduce environmental 

footprint. We work cohesively 

to address areas such as waste 

management, water conservation and 

emissions through inhouse operations. 

We also strive to instill best practices in 

our communities to address the major 

issues and drivers of climate change 

through multiple activities across 

societies

ESG

Four Pillars of Approach to Sustainability
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Performance Snapshot of FY21

participation in employee 
engagement survey

Gender Diversity ratio

23.3%

Number of beneficiaries of CSR 
activities in FY21 

1 Lakh+
Overall NPS

(from 26 in FY18)

45

Employees have completed 20 
years with Max Life Insurance

10
employees have completed 
at least 10 years with Max Life 
Insurance 

1117

Tree plantations

56,000

Claims paid ratio

Delivering on promise

99.35%

Digital Learning Hours

Upskilling and reskilling programs

~30,000 hours 

96% 

Self-servicing

Digital transformation of 
operating model

75% 

MAX FINANCIAL SERVICES
SUSTAINABILITY REPORT 2021
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Sustainability Strategy

Max Life Insurance developed its ESG Strategy with the ambition to 
develop  a focused and impactful ESG program, maximizing the value we 
bring our communities and the planet. The strategy was developed based 
on feedback from both our internal and external stakeholders, and our 
material sustainability issues, with an ambition to address ESG risks and drive 
meaningful impact. 

The ESG Strategy focuses on Four pillars

Work Ethically & 
Sustainably

Care for People & 
Community

Financial 
Responsibility

Green Operations

 Robust Corporate 

Governance: 

Integration of ESG in 

corporate governance. 

Diverse composition 

of board structure 

based on skills, sectors. 

ESG team in place to 

drive initiatives across 

verticals

 Ethics & Compliance: 

A robust compliance 

framework across 

AML ( anti money 

laundering), POSH 

(prevention of sexual 

harassment), ABC (Anti-

Bribery & Corruption), 

Whistleblower 

policies with frequent 

assessments, 

awareness programs 

across the organization 

 Digital Initiatives 

across operating model 

to impact sustainable 

working

 Ethical usage of 

Data: Privacy, 

security initiatives 

and data governance 

mechanisms in 

response to increasing 

digitization of 

operations

 Diversity & Inclusion: 

Incorporate strategies 

across hiring, retention, 

training to increase D&I 

composition 

 Development of 

employees: Trainings 

across grades, 

functions for career 

development

 Health & Wellness 

programs: Programs 

to address mental and 

physiological well-

being of employees 

- doctors on call, 

Vaccination drives

 CSR Initiatives: Drive 

initiatives impacting 

society & environment

 Financial 

Empowerment: Drive 

insurance awareness 

across communities

 Sustainable Investing: 

Integrate ESG in 

investment decision 

making

 Product responsibility: 

Ethical, transparent 

means of marketing 

product and services, 

robust risk assessments 

during product pricing

 Customer feedback 

integration: Integrate 

customer feedback in 

product development, 

customer servicing 

 Waste Management: 

Handle E-waste, dry 

waste, wet waste 

efficiently. Reduce 

plastic

 Water Management: 

Conserve water in 

branches and offices 

 Energy usage, 

efficiency: Reduce 

energy usage through 

AC maintenance, LED 

lights, etc

 Emissions control 

to reduce Climate 

risk: Reduce GHG 

emissions, carbon 

footprint 
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Materiality Map

Important Issues for Max in its ESG journey:

 Responsible Product Offering

 Digitization & Security

 Corporate Governance

 Business Ethics

 Sustainable Investing / Asset 

Management

 Diversity and Women 

Empowerment

 Risk management to Natural 

Disasters

 Health & Wellness Programs

 Local Community Support

Im
p
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 S
ta

ke
h

o
ld

er

ESG Verification & 
Reporting

Sustainable investing 
/ Responsible Asset 
Management

Diversity & Inclusion

Evergy Efficiency

Natural Disasters

Ethics & Compliance

Governance

Responsible 
Product Offering

Data Privacy & 
Security

Digital 
Transformation

Workforce 
Development

Health & Wellness

Local Community 
Support

PollutionWaste 
Management

Water

Importance to the business

Si
g

n
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t
M

o
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n
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t

Significant More Significant

 Green Operations

 ESG Integration, Verification & 

Reporting

External Stakeholders comprises of Customers, Communities, NGOs, Suppliers, Governments and Regulators

We have 
recognized key 
material issues 
based on these 

two points

We assess 
material 
risks and 

opportunities

We engage 
with 

Stakeholders

MAX FINANCIAL SERVICES
SUSTAINABILITY REPORT 2021
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Working Ethically & Sustainably

BOARD COMPOSITION

The Company continues to be committed towards maintaining the highest 
standards of Corporate Governance recognizing that in today’s environment, 
it is a critical driver for achieving excellence, attracting high-quality talent, and 

optimizing capital sourcing and allocation.

To ensure strong discipline in capital management, robust performance management of its businesses and sustained value 

creation across all stakeholders, Max Financial Services embarked upon a journey, over a decade ago, to implement a 

comprehensive governance framework across the Group. This entailed implementation of various transformational initiatives 

across three key facets of governance:

Board Architecture Board Effectiveness
Core competencies of the 

Board of Directors 

The Board of Max Financial Services 

and Max Life has been created with 

the right composition of independent 

directors ensuring board diversity  with 

respect to functional and industry 

expertise, having an active and engaged 

lead Director on each Board, and 

separating the role of the respective 

CEOs and the Chairman. In addition, 

a clear role for the Board has been 

articulated in areas such as strategy 

formulation, monitoring financial 

health, leadership development, risk 

management and succession planning.

To enhance ‘Board Effectiveness’ and 

assess the Board’s performance, an 

annual evaluation of Board Members is 

conducted and inter-Company Board 

movements are also effected, as may 

be required, to ensure that each Board 

is well-equipped and engaged to take 

the right decisions for the business. 

In addition, various mechanisms have 

been implemented to improve the 

performance of the Board, which 

involves establishing clear standards of 

conduct & behaviour, setting a calendar 

of key governance interventions 

(such as strategy-setting sessions, risk 

management sessions), consequence 

management, etc

Max Financial Services Ltd Board has 

identified the following core skills/

expertise/ competencies of the 

Directors for effective functioning 

of the Company in the context of 

company’s business: 

1. Industry and sector experience or 

knowledge 

2. Leadership and governance

3. Strategic thinking and decision 

making 

4. Experience in M&A, business 

restructuring and joint ventures

5. Experience in financial 

management; risk assessment; 

treasury and fundraising initiatives

09



Working Ethically & Sustainably

Max Life

A strong, independent, and diverse Board 
leadership ensures the deployment 
of effective corporate governance 
throughout the corporation. All our 
directors possess rich multi-industry 
experience and are recognized for their 
contribution in their chosen professions.

With around 30% of Max Life’s Board 
comprising of Independent Directors, 
and with a diverse Board composition, 
robust corporate governance founded 
on organizational values is the bedrock 
of sustained performance at Max Life and 
fuels its vision to achieve the respect of 
stakeholders.

Max Life Insurance’s Board has an optimum combination 

of executive, non-executive, and independent directors 

on its Board which comprises of 2 executive directors, 

8 non–executive (non-independent) directors, and 4 

independent directors. The company believes that well 

informed and Independent Board is essential to ensure 

the high standards of Corporate Governance.

The Company has had a woman director on its Board 

even before this became a mandatory requirement 

and continues to benefit from a diversified Board 

composition.

The company has Board/board committee approved 

Business Code of Conduct, Anti Bribery, Gifts and Meals 

policies, along with certain other policies to drive the 

Ethical culture at workplace

The annual evaluation of the performance of the board, the committees, individual directors is carried out in line with 

requirements under the Companies Act, 2013. This is carried out by obtaining feedback from all directors through an online 

survey mechanism/ hard copy questionnaires. The outcome of the performance evaluation is placed before the nomination and 

remuneration committee of the company and the Board.

The independent directors also meet separately for performance evaluation of non-independent directors, the Board and 

the Chairman. They assess the quality, quantity and timeliness in respect of flow of information between the Company’s 

management and the Board.

MAX FINANCIAL SERVICES
SUSTAINABILITY REPORT 2021
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GOVERNING COMMITTEES

Max Life has multiple committees which is a prerequisite for good governance 
across the organization

Audit Committee

This Committee assists the Company by providing oversight on all matters 

relating to financial management and controls, financial accounting, internal & 

external audit and reporting & disclosure requirements pertaining to the Audit 

Committee under applicable laws.

All the members of the Committee are financially literate and/ or have 

accounting or financial management expertise/ background. Mr. K. Narasimha 

Murthy, Chairman of the Committee is a fellow member of the Institute of 

Chartered Accountants of India (ICAI) and a fellow member of Institute of Cost 

& Works Accountants of India (ICWAI) with expertise in financial management 

and analysis.

Investment Committee

This Committee assists the 

Company by providing oversight 

on matters relating to the 

investment of assets, including the 

implementation and review of the 

Investment Policy and the Standard 

of Processes (SOP), investment 

risks and reporting & disclosure 

requirements pertaining to the 

Investment Committee under 

applicable laws.

Risk, Ethics and Asset Liability Management Committee

This Committee assists the Company by providing oversight on matters 

relating to the identification of plans and strategies to mitigate risks on short 

term as well as long term basis, Company’s risk management framework, 

assessment & evaluation of capital, finance and other operating decisions, 

fraud monitoring strategy, monitoring of Company’s risk profile in respect of 

compliance with applicable laws, Asset Liability Management (“ALM”) matters 

and reporting & disclosure requirements pertaining to the Risk, Ethics & ALM 

Committee under applicable laws.

Policyholder Protection Committee

This Committee assists the Company 

by providing oversight on matters 

relating to Treating Customer Fairly 

(TCF), multiple performance customer 

indicators, Policyholder Service 

Delivery, Market Conduct, Legal, 

Regulatory & Compliance matters 

involving policyholders’ interest and 

reporting & disclosure requirements 

pertaining to Policyholder Protection 

Committee under applicable laws.
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Product & Actuarial Committee

This Committee assists the Company by providing 

oversight on matters relating to Products’ design and 

pricing, Policyholder’s annual bonus declaration, Actuarial 

Practice Standards, Product & Fund Performance, 

Product Operational Readiness, actuarial updates and 

reporting & disclosure requirements pertaining to the 

Product & Actuarial Committee under applicable laws.

Nomination & Remuneration Committee

This Committee assists the Board in the discharge of 

its responsibilities and oversight matters relating to 

the appointment, remuneration and performance of 

the Key Management Persons, senior executives and 

Directors of the Company, implementation & review 

of Nomination & Remuneration Policy and reporting & 

disclosure requirements pertaining to the Nomination 

& Remuneration Committee under applicable laws. 

The Committee also ensures that the Board has the 

appropriate balance of skills, experience, independence 

and knowledge to enable it to effectively discharge its 

duties and responsibilities.

Corporate Social Responsibility Committee

This Committee assists the Company by providing 

oversight on matters relating to the implementation of 

Corporate Social Responsibility (“CSR”) Policy, CSR Annual 

budget & annual action plan, activities to be undertaken 

for CSR and reporting & disclosure requirements 

pertaining to CSR Committee under applicable laws.

With Profits Committee

This Committee assists the Company by providing 

oversight on matters relating to the determination of 

the share of assets attributable to the policyholders, 

the investment income attributable to the participating 

fund of policyholders, the expenses allocated to 

policyholders, analysis of internal rate of return and 

reporting & disclosure requirements pertaining to With 

Profits Committee under applicable laws.

GOVERNING COMMITTEES (CONTD..)

