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Preface & Acknowledgements
For a group that has endeared itself to the cause of the underserved for nearly 4 decades, for a group that had
the good fortune of having a founder whose single-minded devotion to this cause became the driving force to
determine its own destiny, and for a group that churned out leaders consistently from its own erstwhile branch
managers and field staff, a scientific study on the huge social impact created over the years is a logical sequel.
With legitimate ostentation, I would like to take this opportunity to thank Mr R Thyagarajan, Founder, Shriram
Group, for providing the vision and ensuring its meticulous execution in everything that has been done in the
group thus far. Suffice it to say, that he has, along with the leaders he nurtured painstakingly over the years, not
only laid a sound foundation but also built an edifice of a business model that is driven by one single philosophy Creating a positive difference to the lives and businesses of the Group's customers.
Enlightening us with the concept of a Social Audit that has the potential to showcase the Group's second largest
business, Shriram City Union Finance, in its true light was CSIM and SAN- India's role; on behalf of Shriram City, I
am pleased to have been exposed to this concept and would like to express my heart-felt gratitude to Ms Latha
Suresh for leading this audit and using SAN's scientific methodology in assessing our company's multiple
impact on the society it serves and the community at large.
I would like to thank the three pre-eminent panel members, Mr Gopal Srinivasan, Mr C R Muralidharan and Mr
Ashvin Parekh, for consenting to participate as panellists and provide their valuable insights and inputs.
I wish to express sincere gratitude to Mr Arun Duggal, Chairman, Shriram City, who has shared his invaluable
experience and knowledge, by providing strategic inputs for Shriram City.
I would like to take this opportunity to acknowledge and express appreciation towards the Shriram Chits teams
across all states, who have over the years built, nurtured and strengthened the customer relationships of
Shriram Group, which has in turn helped Shriram City create a strong Social impact amongst its customer base.
I would like to thank the management of Shriram City for their continuous support and co-operation in
providing data, giving suggestions, and participating in regular discussions, which has led to the successful
completion of this project.
Lastly, I would like to express my gratitude to every member of the Shriram Group SAA team, who has, in some
way or the other, contributed in carrying out this project.

G S Sundararajan, Director, Shriram Group
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CSIM

Social Audit Certification
This is to certify that the social accounts of

Shriram City Union Finance Ltd.
Have been audited by Social Audit Network India on 17th July 2012
The reporting on organizational objectives and activities for the period
April 2010 - March 2012 has been found to be fair and representative of their work

Signed :...................................
Social Auditor, Social Audit Network, UK
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Dated :................................

CSIM

SOCIAL AUDIT STATEMENT
Shriram City Union Finance Ltd.

The Social Audit Panel has examined the draft Social Accounts submitted to us and discussed them in
detail with Latha Suresh of CSIM and the Social Accounting and Audit team at SCUF led by Mr. G.S.
Sundarajan at the Social Audit Panel meeting held on 29th June 2012. I have examined the revised
Social Accounts which were prepared following the Social Audit Panel meeting and which have taken into
account various points identified in the notes* of the Social Audit Panel Meeting. We also
examined a sample of the data and the sources of information on which the Social Accounts have been
based. We believe that the process outlined above has given us sufficient information on which to base
our opinion.
We are satisfied that, given the scope of the social accounting explained in the revised draft and given
the limitations of time available to us, the Social Accounts are free from material mis-statement and
present a fair and balanced view of the performance and impact of Shriram City Union Finance Ltd. as
measured against its stated values and objectives and the views of the stakeholders who were
consulted. In the notes of the Social Audit Panel meeting we identified some important issues to be
taken into consideration during the next social audit cycle. In particular we would refer to the following :
1. The organization may consider extending the consultation on All values to all stakeholders
consulted-particularly with to empowerment.
2. Data on direct income increase be captured in addition to the information already brought out.
Other means of exploring the improvement in the standard of living and quality of life of
customers be considered in future cycles.
3. Board Members could also reflect on how SCUF can leverage the group strength and the
internal linkages that can be optimized.
4. A strong local economy impact analysis backed by consistent and scientific social research may
be included.
The members of the Social Audit Panel were :

Mrinalini Shastry
Mr. Gopal Srinivasan
Mr. C R Muralidharan
Mr. Ashvin Parekh

Signed:................................
Chair of the Social Audit Panel

Social Auditor and Panel Chair
Chairman & MD, TVS capital Funds Limited
Director, City Union Bank Limited
Partner, National Leader - Global Financial Services, Business Advisory
Services, Ernst & Young Pvt Ltd

Dated:..........................

* the notes of the Social Audit Panel meeting form part of the social accounting and auditing process
and may, by arrangement, be inspected along with the full social accounts at the offices of SCUF.
Member of the Social Audit Panel have acted in an individual capacity.
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Social Accounts 2010-2012

Executive Summary
The Shriram Group has been in existence for nearly four decades, during which period the group has forayed into
various businesses with one underlying philosophy, i.e.: Serving the underserved. The group's dominance in the
financial service space over the last ten years has predominantly been due to its presence in the credit starved
target market.
Shriram City, one of the two listed companies of the group, had since its inception identified its target markets as
small business enterprises. The unmet needs of these customers were a huge deteriorate for their business
growth, which in turn had a snowballing affect on the overall economy. The reluctance of banks to cater to this
target market provided a great opportunity for Shriram City to understand this segment and provide appropriate
credit and savings products to facilitate their sustenance and growth.
In India, the proportion of net bank credit flows to the small scale sector has been falling in recent years (from 16
per cent in early 1990s to 8 per cent in 2006 - 2007). Banks show their reluctance to extend credit to small
enterprises because of the following reasons:
v High administrative costs of small-scale lending;
v Asymmetric information;
v High risk perception; and
v Lack of collateral.
Similarly, the main problem faced by individuals running small businesses is access to adequate and timely
financing on competitive terms. They also lack skills on financial decision-making, good management and
accounting practices, and access to modern technology.
Shriram City's mission is to provide financial solutions to individuals running small businesses who have less
access to organized credit. By offering various financial products under the two broad categories - Business
Purpose loans and Consumer loans, Shriram City caters to the financial needs of this segment (both credit &
savings) to improve their businesses sustenance and personal needs.
Need for the Social Audit
Shriram City is uniquely positioned in its target market of small business enterprises. Over the years Shriram City
has developed the capability to assess the needs of this category of customers and provide them with appropriate
financial products. While this resulted in making significant positive difference to its customers, Shriram City has
never had a formal process of assessing the impact this strategy has had to its various stakeholders. Such a formal
assessment, as being initiated through this audit will also enable Shriram city to benchmark itself for continuous
ongoing enhancement of its strategy and processes.
This report was assessed for the two year period April 2010 - March 2012
The Social accounting and audit framework and its processes were facilitated by Ms. Latha Suresh, Director of
Centre for Social Initiative and Management (CSIM) and an accredited social auditor registered with the Social
Audit Network, UK.
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Stakeholders consulted and tools used for the Social Accounts:
S. No

Key Stakeholders

1

Customers who have
availed Loans – Business
& Consumer Loans

2

Customers who have
Deposits

3

Employees under
Shriram City payroll

Total

No. Consulted % Consulted Method / Tool for consultation

10,00,000+

4,183

0.42%

Personal Interviews &
Telephonic interview –
Questionnaire

1,32,000+

570

0.53%

Personal Interviews &
Telephonic interview –
Questionnaire

3348

955

30.3%

60

Questionnaire
3 Focus Group Discussion for
Field Level staff

4

Financial Investors

8

5

Board of directors

11

7

45%

Feedback form through emails

6

Bankers

60

34

55%

Questionnaire

7

Dealers

4000

748

11.3%

8

Agents

5000+

455

9%

9

Group Companies

8

4

50%

Feedback Form

Questionnaire & Testimonials
Questionnaire
Testimonials

Report on the performance of the stated objectives of Shriram City
Mission of Shriram City
Striving to serve the largest number of common people through quality non-banking financial services.
Values
The 5 values observed at Shriram City are - People first, Nurturing talent, Empowerment, Sense of Belonging,
Transparency.
Shriram City has been widely acknowledged by its transparent dealings and making customers experience a sense
of belonging with the organization. Customers, employees, agents and dealers have all appreciated these 2 values
of Shriram City. The Board and the employees have commended the People First, empowerment and nurturing
talent values as they have all experienced it in their growth in the organization.
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Objective 1: Provide credit and savings opportunities to individuals with small businesses who do not
have access to organized financial services in India
Shriram City started offering customized loans to small enterprises finance segment in 2006 and has continually
focused on expanding its customer base for this product since then. Shriram City is the largest small enterprise
finance company in India in the small loan segment (loans between Rs.1 lakh -10 lakhs) with a dominant share of
95 %.
Total Loan Distribution – 2010-2012:
(Amount – Rs. in Millions)

Business Purpose Loans
Year

Customers

Loan Amount

Consumer Loans
Customers

Loan Amount

2010 - 11

898,502

50,121

980,032

28,519

2011 - 12

1,962,955

104,303

1,054,312

34,679

Total

2,861,457

154,424

2,034,344

63,198

Business Purpose Loans forms the major lending activity for Shriram City comprising of over 65% of the activity.

A typical Shriram City customer’s profile
Business Purpose Loan Customer
An individual aged 35, running a small business with a turnover of around Rs 7 lakhs,
owning a small house, a two wheeler, small investments in gold or mutual funds, and
taking a loan for the first time to expand / develop his business.

Consumer Loan Customer
A salaried individual aged 35, earning around Rs 20,000 a month, with small
investments in gold or mutual funds, and taking a consumer loan for the first time to
buy consumer durables or a vehicle

The customer survey revealed that, 62% were availing loans for the first time in their lives. Only 7% of the
customers had taken Bank Loan, 3% owned credit card, 3% had taken loan from money lenders and 5% from
friends. Over the last two years, 95% of the Business Purpose Loans were availed by Self-employed individuals.
Occupation

Customers

Customers (%)

Loan Amount
(In Rs. Millions)

Self-Employed

2,725,196

95.2%

139,462

90.3%

Farmer

64,725

2.3%

2,944

1.9%

Other Business

71,536

2.5%

12,017

7.8%

Total

2,861,457

Loan Amount (%)

154,424

Social Accounts 2010-2012
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Customers Feedback on the impact in their lives post-Shriram City loan.
93% were able to scale their business
79% had increased their assets and reduced their liabilities
80% got better social recognition
89% had bettered their lifestyle
87% had a sense of security for their future

Over 90% of the customers avail small loans up to Rs.1,00,000/Though the ticket size of above 5 Lakhs contributes to 24% of Shriram City's
business loans, priority is given to individuals who run small businesses only
64% of the Business loan customers are below 40 years and 9% above 50 years
74.1% of the Consumer Loan customers were below 40 years and contributed to
74% of the Consumer Loan segment
9.5% were above 50 years and contributed to 10.3% of the business.