MAX FINANCIAL SERVICES
SUSTAINABILITY REPORT 2021
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GOVERNING POLICIES

As a preventive measure, our policies guide employees in  their roles and 
responsibilities and help them familiarize with  various aspects they should 
be aware of, to avoid getting into an undesirable situations. Some of the key 
governing policies are: 

Business Code of Conduct (BCC): 

• Sets out guidance to all 
employees, agents, vendors and 
assurance to all our customers, 
agents, etc., that as a Company 
we promote only ethical and 
responsible operations 

• It also lays down the Company’s 
intent and mandate to conduct 
business in accordance with 
fundamental values and beliefs of 
Max Life

Workplace Anti-Harassment 

Policy: Provides an assurance that 

Max Life  is committed to providing 

a safe and healthy environment 

at the workplace and  does not 

tolerate any type of discrimination, 

harassment, or hostile behavior at 

the workplace

Gift, Meals & Entertainment 

Policy (GM&E): Provides guiding 

principles for employees for any 

GM&E provided to or received 

from individuals (including Public 

Officials) having or proposing to 

have a business relationship with 

Max Life

Anti-Bribery and Corruption 

Policy: Provides guiding principles 

for employees for dealing with 

Government Authority, Public 

Servants, Political person or a 

Political Party in India

Social Media Policy: Policy guides 

on the limitations around sharing 

of information or discussion 

associated with Company, 

policyholders, employees, or 

business partner(s) on all social 

media platforms include including 

Facebook, LinkedIn, Twitter, 

YouTube, WhatsApp, etc.

Anti-Money Laundering Policy: 

Provides guiding principles for 

employees to help identify and 

prevent any attempts of money 

laundering and terrorist financing 

under Prevention of Money 

Laundering Act, 2002, and various 

IRDAI guidelines 

Conflict of Interest 

Policy: Provides guiding 

principles for employees 

during Conflict-of-Interest 

situations and help in 

ensuring employees always 

act in the best interest of the 

Company whilst protecting 

the interests of policyholders 

and shareholder 

Data Privacy Policy: Policy 

highlights Max Life’s commitment 

to safeguarding customers and 

employee’s personal information 

and using it in a lawful manner

Whistleblower Policy: Provides 

an avenue to all the employees to 

raise any bona-fide concerns on 

unethical behavior, misconduct, 

improper practices, frauds or any 

other wrongful conduct

Details of these policies, as applicable to Max Financial Services Ltd or Max Life, are available on the Company’s websites.
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Working Ethically & Sustainably

GRIEVANCE ADDRESSAL MECHANISMS FOR EMPLOYEES

A robust mechanism exists in Max Life to handle grievances and incidents 
reported within the organization for investigation, corrective action, and 
preventive actions. Grievances / incidents reported from any source are recorded 
and taken up for investigation(s), followed with appropriate consequence 
management action(s), as applicable, as per Company’s disciplinary action 
policies. The mechanism consists of:

Summary of all incidents 

received and investigated 

are presented to the 

Management and Board 

Committee(s), along with 

consequent management 

actions taken and lessons 

learnt.

An Annual Compliance 

Certification is also 

conducted for all the 

employees, under which 

awareness material is made 

available to all employees, 

post which they undertake an 

assessment to get certified 

on Annual Compliance 

Certification.

Training is provided to all 

new joinees on Compliance 

program, practices, policies, 

along with Do’s and Don’t’s 

as part of their induction. 

Refresher trainings are also 

conducted from time to time.

Focused updates on Ethics and 

Compliance matters is also 

presented in relevant  Board 

Committee meeting(s).

 My Voice  Ethics Hotline  Disciplinary Action policy

A Single Listening Platform for 

addressing and routing all types of 

internal grievances to the relevant 

department for resolution

Max Life has a dedicated whistle-

blower platform, which is managed 

by an independent partner– Integrity 

Matters and governed as per the 

Whistle-blower Policy, which 

safeguards employees from any acts of 

violation and vengeance from peers or 

superiors

It serve as a basic guide for the HR 

function, while taking disciplinary 

action against employees in various 

situations. The Employee Disciplinary 

Action Process reflects Max Life 

Insurance’s commitment towards 

maintaining workplace

MAX FINANCIAL SERVICES
SUSTAINABILITY REPORT 2021
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INFORMATION SECURITY/CYBERSECURITY & SYSTEM AVAILABILITY 

The access to the information at Max 

Financial Services Ltd is safeguarded 

by user authentication and login 

password. All the user’s data & financial 

transactions are secure with firewall 

security. 

Backup, recovery and monitoring 

policy are in place for Tally and Vista 

application:

There are communication channels like 

Microsoft exchange, Tally, Vista payroll, 

SharePoint portals and common drives 

used by team members.

Depending on the need, data is 

structured into meaningful formats and 

information for use by Max Financial 

Services. Also, there are various best 

industry practices for user friendly 

formats, and these are deployed at  

Max Financial Services Ltd.

Data & Cyber Security Emergency Availability

Data and Information Availability

Users are trained on IT policies 
for privacy and confidentiality:

 Prevention of external access 

through network firewalls 

 Servers are kept in physical locked 

data centre 

 Restricted use of external drives 

and ports on users’ computers 

through MacAfee application

 Restricted access of software 

to the users based on their job 

profiles

 Daily data backups are taken and 

transferred to central location 

 Backup servers and computers 

are configured in case of any 

emergency to restore the backups

 Emails and exchange data backups 

are secure to offsite location 

(Bangalore) on daily basis  

 Users backups are transferred to 

servers on weekly basis through 

Druva app

 User are trained to enter / update 

data in softwares

 Users Access reviewed periodically

 Restricted secure VPN access 

to use the applications outside 

network

 Disaster Recovery Plan is in place 

or IT systems

15



Data Privacy Programs

Cyber Security Programs

Max Life follows robust security 

practices to protect Personal 

Information in accordance with the 

information security and data privacy 

policy approved by the management. 

Our privacy policy is available on 

our website and compliant to the 

regulatory requirements. We provide 

clear communication to customers 

around the type of personal 

information collected, purpose of 

collection and usage of personal 

information. 

Max Life Insurance has a robust 

cyber security framework in line with 

regulatory requirements by IRDAI and 

Indian IT Act. Max Life is certified on 

international standards ISO 27001 and 

ISO 22301 for information security and 

business continuity respectively. 

We believe in laying strong foundation 

and as part of our formal induction 

also known as “Bandhan” session, 

information, security Do’s and Don’ts 

are imparted to all the employees 

joining in MaxLife especially in handling 

personal data, maintaining privacy and 

confidentiality.

There are also custom curated 

programs for imparting cyber security 

education and awareness to employees 

Working Ethically & Sustainably

Max Life

Max Life acting as Data Controller 

permits its customers and, as and 

when requested by them, to review 

the information the customers had 

provided. Max Life ensures that there 

is a mechanism by which PII or SPDI 

(Sensitive Personal Data) found to 

be inaccurate or deficient can be 

corrected or amended as feasible. 

We do not hold Personal Information 

longer than required for the purposes 

for which the information may lawfully 

be used or is otherwise required under 

any other law for the time being in 

force.

specific to the job role requirements. 

There is a regular focus on fortifying 

cyber security through advanced 

simulation exercises and periodic 

assessments.

We understand that the cyber security 

ecosystem is evolving and keep a 

constant vigil on the increasing threat 

landscape through state of art cyber 

security deployments. Cyber security 

risks and corresponding mitigating 

controls/deterrents are reviewed 

through strong Information security 

governance. We follow three lines 

of defense model, with information 

security threats and risk reviewed in 

management committees on periodic 

basis. 

Max Life ensures that the contract 

that is signed between Max Life and 

its customers mentions disclosure of 

Personal Information to third parties 

(if any). In the event a contract is not 

signed, we take prior permission from 

customers before disclosing their SPDI 

to third parties or publishing it. Besides, 

there is dedicated GRO (Grievance 

Redressal Officer) who addresses any 

discrepancies or grievances raised by 

customers with respect to processing 

of information in a time bound manner.

The Information Security Policy of Max 

Life is approved by Board of Directors 

at least annually with policy updates for 

any environment changes. This helps in 

getting management support, direction 

and keeps us ahead of the curve.
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Risk & Crisis Management

Max Financial Services Limited:

Methodology for Risk Assessment

Under Board given mandate a Risk and 

Compliance Review Committee (RCRC) 

has been put in place to implement 

Enterprise-Wide Risk Management 

(EWRM) framework and adopt an 

Enterprise Risk Management (ERM) 

Policy based on globally recognized 

standards. The RCRC committee meets 

at least once in a year, to review key 

risk themes and provide direction and 

oversight to the EWRM process. The 

ERM policy lists overall objective and 

various elements of EWRM framework 

in terms of risk identification, risk 

assessment & prioritization, risk 

aggregation and reporting, risk 

monitoring, risk mitigation, risk 

governance / culture. EWRM is 

continuous monitoring process 

Understanding 

business 

objectives

Risk  

validation

Baseline  

controls testing

Risk  

Identification Risk  

polarization & 

assessment

Risk  

management 

framework

Risk  

polarization & 

assessment

Governance

where Risk registers are updated on 

a real time basis and emerging risks 

are identified. Internal auditors also 

provide independent assurance on the 

effectiveness of our key controls and 

recommends control improvements as 

necessary.

Further, a core team comprising of 

senior management (the MD, CFO and 

various functional heads) on quarterly 

basis reviews emerging risks impacting 

Company and its industry group and 

defines risk appetite and tolerance 

levels, formulate strategies/policies 

aimed at risk mitigation in consultation 

with stakeholders. Enterprise risks are 

categorized into Business, Strategy, 

Operational, Compliance, Financial & 

Reporting, Treasury and Information/ 

Cyber Security. Risk polarization 

done based on agreed parameters of 

prioritization (rated in their relative 

order of importance), likelihood of 

occurrence, severity and financial 

impact assessment. Mitigating steps 

are discussed and evaluated with the 

stakeholders to derive the residual risks. 

Internal auditors in conjunction with 

various stakeholders identify threats, 

vulnerabilities and risks impacting 

Company and its businesses and have 

mapped these to the four components 

of the COSO framework (strategy, 

operations, compliance and financial 

reporting). 

Segregation of Risks 

from Threats and 

Vulnerabilities
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Max Life:

Max Life has a Risk Management 

Framework (RMF) that enables it to 

appropriately develop and implement 

strategies, policies, procedures, and 

controls to manage different types of 

material risks.  The RMF is Max Life’s 

totality of systems, structures, policies, 

processes, and people that identify, 

measure, monitor, report, and control 

or mitigate all internal and external 

sources of material risk. This framework 

provides reasonable assurance to the 

Management that each material risk is 

being prudently and soundly managed, 

having regard to the size, business mix, 

and complexity of Max Life Insurance’s 

operations.

The RMF is maintained by the 

independent Risk Management 

Function, headed by Chief Risk 

Officer who reports directly to the 

Chief Executive Officer (CEO). He 

also has direct access to the Board 

and the Board Risk Committee to 

give his independent view of key risks 

affecting the company. Under RMF, 

the Risk function is responsible for the 

supervision of all risk management 

activities in the Company, including

 Developing the Risk Appetite 

Statement (RAS) which states the 

material risk and the degree of risk 

that Max Life is prepared to accept.

 Appropriateness and adequacy 

of the Risk Management Strategy 

(RMS) that states Max Life’s strategy 

to address the material risks

 Policies and procedures supporting 

clearly defined and documented 

roles, responsibilities, and formal 

reporting structures for the 

management of material risks 

throughout Max Life Insurance

 Internal Capital Adequacy 

Assessment Process

• Ensuring through various 

management submissions that 

the Board is adequately informed 

on key emerging risk-related 

issues and, if necessary, provides 

supplementary advice to the Board 

through the REALM Committee

Max Life’s Risk Management 
Policy sets the broad contours of the 

management system, which is used to 

identify, assess, monitor, review, control 

and report risks, and controls within 

the Company. It is also the Company’s 

policy that risks should be managed 

systematically with the process of 

risk management is well defined and 

with its various elements properly 

integrated. The implementation of 

the risk management system is a 

continuous cycle of improvement 

over the Company’s existing risk 

management elements. Max Life 

continues to progress well on its vision 

of a mature state of risk culture where 

every individual takes the responsibility 

of risks and has a thorough 

understanding of all risk tolerances.

The Company’s overall approach to managing risks is based on 
the ‘Three Lines of Defence’ model with clear segregation of roles 
and responsibilities for all the lines.

• Business managers are part of the first line of defence and have the 

responsibility to evaluate the risk environment and put in place appropriate 

controls to mitigate such risks or avoid them. 

• The Risk Management Function, along with the Compliance Function, form 

the second line of defence. 

• The Internal Audit Function guided by the Audit Committee is the third 

line of defence and provides independent assurance to the Board. The 

Statutory Auditors and regulatory oversight aided by the Appointed Actuary 

in his/her fiduciary capacity is also construed to provide an additional third 

line of defence.

The Risk team periodically and 

pro-actively assesses the emerging 

situation and its possible implications 

on the continuity of its operations and 

operating model. During the pandemic 

COVID-19, the business continuity 

team under Risk Management Function 

started working proactively towards 

ensuring operational continuity by 

enhancing remote working capabilities 

(before the lockdown on 25th March). 

This planning was a major enabler for 

us during the lockdown and helped 

in ensuring business continuity while 

giving primacy to the safety and 

security of our people. The entire 

implementation is monitored both 

at the management level as well as 

the Board Committee levels, and the 

overall risk management framework 

and its effectiveness are subject to both 

internal and external assurance reviews.

MAX FINANCIAL SERVICES
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Risk & Crisis Management

Crisis Management

During a crisis, all focus of the 

stakeholders is on Max Life 

Insurance’s actions and words. All 

communications during a crisis will 

be guided by the corporate vision, 

values, and mission. Concern 

for life, health and safety of the 

people are the Company’s top most 

priorities, always. 

With this policy, the organization intends to:

Philosophy: Objectives:

• respond swiftly during the crisis 

• ensure prompt delivery and comprehension of the critical 

communications

• manage the crisis and perceptions formed by various stakeholders

• allay the concerns of all the related stakeholders

• use effectively and efficiently all channels of communication, despite the 

challenges inherent in a crisis, and 

• maintain and improve the reputation of the company and its leadership 

among all the stakeholders

Severity Classification:

Highly Intense Moderately IntenseIntense Minimally Intense

 Media have immediate 

and urgent need for 

information about the 

crisis. 

 Deputy Managing 

Director and MD/CEO 

may need to provide 

an opening statement 

of empathy/caring.

 One or more groups 

or individuals express 

anger or outrage. 

 Broadcast and print 

media appear on-site 

for a live coverage.

 A crisis situation 

may/may not have 

occurred; the situation 

is attracting slow, but 

steady media coverage.

 External stakeholders 

receive media inquiries.

 The public at large is 

aware of the situation/

event but the event 

is attracting very little 

attention.

 The crisis causes 

growing attention from 

the local and regional 

media.

 Media may contact 

Agents/Channel 

Partners/Branch Office 

Staff/Head Office Staff 

for information about 

the crisis.

 Affected and 

potentially affected 

parties threaten to talk 

to the media.

 The crisis attracts 

little or no attention.

 Pre-event 

information requests 

are received.

 Public and/or media 

are virtually unaware 

of the crisis.
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People and Culture

Care for People (Human Capital)

At Max Life, our purpose to ‘inspire people to increase the value of their life’ 
is embedded in our culture. ‘people’ in our common purpose refers to our 
employees, advisors, and customers. While our people play a key role in fulfilling 
our purpose and building our culture, our values act as guiding principles. 
considering the same, the max life values were refreshed in 2019. 

The refreshed Values of the organization are: 

Caring – 

Respect people, 

Act with 

compassion 

Customer 
Obsession – 

Customer at the 

core 

Collaboration 

– Stronger 

together

Growth 
Mindset – 

Curious to learn, 

Hungry to win

Inspire people to increase the value of 
their life “I am the Difference”

To be the most admired life insurance company by 
securing the financial future of our customers

Caring

Collaboration

Customer Obsession

Growth Mindset

 Quality of Advice

 Service Excellence

 Superior Human Capital

 Values Driven Culture

 Financial Strength

 Corporate Governance

Integrity

Values

We stand for

Vision

Purpose

MAX FINANCIAL SERVICES
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Care for People (Human Capital)

To give a more tangible direction to people at the frontline (agents and employees 

in sales functions), on how they can live our Purpose, a unique & innovative 

compass is applied. 

Max Life’s  
GPS - A navigation instrument comprising of the following:

G (Growth): Growth, year on year 

P (Persistency): Policy retention, which states how long customers stay 

with their policies, tracking the number of policy renewals year-on-year 

S (Sum Assured): The guaranteed amount the policyholder will 

receive either on maturity or death and is our true differentiator 

as a product category

The GPS serves as a compass to help employees live the Purpose by helping 

them navigate through clearly stated targets.

Our Approach

A

A

C

B

D

Integrating 
Values into 
Employee Life 
Cycle – Embed a 

culture of Values-based 

thinking into each 

stage of the employee 

lifecycle to reinforce our 

Purpose and Values

Consistently 
measuring 
employee 
experience – Build 

a continuous feedback 

mechanism to ensure 

employees feel heard and 

substantiating employee 

experience through 

internal and external 

workplace assessments

Building careers 
for life – Ensure 

a culture of hire-to-

retire and enable it 

through continuous 

development, learning, 

and equitable career 

opportunities within 

Max Life

Supporting 
our employees 
during Covid-19

Integrating Values into 

Employee Life Cycle

Recruiting

At Max Life, we believe that each 

individual is unique and they can create 

a difference for customers internally or 

externally. Diversity is embraced in all 

its forms and shapes, from the diversity 

of gender, people with disabilities to 

cultures and thought processes. We 

look for individuals who are high on 

integrity, embrace challenges, and 

share our values. 

“Hiring with a Difference” - The 

purpose of “Hiring with a Difference” 

is to move away from evaluating 

people against jobs and towards 

evaluating them for their work 

capabilities, potential, and Values 

system and accordingly allocate roles 

to them. To evaluate this objectively, 

psychometric assessments at the 

hiring stage are aligned with our core 

values. Our objective is to inculcate 

Values right at the beginning of our 

employee-related processes, ensuring 

prospective candidates are made 

well aware of what we seek in them. 

We have collaborated with trusted 

providers in this area to custom-build 

these psychometric assessments. 

The Values summary, which is an 

outcome of the assessment, is used 

as a critical input in the hiring process. 

To enable our managers further for a 

fruitful discussion with the prospective 

candidates during personal interviews, 

a “Values-based Questionnaire” is 

shared as a supplement. This allows 

the interviewer to ask relevant, probing 

questions to assess candidates on 

specific Values and traits to make 

an informed decision. The final 

recommendation of the entire 

recruitment process is a cumulative 

score of the assessment and 

interviewer’s feedback basis ensuring 

objective decision-making.
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MITR – Employee Referral Program 

– MITR stands for Max Invites Talent 

Referral and signifies our unequivocal 

focus on employee referral as a primary 

source of hiring. Our employees are 

the best brand ambassadors for Max 

Life, thus making their role in a critical 

process like recruitment indispensable. 

All job openings are communicated 

to employees via, various digital 

mediums, and announcements by 

Networking Guru’s – Our in-house 

Employee Referral SPOC and Brand 

Ambassadors showcasing the true spirit 

of partnering. There are campaigns to 

create awareness about the program 

among employees. Campaigns like 

#BeARecruiter for Maxlife and ‘Each 

one refer one’ were launched with 

generous rewards for successful 

referrals. In FY’21, 53% of positions 

were closed via employee referral.

eBandhan – In 2020 we enabled 

digital, seamless onboarding of all 

new joinees through our eBandhan 

program. The first few months of an 

employee are very crucial and sets 

the stage for his/her success in the 

organization. Thus a comprehensive 

organization-wide and function-

wide onboarding plan is developed 

to help the employee not only settle 

in but also excel. Each new joinee 

undergoes ‘Bandhan’ a comprehensive 

organizational induction that provides a 

holistic view of Max Life and its culture. 

In 2020, Bandhan was moved to a 

completely digital platform and thus 

emerged – eBandhan which ensures 

real-time wider reach. In FY’21, 5000+ 

employees underwent the eBandhan 

session across India.

Reinforcing Values in  

day-to-day activities through 

Gamification

Since the values are deeply entrenched in the organisation, the employees must understand what these Values mean 

in Max Life context and what are the expected associated behaviors. In the present day of gamification and hyper-

personalization, it would not have been able to disseminate values to the last mile and to the new joinees without 

a robust arsenal of initiative. Max Life launched a simulation on values called the “Gamified Values Module”- A trek-

based game that takes on an adventurous expedition of Max Life Values. The success in the game is subjected to the 

alignment of the decisions made with Max Life Values. More than 8000 Max life employees completed the Values 

Gamification trek in FY’21.

MAX FINANCIAL SERVICES
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Care for People (Human Capital)

Compensation Philosophy 

There is a strong focus on Fostering 

a “total rewards” and Pay for 

performance mindset. We attract, 

motivate, reward, and retain the best 

people by demonstrating a willingness 

to make performance distinctions and 

reward employees basis performance 

assessment & talent review. We ensure 

compensation policies are market 

competitive on an overall basis rather 

than on an individual basis, permitting 

and encouraging above-market 

compensation for high performers.

Performance Management System 

- The Performance Management 

process is designed to cater to 

individual employee needs and allows 

for ‘performance and development’ 

conversations between manager 

and team members, around the 

employee’s past performance and 

Max Life’s overall 

compensation philosophy 

rests upon the pillars of 3Ps: 

Position  

Competitive pay based on 

the market benchmarks and 

position 

Person  
The value that the person brings 

to the company in terms of 

knowledge, skills, and competencies 

Performance   
Compensation increases and 

promotions are directly co-related

future development. Performance management is one of our key processes as it is 

the foundation of recognizing employees basis their performance. Thus, in FY 19-

20 we revamped our Performance Process and integrated our refreshed Values. We 

moved away from assessing employees on competencies instead assessed them 

on our Values, with a direct linkage of the assessment to annual increment and 

promotion. 

Our new Performance Management philosophy is based on 2 pillars: 

Goals: Employee’s 

performance as 

per Goal Sheet 

throughout the year. 

Values: How well 

employees exhibit 

& demonstrate the 

organisation’s core values 

while working towards 

achieving their Goals

Performance 

assessment Parameter

Impact on 

compensation/ 

Rewards ViewDefinition

Goals

Values

Linked with 

Performance 

Bonus

Linked with 

annual 

Increment

Short-Term

Long-Term

What

How

This performance management system enables:

Clarity and alignment 

on organisation and 

individual goals

Culture of meritocracy 

through aspirational goals 

and objective assessments

Our robust Performance Management System (PMS) backs this transparent and 

fair approach to rewards. simplifies the entire goal-setting process and enhances 

the interplay of performance & values to drive business objectives & create a 

high-performance culture. It also enables the employees and their supervisors to 

build higher ownership and accountability with a focus on key areas which are 

critical to individual and organization growth. 

Rewarding and 

Recognizing our 

People
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Kudos - The recognition programs and practices in Max life are all manifestations of our value of  Caring – Respect 

people and make them feel valued. There’s a continuous effort towards building a culture of appreciation and 

recognition with the following key tenets used for our programs: 

Not just 

monetary

Continous      Inclusivity Timeliness Relevance

Appreciation 

can be a simple 

“Thank You” 

Appreciation is 

not a one-time 

activity; it is a 

continuous and 

frequent process

Includes all 

employees, 

distribution 

partners as well 

as families 

Real-time, 

monthly, 

quarterly and 

annual 

Stay relevant 

to the current 

times 

The above tenets have been our North Star while creating a culture of appreciation & recognition. Our Digital R&R platform 

- “KUDOS” is real-time, fast, and has organization-wide visibility. Employees can “Appreciate” their colleagues “On the spot” 

through this platform. The integration of Kudos with Workplace by Facebook has led to superior traction with more than 

21000 Kudos exchanged between employees in FY’21. Employees can like, comment, or further share these appreciations 

on their personal walls or with their workgroups on Workplace. This is inspiring and unifying at the same time. Thoughtful 

integration of Workplace with Kudos has enabled digitization of all our R&R programs – right from nomination to rewards. 