Deposits & Debentures
As a deposit-taking NBFC, Shriram City also mobilizes retail fixed deposits at competitive rates from customers
who are predominantly either a Shriram Chit member or would have availed a loan at Shriram City in the past. 35%
of them had deposits less than Rs. 1, 00,000.
Ticket size of Deposits:

(Amount – Rs. in Millions)

2010 - 2011
Deposit Size

2011 - 2012

Depositors

Deposit Amount

Depositors

Deposit Amount

Less than Rs. 10,000

39,462

329

33,515

283

Rs.10,001 to 25,000

52,497

1,048

46,373

929

124,462

7,335

122,507

7,442

Rs.1,00,001 to 5,00,000

43,035

9,505

54,364

12,461

More than Rs.5,00,000

3,015

3,088

5,810

6,029

262,471

21,305

262,569

27,144

Rs.25,001 to 1,00,000

Grand Total

Inferences from Stakeholder surveys reported in these boxes

Inferences from Secondary data reported in these boxes
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Objective 2:
Fostering a customer centric and community led inclusive and cohesive workforce
Shriram City has a dedicated team of employees at each business outlet who are responsible for loan origination,
credit evaluation, pre-lending field investigations where officials personally visit the prospective customers at
their homes or offices, and post lending credit appraisal. Incentives for employees are linked to recovery of
instalments of the principal amount and interest on the loans.
Composition of Employees at Shriram City:
Category

2010 - 2011

2011 - 2012

Male

Female

Male

Female

Management (AM1-ED)

794

20

1106

39

Middle Management (Executives & Officers)

264

69

813

184

Field Executives (including Trainees)

1049

124

1132

74

TOTAL

2107

213

3051

297

Shriram City has 911 branches spread over 17 states in India. 57% of the branches are in Tier-1 towns, 22% in Tier2, 15% in Tier-3 and 6% in Tier 4 towns in India
Shriram City's supportive work culture has helped employees grow professionally and has boosted employee
satisfaction. The important attributes for this culture has been
v Good Relationship with colleagues, manager and subordinates.
v Branch Proximity for customers and employees. Most employees are recruited from local communities and
employee referrals are valued. This has enabled employees to have easily established and maintain
personal and lasting relationship with the customers.
v Promoting an employee based culture that gives them decision making authority to customize products
according to the needs of the customer.
v Work profile in sync with the skills of the employee
v Providing a learning and supportive environment for employees leading to lower attrition rates. Over 500
employees out of have been working for over 5 years.
Reasons cited by Employees for working at Shriram City in the employee survey:
Company is prestigious and well known

79%

Team work

74%

Comfortable with the work culture

73%

Job Security

71%

Freedom of working

69%

Leaders as role models

64%

Many opportunities to advance with the position

54%

Perks and Benefits

51%

Competitive Salary

44%
Social Accounts 2010-2012
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Employee Speak
Mr. Swaminathan joined the Shriram Group as an administrative officer in the year 1989. Today he is the
Vice President of Shriram City and is responsible for the management and development of 58 branches
across Chennai. The various posts held by him include - Assistant Manager, Junior Manager, Branch
Manager, Divisional Manager & Regional Manager.
“At Shriram, performance is valued and appreciated. If you are a responsible person with a few bright ideas
then you will always be rewarded at Shriram. The salaries might not be on par with the leading financial
services company but the incentives and benefits at Shriram are much higher than any other company,”
quips Mr Swaminathan.
Objective 3
Practice frugal and efficient management processes ensuring healthy customer retention

Around 23% of Shriram City's customers were repeat customers and the new customers are mostly referrals
by existing customers. Having a personal touch with the customers in an era of automated processes, has
been the major success for customer retention. Customer relationship at Shriram City does not end with the
loan process but extends beyond as the employee customer relationship transforms into friendly
acquaintances.
Average Rating of Customers about the employee relationships:
Parameters
Customer-to-staff relationship
Hospitality
Technical Support
Documentation
Product Quality
Delivery
Competitiveness
Overall Services

Poor
1%
1%
2%
1%
1%
1%
1%
2%

Satisfactory
23%
24%
27%
23%
26%
22%
24%
16%

Good
52%
51%
43%
51%
51%
54%
50%
45%

Excellent
24%
23%
28%
25%
22%
22%
24%
33%

Shrriam City has always followed an optimal cost model approach through all its activities. Information technology
is used as a strategic tool in its business operations to improve the overall productivity. This enables Shriram City to
manage its nationwide operations, network well and to effectively monitor and control risks. All the business
outlets are online, connected through ERP software and linked with the Central Server located at Chennai.
To ensure less paperwork and a frugal method of communication, regular SMS's are sent to customers about their
loan status, due dates for payment, payment receipt details and payment bouncing details.
“Shriram City has always embraced technology with an open mind. The adoption of newer technologies has not only
benefitted Shriram City, but has also helped customers, agents, employees and society at large. In the process the
company has kept its costs under control resulting in better service in the highly competitive industry.” - - C Mahesh,
Director, Shriram Value Services

Employee Speak
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Inferences from Stakeholder surveys

Quotes from stakeholders

Low transaction costs (Rs.4.01 per transaction) and moderate Salary costs (average of Rs.1, 88,233 per employee)
have been instrumental in adhering to the optimal cost model.
The share of employee cost in total revenue for BSE 500 companies was 8.4% in 2011 and has reduced to
7.8% in 2012. The rates of Shriram City are 3% and 5% over the last two years which is very much below the
industry standards
Board Members' views
The Strengths of Shriram City and the areas needed for improvement were elicited from the Board during the
survey. They are:
Strengths
v Transparency
v Customer centric service
v Good top management
v Shriram Chit inter-linkages
v Passionate workforce / Empowered employees
v Focus on financial inclusion
Areas of improvement
v Geographic expansion / Scaling
v Proper follow up and good recovery process
v More promotional programs
v Training & Development
v Growth by acquisition

Inferences from Secondary data reported in these boxes

Social Accounts 2010-2012
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Social Impact
v India's financial literacy rate is only 35%. Over 49 lakh men and 11 lakh women have been directly exposed to
financial processes and have become financial literates through Shriram City's business model as around
90% of the customers have availed loans for the first time.
v Over 30 lakhs self employed people have improved their business thereby resulting in a better life style and
societal recognition for them.
v By supporting small businesses in Tier 2 and Tier 3 towns of India, Shriram City has largely reduced migration
to metros from these semi urban areas. It has also helped in generating local workforce within these towns.
v Technology can be an enabler and a force multiplier. By investing in technological up gradation facilities,
Shriram City has enabled the customers to have quick access to credit facility.
v By providing employment to 3,348 employees, Shriram City has provided a permanent source of income for
them. According to the employee survey, nearly 60% of them were sole bread winners of their family. Also,
56% of the employees were the first person in their families to work in an organized sector drawing a
monthly salary, thus improving their socio-economic status.
v Shriram City has empowered many women and 7 disabled employees by providing employment
opportunities for them and is in the process of creating an equitable workforce.
Environmental Impact
By recycling paper and plastic, using environment friendly products, encouraging employees to use public
transport, Shriram City follows the principle of reduce, reuse and recycle within the Branch offices to contribute to
the sustainability of the environment.
Economic Impact
The Micro, Small and Medium Enterprise (MSME) sector is the second-largest employer after agriculture in the
country, and contribute towards 8% of the country's GDP. 95% of these enterprises are in the informal sector.
Shrriam City has provided loans to 27, 25,196 self employed customers who run micro and small enterprises in the
informal sector for their business development needs. Over the last two years SCUF

By pumping Rs.154,423,557,940/- in the Indian economy for trade purposes, Shriram City has contributed substantially
to the GDP of India over the last two years.

By paying Rs.2, 675,855,000 as taxes, Shriram City has contributed to the Public purse

Inferences from Secondary data reported in these boxes
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Social Return on Investment
Social Return on Investment (SROI) is a method for understanding the social value being created by organizations
in addition to the financial value that accrues to organizations.
Shriram City's mission is to serve the “self employed individuals” belonging to low and middle income households
who have no access to financial services from an organized source. Their needs and aspirations were classified as
Personal sustenance, improved standard of living and Business sustainability for calculating SROI. By offering
Business Purpose Loans to this segment Shriram City has been able to improve their standard of living and
economic development, and help them to fulfil their needs and desires through these loans. The SROI calculation
reveals that the social value of Rs.1 lent to a Shriram City customer to fulfil his business needs & aspirations is
Rs.2.05 i.e. Shriram City's investment amongst customers in the form of small and medium loans for the year
2010-12 is 205 %.
The averages under each aspiration are as below:
Aspiration
Personal Sustenance
Improved Standard of living
Business sustainability

2010-2011
0.39
1.30
2.47

2011-2012
0.40
1.30
2.45

Average
0.395
1.3
2.46

Thus, by lending Rs.1 lent to a customer Shriram City is able to fulfil his business sustainability needs by Rs. 2.46.
Key Achievements, Conclusions and Recommendations
The outcomes of the social accounting & audit process suggest that most of the activities have achieved their
objectives to a large extent. Some of the key achievements are highlighted below.
Objective 1
95.2% of the customers at Shriram City are self employed individuals and 64% of them earn around Rs.10, 000/a month. By catering to this segment of people, whose credit worthiness has been underestimated by banks,
Shriram City has been successful in enabling these individuals scale up their business. The 92% collection
efficiency at Shriram City further proves that these individuals are indeed credit worthy as they have repaid their
loans on time. Many of them have been able to regain financial stability in their lives after availing small loans as
93% of customers were able to scale up and 79% had purchased more assets.
Objective 2
Shriram City's supportive work culture has helped employees grow professionally and has enhanced their
satisfaction levels. By promoting an employee based culture that gives them decision making authority to
customize products according to the needs of the customer, employees have been able to relate to the needs of
the customers effectively. As employees are recruited from local communities, it has enabled employees to easily
establish and maintain personal and lasting relationship with the customers and enjoy a high level of loyalty.
Objective 3
Shriram City has low operating costs with an average transaction cost of Rs. 4.0 and an average share of employee
cost at 4%. Inspite of the low employee cost, the attrition levels were very low at Shriram City, and over 500
Social Accounts 2010-2012

13

employees have continued to serve the group for over five years. Customers were happy with the attitude and
skills of the employees and nurtured a friendly relationship with them. In an era of automated messages, personal
interaction with the customers has helped Shriram City to retain its customer base effectively.
Conclusion
v Shriram City is in line with its mission to provide financial services to a large number of common people
through quality non-banking financial services
v The customer friendly approach has retained the personal touch in contrast with the automated customer
interface provided by other financial institutions
v Shriram City has consciously worked at reducing their operating costs by adopting scalable and secure
technology thereby reducing the response time to their customer, and improves their customer base and
economies of scale. By practicing frugal and efficient management processes Shriram City is able to reduce
its overheads and increase its return on investments effectively.
v By offering competitive and customised interest rates and personalised service, Shriram City is able to retain
its customer base for over a longer period.
Recommendations
In the next cycle, the values of Shriram City, should be clearly explained to all the stakeholders and their feedback
on all the values to be ascertained.
A formal process of eliciting feedback from the customers should be implemented on an ongoing basis. A pre loan
and post loan feedback form should be administered to all the customers to understand the impact of the loan
Formal training programs across all staff levels and specific skill building programs to be introduced on a regular
basis. Cross function training and job rotation to be actively pursued in all levels. More women to be recruited.
As Shriram City, is in its expansion stage, the existing frugal and flexible approach needs to be wholly documented
and business policies should be evolved accordingly. This would help in creating a sustained and a scalable branch
model that could be replicated in many places across India.
Frugal and flexible approach in the financial sector is always observed and appreciated by the customers. This
approach has to be indoctrinated into each employee who works at Shriram City and ensure that this Shriram
culture and ethos is reflected in all his actions.
An environmental policy to be introduced.
“To be a value creating and the preferred financing partner of the society” could be an apt vision statement for
Shriram City for the next cycle.
Dialogue and Disclosure
This audited report of this first Social Audit will be published and widely distributed amongst all key stakeholders bankers, Investors, Employees and Board members. The entire report shall be uploaded on the Shriram City
website for the general public to view it. The soft version of the report shall be sent to all the customers on request.
The main outcome of the Social Audit will be shared with key stakeholders to help design processes that would
help promote profits, social equity and environmental sustainability by Shriram City.
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1. Introduction
The 50,000 Cr Shriram Group had its humble beginnings in the Chit Fund business in 1974 in Chennai. Mr.R
Thyagarajan, Mr.AVS Raja and Mr.T.Jayaraman were the founders who ventured into these businesses. Not many
in the financial services industry thought at that time, this small Chit Funds business in Chennai would indeed be
the foundation for the financial conglomerate that Shriram is today. Shriram Group's businesses strive to serve the
largest number of common people through its pioneering and customised financial services.
For nearly 4 decades the tireless efforts for facilitating financial access to small and medium entrepreneurs
through loans and chits has carved a niche for the Shriram Group in South India. Shriram City Union Finance Ltd.
(Shriram City) is a major Group company that deals with retail finance particularly targeting the unmet needs of
entrepreneurs seeking meaningful ways of living with dignity. However, the magnitude of company's social and
economic impact on the community at large was not ascertained until this Social Accounting and Audit (SAA)
exercise was commissioned. SAA is a framework of accountability developed voluntarily by an organization to
define its alignment with its mission and to understand how it has performed in relation to this mission. It guides
the organization to understand the importance of effectively measuring impact so that they can report on
performance, account to stakeholders and make the case for continued investment in their work.
The Social Accounting Shriram City was done with the following objectives:
t

To assess the efficacy and effectiveness of Shriram City with respect to its Mission, Values, Objectives &
Activities (MVOA)

t

To account for social, environmental and economic impact to stakeholders

t

To track performance and improve the approach for monitoring and evaluation within the organization

t

To enable planning for future action and improve performance

The key people of Shriram Group who were associated with this Social Accounting & Audit exercise were
1. Mr G S Sundararajan: Director, Shriram Group
2. Mr R Kannan: Director, Shriram Group
3. Mr R Duruvasan: Managing Director, Shriram City Union Finance
4. Mr Y S Chakravarthi: Executive Director and COO, Shriram City Union Finance
5. Ms Subhasri Sriram: Executive Director and CFO, Shriram City Union Finance
6. Mr R Chandrasekar: Executive Director, Shriram City Union Finance
7. Mr V M Pandian: Executive Director, Shriram City Union Finance
8. Mr KRC Shekhar: Executive Director, Shriram Chits
9. Mr K Srinivas: Executive Director, Shriram City Union Finance
10. Mr C R Dash: Vice President & Company Secretary, Shriram City Union Finance
11. Mr C A Sai Vaasav: Business Manager, Shriram Capital
12.Ms Jasmine Sahni: Business Manager, Shriram Capital
13.Mr Srinivasan Devanathan: Senior Manager, Shriram City Union Finance
14.Mr Karthikeyan Maali: Assistant Vice President, Shriram Value Services
15.Ms Subhashree M: Senior Manager, Shriram City Union Finance
16
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51%

100%

100%

Listed operating
company

Shriram Housing
Finance

4.41%

41.26%

Unlisted holding
company

Shriram Equipment
Finance

98.50%

80.00%

89.99%

## Leapfrog Financial Inclusion, Mauritius, PE Fund has invested in Compulsorily Convertible Preference Shares of Shriram Credit Company Limited
representing 13.57% of its fully diluted equity share capital

# Shriram Transport Finance Company Ltd has recently announced the amalgamation of Shriram Holdings (Madras) Pvt Ltd with itself subject to necessary
approvals, consents and sanctions”

Listed operating
company

Shriram Financial Products
Solutions

Shriram Fortune Solutions

Shriram Wealth Advisors

Shriram Insight Brokers

Other Investments

LeapFrog Investments

##

Shriram Credit

99.58%

Unlisted operating
company

100.00%

Bharat ReInsurance Broker

67.49%

Shriram Capital Ltd

85%

Shriram
Ownership Trust

Shriram Group Organisational Structure

Shriram Automall
India

Shriram Transport
Finance Co. Ltd.

4.38%

15%

51%

Shriram Holdings
(Madras) #

49%

* Proposed Investment by Sanlam, bringing TPG’s stake to 11%

100%

16.34%

Shriram City Union
Finance Ltd.

34.22%

Shriram
Enterprise
(SEHPL)

100%

Shriram Retail Holdings

49%

TPG *

2. History and Background

Strategic / JV partner

Shriram General
Insurance (Foreign
Partner – Sanlam)

74%

26%

74%

PE Investor

Shriram Life
Insurance (Foreign
Partner – Sanlam)

Sanlam Group

Chit Business

26%

About Shriram Capital
Shriram Capital Limited (SCL) is the overarching holding company for the Financial Services and Insurance entities
of the Shriram Group created with the primary objective of optimizing the synergies across the Group's entities
apart from playing a significant role in the Risk Management and Leadership development of these operating
companies.
SCL is the main promoter of the two high-growth listed companies, Shriram Transport Finance Company Ltd, the
largest asset financing company in India and Shriram City Union Finance Ltd, a leader in the Retail Finance across a
wide range of products. SCL is also the promoter of Shriram Life Insurance Company Ltd and recently Shriram
General Insurance Ltd, Shriram Fortune Solutions, Shriram Insight Share Brokers and Shriram Wealth
Management. SCL's main role is to promote these companies, induct and strengthen leadership teams, provide
strategic inputs and direction to help and nurture them to grow into large and profitable enterprises.
About Shriram City Union Finance Limited (Shriram City)
Type of Company
Shriram City is incorporated as a Public Limited Company. It is the retail finance arm of the Shriram Group.
Registered Office:

Administrative Office:

123, Angappa Naicken Street,
Chennai,
Tamil Nadu - 600 001.

221, Royapettah High Road,
Mylapore, Chennai,
Tamil Nadu 600 004.

Registration Details:
Corporate Identification Number: L65191TN1986PLC012840 issued by the Registrar of Companies, Chennai,
Tamil Nadu.
Shriram City holds a certificate of registration dated April 17, 2007, bearing registration no. 07-00458 issued by the
RBI to carry on the activities of a NBFC under section 45 IA of the RBI Act, 1934.
An Overview
Shriram City is a deposit-accepting Non-Banking Financial Company (NBFC) registered with RBI, offering
(i)

financing for two wheelers, appliances and other commercial goods, (“Product Finance”),

(ii)

pre-owned and new vehicle loans,

(iii)

personal loans,

(iv)

loans against gold, and

(v)

Loans to the small enterprise finance segment.
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The Current Scenario on Credit flows to Micro Small and Medium Enterprises
In the report The Challenge of Employment in India: An Informal Economy Perspective, by the National
Commission for Enterprises in the Unorganized Sector (NCEUS), 2009, the following information on credit flows to
small businesses have been highlighted.
Between August 2007 and 2008, credit for credit cards increased by 86.3 per cent, all services sectors by 35.3 per
cent, construction by 48.3 per cent, and real estate by 46.3 per cent. However, the increase to credit agriculture
and allied activities has been 18.5 percent and for small-scale industries (including micro enterprises) just 9.7
per cent.
The overall availability of credit to MSME as percentage of net bank credit (NBC) of the Scheduled Commercial
Banks (SCB) has declined from 15.5% in 1996-97 to 6.6% in 2007-08. Banks' credit to micro enterprises (investment
up to Rs 25 lakh in plant and machinery) declined from 4.2% in 2002-03 to 2.8% in 2007-08. The lower segment of
micro enterprises (with investment up to Rs 5 lakh in plant and machinery) has experienced a decline from 2.2% to
1.6% in the same period. The proportion of net bank credit flows to the small scale sector has been falling in recent
years (from 16% in early 1990s to 8% in 2006-2007)
Banks show their reluctance to extend credit to small enterprises because of the following reasons:
 High administrative costs of small-scale lending;
 Asymmetric information;
 High risk perception; and
 Lack of collateral.
Similarly, the main problem faced by individuals running small businesses is access to adequate and timely
financing on competitive terms. They also lack skills on financial decision-making, good management and
accounting practices, and access to modern technology.
Role of Non Banking Financial Companies (NBFCs)
NBFCs are fast emerging as an important segment of Indian financial system. It is an heterogeneous group of
institutions (other than commercial and co-operative banks) performing financial intermediation in a variety of
ways, like accepting deposits, making loans and advances, leasing, hire purchase, etc. They raise funds from the
public, directly or indirectly, and lend them to ultimate spenders. They advance loans to the various wholesale and
retail traders, small-scale industries and self-employed persons. Thus, they have broadened and diversified the
range of products and services offered by a financial sector. Gradually, they are being recognized as
complementary to the banking sector due to their customer-oriented services; simplified procedures; attractive
rates of return on deposits; flexibility and timeliness in meeting the credit needs of specified sectors; etc.
In India, the poor spread of the formal banking sector and the limited flexibility of banks have resulted in a
proliferation of NBFCs. From just 7,063 in 1981, the number of NBFCs shot up to 51,929 by 1996. Since then, the
number has come down as regulatory requirements were tightened. However, the size of their assets has more
than doubled, from Rs 53,878 crores as at end-March 2001 to Rs 1,16,897 crores by end-March 2011.According to
the RBI report as of March 31st, 2011, there are 287 deposit taking NBFCs under category-A registered in India.
Social Accounts 2010-2012
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Role of Shriram City
Shriram City's mission is to provide financial solutions to individuals running small businesses who have less
access to organized credit. Credit guarantee schemes are the best solution to the problems of this segment as it
has the potential to reduce the costs of small-scale lending and enables small firms to access formal credit. It
further assists small enterprises to obtain finance for working capital, investment and/or leasing purposes at
reasonable conditions thereby improving their competitiveness and extend their economic activity.
By offering various financial products under the two broad categories - Business Purpose loans and Consumer
loans, Shriram City, caters to the financial needs of this segment to improve both their businesses needs and
personal needs. Shriram City also accepts Deposits.
According to the Frost and Sullivan report titled “Analysis of MSME Loan Markets for NBFCs July 2011”, Shriram
City is the largest small enterprise finance company in India. In the small loan segment (loans of `1 lakh -10 lakh) it
has a dominant share of 95%. Shriram City also leads the total Indian micro, small and medium enterprises market
with 53 % share.
Total MSME Loan Market by Disbursals : India, FY 2011
MAS Financial
Services
10.3%

Others
3.4%

Magma Fincorp
10.5%

Bajaj Finance
22.8%

Shriram City Union
53.0%

Note : All figures are rounded. Source: Frost & Sullivan analysis.