Not only are employees getting higher visibility for their good work, but also higher flexibility in terms of how they want 

to redeem points they receive. Employees can choose to redeem “Kudos’ points from 100+ options like Insta Vouchers, 

E-vouchers, or donate it for a Social Cause. 

B

Building careers for life

Learning & Development

A cornerstone of any values-based 

organization is how the values are 

embedded in the developmental 

function of the organization. For 

Max Life, a strong belief is in the fact 

that skills (goals) are as important 

as behaviors (values). Therefore, we 

encourage developing our employees 

on both aspects - their functional 

expertise as well as their cultural 

fitment. Values being our north star 

means that we may need to course-

correct from time to time. We do 

this via the Training & Developmental 

programs at Max Life. We use these 

programs to remind us, and to enable 

us to better live our values.

We have invested in a strong learning 

ecosystem that continues to supply 

internal talent to occupy numerous 

career opportunities across various 

functions. In 2020, under project 

‘Mission Possible’ we upskilled our 

workforce on digital selling to ensure 

a smooth transition from physical to 

virtual selling across metros and small-

towns. Our development philosophy 

is based on career pathing using 

role-based experience maps which 

are organisation facilitated, employee-

owned, and is the supervisor’s 

responsibility. In FY’21 employees 

underwent close to 29000 training 

man days across 50 training programs.

Training Need Analysis: Right from 

the inception of a learning journey 

at Max Life, we constantly evaluate 

how the initiative, program, or 

platform works towards augmenting, 

supporting, and enabling behaviors in 

our employees are that in line with our 

values. We begin the Training Need 

Analysis with the key stakeholders, 

by establishing a strong connection 

to the values, and work backward 

to ensure the training interventions 

supplement the understanding of our 

core values. Over 1200 employees 

completed their training need analysis 

highlighting approximately 2000 

development areas.

Recognition

MAX FINANCIAL SERVICES
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Care for People (Human Capital)

Individual Development Program 

– Development plans are aligned 

with the goal-setting cycle and thus 

employees can decide and agree with 

their supervisor on their development 

plans for the performance year right 

from the beginning. Employees are 

urged to build robust Development 

Plans that enable building capability 

for current and future opportunities. 

Employees have to identify Top three 

development areas that positively 

impact performance and agree on 

development action for each area 

identified. This allows the employee 

to take ownership and choose their 

development plan. 

Training Man days in FY’21

Internal Talent Mobility

Future Leaders Program

Promoting Internal 
Talent Mobility

Organizational Talent 
Review

Our Philosophy of building careers 

for life within Max Life enables us to 

holistically build the hire-to-retire 

cycle for employees. The focus is to 

build enterprise leaders and a strong 

succession pipeline. This holistic talent 

management encompasses various 

mobility programs. 

In line with our commitment to invest, 

grow, and strengthen leadership 

pipeline, we have a focussed Future 

Leaders Program that involves 

hiring Management Trainees from 

premier Business Schools in India. 

The program is designed to ensure 

the Future Leaders get a holistic 

view of the organization and rise 

to be true enterprise leaders. The 

program is supported by complete 

senior leadership involvement, best-

in-class selection techniques, and 

defined career trajectories for the 

trainees. Currently, the ‘Future Leaders 

Programme is 4 batches strong. Along 

with the customized onboarding, the 

trainees undergo an entrepreneurial 

Group Project where each Group is a 

Internal Job Movements - We 

believe in encouraging everyone to 

co-create their career plans within 

the organization, and our group 

companies, for which we have 

developed a strong and transparent 

Internal Job Posting Policy. As a 

process, all non-sales jobs have to go 

through the IJP route before evaluating 

talent from external sources. In FY’21 

45% of our mid to senior roles were 

closed internally. This is testimony 

to the pipeline we have created and 

enables better career trajectories for 

employees and retention for Max Life.

We have a well-defined program to 

ensure identification and building 

of Talent pool within Max Life. 

Organization Talent Review (OTR) is an 

annual process with close involvement 

of all CXOs and leaders to identify 

Best bets within Max Life. The OTR 

ensures identification of Talent pool 

using the frames of performance, 

potential, and values, building 

Talent pool and successors through 

timebound structured interventions 

and enabling import/export of 

Talent across functions. Under our 

organisation and talent review (OTR) 

process, every supervisor reviews their 

team and identifies Best bets in their 

team, this is further presented to their 

supervisor along with HR and rolls up 

This institutionalized process has 

been instrumental in: 

Building successors 

Challenging managers and leaders 

to mobilise talent

Mapping external talent in 

areas of high risk

co-founder of a Start-up Life Insurance 

Company. It involves creating a life 

insurance product that encapsulates 

pricing, building a Sales Strategy, 

defining customer journey, creating an 

operations structure, marketing plan, 

people strategy, etc. The objective is 

to encourage them to think holistically 

with a view to all functions aid 

entrepreneurial thinking. 

level by level right up to the CEO. This 

process enables us to identify not only 

functional but enterprise Best bets 

and thus chart out training programs 

and career paths for each of them. 

Smoother Internal Job movements, 

Job rotations, and job enlargement are 

results of the OTR process.
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C

Consistently measuring employee 

experience

An engaged workforce is one where 

employees have the opportunity and 

are encouraged to speak their minds 

freely, where people are heard with 

an intent to further positive change. 

Voice of Employees is of utmost 

significance to us. This resonates 

through our multiple in-house listening 

channels crafted specifically to enable 

our people to ask questions, seek 

clarification, share feedback, and 

interact with leaders.

Candidate and Hiring Manager 

Survey- Customer Obsession is one 

of our Core Values, we extended 

this Value beyond our employees 

and customers by measuring the 

experience of our potential employees 

when we launched the “Candidate 

Experience Survey” for our candidates 

(potential employees) and “Hiring 

Experience Survey” for our Hiring 

Managers. This practice is conducted 

quarterly across the organization to 

gather information and data around 

our hiring process from an end-to-end 

perspective. The questions range from 

the first experience of the interview 

to post-offer and joining experience 

from both hiring managers and 

candidates. The intent is to provide a 

seamless journey and identify areas of 

opportunity and strengths. In FY’21, the 

candidate experience survey was 94% 

and the Hiring manager experience 

survey was 92%.

Pulse Surveys – As the entire 

workforce began working from home, 

monthly surveys were initiated in 

April 2020 essentially to bridge the 

void that lack of physical interactions 

created with the advent of lockdown. 

It was critical to gauge employee 

sentiment in a manner that would 

enable us to not just hear but also 

effectively address issues in areas 

where intervention was required 

most. Pulse Survey was deployed as 

an apt solution. The response was 

phenomenal with 93% participation, 

it gave us the required insights, 

and a workshop was conducted 

with our senior leadership team to 

address the emerging challenges 

and launch appropriate actions. The 

pulse survey led to initiatives such 

as Light-out Wednesdays- Closing 

work at 5.30 pm once a week, Silent / 

Family Hour-  centrally calendars are 

blocked for all employees from 1-2 

pm, encouragement to avail at least 2 

leaves a quarter to rest, etc. 

Annual Employee Engagement 

Survey - Our annual engagement 

survey administered through Willis 

Towers Watson is a useful tool to 

understand employee engagement 

and perceptions— our achievements 

and areas of opportunity. The 

questionnaire for the survey is 

designed by external consultants using 

inputs from employees and leaders. 

Survey responses are analysed across 

various demographic cuts and action 

areas are identified in alignment with 

leaders. The FY’21 results, which drew 

record participation rates at 93%, 

sustained best-in-class engagement 

scores (96% v/s 96% in FY’20) 

surpassing benchmarks of Global 

Insurance (82%) and India Norm (91%). 

This was the first year of Max Life 

witnessing a complete Work-from-

home and hybrid working model and 

the scores validated the efforts made 

to sustain the level of engagement 

even during tough times.
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Care for People (Human Capital)

India’s Best Companies to Work 

for – While the Annual engagement 

survey allows us to measure employee 

sentiments, the Great Place to 

Work® Institute survey enables 

us to benchmark our employee 

experience with the best Companies 

in the country. Max life has recorded a 

continuous improvement in rank over 

years. For the 5th consecutive year of 

participation, Max Life has been ranked 

amongst the Top 50 Best Companies 

to Work for. In June 2021 Max life was 

ranked as the 18th Best Company to 

work for in India. Being recognized by 

GPTW® through their robust global 

framework to measure Workplace 

Culture mirrors our belief in our strong 

Values-based culture.

D

Supporting our employees during 

Covid-19 

We are a people company with ‘Caring’ 

as one of our Core Values. With the 

advent of Covid-19, Max Life placed 

a clear focus on employee safety and 

well-being. The entire situation was 

handled holistically by keeping the 

employee at the center of all initiatives. 

Consistent communication from the 

CEO on developments and next steps, 

focus on employee safety, real-time 

tracking of cases among employees 

and agents, focus on mental and 

physical well-being, technological 

support for smooth working model 

transition ensured our employees felt 

cared for at all times. 

The management took proactive steps 

and announced a complete shutdown 

of all Max Life offices across the 

country much before the government 

announced the first lockdown to 

ensure the safety of the employees and 

their family members. The Business 

Continuity Process was activated 

by the Business Continuity Process 

Adapting to the new work pattern, we 

ensured the digital capabilities of the 

organization were firmly in place to 

ensure seamless business continuity. To 

support the migration, all employees 

were given the necessary resources 

equipped with virtual working software.  

All applications were enabled for 

remote working within a short span. 

In addition to this, employees were 

also asked to claim reimbursement 

for internet plans thus encouraging 

them to opt for an internet plan with 

ample bandwidth for uninterrupted and 

efficient working.  

Our business works on trust that 

we built with our customers after 

interacting with them on multiple 

occasions. However, with the 

sudden change in circumstances and 

limitations on face-to-face interactions 

with customers, ‘Mission Possible’ 

was launched at Max Life within the 

first week of lockdown for ‘digital 

sales enablement’. This included new 

digital tools and skilling of employees 

to enable sales in the new normal 

in an industry that is known for its 

high-touch model. Within days, all 

supervisors were brought on board 

and all our frontline staff was trained 

to sell digitally. The project was a 

huge success as Max Life performed 

exceedingly well in the coming 

quarters. The success of the immediate 

plan of action not only helped achieve 

business goals but also further 

strengthened the confidence of our 

People in Max Life. 

Business Continuity Program

Technology Enablement

Mission Possible – Digital  

Sales Enablement

team consisting of representatives 

across Human Resources, Risk 

Management, Finance, Facilities, etc. 

leading to a series of initiatives and 

communications to the employees 

based on Do’s and Don’ts and the 

management’s plan around it. 
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Covid-19 Support For Employees And Agent Advisors

Our employee and agent care programs were sharply focused on supporting employees during the Pandemic. A range of 

initiatives was launched across 3 main areas

Covid Support Employee Safety Employee Wellness

Covid Support

Covid Support Helpdesk and  
Response Team - A dedicated 

support helpdesk was set up with 

8-employees and 22 regional Covid 

Response Officers across states 

for 24/7 support to employees and 

advisors for any Covid related queries 

or help. The helpdesk tracked and 

shared information on state-wise 

availability of Beds, Oxygen, Vaccines, 

and Medicines.  The helpdesk has 

received more than 500 queries from 

employees and advisors since its 

launch.