Shriram City leverages on the Shriram Group's ecosystem to reach out to prospective customers and the focus has
been in maximizing its association with the “Shriram” brand name and the synergies offered by the infrastructure,
of other entities in the Shriram Group. Shriram City's customer base over the years has significantly comprised of
customers of other entities in the Shriram Group. The large customer bases and wide-spread network of business
outlets of entities such as, Shriram Transport Finance Company Limited, (one of the largest organized asset
financing NBFCs in India), and entities operating under the “Shriram Chits” brand, has continued to provide
Shriram City with a large platform of target customers.
Shriram City has a strong foothold in south India. Over the last 25 years Shriram City has established a pan-India
presence, with 911 branches as of March 31, 2012, across 17 states in India, with a significant presence in south
India. As on March 31, 2012, the total employee strength of Shriram City is 3,348. Shriram City has a strong
concentration of business in south India with 650 of our 911 branches as on March 31, 2012, located in the states
of Tamil Nadu, Andhra Pradesh and Karnataka.
91% of its Assets under Management as on March 31, 2012 were represented by loans originated in the states of
Tamil Nadu, Karnataka and Andhra Pradesh. However, it has continued to make efforts to expand and penetrate
into other regions in India.
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Shriram City - Branches in Every state:
State

Number

State

Number

Andhra Pradesh

304

Madhya Pradesh

20

Tamil Nadu

286

Rajasthan

11

Maharashtra

82

New Delhi

9

Karnataka

60

Goa

2

Punjab

18

Harayana

6

Chattisgarh

29

Himachal Pradesh

5

Kerala

26

Uttarakhand

4

Gujarat

24

Jammu & Kashmir

1

Uttar Pradesh

24
911

Total number of Branches

Shriram City operates in a 'hub-and spoke' business model, where responsibilities from loan origination to
recoveries of loans are vested in each of its business outlets, under the general supervision and control of the head
office in Chennai. Shriram City's business outlet networks are interconnected and each business outlet is
connected to the head office through an ERP platform developed by Shriram Value Services, Chennai.
Financial details
Shriram City has demonstrated consistent growth in its business and profitability. Shriram City's Assets under
Management have grown by a compounded annual growth rate, or CAGR, of 40% from Rs.25,060 million as of
March 31, 2007 to Rs.134,310 million as of March 31, 2012. Shriram City's capital adequacy ratio as of March 31,
2012 computed on the basis of applicable RBI requirements was 17.4%, compared to the RBI stipulated minimum
requirement of 15.00%. Shriram City's Tier I capital as of March 31, 2011 was Rs.11,942 million. Shriram City's
Gross NPAs as a percentage of Total Loan Assets were 1.55% as of March 31, 2012. Shriram City's Net NPAs as a
percentage of Net Loan Assets was 0.38% as of March 31, 2012. Shriram City's total income increased from
Rs.3,490 million in fiscal 2007 to Rs.20,520 million in fiscal 2012 at a CAGR of 43%. Shriram City's net profit after tax
increased from Rs.520 million in fiscal 2007 to Rs.3,430 million in fiscal 2012, at a CAGR of 46%.
A summary of assets under management, net non performing assets, total income and net profit after tax for
the last 4 years are as follows:
(Rs. in millions)

As at March
31, 2009

As at March
31, 2010

As at March
31, 2011

As at March
31, 2012

Assets Under Management

46,295

52,155

79,980

134,310

Net Non performing assets

359

332

298

408

Total Income

9,339

11,028

13,209

20,524

Net Profit after Tax

1,170

1,943

2,406

3,425

Particulars
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Target market:
Focused on mid/ low income segments and semi-urban markets. Shriram City's target market for personal loans is
customers with a turnover less than Rs. 1,00,000 and micro businesses with turnover less than Rs 1 crores. These
markets have a huge growth potential as traditional banks have not been able to efficiently service them. Shriram
City targets the self employed individuals belonging to the Middle class, the Aspirers and the deprived sections of
the Indian society. (Classification as per NCAER-CMCR -2010 survey)

Entire country stratified by NCAER-CMCR2010 annual income aata
MILLION HH
16 m pop

3

RICH

(Above Rs 17 lakh)

MILLION HH

31

160 m pop

MIDDLE CLASS

(Rs 3.4-17 lakh)

MILLION HH
359 m pop

71

ASPIRERS
(Rs 1.5-3.4 lakh)

MILLION HH
684 m pop

135

DEPRIVED

(below Rs 1.5 lakh)

HH:HOUSEHOLD: POP: POPULATION: FIGURES : IN
MILLION EXCEPT ANNUAL INCOME
STRATA (IN RS LAKH): TOTAL HOUSEHOLDS: 240
MILLON:
SOURCE: NCAER-CMCR DOOR.TO.DOOR SURVEY

Shriram Chits has several years of experience of collecting chit deposits from self-employed professionals,
wholesale/retail dealers, merchants, builders, manufacturers and small and medium scale business operators,
which provides Shriram City with an extensive database of potential borrowers, especially for Shriram City's loans
to the small enterprise finance segment.
The Social Audit
Shriram City, a profit making organisation, has integrated social values and mission within its business and
decision-making process, so as to achieve positive and sustainable outcomes towards the business, environment
and the community at large. This is triggered by the belief, that they have a responsibility to give back to society. As
a 'socially responsible company', the social audit was undertaken to identify whether this belief permeated into all
the activities of the Company. It was also done to ascertain that social responsibility can be productively coupled
with sound strategies to advance goodwill, while building sustainable and impressive businesses. The social audit
also provided a platform to connect Shriram City's strategies with the operational side of the business and
understand if there were any gaps or shortfalls.
Shriram City also wanted to establish its presence as an NBFC catering to financial needs of individuals running
small businesses and not as a microfinance company through this audit. As a major player in lending business
purpose loans for small traders / businessmen, this audit was done to ascertain the impact it had created on this
segment of its customers.
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Social Audit is usually carried to report the benefits bestowed on the society through the Corporate Social
Responsibility (CSR) initiatives of any company. In case of Shriram City, Social Audit has been undertaken to
reiterate the social mission it stands to accomplish.
Social Audit framework
For the purpose of Social Audit, a Social Audit framework was designed to evolve the Mission and subsequently a
set of three objectives were identified in consultation with the Social Audit steering committee. The various
activities of the organizations (products, services, systems, processes) were aligned with their respective
objectives. The qualitative and quantitative indicators for these activities were also derived. The Social Accounts
was prepared based on the Social Audit framework of Mission, Values and Objectives of the organisation.
Social Accounts
Mr G S Sundararajan, Director, Shriram Group, took the main lead in initiating the Social Accounting and Audit
process for Shriram City. The Social accounting process was facilitated by Ms. Latha Suresh, Director of Centre for
Social Initiative and Management (CSIM) and an accredited social auditor registered with the Social Audit
Network, UK.
Details about the process and the need to do a social audit were shared with the Executive Management team and
a core group was identified to take the responsibility of co-ordinating the social accounting process. There were
frequent meetings of the group and all the members were updated on a regular basis. The data collection
strategies and tools were decided collectively by the group and questionnaires and feedback forms were
developed by CSIM. They were further ratified by all the members of the core group.
The secondary data was culled out from the MIS by the IT department based on the tables requested by the team.
The primary data collection was done by the field executives and other staff of Shriram City. The data entry and
collating of primary and secondary data was done by CSIM and the report was drafted by Ms Latha Suresh,
Mr C A Sai Vaasav and Ms Jasmine Sahni.
Objectives, Activities and Values of Shriram City were defined during the SAA facilitation workshop. All the core
members participated in the workshop and the MVOA was further ratified by the Shriram City Board.
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3. Mission, Values, Objectives and Activities

Shriram City had a well defined Mission statement which was in line with the Shriram Group's mission. The
Objectives, Activities and Values of Shriram City were defined during the SAA facilitation workshop. All the
core members participated in the workshop and the MVOA was further ratified by the Shriram City Board.

MISSON
SHRIRAM GROUP

SHRIRAM CITY

 Helping Create Wealth
 Empowering people through
prosperity resulting in
inclusive growth

 Striving to serve the largest
number if common people
through quality non-banking
financial services.

VALUES
People First
At Shriram City, People first is of paramount importance to its employees. It allows
employees to succeed in their respective roles thereby contributing to the organization's
success.

Nurturing Talent
For Shriram City nuturing talent concept means managing and developing employees to
achieve business goals. This includes training; employee coaching; staff mentoring; and job
enrichment to stretch employees with new responsibilities tasks. Nuturing talent focuses
on every employee as they all have a bearing on business performance.

Empowerment
Empowerment of employees at Shriram City refers to complete transfer of power to take
decisions on the operating roles of each employee within an overall broad framework. This
value enables the employee to understand that this comes with responsibility.

Sense of Belonging
Sense of Belonging is the experience of personal involvement in all the activities at Shriram
City by the customers and employees thereby making them feel being an integral part of the
organisation.

Transparency
Transparency at Shriram City means openness to employees and all other stakeholders, and
also sharing business policies to improve decision making and operations. While it does
maximise communication with the customers, for the employees this value translates into zero
fear of failure.

Ø The last two values are applicable to the customers, dealers and agents whereas
all the 5 values are applicable to the employees and Board of Shriram City.
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OBJECTIVES & ACTIVITIES

Objectives 1 : Provide credit and savings
opportunities to individuals with small
business who do not have access to
organised financial services in India through

1. Business Purpose Loans
2. Consumer Loans
3. Debenture / Deposit Schemes

1. Customised products and services
Objective 2 : Foster a customer centric and
community led inclusive and cohesive
workforce through

2. Branches located conveniently to serve the
neighbourhood.
3. Recruiting people from the local community
4. Strong Employee bonding

1. Nurturing personalized customer relationships
Objective 3 : Practice frugal and efficient
management processes ensuring healthy
customer retention by

2. Using relevant technological support to foster
customer relationship
3. Holding regular stakeholder meeting
4. Following an optimal cost model approach
across all activities

Social Accounts 2010-2012
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4. Stakeholders
The SAA gave an excellent platform to identify stakeholders who were directly and indirectly related to
Shriram City. We had identified the following stakeholders during our initial SAA deliberation meeting.
Primary Stakeholders

Secondary Stakeholders

Customers

Families of Customers

Borrowers

Suppliers

Depositors

Landlords of Office spaces

Dealers*
Agents**
Employees

Families of Employees

Financial Investors

Shareholders

Group Companies
Board
Management Board
Executive Board
Bankers

Credit Rating Agencies

* Agents: Agents are individuals who market the investments products of Shriram City. Shriram City does not
employ Direct Selling Agents or Direct Marketing Agents for its loan products.
**Dealers: Dealers are firms selling Two Wheelers / Consumer Durables to customers, for whom Shriram City
finances.
Given the diverse nature of our stakeholder group and also the large customer base of Shriram City, and the
paucity of time, it was decided that for the current set of social accounts only the primary stakeholders would be
contacted for their feedback and suggestions. The secondary stakeholders would be contacted in the next cycle of
social accounts and their feedback would be reported.
As the customer base was over 10,00,000 for Shriram City across India, a representative sampling methodology
was adopted to get the feedback from them. A representative sampling technique was also used for eliciting
feedback from the depositors as the depositor base was large.
A sample list was prepared from the customer database which represented the population on the following
parameters Customer Category (Self Employed / Salaried /...), Age group, Gender, Region, Loan Product and Loan
Amount range. Subsequently the sample list was circulated region wise to be administered to the customers. Due
to paucity of time the listed customers could not be contacted and so suitable substitutions were made by the field
staff.
Administering questionnaires was chosen to be one of the tools to obtain feedback from many of the
stakeholders. Apart from this method, feedback forms were filled in by a few stakeholders and testimonials were
also obtained.
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Stakeholders consulted for this cycle:
S. No
1

2

3

Key Stakeholders

Total Number No. Consulted % Consulted Method for consultation

Customers who have
availed Loans

10,00,000+

4,183

0.42%

Personal Interviews &
Telephonic interview –
Questionnaire

Customers who have
Deposits

1,32,000+

570

0.53%

Personal Interviews &
Telephonic interview –
Questionnaire

3348

955

30.3%

Employees under
Shriram City payroll

60

Questionnaire
3 Focus Group Discussion for
Field Level staff

4

Financial Investors

8

5

Board of directors

11

7

45%

Feedback form through emails

6

Bankers

60

34

55%

Questionnaire

7

Dealers

4000

748

11.3%

8

Agents

5000+

455

9%

9

Group Companies

8

4

50%

Feedback Form

Questionnaire & Testimonials
Questionnaire
Testimonials

Questionnaires addressed to the customers, dealers and agents were divided into following categories
 Personal information
 Awareness on Shriram City's Financial Products
 Shriram City's Service
 Post relationship with Shriram City
The employee questionnaire assessed the satisfaction levels of the employees, rating of organisational values,
their customer relationship strategies and their post relationship with Shriram City
The Board was asked to rate the values, objectives and activities of Shriram City and also highlight the strengths
and issues faced by the organisation along with their recommendations.
Bankers, Investors and Group companies were asked to convey their views their association with Shriram City in
their Feedback forms.
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5. Scope and methodology of the Social Audit
The first social account covers the time period from April 2010 to March 2012. All primary stakeholders were
consulted on all organizational objectives and values with the help of relevant consultation tools.
Omissions
As this was the first cycle of accounts, the Secondary stakeholders were not consulted and they would be
consulted during the next cycle.
The loan customers were classified under two categories - Individuals running small businesses and others. Others
consisted of housewives, students, salaried and pensioner. Individuals who were running small businesses were
only contacted and the others were not contacted in this cycle of accounts.
The Social Accounting Process at Shriram City
On March 9th, 2012, a workshop was conducted by the SAN India team to evolve the Mission, Values, Objectives
and Activities (MVOA) of Shriram City. After deliberations with the Shriram City Board and the Management team,
th
the MVOA and scope of the social accounts were finalised by March 30 , 2012. The next step of drafting
questionnaires for the various stakeholders commenced from March 15th. After two weeks of long consultations
with the core team, the questionnaires for 5 different stakeholders were finalised by the first week of April. The
Tamil, Hindi and Telugu translations of the questionnaires were also done under the supervision of the core team.
The questionnaires were printed and administered to the customers, employees, dealers and Bankers. The Board
and the Investors shared their feedback also.
All the secondary data that appears in the report was entirely taken from the MIS. All data that was needed for the
report was requested in the form of tables and excel databases and all the relevant information was extracted
from the data dump provided by the IT department.
The entire data collection from all the stakeholders was completed by the first week of June, 2012. The data entry
of the questionnaires and analysis of same began from the last week of May, 2012.
Three Focus group Discussions were organised with the field level staff which were coordinated by the CSIM staff.
Mr K L Srivatsava, of CSIM, Hyderabad anchored the meeting at the Shriram City office at Himayatnagar,
Hyderabad on May 17th. Ms R. Madhuri, of CSIM Coimbatore anchored the meeting at the Shriram City office in
th
Saibaba Colony on May 26 . Ms.Mahesewari held the discussions with the Chennai staff at the Shriram City office
at T.Nagar on May 26th. Around 20 staff were present in each of these discussions.
Feedback forms were distributed and collected from a few stakeholders.
All the data was collated and the social accounts were drafted in the month of June 2012.
Indicators: Quantitative and Qualitative indicator to measure each objective and activity was evolved. The
questionnaires were drafted based on these indicators. (Refer Annexure 1 for indicators)
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Colour coding used for the report:
Coloured boxes indicating the following are used in this set of Social accounts:
Objectives & Activities
Inferences from Secondary data reported in these boxes

Inferences from Stakeholder surveys reported in these boxes

Quotes from stakeholders, Case Studies & other observations

Information Highlights

Recommendations

Social Accounts 2010-2012
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6. The Report on performance: analysis of the Social Accounts
Shriram City had evolved a mission statement in line with its Group’s mission statement.
Mission of Shriram City
“Striving to serve the largest number of common people through quality non-banking financial services.”
As a Shriram group company, Shriram City was following the values of the Shriram group. During the SAA
deliberations, a set of 5 values that were predominantly adhered by the Shriram City employees were decided by
the Management Board.
VALUES
People first
Nurturing talent
Empowerment
Sense of Belonging
Transparency
The Board members and employees were asked to rate all the 5 values in the questionnaires administered to
them. The customers and Dealers were asked to rate only two values which was associated with them. The rating
for these Values was assigned on a scale of 1 5 (1 being lowest and 5 highest). The average rating of the values is as
follows
Values
People first
Nurturing talent
Empowerment
Sense of Belonging
Transparency

Board
4.6
3.4
4.0
4.0
3.9

Employees
4.0
3.6
3.6
3.9
3.8

Customers
n/a
n/a
n/a
3
3

Dealers
n/a
n/a
n/a
3.1
3.1

The weighted averages of all values are above 3 indicating that Shriram City was adhering very well to its
prescribed values.
The highest average for “People first” proves that all associated with Shriram City maintained a cordial
relation with the customers and employees.
Being a community centric financial service entity, the values of 'sense of belonging' and 'transparency' are
essential for lasting customer relationship. The rating of 3.8+ by the Board and Employees clearly indicates
that catering to customer's needs was adequately adopted by them
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Objective 1
Provide credit and savings opportunities to individuals with small businesses who do not have access to
organised financial services in India through
a. Business Purpose Loans
b. Consumer Loans
c. Debenture/Deposit schemes
As a deposit accepting Non-Banking Finance Company (NBFC), Shriram City is a premier financial services
company specialising in retail finance. Shriram City has a wide range of offerings comprising of financing of
vehicles, personal loans, small business loans and loan against gold.
Shriram City started offering customized loans to small enterprises finance segment in 2006 and has continually
focused on expanding its customer base for this product since then. There has been a significant opportunity for
Shriram City to expand its customer base in small enterprise finance segment. According to the Frost and Sullivan
report titled “Analysis of MSME Loan Markets for NBFCs July 2011”, Shriram City is the largest small enterprise
finance company in India. In the small loan segment (loans between Rs.1 lakh -10 lakhs) Shriram City has a
dominant share of 95 %. Shriram City also leads the total Indian micro, small and medium enterprises market with
53 % share. As a strategy, Shriram City continues to leverage on the infrastructure provided by entities operating
under the 'Shriram Chits' brand name. This provides Shriram City with an extensive database of potential
borrowers, especially for loans to the small enterprises segment. Shriram City offices are located in nearly all the
Shriram Chit Office.
Since 2007, Shriram City has been providing personal and business loans secured by gold jewellery and
ornaments, primarily to individuals who possess gold jewellery but do not have access to formal credit within a
reasonable time, or to whom credit may not be available at all, to meet their short-term requirements. Shriram
City targets the customers who otherwise continue to rely on the unorganized sector like money lenders and pawn
brokers, for timely funding requirements. By capitalizing on the “Shriram” brand name and its good-will Shriram
City has developed its business for all these products.
Shriram City funds its capital requirements through a variety of sources. Fund requirements are currently
predominantly sourced through term loans from banks, issue of redeemable non-convertible debentures on a
private and public placement basis, and cash credit from banks including working capital loans. Shriram City
access funds from a number of credit providers, including nationalized banks, private Indian banks and foreign
banks, Due to its track record of prompt debt servicing, Shriram City has established and maintained strong
relationships with these financial institutions. Shriram City has also placed commercial paper, as and when
required in the past. As a deposit-taking NBFC, Shriram City also mobilizes retail fixed deposits at competitive
rates. Shriram City has also raised subordinated loans eligible for Tier II capital. Shriram City also undertakes
securitization/assignment transactions to increase the efficient use of its capital and as a cost effective source of
funds.
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I. Business Purpose Loans
Shriram City offers business loans to customers belonging to Self Employed Category or a Non Individual (firms) for
an average tenor of 36 months and an average yield of 22-24%. The target customers in the small enterprises
segment comprise of self-employed professionals, wholesale and retail dealers, merchants, builders, small and
medium scale manufacturing concerns, catering services, tour operators, etc. Loans are customized to suit the
requirements of the customers after having assessed and understood their business model. Shriram City believes
that the small enterprises finance segment is still under banked to a large extent and barring certain public
financial institutions and public sector banks, lending in this sector has traditionally been addressed by the
unorganized players in most regions in India. Accordingly, Shriram City sees a significant opportunity to expand its
customer base in small enterprises segment.
II. a. Consumer Loans
Shriram City provides loans to customers who are Salaried, Pensioner, Student or housewife. Shriram City's
officials reach out directly to these customers and visit them at their doorstep to carry out loan origination and
credit evaluation, so as to ensure speedy processing of loans. Shriram City's target is customer segments who do
not have easy access to bank or other modes of financing for immediate short or medium term funding
requirements, within reasonable time or at all. The average tenor for such loans is typically 30 months with
average yields typically ranging between 24-27%.
II. b. Loans against Gold
Since 2007 Shriram City has been providing personal and business loans secured by gold jewellery and ornaments,
primarily to individuals who possess gold jewellery but do not have access to formal credit within a reasonable
time, or to whom credit may not be available at all, to meet their short-term requirements. Shriram City's gold
loans are for an average tenure of 4 months and provide a typical average yield of 16-20%.
II. c. Product Finance Loans
Shriram City's product finance loans comprise of two wheeler loans, loans for purchase of electrical appliances
and other white and brown goods. The average tenor for the Product Finance loans is typically 12- 24 months and
the average yield typically ranges between 22-24%.
II. d. Pre-owned and Vehicle Loans
Shriram City offers a variety of loans to finance the purchase of pre-owned passenger and commercial vehicles,
which include three wheelers, four wheelers, used cars. These are principally targeted at the financing of pre
owned passenger and commercial vehicles. Shriram City's Company's executives are stationed at the showrooms
of various passenger and commercial vehicle dealers and are responsible right from bringing in the customer,
credit verification and loan origination to recovery of the loan. The average tenor for our vehicle loans is typically
30 months and the average yield typically ranges between 22-24%.
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31%

WORKING
CAPITAL LOAN
(SME & BUSINESS
LOAN)
47%

GOLD AS
COLLATERAL

19%

PRODUCT
FINANCE
(TW/AUTO/CD)

BUSINESS PURPOSE LOAN (75%)

3%

PERSONAL LOAN

68%

GOLD AS
COLLATERAL

LOAN BOOK (2012)

20%

PRODUCT
FINANCE
(TW/AUTO/CD)

CONSUMER LOAN (25%)

12%

PERSONAL
LOAN

The Table below lists the different types of loans and amount of loans disbursed during the last two years.
(Loan Amount: Rs. in Millions)
2011
Product

Customers*

2012

Loan Amount

Customers*

Loan Amount

Consumer Durables

85,216

1,850

82,728

1,940

Personal Loan

73,161

5,280

63,386

4,920

Auto Loans

73,788

11,810

43,491

9,520

SME & Business Loan

33,072

15,420

45,244

34,360

375,744

11,810

459,122

15,000

Pledged Jewels

1,237,553

32,470

2,323,296

73,242

Grand Total

1,878,534

78,640

3,017,267

138,982

Two Wheeler

NB: The customer count includes repeat customers in all the tables.
The Loan Process
The field executives approach the customers for their loan requirement. The loan process follows the below
mentioned steps.

Initial Evaluation

Credit Policy Adherence

Approval Process

Loan Disbursement

Loan Monitoring

Collection & Recovery
(Refer Annexure 2 for detailed loan process)
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The customer on approval of the loan starts making his monthly instalments as per his capacity and convenience.
The loan repayment percentage at Shriram City is over 90% annually.

Details of Loan Collections*
Period

Customers

(Loan Amount: Rs. in millions)
Loan Amount to
be Collected

Collected
Amount

Coll%

2010-2011

1,917,302

73,492

69,767

95%

2011-2012

3,657,119

82,143

75,518

92%

2010-2012

5,574,421

155,635

145,285

93%

* The amount not collected here signifies the amount which will be collected subsequently and do not represent
non performing asset.
Shriram City lends on a relationship-based model, and believes that the high loan recovery ratios indicate the
effectiveness of this approach for the target customer base. Shriram City also employs advanced credit
assessment procedures, like verifying the identity and checking references of the proposed customer thoroughly
at the lead generation stage. The extensive local presence of the Shriram Group also enables Shriram City to
maintain regular direct contact with the customers. In this regard, personal responsibilities is assigned to each
member of the lead generation team for the timely recovery of the loans they originate, closely monitoring their
performance against Shriram City's standards, and maintain client wise exposure limits.

Activity 1: Business Purpose Loans
Business Purpose Loans forms the major lending activity for Shriram City comprising of over 71% of the activity.
Over the last two years, there has been a remarkable achievement in this loan category.