Information Enablement – A 
repository of all information regarding 

Network hospitals, Covid Testing 

Labs, medical dealers list, Guidelines 

for Home Isolation, Post COVID 

management protocol, etc. was set up 

in the company intranet and employee 

app for easy access to all employees

Sahyog – Covid Care Hospitalization 

Fund for Agent Advisors -  An Initiative 

to provide financial and medical 

assistance to advisors and their families. 

Employees were encouraged to donate 

to the fund to help Agents and their 

families during the pandemic.

Vaccination Drive – We tied 

up with hospitals to arrange for 

Vaccination camps for employees 

across India. The vaccination status 

of every employee is closely tracked 

and employees are encouraged 

to get vaccinated through regular 

communication on available 

vaccination slots, vaccination drives, 

etc. Employees are entitled to a Covid 

Vaccination Leave to ensure they have 

ample time to recover. Approximately, 

91% of employees have received their 

first dose of Covid vaccine.

24/7 availability of dedicated 
resources – Direct empanelment 

of Doctors and partnership with 

Health service providers to ensure 

all employees and their families have 

access to doctors, required pathology 

tests conducted at home, ambulance 

services on call, etc round-the-clock. 

Home Isolation solutions – 
Home isolation care plans available 

to employees and their family 

members with dedicated support, daily 

monitoring of vitals and health status, 

and facilitation of any supporting 

pathology investigations.  

MAX FINANCIAL SERVICES
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Care for People (Human Capital)

The entire process of resuming work through the hybrid working model was charted out in detail by demarcating roles that 

could resume work from office. The transition from a complete work-from-home model to a hybrid model was designed to 

be smooth while keeping the safety of the employee at the forefront. All offices were fumigated and sanitized, rostering of 

employees was enabled through the employee app for easy access, communications were launched for Covid guidelines to 

be followed within premises, leaders regularly held sessions on the importance of Covid appropriate behaviour.

Employees’ emotional and mental 

well-being has been of paramount 

importance, it took centre stage 

particularly during Covid-19, and 

thus led to the introduction and 

enhancement of various initiatives.

We responded to the global pandemic 

with a suite of new and expanded 

benefits that built on our existing 

programs and initiatives. 

Employee Safety

Employee Wellness

Counselling sessions - We 

encouraged employees to avail 

themselves and their family members  

counselling sessions through our third-

party health services partnerships. With 

the advent of the new normal, there 

was a risk of employees witnessing 

mental fatigue/ other well-being 

problems, thus the need to reduce 

the stigma around counselling was 

identified.

Death In-service Policy - In 

line with our commitment towards 

our Value of ‘Caring’, the Death in-

Service Policy was enhanced with the 

minimum Sum assured increased to 

INR 20 Lacs from INR 10 Lacs in incase 

of unfortunate demise. In addition to 

the above, continued Health Insurance 

coverage was provided for registered 

family members till the end of the 

policy term. A full performance bonus 

equalling the previous year’s bonus 

payout was introduced in case of 

demise.

Advancing of Sick Leaves - The 

sick leaves policy was enhanced to 

ensure employees could avail the same 

for themselves or their families affected 

by Covid. Sick leaves for the entire year 

were credited at the beginning of the 

Financial year to ensure no employee 

suffers any Loss of Pay due to Covid. 

Employees were encouraged to take 

up sick leaves to provide care to 

immediate family members who have 

tested COVID +ve. 

Advance Pay - To ensure the 

financial well-being of employees, 

we introduced an interest-free salary 

advance to employees, to meet 

medical needs of self and family. 

Mental Well-being sessions - 

Eminent speakers were invited to 

interact with employees and help 

employees manage their well-being 

during these tough times. Sister 

Shivani shared her wisdom on building 

purposeful life in multiple sessions 

conducted exclusively for Max Life. 

She conducted a special session for 

our employees on dealing with stress 

during COVID 19 times.

Expanding Benefits 
during Covid-19

The average Max Life tenure of 
the Management committee 
(CEO, DMD and Executive 
Leadership) is 11 years

The average Max Life 
Tenure of the Senior 
Leadership is 9 years 
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A few highlights, as below :

Diversity and Inclusion

Over the last two decades Max Life has progressed on the belief that an inclusive 
and diverse work culture with people of different backgrounds, genders, abilities 
and ethnicities working together towards a common purpose and aligning to the 
organizational values will most certainly impact the business in a positive way. 

Diversity is a defining and measurable 

competitive advantage, and Max Life 

Insurance is consciously working to 

build diverse teams to better enable 

the organization to drive the best 

results for our customers. This agenda 

is even more compelling if one applies 

a generational lens. Growing up in 

the country’s first wave of broad and 

dynamic economic development, 

Indian Gen Y is keen to participate 

in the country’s growth and take the 

country forward. At Max Life, we have 

more than 60% of our workforce in this 

category, and it becomes pertinent for 

us to focus on inclusion and diversity. 

We continue to work through Regional 

diversity and inclusion Councils for 

widespread sensitization, trainings 

to minimise unconscious biases, 

empowering projects, building 

organizational capability and enhanced 

rigour for the spirit of D&I to cascade 

to every individual in the organization 

such that each employee becomes 

an ally, a champion and an evangelist.  

Diversity and inclusion is at the heart of 

our business strategy.

In accordance with our core value of ‘CARING’, Max Life Insurance continues its D&I journey, with the help of a structured 

framework and an unwavering commitment, our resolve getting stronger during the pandemic year. 

 Enabling our diverse workforce 

to transition to work from home 

with inclusion of daily and weekly 

dedicated breaks, mental health 

initiatives and enhanced connect 

 Connect with employees- Women 

connect sessions and ‘Leading with 

Inclusion’ workshops on awareness 

& sensitization 

 Created forums of interaction with 

launch of dedicated all women’s 

page on workplace, Making 

HERstory and an all-employees 

D&I page as well

 Employee testimonials (gender, 

generational) emphasizing their 

journey in Max Life Insurance as 

a diverse and inclusive workplace 

showcased internally and across 

our social media platforms

 Launched a dedicated D&I page 

on our website, intranet page and 

other digital assets.

MAX FINANCIAL SERVICES
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Diversity and Inclusion

Our D&I Journey

 Enhanced gender footprint from 

FY’14 - FY’16 by 1.5% (16.5% to 18%)

 Introduced ‘Women of Substance’ 

Award

 Safety of Women - cabs post 8 pm 

& Cumpulsory for all women to 

leave office by 8

 Improvement in the overall women 

HC from 18% to 21% (FY’16 to 

FY’19)

 Maternity leave enhancement of 

180 days in 2017

 Half day on half pay benefit

 Flexible working hours for women 

introduced

 Spouse Accident Insurance

 Paternity leave outside of sick leave

 Overall women HC: 23.3%, and 

Band 3+ at 12.1%

 D&I leadership sponsor

 Key themes identified for 

enhanced focus

 Awareness - D&I immersion across 

Functions; awareness through 

“Leading with Inclusion” workshops

 Employee participation - D&I 

governing council; employee 

experience sharing; Dedicated 

workplace pages launched

 Policy enhancements  - Protection 

of role and performance rating; 

incentive & bonus payouts; Equal 

Opportunity and Transgender 

policy launched

Pre 2016

2016-2019

2019-2021
 Building the D&I brand  - 

Corporate video; dedicated 

page on website; linked in 

posts

 Capability  - Catalyst; ROAR; 

Women Mentoring; Leading 

with Inclusion

 D&I week celebration  - 

Annual Event

 Recognition  - Founders’ day 

award launched

Our D&I Framework – CORE

An analytical study of external best practices, internal voice of customer and CEO guidance led us to form our D&I Framework 

through which all initiatives pan out

• Great Place To Work 

For All

• Creating a culture 

of diversity & 

inclusiveness

• Diversity Toolkit- 

dissemination to the 

last mile

• Our host of 

inclusive policies 

• Mid management 

level women 

employees

• People with 

Disability footprint 

to be enhanced 

• Mentorship journey 

for women

• Executive leadership 

& Mid career 

development 

programs

• Awareness & 

education E-module 

for all employees 

• D&I Page on E-cube

• Regional Council 

connects

• D&I Spotlight – 

channel / function 

wise celebration

• External Brand 

building: dedicated 

page on D&I on 

Max Life Insurance 

website

CULTURE

ENGAGEMENT & 

CONNECT

RECRUITMENT & 

RETENTION

ORGANIZATION 

CAPABILITY
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Our D&I Vehicle

Chair: Executive Leadership sponsor - QuarterlyD&I Governing 

Council

Management and Senior Leadership sponsors on each 

D&I theme

Gender equality is for everybody, Generational 

diversity, my ability is stronger than my disability

Core team to support the D&I Sponsors for 

the themes and drive strategic D&I initiatives 

within their regions

Employees join together based on 

shared characteristics of life experiences, 

‘Allyship signature campaign’

Key identified D&I themes @Max Life Insurance

D&I Regional Councils

Employee as an ally 

D&I 

Council

Generation 

Mix

Gender 

Diversity

People with 

Disability

Sponsors on key 

D&I themes 

Regional core team to lead a theme and drive 

the D&I agenda for the region (6 Regions)

Employee resource groups - Voluntary groups led by 

employees for last mile dissemination of D&I themes 

New initiatives launched to further strengthen the D&I journey: Augmenting the D&I footprint:

 Diversity & Inclusion Founder’s Day Awards 

 Formation of Regional Employee Councils to drive this agenda across the 

enterprise

 Women Mentorship program and flagship Millennial sensitization session on 

building consciousness with supervisors 

 ‘Business head for a day’- First ever Business Head work shadow program 

launched 

 ROAR, a 6 months integrated journey to enable AVP and VP women employees 

to overcome their own stereotypes and enable them to grow as individuals 

 Equal Opportunity policy for Transgender persons

 Influencer sessions to enhance awareness and sensitization on D&I- such 

as panel discussions on D&I Awareness with Board members and session on 

inclusive workplace with Sister Shivani 

 Overall gender diversity at Max Life 

stands at 23.3% compared to 22.1% 

at the start of FY’20

 Increase in hiring of people with 

disability and enhancing this 

footprint by 100%

 Celebration of the “Diversity & 

Inclusion Week” for the second 

year from 1st to 8Th March 2021. 

The week was enriched by several 

activities from panel discussions to 

gratitude campaigns to awareness 

plays on stereotypes at workplace. 

The weeklong activities concluded 

with the “International Women’s 

Day” on 8th March. 

As an organisation committed to this purpose, through our continued efforts we are trying to cultivate environments which 

allow each of us, regardless of age, gender- to contribute our best selves – and this is what leads to a highly productive and 

innovative work place.
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Diversity and Inclusion

Our D&I Capability Building 
Programs 

External Tie Ups

 ROAR – A Globally researched 

theme based program curated 

and delivered through experiential 

method in which women leaders 

take up challenging/stretched roles 

with higher responsibilities and 

learn the ability to build up their 

own brand. In the process they 

identify self- created stereotypes 

and biases and overcome them  

 Catalyst – Designed to develop 

hi potential  women employees 

to enhance diversity at leadership 

level by building internal talent 

of the organization. It focuses on 

strengthening women leaders in 

 Max Life is a signatory of WEP’s 

(Women Empowerment Principles) 

conceptualized by We Empower 

Asia; a UN Women programme 

funded by and in partnership with 

the European Union seeking to 

increase the number of women 

who lead and participate in 

business in China, India, Indonesia, 

Malaysia, the Philippines, Thailand 

and Viet Nam.

 Max Life is also a founding member 

of India Diversity Forum which 

is a cohort of Indian companies 

seeking to further the agenda of 

D&I 

succession planning and enable 

their aspirations to develop 

themselves as better professionals

 SHE Leads (VP level) – a program 

to develop women for senior 

leadership positions

 Mentorship Program – cultivating 

women leaders as Mentors, as well 

as assigning mentors to senior 

women leaders 

 Leading with Inclusion – a 

powerful program that sensitizes 

people managers on unconscious 

bias and the importance of D&I
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Employee Initiatives under Pehal 

Education Healthcare EnvironmentFinancial 
Literacy & 
Insurance 
Awareness

Disaster 
Support

Care for Community

Key highlights of the various CSR initiatives may be noted as under:

Implementation through Max India Foundation & Pehal

With an objective to participate and contribute towards diverse community service initiatives, Pehal gained significant 

momentum in its fourth year in FY21. The contributions have been truly significant considering the unforeseen situation of the 

Covid-19 pandemic through the year. Overall, through various initiatives under Pehal, the company was able to positively impact 

approximately 1 Lakh beneficiaries across the country.