Business Purpose Loans
Year

(Loan Amount: Rs. in millions)

Customers

Loan Amount

2010-2011

898,502

50,121

2011-2012

1,962,955

104,303

Total

2,861,457

154,424

This implies a growth rate of 218% or 2.18 times the growth over the previous year. Similarly the
amount advanced has escalated by a growth rate of 208% or 2.08 times over the 2010-11 figures.
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A typical Shriram City Business Loan customer profile

An individual aged 35, running a small business with a turnover of around Rs 7 lacs ,
owning a small house, having a two wheeler, small investments in gold or mutual funds,
and taking a loan for the first time to expand / develop his business.
Majority of the customers have availed business purpose loans of less than 1 lakh.

(Refer Annexure 3 : Table 1 for year wise ticket size)

91.6% of the customers avail loans up to Rs.1, 00,000/- that help in the development of their small business.
Though the ticket size of above 5 lakhs contributes to 24% of Shriram City’s business, the field staff
ensure that they caters to the financial needs of businessmen Who run small and medium enterprises only?

Gender Details
Business Purpose Loans can be availed by individuals and institutions. On analysing the application forms over the
last two years, the customers were classified under the male, female and institution category as below.
Distribution of customers

(Loan Amount: Rs. in Millions)

2010 - 2011
Loans taken by
Males

Customers

2011 - 2012

Loan Amount

Customers

Loan Amount

Customers

809,075

43,416

1,746,647

86,623

89%

Females

74,974

4,224

172,154

8,922

9%

Institutions

14,453

2,481

44,154

8,758

2%

898,502

50,121

1,962,955

104,303

Total

NB: The customer count includes repeat customers in all the tables.
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89.5% of the customers were males. Though the percentage of females has increased by only 0.43% over the last
two years, 247,128 self employed women across India have availed the Business Purpose Loans from Shriram City,
and an increase of 97,180 self employed women over the last year is observed.
89 % of the customers were males and 9% were females.
The National average of female entrepreneurs according to an SSI study, is 5.02%

Age Distribution
The following graph shows the age distribution of the individuals who have taken Business Purpose Loans over the
last two years.
Business Purpose Loan - Age wise Distribution

(The graph above has omitted data pertaining to institutions and 15,123 applications where the age column was
left blank.)
64% of the customers are below 40 years.
9% are above 50 years
62% of the customers were below 40 and 36% were between 41 -60yrs
56% hailed from joint families
Shriram City is enabling the most productive workforce in India,
which lies in the 30-40 age groups.

Occupation of the Customer
The mission of Shriram City has always been to reach out to the self employed individuals who belonged to
the middle and lower income groups. Hence, Shriram City's entire customer base majorly comprises of
individual and/or small enterprise segment borrowers, who generally are more likely to be affected by
declining economic conditions than larger corporate borrowers. Individual and small enterprise segment
borrowers generally are less financially resilient than larger corporate borrowers, and, as a result, they can be
more adversely affected by declining economic conditions. In addition, a significant majority of our customer
Social Accounts 2010-2012
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base belongs to the low to medium income group and/or the small enterprises finance sector. They also hail from
the low to medium income group who typically have limited access to financing sources.
Shriram City has a strong semi-urban presence and a majority of the customers hail from semi urban areas. Loans
are primarily targeted at individuals running their own businesses, Professionals, Farmers etc. Shriram City also
lends to institutions. Over the last two years, 95% of the Business Purpose Loans were availed by Self-employed
individuals.
Occupation

Customers

Customers (%)

Self-Employed

2,725,196

95.2%

139,462

90.3%

Farmer

64,725

2.3%

2,944

1.9%

Other Business

71,536

2.5%

12,017

7.8%

Total

Loan Amount

2,861,457

Loan Amount (%)

154,424

The table below shows the distribution of the Business Purpose Loans over the last two years to its customers with
their varied employment profile.

95.2% of the customers are self employed individual
2.3% are farmers and 2.5% are institutions.

Income Group
Shriram City’s customers are requested to enter the details of their annual income in the proposal form while
applying for a loan. The credit appraisal is done through Field executive. Based on the details available from the
application forms, the income group of the customers was classified and extrapolated as below.
Monthly Income of Customers
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Economic Profile of Customer - Survey Report
Customers who owned assets
Assets

Number

a. House

75%

b. Agricultural Land

41%

c. Two wheeler

67%

d. Four wheeler

21%

e. Gold

58%

f. Shares

9%

g. Investment in Mutual Funds/FDs

9%

7% of the customers had taken Bank Loan, 3% owned credit card, and 3% have taken loan from
money lenders and 5% from friends
62% were availing loans for the first time in their lives
Customers rating of Shriram City's services with other financial institutions
31% - Excellent, 40% -Good, 12% Fair and 2% -Poor
44% of the customers did not avail any of the other Shriram products.
The others had the following products
Products

%

Term Deposit

6%

General Insurance

7%

Life Insurance

18%

Shriram Chits

22%

Transport Finance

11%

Customers Feedback on the impact in their lives post-Shriram City loan.
93% were able to scale their business
79% had increased their assets and reduced their liabilities
80% got better social recognition
89% had bettered their lifestyle
87% had a sense of security for their future
The target group of Shriram City is in line with its mission of supporting individuals running
small and medium businesses.
Because of your loan to my school, hundreds of students benefited from that…
Our Hearty thanks……
Innacimuthu, Proprietor, Smart class room, Pudukkottai
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Activity 2: Consumer Loans
Consumer Loans is the second form of lending activity for Shriram City comprising of over 29% of the customers.
Over the last two years, there has been a significant growth in this loan category too.
Consumer Loans
Year

(Loan Amount: Rs. in millions)
Customers

Loan Amount

2010-2011

980,032

28,519

2011-2012

1,054,312

34,679

Total

2,034,344

63,198

There is a 1.08 times growth in this segment over the last two years in the number of customers and
1.22 times growth in the loan amount advanced.

A typical Shriram City Consumer Loan customer profile

A salaried individual aged 35, earning around Rs 20,000 a month, with small investments
in gold or mutual funds, and taking a loan for the first time.

99.8% of the customers were individuals taking loans below 5 lakhs
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Profile of the Customers
Consumer Loans can be availed by individuals and businessmen against pledged jewels. The various categories
include.
Distribution of customers

(Loan Amount: Rs. in Millions)
2010 - 2011

Categories
Males

Customers

Loan Amount

Customers

Loan Amount

876,282

24,776

948,661

29,870

94,216

3,523

95,884

4,579

9,534

220

9,767

231

980,032

28,519

1,054,312

34,680

Females
Unspecified*
Total

2011 - 2012

*Unspecified denotes the customers who did not fill in this field (since it was not
specified as a mandatory field)
9% of the customers were females and they contributed to 13% of the business
under the consumer loan category. There has been a 1.3 times growth rate amongst the
females as against a 1.2 times amongst the males.
The age distribution of customers is as follows –
AGE

Age Distribution

% of Contribution

AGE < = 30

13.9%

17.2%

AGE 31 - 40

60.3%

56.9%

AGE 41 - 50

14.5%

14.8%

AGE 51 - 60

8.6%

9.2%

AGE > 60

0.9%

1.1%

Unspecified

1.8%

0.9%

(Refer Annexure 3 – Table 2 for Age classification of customers)

74.1% of the customers who availed Consumer Loans were below 40 years and contributed to
74% of the Consumer Loan segment
9.5% were above 50 years and contributed to 10.3% of the business.

Suggestions from Loan customers
 Lower the interest rates
 Increase the term from 3 years to more
 Reduce documentation work
 Loans to be issued against farming equipment and other machinery
 Pass books to be issued for loans
Social Accounts 2010-2012
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Activity 3: Debentures/Deposits
Shriram City funds its capital requirements through a variety of sources. The sources of funding comprise of term
loans including term loans from banks and financial institutions, cash credit from banks, redeemable nonconvertible debentures on a private or public NCD issue basis, subordinated bonds, short term commercial paper,
public deposits / debentures, and inter-corporate deposits.
As a deposit-taking NBFC, Shriram City also mobilizes retail fixed deposits at competitive rates from customers
who are predominantly either a Shriram Chit member or would have availed a loan at Shriram City in the past.
Shriram City also uses the services of a group company Shriram Fortune Solutions to sell its investment products
(Deposits / Debentures)
The table below gives state-wise details on the amounts invested in Deposits and Debentures over the last two
years.
Deposits & Debentures
2010 - 2011
Region in India

2011 - 2012

Customers Invest. Amt (Rs. Millions)

Customers

Invest. Amt (Rs. Millions)

South

94,164

5977.7

101,904

7750.3

Central

5,729

554.1

8,778

1109.5

East

3,677

311.6

4,636

441.0

North

5,933

464.0

8,240

755.4

West

22,818

1605.4

31,488

2472.0

TOTAL

132,321

8912.7

152,046

1,2528.3

South India contributes 64% of the deposits
69% of the customers hail from the Southern region
A typical Shriram City Depositor’s profile

A retired individual invested above Rs.25000 and have availed other products of
Shriram City earlier.
Ticket size of Deposits

Deposit Amount (Rs. Millions)

2010 - 2011
Deposit Size
Less than Rs. 10000
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2011 - 2012

Depositors Deposit Amount

Depositors

Deposit Amount

39,462

329

33,515

283

More than Rs.500000

3,015

3,088

5,810

6,029

Rs.100001 to 500000

43,035

9,505

54,364

12,461

Rs.10001 to 25000

52,497

1,048

46,373

929

Rs.25001 to 100000

124,462

7,335

122,507

7,442

Total

262,471

21,305

262,569

27,144
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36% were females and 64% males
41% of the depositors had a monthly income of less than Rs. 20,000/60 % of the deposit amount was less than Rs. 25,000/- thereby catering to the lower & middle
income group of society

Size of Deposits

40%
35%
30%
25%
39%

20%
28%

15%

24%

10%
5%

9%

0%
Less than
Rs.5000

Rs.5001 to 10000

Rs.10001 to
Rs.25000

More than
Rs.25000

54% of the depositors were associated with Shriram for over 5 years and 12% were new depositors.

Association with Shriram
10 to 15
years, 11%

5 to 10
years, 32%

Above 15
years, 11%

Less than a
year, 12%

1 to 5 years, 34%
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Reasons for being satisfied with the Shriram Deposits
a. Doorstep service

32%

b. Transparency

22%

c. Ease of operations

24%

d. Existing relationship

42%

e. Higher yield

12%

f. Better structured instrument

19%

g. All of the above

27%

The depositor's average rating for the degree of satisfaction to the following criteria where:
4 = Excellent, 3 = Good, 2 = Satisfactory, 1 = Poor

Criteria

Average
Rating

a. Dependability

2.9

b. Feel Good Factor

2.8

c. Company’s performance

2.9

d. Communication materials

2.7

from the Company
e. Customer Relationship

2.9

31 of the depositors had availed loans from Shriram City
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Learnings from Objective 1
 95.2% of Shriram City's customers are self employed individuals, 2.3% are farmers and 2.5% are institutions.
 Customers have increased by 2.18 times in 2012 against the previous year.
 91% of the customers have availed loans less than Rs.1, 00,000/- and these loans help in the development
of their small business.
 The ticket size of above 5 lakhs contributes to 24% of Shriram City's business
 64% of the customers are below 40 years of age, thereby enabling the most productive workforce in India,
which lies in the 30-40 age group
 74.1% of the customers who availed Consumer Loans were below 40 years and contributed to 74% of the
Consumer Loan segment, 9.5% were above 50 years
 95% of the Consumer Loan customers availed small loans less than Rs.1,00,000
After having taken a loan from Shriram City,
 93% of the customers surveyed were able to scale their business
 79% had increased their assets and reduced their liabilities,
 80% expressed that they had gained social recognition,
 89% felt that their living standards had improved
 87% felt that their future was secured
Entrepreneurs and traders in the unorganized sector do not have easy access to fund their capital requirements
as banks underestimate their credit worthiness.
Shriram City has bridged this gap by offering timely credit to this segment of people for their business
development.
Thus, Shriram City is efficiently accomplishing its mission of catering to the financial needs of self employed
individuals running small businesses.