During the Financial Year 2020-21, Pehal covered the following activities through various employee initiatives:
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Care for Community

Fighting the Covid-19 pandemic 

– During this difficult time of 

coronavirus, your company and its 

employees helped fight the pandemic 

by supporting the frontline workers 

and the affected communities in the 

country. The organization contributed 

20,000 Personal Protective Equipment 

(PPE) kits to doctors and healthcare 

workers, 36,300 safety kits to police 

officials, 6000 safety kits to security 

guards of 120 RWAs of Delhi/NCR, 

5000 kits for recovering patients 

of Government hospitals and 5500 

Antigen testing kits to the Haryana 

Government. Additionally, food and 

ration was provided to over 4350 

affected underprivileged sections and 

a contribution of INR 13,27,000 was 

also made to the Prime Minister Cares 

Fund for fighting the pandemic. Over 

1000 employees and agent advisors 

from across office locations came 

together to distribute these necessary 

safety kits to 73,000 frontline staff and 

police officials while following all social 

distancing norms. 

Environment protection – Max Life 

signed a public-private-partnership 

agreement with the Gurugram 

Metropolitan Development Authority 

(GMDA). The organization has adopted 

nearly 4.25kms of high traffic road 

stretch for tree plantation, maintenance 

and sustainable solutions to preserve 

the environment. The stretch has been 

developed with plantation of more than 

56,000 saplings, creation of a green 

park with 12 solar operated outdoor 

lamps, 9 Iron benches and outdoor 

gym equipment, and installation of 6 

Tata EzyNest Modular toilets for public 

sanitation.

Max Life distributed immunity, hygiene 

and educational supplies under the 

‘Happiness Kits’ initiative in partnership 

with Akshaya Patra to underprivileged 

children and lactating mothers. The 

objective of the program was to 

improve the development index of 

Healthcare & Nutrition for children and 

lactating mothers in the districts of 

Haridwar and Baran (Rajasthan) under 

the Aspirational Districts Program 

set out by the Government of India. 

The company contributed 10,100 

Happiness Kits to Government school 

children and Anganwadi beneficiaries 

(young mothers) in these aspirational 

districts. Max Life agent advisors from 

the local offices actively volunteered 

for the distribution drives.

A B C

INR was the 
CSR budget 
in FY21

numbers of the low cost water 
nozzles were distributed to 
residents of condominiums and 
Government offices in FY21.

Under the Water 
Conservation drive, 

200 Lacs

70,000
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Volunteering & Joy of Giving – At 

the heart of all our interventions, 

lies employee volunteering and 

engagement. This year was like 

no other with restrictions for any 

on-ground CSR activities for the 

employees. However, more than 

1100 employees and agent advisors 

volunteered this year through various 

virtual and physical interventions 

to positively impact over 1 Lakh 

beneficiaries across all office

locations. Over 115 employee 

volunteer-led activities were conducted 

benefitting 15,000 people under 

the Joy of Giving initiative this year. 

Key highlights of activities included 

E

Furthering education and financial 

literacy – In order to further financial 

literacy and insurance knowledge for 

young entrepreneurs and leaders, Max 

Life partnered with world-renowned 

Innovator Sonam Wangchuk’s 

organization, Himalayan Institute of 

Alternative Learning (HIAL). As part 

of the project, 115 young students 

from the mountain regions of the 

country were supported to become 

successful entrepreneurs with optimum 

knowledge of risk management, 

insurance literacy, banking habits, 

government support to business, and 

financial decision-making tools.

D

donation of dry rations and sweaters 

to school children and Blind Trust; 

blankets to underprivileged cancer 

patients; donation of medicines and 

oxygen cylinders to Battalion at Indo-

China border; completion of school 

renovation; donation of E-rickshaw at 

BRC Hospital campus; and happiness 

boxes distribution to malnourished 

children amongst other activities. In the 

new normal of functioning, multiple 

volunteering sessions were also 

organized by employees impacting 900 

children and young women spreading 

knowledge about career, financial 

independence, hygiene and covid-19 

awareness.
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Care for Community

Max India Foundation

Max India Foundation’s (MIF) journey 

is characterized by the ethos of 

“sevabhav” and giving with dignity. 

Since 2019, in a new approach, MIF 

has identified education as its new area 

of focus. Education is of paramount 

concern in India, not only due to the 

want of quality schooling but also due 

to the lack of focus on values such as 

empathy and compassion. To aid this 

cause, MIF aims to facilitate, monitor, 

and ensure quality and value-based 

education to primarily underprivileged 

children.

Quality education is not only a 

life-changing experience, but also 

a mind-crafting and character-

building exercise. The government 

has expressed its grand vision in the 

New Education Policy (NEP) 2020. This 

document reminds us of a beautiful, 

flexible, free world where each student 

can reach their potential. The NEP 

lays emphasis on the principle that 

education must develop not only 

the cognitive capacities – both the 

“foundational capacities” of literacy and 

numeracy and “higher-order” cognitive 

capacities, such as critical thinking 

and problem solving – but also social, 

ethical, and emotional capacities and 

dispositions. 

Exploring and navigating new 

realities require a new approach. 

In an unprecedented crisis like the 

Covid-19 pandemic, the education 

system witnessed disruptions like never 

before. Many marginalized groups 

were left behind when their schools 

shut down. Extended periods of school 

closures caused loss of learning. To 

mitigate the impact of this disruption, 

the non-government organizations 

(NGO) partners supported by MIF 

showed resilience by incorporating 

plug and play into multiple programs 

for continued learning and training. 

There was a lot of reflection and 

Value-Based Education

experimentation to devise such ways 

and means of alternate learning 

opportunities, that were well supported 

by their parents and teachers.

Our NGO partners combined 

holistic learning and well-being of 

all stakeholders (teachers, principals, 

students, and parents) as their top 

priority to ensure continued education. 

In the last academic year, MIF 

supported the education of 122,000 

students, 3,597 teachers and 40 

fellows (teacher leaders) through its 

partnership with 24 NGOs. Further, 8.1 

million+ students at local government 

schools were impacted through a 

remote learning program – “Humara 

Ghar, Humara Vidyalaya”.

Photo credit: Akanksha Foundation

SEE Learning™ India is a collaboration 

between MIF and Emory University, 

USA. SEE Learning™ India is the 

exclusive and nodal body for the 

dissemination of SEE Learning™ 

in India. In involves training and 

facilitation of educators embarking 

on the social, emotional and ethical 

learning journey, while forging and 

cultivating partnerships with schools 

and organizations across India.

Adapting to a new normal in a world 

impacted by the pandemic, SEE 

Learning India conducted online 

orientations for educators from 

various organizations such as Teach 

for India, Delhi Public Schools and 

Ekya schools to name a few. These 

training sessions were held digitally 

over Zoom and included offerings such 

as Taste of SEE Learning and Getting 

Started sessions – online orientations 

providing a glimpse and overview of 

SEE Learning for the educators.  Some 

participants from these initial sessions 

progressed to undertake the next phase 

of the Getting Started SEE Learning 

online offering, allowing a deeper and 

immersive engagement with the SEE 

Learning curriculum. These sessions 

were much enjoyed by the enthusiastic 

group of educators and were excited 

about implementing the learnings in 

the classroom with their students. 

Fostering this sense of community 

among educators encourages both 

their willingness to explore these 

practices within their classroom 

and a way of personal practice. To 

develop skills such as compassion, 

resilience and systems thinking in 

students, one must first begin with 

embodying it themselves. This thrust 

on development of a methodology 
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and building teacher capacity is key to 

the successful implementation of SEE 

Learning in classrooms

Educators introduced to SEE 
Learning

hours invested in training 
educators

Students recieving or have 
recieved SEE Learning lessons or 
practices

800+

200+

40000

SEE Learning India entered a tripartite 

research- focused collaboration 

between SEE Learning India, SEE 

Learning Emory and the Akanksha 

Foundation. Recognizing that most 

of the evidence in Social Emotional 

Learning (SEL) is based on data from 

the western world, SEE Learning India 

recognizes the urgent need for culture-

specific evidence that would help make 

a case for SEE Learning in India. Along 

with supporting community buy-in and 

implementation fidelity, SEE Learning 

India aspires for this three-year study 

across 17 schools to create policies 

specific to the SEL landscape and 

reinforce a social return on investment. 

Supporting Foundational 
Learning

Access to E-Learning

Virtual Summer Teacher  
Training Institute

Bridging the Learning Gap

In its endeavor to support foundational 

learning, MIF collaborated with NGO 

partners in different states in India 

with programs in teacher education, 

MIF enabled access to e-learning 

to ensure seamless education of 

children. Lack of devices and internet 

Teach For India, a renowned name 

in imparting education to the 

underprivileged, inducted its new 

cohort of fellows through its first-

ever, virtual Summer Teacher Training 

Institute. The restructured Teach For 

India Institute was different, yet highly 

effective in initiating the fellows into 

the program. The eight-weeks long 

training gave them additional skills to 

transform them into blended-learning 

teachers – a tool to help them navigate 

a post-Covid-19 world.

While the schools were shut down, 

the NGO partners supported by MIF 

continued to bridge the learning gap 

by working on a range of contingency 

strategies to make up for the lost 

learning opportunities, learning and 

well-being of teachers, issues around 

governance and finance, among others. 

The conventional “chalk and talk” 

method of teaching or classroom 

learning was replaced by “At Home” 

digital learning solutions. This 

transferred the control of teaching 

from teachers to the students who took 

the control of learning – a progressive 

step towards lifelong learning. The 

teachers transitioned to the online 

medium by creating digital curricular 

content, activities, audio book. Besides 

this, they curated videos and delivered 

sessions through different digital 

media, such as WhatsApp, Zoom, 

Skype, Google Hangout,  etc. Students 

shared their assignments via e-mails, 

WhatsApp, etc, for assessments.

A Student learning alphabets on 

a tablet (Raphael Ryder Cheshire 

International Centre)

enhancing child learning, whole school 

transformation, school management 

and governance, etc.

The highlights of some of the initiatives 

by MIF’s implementing partners are:

connectivity posed a huge challenge to 

the underprivileged. Hence, the most 

critical need was to provide children 

with a learning device that would 

enable them to access new learning 

material at home. MIF joined hands 

with Teach for India, iTeach, CanKids, 

Alohomora and Raphael to ensure 

that students had access to a tablet 

that would enable them to continue 

their education from the safety of their 

homes.

Armed with knowledge about 

educational inequity; teaching 

pedagogy and content; child 
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development and socio-emotional 

learning; culture and values; the fellows 

were prepared to begin teaching 

virtually immediately, regardless of 

when schools open!

“Humara 
Ghar, Humara 
Vidyalaya”
As part of the System Design 

and Delivery Unit with Education 

Department of Madhya Pradesh 

(SATH-E), The Education Alliance 

(TEA) launched the ‘Hamara Ghar, 

Hamara Vidyalaya’ program for all 

students in grades 1-12 aiding the 

learning of 8.1 million students in a 

structured and effective manner, even 

at home. The program provided a 

daily (in elementary) and a weekly (in 

secondary) timetable to students to 

study from home with clearly defined 

learning outcomes, categorized by 

subjects/grades.

Care for Community

Giving More Meaning to 
Education

MIF supports Foster and Forge 

Foundation’s teaching fellowship to 

end educational inequity and make 

education meaningful for children. 

Foster and Forge was selected as 

Prernasarthi for 20 districts under the 

Uttar Pradesh government’s Mission 

Prerna – a policy initiative to improve 

the quality of education in the state. 