Recommendations

A formal and ongoing process of eliciting feedback from the customers should be implemented.
A telephonic survey could be done twice a year to ascertain
a. Customer satisfaction levels,
b. Utilisation of loan amount

With direct access to many customers in the Credit starved segment, Shriram City could evolve a social
objective and employ steps to enhance the financial literacy levels of this group in an organised manner.
A pre loan and post loan feedback form should be administered to all the customers to understand the
impact of the loan and determine their financial literacy levels.
Cross Selling of Shriram products to be encouraged as 44% of respondents did not avail any other product
Social Accounts 2010-2012
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Objective 2
Foster a customer centric and community led inclusive and cohesive workforce through
 Customised products and services
 Branches located conveniently to serve the neighbourhood
 Recruiting people from the local community
 Strong employee bonding
Shriram City has a dedicated team of employees at each business outlet who are responsible for
(i) loan origination,
(ii) credit evaluation,
(iii) pre-lending field investigations where officials personally visit the prospective customers at their
homes or offices, and
(iv) Post lending credit appraisal.
The team of officials responsible for origination of a loan is also responsible for the timely servicing of loans,
recoveries, and monitoring the performance of each loan from origination to closure of the loan. Shriram City
offers incentivized salary structures to such officials, where their incentives are linked to recovery of instalments
of the principal amount and interest on the loans.
Shriram City has an inclusive policy of hiring and has a workforce comprising of 9% females. As most of its offices
are in semi urban and rural areas, the number of males hired is much more than the females, but gradually there is
an increasing trend and many women are being employed at all the branches. This is the category wise gender
distribution of the employees at Shriram City
Composition of Employees:
2010 - 2011
2011 - 2012
Category
Male
Female Male
Female
Management (AM1-ED)

794

20

1106

39

Middle Management (Executives & Officers)

264

69

813

184

Field Executives (including Trainees)

1049

124

1132

74

TOTAL

2107

213

3051

297

72% of the Agents were males and 28% were females
Shriram City’s supportive work culture has helped employees grow professionally and has enhanced employee
satisfaction and employee retention.
Year of Joining
March'05
FY05-06
FY06-07
FY07-08
FY08-09
FY09-10
FY10-11
FY11-12
Grand Total
46

Employees Joined during the year
431
97
208
352
472
318
1197
883
3958
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Employed as on 31/03/2012
355
72
118
154
187
152
907
744
2689

Out of the 736 who joined up to March 2007, 545 are still in service denoting a 75% employee retention rate.
Similarly many of the Agents and Dealers have also been associated with Shriram City for a long time.
Years of Association
a. 0 to 1 year
b. 2 to 5 years
c. 5 to 10 years
d. 10 to 15 years
e. Above 15 years

Dealers
26%
45%
24%
4%
1%

Agent
4%
15%
29%
30%
22%

In spite of good levels of employee retention, Attrition was also observed in Shriram City. The attrition was
observed more amongst the field staff and middle management staff. It was also observed that most of the
employees, who had continued for more than two years, identified with the company culture and values and
enjoyed the employee experience. They were the ones who continued to work for over five years.
Attrition in employees
2010 - 2011
Category

2011 - 2012

No.

Attrition rate

No.

Attrition rate

38

2%

50

2%

Middle Management

180

11%

241

10%

Field Team

501

30%

668

27%

TOTAL

719

959

2320

3348

673

838

Top Management

Total Employees
Total Trainees

The attrition rate is high amongst the Field executives of Shriram City.
It has reduced from 30% to 27% this year which is on par with the national attrition average of
27% observed in the April-June quarter of 2011-12 as per Economic Times report

Activity 1: Customised products and services

Shriram City customers are offered a flexible repayment process according to their repaying capacity
depending on the product. The choices they have include





Choosing the tenure of their loan ( 1 to 4 years)
Choosing the number of their repaying instalments which varies between 12-40 months
Varied EMI amount as per the repayment capacity of customer.
Access to advance EMI

The flexibility is maintained in such a way that the IRR of the loan amount is achieved, which varies between
16- 27%
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In case a customer is unable to make his payments on time, the Shriram City Employee, ascertains the reason
for delayed payment and helps the customer overcome his inability to pay on time by offering certain
flexibility in re-payment. This customized service provided to the customer enables him to repay his loan
within a reasonable timeframe, thereby improving the customer - employee rapport. Many of these satisfied
customers have turned out to be repeat customers for Shriram City, and have also referred new customers.
67% of the employees said that they had freedom to offer specialised services to the customers
44% of the customers said that the employees were very responsive to their needs
and accordingly offered them the loan packages.

Activity 2: Branches located conveniently to serve the neighbourhood

Shriram City has 911 branches spread over 17 states in India. Majority of the branches are located in Tier 1, 2
and 3 cities, thereby providing financial access to many people belonging to the middle/low income segment
from those regions.
Distribution of Branches - Tier wise
Tier 4 &
Above, 6%
Tier 3, 15%

Tier 1, 57%
Tier 2, 22%

S.No
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
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State
Andhra Pradesh
Tamil Nadu
Maharashtra
Karnataka
Punjab
Chhattisgarh
Kerala
Gujarat
Uttar Pradesh
Madhya Pradesh
Rajasthan
New Delhi
Goa
Haryana
Himachal Pradesh
Jammu & Kashmir
Uttarakhand
Total number of Branches
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Number

Tier1

Tier2

Tier3

Tier4 & above

304
286
82
60
18
29
26
24
24
20
11
9
2
6
5
1
4
911

131
165
47
38
17
16
17
21
22
16
10
9
2
6
1
1
4
523

88
63
17
12
1
2
6
2
1
4
1

58
40
16
9

27
18
2
1

7
3

4

197

1
1

2

2

135

56

57% of the branches were located in Tier 1 and the 22% in Tier 2cities
21% were located in Tier 3 and above towns.
Shriram City caters predominantly to customers in urban and semi urban areas of India
In big metros like Chennai, Hyderabad, Bangalore etc, there were many branches located to cater to the needs
of customers across the Metro.
S.No

City

Branch

1

Chennai

63

2

Hyderabad

25

3

Bangalore

13

4

Madurai

10

5

Mumbai

8

6

Coimbatore

8

According to a survey done by PWC, the top 6 metros – Mumbai, Delhi, Chennai,
Kolkata, Bangalore & Hyderabad – represent 6% of the population and
Contribute to 14% of India’s GDP.
By targeting customers in these cities Shriram City is directly contributing to India’s GDP.

A study was done with the customers of 5 branches to identify the Branch proximity for them. These branches
were selected from different parts of Tamilnadu. The branch pin code and the customer's residence pin code were
used for measuring the distance through Google maps.

Branch Proximity for Customers
Branch Name

Total Customers

Customers within 15 kms % of local customers

Arappalayam

423

311

74%

Beema Nagar

775

473

61%

Five Road Salem

509

305

60%

Porur

176

138

78%

Villupuram

811

546

67%

68% of the customers live in the neighbourhood of the Shriram City branch
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As the entire customer database is centrally linked, Shriram City's customers have an added advantage of making
their payments in any branch in India. Many customers have availed this feature, thus giving a choice to the
customer to pay in any branch, they pass by.
Payment made in branches by Customers

Month

2010 - 2011

2011 - 2012

Payment Made in
Other Branch
Same Branch

Payment Made in
Other Branch
Same Branch

April

4139

119089

6767

147380

May

4676

125665

6563

157870

June

4764

129707

7017

170667

July

5490

147788

6923

177716

August

5367

136103

6874

178567

September

5142

133507

7220

185268

October

5958

167490

7210

173875

November

5623

120377

9490

216083

December

6263

119022

10424

219196

January

6348

138458

9642

213446

February

6400

143346

10659

228108

March

7133

163434

12333

251846

Dealers were also present in many convenient locations to aid customers availing vehicle
and consumer durable loans
Turnover in

Tick

a. Metro City

8%

b. Urban Centre

39%

c. Semi-Urban Area

32%

d. Rural Area

20%

e. Village
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1%

Activity 3: Recruiting people from the local community
As of March 2012, Shriram City has an employee base of 3,348 employees. Of this 1854 ie.55% of the employees
are recruited from the local community. A majority of the field level staff of Shriram City hail from the
neighbourhood of the branch they work. This aids the employees in their business development as they interact
with the community they are well aware of. The customers also in turn are happy to be associate themselves with
an organisation where their trusted friend works.
A sample study of employees in 5 branches was done to understand how many employees hailed from the local
neighborhood of the Shriram City office.
Branch Proximity for Employees
Branch Name

Total Employees

Employees within 15 kms % of local workforce

Porur

11

8

73%

Beema Nagar

24

13

54%

Villupuram

18

15

83%

Arapalayam

66

56

85%

Five Road Salem

32

25

78%

75% of the employees lived close to the Shriram City office.

Shriram City has recruited 7 employees who are disabled thereby giving a livelihood opportunity for them. These
employees are able to commute easily as they hail from the neighborhood close to the office.
Designation

Cost Centre

Location

State

Nature of disability

Bhopal

Madhya Pradesh

Physically challenged

Executive I

Madhya Pradesh

Office Assistant

Business Solution Center Chennai Zone

Tamil Nadu

Visually impaired

State Head

Gujarat

Ahmedabad

Gujarat

Physically challenged

Data Entry Operator

Rrpuram

Chennai Zone

Tamil Nadu

Physically challenged

Executive I

Rrpuram

Chennai Zone

Tamil Nadu

Physically challenged

Executive I

Business Solution

Business Solution Tamil Nadu

Physically challenged

Center

Center

An interesting observation
When Shriram City shifted its Chennai administrative office to Santhome, the management decided to
arrange private vehicles to transport the employees. A study was done to elicit how many employees would
require this facility. It was found that less than 20% of the employees were travelling over 10 kms a day and the
employees were very happy to use the public transport. The Management gave up the idea
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Shriram Foundation, a CSR wing of the Shriram group has launched the Shriram IGNOU Community college, which
offers a Certificate course in Non Banking Finance Company (NBFC) in association with Shriram City Union
Finance. It covers complete details about NBFC that are required for a person to work in the Non-banking sector.
Upon successful completion, 100% job assurance is given to each candidate in Shriram City Union Finance
Company itself.
Employees from Shriram City handle special modules for the students enrolled in these courses. These Students
who are enrolled hail from urban and semi-urban areas that have completed their 10th or 12th and get extensive
knowledge about the NBFC sector. On completion of the course these trained students are all directly recruited by
Shriram City and get employed in a branch which is close to their homes.

Activity 4: Strong employee bonding
To foster a strong bonding amongst the employees, the branch offices at Shriram City organize a lot of events and
fun activities to celebrate festivals and important days. Ayudha Pooja, Christmas and Diwali are celebrated at
many branches. Women's day celebrations are also held at most of the cities. There is no specific budget allocated
for these expenses but Branches are given the flexibility to prudently plan and spend money based on the
requirements.
Many employees also participated in the NSE Marathon.