The program was launched with a 

special focus on foundational learning 

skills which entail children’s ability to 

read comprehensively and perform 

basic math calculations – identified as 

the basis of their future learning.

Mission Prerna Fellowship Program conducted by F & F in Uttar Pradesh

Family champion leading session with parents (Kshamtalaya Foundation)

Community Outreach Strengthening the School 
Management Committees

Parents who were earlier resistant and unsupportive of education, were now 

interested in their child’s education. MIFs NGO partners have supported the parents 

and caregivers in developing their skills by sharing tools, knowledge, facilitating 

sessions, etc, to provide minimum support at home.

To orient School Management 

Committee members on the better 

utilization of the funds available 

in schools, NGO partner Saajha 

conducted an online training in 

collaboration with (SCERT), Delhi, 

which was attended by members of 

860 government schools.
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Kshamtalaya organised workshop for its teachers to build body awareness

Co-Scholastic Endeavors

Emotional Well-Being- A 
Priority for ALL

Special Education

Avid Readers

Integrating Arts into Academics

In its efforts to encourage reading, 

Kshamtalaya Foundation facilitated 65 

storytelling sessions in 16 community 

libraries on different themes (helping 

others, kindness, empathy, working in 

groups, confidence building and self-

expression) through story-book making 

and anger management to strengthen 

children’s interest in engaging with 

stories and books.

To develop 21st century skills among 

students, and to drive academic 

learning outcomes, MIF supported its 

partner iTeach to integrate art with 

The delayed school reopening, staying 

indoors and limited in-person social 

interaction created a mental and 

emotional toll on the well-being of 

children, parents, care givers and the 

educator community. MIF’s NGO 

partners undertook mental Health 

support initiatives such as conducting 

calls to check welfare, creating safe 

spaces to share, facilitating sessions to 

engage families in working together, 

conducting parent teacher meetings, 

organizing study circles for teachers. 

These initiatives played a key role 

in ensuring the well-being of all 

stakeholders.

MIF partnered with Raphael Ryder 

Cheshire International Centre to 

provide online education through 

mediums such as WhatsApp videos and 

messages. This was a great learning 

experience for both the special 

educators and the children who were 

never exposed to such teaching or 

learning before. Online sessions were 

conducted for children who needed 

physiotherapy and speech therapy, as 

well as counselling sessions for parents.

Students Building their story books 

(Kshamtalaya Foundation)

A student prepared a first aid kit for 

her house 

Students Building their story books 

(Kshamtalaya Foundation)

academics in regular lessons. Hence, 

The Sikkim Project was launched 

so that students could develop an 

understanding of the culture of 

another state and appreciate the 

diversity of our country.

#Coronameinrukona

MIF is committed to ensure an equal 

chance for further education and job 

opportunities. With MIF’s support, 

Alohomora responded to the Covid-19 

lockdown by launching an online 

“camp” for students. The idea was 

to keep them connected to their 

peers and gain exposure to various 

careers using digital medium such as 

WhatsApp, Zoom, Instagram, among 

others. 
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A virtual summer camp was held by 

Samarpan Foundation (iPartner) to 

ensure continued student support 

during summers. Numerous activities 

such as riddles, sudoku, pictionary, 

quizzes on nutrition and food, 

storytelling, seed germination, story 

making from words were conducted 

during the camp.

Care for Community

Camping at Home

Germination activity conducted during 

the summer camp

Student of Sneha Doon Academy 

(AASRA Trust) planting saplings; 

Environmental awareness for RASTA 

students was stimulated by making 

cards and posters Studies Continuing on Hospital Bed also

Pledge to take care of the 
planet

Virtual Volunteering

With the support of MIF, students 

planted young saplings, recycled non-

biodegradable material into decorative 

items, designed 3-D models, creative 

charts, posters, etc. Through their 

efforts, children portrayed that human 

society is embedded in an environment 

and it is our responsibility to save and 

preserve it!

MIF enabled the volunteering program for Max Life Insurance employees to spread 

awareness on various issues such as Health Awareness, Environment Protection, 

Menstrual Hygiene, Career Planning amongst students. A virtual session was 

conducted to sensitise children about the importance of health, hygiene and 

general well being considering today’s times. The session was a big hit amongst 

the students as it was fun learning with various activities that also included a quiz 

competition. The students were rewarded and given participation certificates to 

encourage their participation.

Health and Education go hand in hand

MIF’s long time partner, Cankids KisCan  education team felt the need to provide 

a device to the children across India. This objective was to take online classes, to 

facilitate online Cankids’ online tutoring and mentoring through the Personalized 

Education Program, and to a child suffering from cancer, provide knowledge about 

how to protect himself from existing vulnerabilities as well as from COVID19.
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The Covid-19 crisis truly brought all 

of us together like never before. MIF 

took active steps to provide direct and 

indirect relief, through NGOs and social 

support groups. 

Around 150,000 individuals, 8,000+ 

children and 1,596 families were 

supported with large-scale distribution 

of 250,000 lakh food packets (cooked 

and uncooked) and 40,000+ masks. 

Significant support was provided 

through Gurudwaras and other 

members of the Sikh community. 

Besides providing ongoing learning 

solutions for children, MIF supported 

the communities with cooked food, dry 

ration, medical and sanitary supplies, 

protection kids, N95 masks and other 

basic supplies. This support was made 

possible by launching #StayHomeIndia 

campaign in April 2020. 

As part of the campaign, MIF surpassed 

its goal of 100,000 pledges in 10 days 

and promised to donate Rs 500 per 

pledge, up to a sum of Rs 5 crore for 

Covid-19 relief efforts.

MIF will continue to work towards 

plugging the loopholes and bridging 

the gaps in India’s education system 

through value-based education 

and quality schooling. Despite the 

challenging times, MIF looks forward 

to another gratifying year of making a 

difference.

COVID Relief Response: 
#StayHomeIndia Challege

Children express their gratitude as MIF facilitated transportation to bring the girl 

students back to school when the schools re-opened.

Going forward, SEE Learning India 

plans to continue its efforts in 

capacity-building of educators across 

the subcontinent, while evaluating 

indicators that contribute towards 

transforming the education landscape 

in the country.
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Max Life has a fiduciary responsibility towards policyholders and strives to achieve the best practices in investment 

and governance practices. We have started to monitor our investment framework with an objective to incorporate 

Environmental, Social and Governance (ESG) risks as part of our decision-making process.

As part of our current 

investment decision 

process, we look at the 

Governance aspects of 

the investee company 

in great detail, actively 

vote on resolutions 

and engage with 

investee companies 

on important matters. 

We will continue to 

follow the current 

rigorous emphasis 

on Governance and 

include the social and 

environmental aspects 

in our research and 

analysis.

We have implemented 

a comprehensive 

stewardship policy 

and disclose a detailed 

summary of our voting 

actions on a quarterly 

basis. This stewardship 

code (“Code”) describes 

our approach to 

the stewardship 

responsibilities as 

set out under each 

principle and how its 

Code and procedures 

meet the requirements 

of the Guidelines. This 

Code is also available 

on our Company’s 

website ( https://www.

maxlifeinsurance.com/

about-us/media-centre/

public-disclosures ) 

along with summary 

of our quarterly voting 

actions

The investments team 

will initiate engagement 

with the investee 

companies to seek 

clarity on ESG issues. 

The aim is to pick up 

key areas citing ESG 

risks and work with the 

associated investee 

companies through 

continuous engagement 

practices.

Moving forward, as part 

of our ESG integration 

efforts into our 

investment framework, 

we intend to disclose 

our equity portfolio 

compliance on ESG on a 

periodic basis.

Current ESG Integration DisclosuresStewardship PolicyEngagement with 

Investee Companies

Financial Responsibility

The Company is primarily engaged in the business of making and holding strategic and treasury 

investments. Being a Core Investment Company, permissible investments for surplus funds are 

Bank deposits, Money market instruments (Money market and Liquid mutual funds), Government 

securities and bonds/debentures/loans given to Companies in the same group. Treasury 

investments are made for shorter duration with a maturity upto 24 months

Sustainable Investment Commitment of Max Financial Services Limited

Responsible Investments of MLI

43



 We have specially designed micro 

insurance products to cater to 

socially and economically weaker 

sections. Our Max Life Group 

Saral Suraksha plan offers financial 

protection against death by paying 

a lump-sum. In financial year 2021, 

we covered 17.66 lakh lives for a 

sum assured of 4,500 crores. 

 Under Pradhan Mantri Jeevan Bima 

Yojana, a social security scheme by 

Government of India, in FY 21 we 

have secured 1.8 Lakh lives for a 

sum assured of 3500 crores. 

 While designing our products we 

offer lower premiums to women. 

Currently, 28% of our individual life 

policies cover women. 

 We have also launched easy to 

understand POS products. This 

helps increase penetration of Life 

Insurance. Under our two POS 

products: POS Guaranteed Benefit 

Plan and POS Smart Wealth Plan, 

we have covered a total of 2,945 

lives for a total sum assured of 1.39 

crores. 

 During the COVID crisis, we 

launched a COVID 19 cover 

rider to provide protection to 

our customers. Under this we 

protected 16,258 lives for a total 

Sum Assured of 9.86 crores

Responsible Product Offering 

 In order to cover our customers 

comprehensively against Critical 

Illnesses, Disability and Death, we 

provide additional cover through 

riders. We have covered close 

to 1,21,422 lives for a total Sum 

Assured of 33 crores. 

 We launched a Critical Illness rider 

to cover up to 64 critical illness. 

A lump sum payout on diagnosis 

under this policy perfectly 

complements any existing 

health insurance. The claims are 

paid in Lump sum and with no 

dependence to the actual expense 

incurred by the policyholder. 

Apart from this we introduced a 

wellness app which encourages 

our customer to be active by way 

of steps in order to get discounts in 

later premiums.    

 Cancer is one of the leading cause 

of deaths in India. Under our 

Cancer Insurance Plan, we have 

covered more than 15 thousand 

lives. 

 We also offer inbuilt Policy 

Continuance benefits to ensure 

that policyholder goals are taken 

care of even in case of their 

death. 66,902 customers have 

taken advantage of this benefit 

under Max Life Monthly Income 

Advantage Plan.

 For salaried customers, we offer 

additional benefits through salaried 

discounts. Currently, 44% of the 

lives we assure are salaried.
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 There is a dedicated Board 

Committee called Products and 

Actuarial Committee (PAC), that 

has the mandate to review product 

development and performance. 

The Committee, while carrying 

out this role, specifically reviews 

aspects related to fairness of 

proposed policyholder benefits, 

upholding the principle of ‘Treating 

Customers Fairly’ or TCF. All major 

products are approved by the PAC 

before being filed with the industry 

regulator. The PAC is chaired by a 

Non-Executive Director. Further, 

the PAC, as per the assessment, 

may also refer some matters 

to the Policyholder Protection 

Committee (PPC) to ensure that 

all relevant aspects related to 

responsible product offering are 

considered. 

 The Appointed Actuary, who is a 

Key Management Personnel (KMP), 

and also a member of the PAC 

and PPC, oversees the process 

of product development and 

We have policies around responsible product offerings with robust product governance mechanisms

ensures that the benefits are fair, 

reasonable and sustainable. 

 Life insurance products, due 

to their long-term nature 

and inherently dealing with 

contingencies, are subject to risks, 

both economic and demographic. 

Product creation process identifies 

all sources of major risks to the 

product, captures the likely impact 

and possible mitigation measures. 

The Appointed Actuary, along 

with the PAC, consider this risk 

assessment before approving any 

product. Further, some aspects 

may be deliberated with the Chief 

Risk Officer, or the Risk Committee 

of the Board as deemed necessary. 

 Product Suitability is an essential 

aspect of a responsible life 

insurance sale. There is a specific 

Board approved policy on Product 

Suitability for prospects that covers 

the diligence around need analysis 

that must be performed with 

prospects to ensure that product 

recommendation is aligned to 

the goals and life-stage of the 

prospects. Sellers are specifically 

trained on Product Suitability 

to ensure that they completely 

understand the products and offer 

the most suitable product to the 

customers

 Regular update on product 

performance and evolving risk 

scenarios/outcomes are discussed 

within management review forums 

and periodically shared with the 

relevant Board Committees like the 

PAC, PPC and the Risk Committee. 

 The Policyholder Protection 

Committee (PPC) regularly reviews 

the performance metrics related 

to customer satisfaction such 

as Grievance Rates, Mis-selling 

complaints, persistency and Net 

Promotor Scores (NPS). These 

cover the entire range of customer 

touchpoints, from solicitation to 

on-boarding to ongoing connect 

with an existing customer.

Ethical Market Conduct

Customer is at the centre of all our activities and actions. We have institutionalized a dedicated Team that operates with an 

objective to minimize and eliminate any ethical and fraud risks especially committed by Employees or Agent Advisors. We have 

a zero tolerance policy towards any compliance issue and a detailed consequence management process is applied to any non-

compliant incident after proper investigation. The following activities are undertaken to promote ethical sales:

Sales 
Practices 

and Ethics 
Training in 

Distribution

Red flag 
analysis and 
surveillance 
monitoring

Reporting and 
sales practices 

communication

Review sales 
process 

across all 
channels

Field office 
reviews on 

Agency Work 
System (AWS) 

implementation

Ensuring 
strong 

Consequence 
Management 
on negative 

sales behavior

1 2 3 4 5 6

Financial Responsibility
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To make these initiatives customer-friendly and to invite high engagement and participation, Max Life 
has leveraged the following platforms:

CUSTOMER RELATIONSHIP MANAGEMENT

Max Life Insurance believes in the tenet of ‘An engaged customer is a happy 
customer’. To drive the core value of Customer Obsession and to ensure 
that the customers feel connected with the brand Max Life, the customer 
marketing vertical has incorporated an Engagement Calendar with many 
initiatives to build ‘Always On Engagement’ with the customers. These 
initiatives are enumerated as under:

1) Super Customer Week (SCW): 

An award-winning customer 

engagement initiative, designed 

for creating high brand recall and 

active engagement. When the 

COVID-19 pandemic struck, it 

was immediately transformed to a 

Digital format (E-Super Customer 

Week, or eSCW) which is now 

scheduled for the second week of 

every calendar month.

2) Brand and Product Updates: 

Taking brand initiatives and 

marquee properties like India 

Protection Quotient, Protection 

Front Foot Pe, India Ka Bharose 

Ka Number, and new product 

launches to existing customers in a 

very simple to understand way, that 

can strengthen the bond with Max 

Life and give additional opportunity 

to help fulfill their financial goals.

3) Digital Servicing: Making it very 

simple for customers to reach Max 

Life via Digital touchpoints like the 

Customer Login section on the 

website and WhatsApp for policy 

servicing, thus reiterating that Max 

Life is always thinking about the 

customer.

4) Regulatory Communication: 

Keeping customers updated and 

giving confidence that Max Life is 

always there for them.

5) Occasion Based Communication: 

Wishing customers on special 

days like Birthdays, and also on 

festivals and other important days. 

Additionally, keeping customers 

apprised of Max Life’s take on 

important events like Union Budget 

by designing and sending greetings 

& communication from senior 

leaders.

Gamification: Creating 
games to drive important 
messages like making the 

right choices, and generating 
customers’ interest

Customer Webinars: Launching 
Customer Webinars, by inviting 

celebrated personalities/
celebrities to create a stronger 

connection with customers while 
driving the message of overall 
(Physical + Mental + Financial) 

wellness.
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NET PROMOTER SCORE (NPS) for MAX LIFE

In line with our commitment to 

Customer Obsession, Max Life has been 

continuously monitoring the voice of its 

customers for over 8 years now. 

Max Life graduated from a satisfaction 

index i.e. Customer Experience Index to 

globally accepted Net Promoter score 

in April 2018. 

Net Promoter Score framework, enables 

management to gain deeper insights 

into customers’ loyalty as well as 

customers’ pain points in terms of their 

experience in transacting with Max Life. 

The NPS question that Max 
Life has adopted from the 
NPS framework is “How 
likely are you to recommend 
Max Life to your friends / 
relatives, on a scale of 0-10, 
where 10 represents ‘will 
definitely recommend’ and 0 
represents ‘will definitely not 
recommend’?

This NPS feedback framework is 

a hybrid model of measuring Net 

Promoter Score (NPS) at ‘Touchpoints’ 

as well as overall ‘Relationship’ level 

using a global standard NPS question. 

• Touchpoint NPS (40% weightage) is 

being tracked monthly across the 10 

touch points among ~3k customers. 

• Relationship NPS (60%) is tracked 

among 1,000 customers monthly 

who have had a recent experience in 

terms of a new purchase or a renewal. 

Overall company NPS is a weighted 

average of overall ouchpoint NPS and 

Relationship NPS

NPS metric is also included as part of 

the Company’s Measure of Success 

with a weight of 10%, to measure Max 

Life customers’ loyalty to “buy more 

and recommend more”. 

• Company NPS improved from 26 in FY18 to 45 in FY21. Relationship NPS up 

from 15 to 34, enabled through rigorous process enhancements and customer 

engagement. Our aspiration is to improve RNPS Vintage to 60 in FY24.

Operationalizing the NPS Framework

Hub and Spoke model - The 3 pillars of successful implementation of NPS 

framework are communication, action (to close loop on customer feedback, serve 

the detractors, market the promoters & engage with passives) and analysis (of 

feedback data to uncover trends and drivers of customer loyalty). To operationalize 

this, a Hub and Spoke model has been implemented wherein a cross functional 

Customer Experience team has been set up under the Head of Customer Services 

and Operations acting as a ‘Hub’. This Hub constitutes the Customer Experience – 

Center of Excellence and consists of hand-picked Customer Experience champions 

(‘CX champions’) from Customer Services, Quality & Service Excellence, Customer 

Communications, Digital and Technology departments. The Spoke team comprises 

of ‘NPS champions’ across all customer touchpoints being surveyed under 

Touchpoint NPS. The NPS champions have been identified, trained and aligned on 

NPS and its methodology. They are subject matter experts in their respective areas 

and deeply embedded in their respective processes.

Roles and responsibilities - Clear roles and responsibilities have been agreed and 

deployed for Hub (CX champions) and Spoke team (NPS champions) as well as their 

respective Heads of Department (HoD – process owners).

Close looping with Detractors – With the focus to reduce the % of detractors by curing 

their pain points after implementing actions, the NPS champions call back the detractors 

on a daily basis for issue redressal within 1-2 working days of receiving the customer 

feedback. This helps us maintain a focused approach and help improve the NPS scores

15
43 26

23 35 29
58

40 34
62

4551

Relationship Net 

Promoter Score (RNPS)

Touchpoint Net 

Promoter Score (TNPS)
Overall NPS

Net Promoter Score NPS

• Unearth persistent 

issued and initiate 

root cause 

corrective action.

• Analyse customer 

effort and evaluate 

solution to reduce it, 

explore automation 

and self-serve digital 

solutions.

• Urgent services recovery 

through call backs.

• Identify specified 

customer issues, root 

causes and implemented 

corrections.

• Report out action plans 

and implementation 

status in the Customer 

Council as per the pre-

defined calendar.

• Review NPS results 

with focus on 

Customer pain 

points.

• Including NPS in 

functional strategy 

and NPS parameters 

in goal sheet of self, 

sub-department 

process leaders and 

NPS champions.

Hub (CX champions) Spoke (NPS champions) HoD (Process owners)

Financial Responsibility
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Green Operations

The Max Financial Services Corporate Office is located at Max 
Towers, Noida – an LEED Platinum certified building. One of the 
few LEED Platinum certified buildings in India, Max Towers helps 
organisations build a better future with: 

High-energy 
efficiency & 
long-term 

savings 

Rainwater 
management 

system 

Waste 
segregation and 

recycling 

Shuttle 
from metro 

station 

On-site 
treatment of 
100% waste 

water 

Electric vehicle 
and carpool-

friendly parking

Our Corporate Office building is a certified Green Building

DLF Square building is a LEED Platinum certified building with “5 star rating” in health and safety by British safety council.

90 A initiated double glazing tinted glass material for building façade as Green building design criteria emphasizes the 

energy-efficient performance of fenestration materials and maximum use of natural daylight

For Max Life, 

MAX FINANCIAL SERVICES
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Energy and Emissions Control

Solar systems are installed in HO - DLF 

building for support of common area 

lighting 

Tree plantations to offset carbon 

emissions: To keep environmental 

health and air quality, we have placed 

~2100 indoor plants in all HO

Replacement plastic dustbins with 

common recycling dustbins and 

Garbage bags savings due to Non-

operational of HO : We have saved 800 

Kgs of plastic garbage bags at HO due 

to Non operational/partially operational 

of HO .

Waste management initiatives 

- Segregation of waste : Dry and 

wet waste segregation process is 

implemented in Home office

Waste Management

Replacement of disposable cups with 

ceramic cups and disposable cups 

savings due to non operational of HO 

: We have saved 3 lacs paper cups in 

DLF Square due to non-operational 

of office  & saved 6 Lacs in 90A where 

office has partially operational. 

Due to COVID 19, usage of disposable 

cups has fully implemented to maintain 

social distancing in office

Water Management:

• 100% water is recycled in Head 

Offices

• We have saved 60 % of water by 

installing Sensor based taps in  

washrooms at HO. 

• Water aerators are installed to help 

conserve water by 60 %

Green Operations
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Sustainable Development Goals

We strive to adhere to the Sustainable Development 
Goals as proposed by UN to become a responsible 
financial services organization.

Working Sustainably 
& Ethically

Care for People & 
Community

As a  Life insurance company, we actively try to build 

financial wellness for our communities through 

responsible financial services. This includes reaching 

communities without access to traditional insurance

We maintain a governance program consistent with  

best practice that fosters business integrity and sound 

decision-making through a highly-qualified Board 

comprising of Independent Non-executive Directors

We intend to establish Max as a global leader on key 

ESG ratings and benchmarks through effective and 

relevant ESG reporting

We also constantly evaluate ESG best practice across 

the region, engaging with all stakeholders including 

shareholders, communities, corporate customers, 

investee companies and  industry associations

We believe in the power of diverse, talented people to create 

value and meet customer and shareholder expectations.

We currently are at a gender diversity ratio of ~24%. On the 

frontline, we work with our agents, of which ~40% are women 

agents.

To improve financial protection for women in our country, we 

offer discounts for women policyholders

The digitalisation of learning content and delivery methods 

continue to play an important role in the development of our 

people. IN FY21, our employees  benefitted from ~34000 

digital learning hours for skill and career development

We engage and inspire our employees and the larger 

community  to improve their health and wellness through 

initiatives, events, programs and campaigns
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Sustainable Development Goals

Financial 
Responsibility

Green 
Operations

Financial education is a fundamental part of the 

development of communities and we host a 

number of initiatives across regions to educate our 

communities on the importance of savings and 

insurance. By improving financial literacy and helping 

people make informed financial planning decisions, 

we are empowering people to improve their own 

financial well-being and that of their families and local 

community

We launch financial products like micro-insurance, 

which cater to economic and social weaker sections of 

the society

We also have a sound stewardship policy in our 

investment decision process. We predominantly invest 

in companies with sound corporate governance and 

are looking to integrate environmental and social 

paramters in our investing decisions, moving forward.

We ensure that all new buildings adhere to standards of 

environmental management best practices

We aim to reduce our carbon footprint, while also measuring 

and managing the amount of waste produced from our 

operations.

Increase digitalisation and automation helps us to reduce the 

usage of paper and need for business travel.
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We are 
committed to 
taking steps that 
can improve our 
sustainability 
performance.