A great way to improve team bonding is to volunteer together as a group. One not only does something
meaningful to someone who needs assistance, but it helps bring employees together as well. So, apart from
celebrations, the employees at Shriram City are given an opportunity to get involved in many social programmers
like Diabetes awareness & Cancer Awareness programs. Employees also network with service organizations and
organize Blood camps and Eye camps for the employees. In case of a medical emergency in an employee's family,
all employees from a branch pitch in with their contributions and support the employee.
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Employees donating Blood
It is interesting to note, that these activities have actually increased productivity around the office. The employees
have become more passionate about their jobs. As they are more enthusiastic about their work, the quality of
work has also improved. A renewed sense of trust among the employees is established and they have an increased
urge to work together as a team.
A monthly in-house online magazine called 'Breeze' is mailed amongst the employees. The magazine deals with
Official news, Department activities, Events organised by various departments and branches apart from General
Knowledge about the financial sector and its services.

Over 500 employees have been associated with Shriram City for over 5 years in various capacities
The sudden influx in the number of employees in 6 months to 2 years is due to transfers within Shriram Group
Some observations during the Focus Group Discussions with Field Staff
 Enthusiastic Field staff
 They recognize the importance of customer convenience.
 About 90% of them were first generation graduates in Hyderabad
 Feel happy that they are providing important financial services mostly to people from lower middle
class background at their door-steps.
 Very Supportive seniors who mentor them in all levels
 Employee bonding was high
Suggestions by employees
 Employee Training programs need to be increased
 Salaries to be increased
 Individual Insurance schemes to be introduced
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Employees degree of satisfaction at Shriram City
Scale : 4 = Excellent, 3 = Good, 2 = Satisfactory, 1 = Poor
Average Rating

Parameters
Relationship with your colleagues
Team spirit in work environment
Company Culture
Your own morale
As an employee
Company as a place to work
Learning’s at work
Overall Satisfaction
Job Security
Improved skill sets
Work gives you a feeling of personal accomplishment
Frequency of informal appreciation received from supervisor
Professionalism of your co workers
Receive appropriate recognition for your contributions
Rewards & Recognition
Ability to maintain a balance between your family and work
Exposure to varied Technological tools
Compensation matches your responsibilities

3.3
3.3
3.3
3.2
3.2
3.2
3.2
3.1
3.0
3.0
3.0
3.0
3.0
3.0
2.8
2.8
2.7
2.7

Based on the above ratings, Employee bonding and team spirit seems to be high and there is a general
sense of contentment exhibited amongst the employees.
Dealer’s degree of satisfaction
Average Rating

Parameters
a. Responsiveness of employees to Dealers needs

2.8

b. Customer Relationship of Shriram City’s staff

2.7

c. Timely Payments

2.5

d. Service and Support

2.7

e Competitiveness of Shriram City’s products

2.6

f. Overall Satisfaction

2.8
Agent’s degree of satisfaction

Parameters
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Average Rating

As an Agent with Shriram City

3.0

Relationship with Managers and others in the Company

3.0

Company Culture

2.9

Work gives you a feeling of personal accomplishment

2.8

Receive appropriate gains and recognition for your contributions

2.9

Compensation matches your responsibilities

2.8

f. Overall Satisfaction

3.0
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Employees cited the following reasons for working at Shriram City
Company is prestigious and well known

79%

Team work

74%

Comfortable with the work culture

73%

Job Security

71%

Freedom of working

69%

Leaders as role models

64%

Many opportunities to advance with the position

54%

Perks and Benefits

51%

Competitive Salary

44%
Future aspirations of employees

Attending conferences

57%

Career advancement

60%

Travelling across India

46%

Attending International Conferences

54%

Participate in promotional activities

46%

Retiring from this company

33%

On being a Dealer of Shriram City,
 85% of the dealers surveyed were able to scale their business
 84% had an increase in the number of vehicles sold.
 74% felt that their living standards had improved
 79% were happy to serve the credit starved segment
Comparing the services of Shriram City to other financial institutions, 24% of dealers rated
Shriram City's product as excellent, 55% rated good and 22% rated fair

Agent Speak…
“My slogan is always "SHRIRAM" because I got all things in my life through SHRIRAM only”,
- D.B.Annadurai, Thiruvarur
Shriram City reminds me of a dialogue "Eppadi Irunda Nan Ippadi Aahiten",
- B Venkatesan, Coimbatore
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CASE STUDY

Mr Swaminathan’s growth at Shriram
Mr. Swaminathan joined the Shriram Group as an administrative officer in the year 1989.
Today he is the Vice President of Shriram City and is responsible for the management and
development of 58 branches across Chennai.
The various posts he held at Shriram are - Assistant Manager, Junior Manager, Branch
Manager, Divisional Manager & Regional Manager.
“When I became the Branch Manager of Tiruvarur in 1996, after few years of being the
manager at Musiri, Tiruvarur branch topped all the other branches for three years in Deposits
and collections. I was then asked to head the T Nagar Branch in Chennai, which was in a mess.
By getting an individual depositor for Rs.2 crores, the face of the T Nagar branch changed and
today it is one of the leading branches.”
“At Shriram, performance is valued and appreciated. If you are a responsible person with a
few bright ideas then you will always be rewarded at Shriram. The salaries might not be on par
with the leading financial services company but the incentives and benefits at Shriram are
much higher than any other company. I have had no complaints with regard to my financial
compensations as Shriram is the most transparent organisation that I have ever seen.”
“We are involved in moulding people according to their skill set and training them in what
they like and aspire, instead of forcing them to do something that they do not want to do. This
has been the success mantra at Shriram and I have been following this ardently with my team
members. It has made people enjoy their work and contribute to the growth of Shriram”
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Learnings from Objective 2
Shriram City's supportive work culture has helped employees grow professionally and has enhanced
employee satisfaction. The important attributes for this culture has been
 Good Relationship with colleagues, manager and subordinates.
 Branch Proximity for customers and employees. Most employees are recruited from local
communities and employee referrals are valued. This has enabled employees to have easily
established and maintain personal and lasting relationship with the customers.
 Promoting an employee based culture that gives them decision making authority to customize
products according to the needs of the customer.
 Work profile in sync with the skills of the employee
 Providing a learning and supportive environment for employees leading to lower attrition rates.
Around 500 employees have been working for over 5 years.
 Enthusiastic Field staff that recognized the importance of customer convenience.
 Field staff were passionate to provide financial services at the door steps of people from the credit
starved segment sector
 Excellent employee bonding
 Dealers and Agents were appreciative of Shriram City's Products and were happy to continue their
association as it helped them improve their business.

Recommendations :
Formal training programs across all staff levels and specific skill building programs to be introduced on a
regular basis.
Cross function training and job rotation to be actively pursued in all levels
Explore the possibility of inducting more women in the work force.
As Shriram City is in the process of expansion across India, more trained and skilled employees are
required at the field level. The Shriram Community College model could be replicated in all states to train
th
th
more youth who have passed 10 or 12 and facilitate them to start their career at Shriram after
undergoing the NBFC course. This would help Shriram City to get trained workforce at the entry levels
and also give employment opportunities to unskilled youth from rural and semi urban parts or the Tier 2
to Tier 4 towns of the country.
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Objective 3
Practice frugal and efficient management processes ensuring healthy customer retention by
 Nurturing personalized customer relationships
 Using relevant technological support to foster customer relationship
 Following an optimal cost model approach across all activities
 Holding regular stakeholder meetings
Shriram City has nurtured a culture of accountability by making every product executive responsible for loan
administration and monitoring as well as recovery of the loans they originate. The business strategy involves a
relatively high level of ongoing interaction with customers. Shriram City believes that this involvement is an
important part of developing relationship with the customers, exploring upcoming new cross and up selling
opportunities and monitoring performance.

Activity 1: Nurturing Personalised customer relationships
Shriram City strongly believes that its efficient credit policies, credit approval procedures, credit delivery process
and relationship-based loan administration and monitoring methodology have aided in increasing the customer
loyalty and earn repeat business and customer referrals.
Customers who have availed Individual & Business Purpose Loans

Customer

Number

Repeat Customers

303,543

New Customers

988,418

Total Customers Serviced in 2 years

1,291,961

Around 23% of the customers were repeat customers and the new customers have mostly been referred by
other customers.
Employee Speak
“Our customer relations are very good. We have many repeat customers, who trust us. One of my
customers was sanctioned a trade loan of Rs. One lakh, which he urgently wanted, within ten days. He
prepaid the loan within 6 months and became a repeat customer. He subsequently took a lorry loan of
Rs Three lakhs, Chit for One lakh and insurance of
Rs 30,000/. Apart from that, he also gave me additional references.”
- Manager, Shriram City, Coimbatore
Some of the city branches of Shriram City work till 7 pm in the evening, for the convenience of the customers. The
field staff catering to the Business Purpose Loans visit the customer's house to collect EMIs and for the loan
processing formalities, thereby saving the travel time of the customer. This helps in building a very good rapport
with the customer.
Shriram City's policy of recruiting employees from local communities has largely helped the field staff to maintain
a personal relationship with the customers. Apart from meeting them for office related work, these customers
have become very good acquaintances for many of the staff and vice versa.
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Customer relationship at Shriram City does not end with the loan process. It extends beyond office hours
where 49% of employees visited the house of these customers, 54% keep in touch with them through
telephonic conversations and 26% have attended many of these customer’s family functions.
Customer turned Confidants

%

Less than 10

14%

10 – 25

25%

25 -50

23%

Above 50

39%

Over 85% of the customers had more than 4 employees as good friends
Customer Speak
The Shriram City loan has helped me a lot in setting up a metal finishing industry. I first received a loan
amount of Rs. 25 lakhs and then Rs. 6 lakhs. The loan process was good
And I did not have any problems while documentation.
- K.K. Ramesh
Customer Speak
I have set up an industry with the financial support of Shriram. I pledged my land for this. I have closed two
to three loans already and have only Rs. 6 lakh loan outstanding. I have bought a minidoor van and have
about Rs. 1 lakh loan outstanding for this too. I am a Shriram customer for over 7 years.
Mr. Kaliamurthy, Manager has been very good towards me and provides timely disbursement and accurate
feedback to customers. Likewise, Mr. Mani and the Regional Manager are very good and helpful. Even if
there is a delay in my payment, they are polite. I have been recommending my friends to Shriram.
Only once my bill was sent by sms. The loan schedule is not being provided to me by Shriram. They used to
share this for trade loan earlier. It would be good for me to know how much loan I am yet to clear and the
dues I have in the chit.
-- David Raja BHEL Contractor
Average Rating of Customers about the employee relationships
Parameters
Customer-to-staff relationship
Hospitality
Technical Support
Documentation
Product Quality
Delivery
Competitiveness
Overall Services

Poor

Satisfactory

Good

Excellent

1%
1%
2%
1%
1%
1%
1%
2%

23%
24%
27%
23%
26%
22%
24%
16%

52%
51%
43%
51%
51%
54%
50%
45%

24%
23%
28%
25%
22%
22%
24%
33%
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Activity 2: Using relevant technological support to foster customer relationship
Shriram City uses information technology as a strategic tool in its business operations to improve the overall
productivity. The information systems installed enables Shriram City to manage its nationwide operations,
network well and to effectively monitor and control risks. All the business outlets are online, connected through
ERP software developed by Shriram Value Services Chennai and all the business outlets are linked with the Central
Server located at Chennai.
The management information systems department of Shriram City operates out of the head office and monitors
compliance with the terms and conditions for credit facilities through the ERP system. It helps to monitor the
completeness of documentation, creation of security etc. through regular visits to the business outlets by the
regional as well as head office executives and internal auditors. All borrower accounts are reviewed at least once a
year, with a higher frequency of reviews for the larger exposures and delinquent borrowers. The branch managers
review collections regularly and personally contact borrowers that have defaulted on their loan payments. Branch
managers are assisted by the officers responsible for loan origination, who are also responsible for the collection
of instalments from each borrower serviced by them. By closely monitoring the debt servicing efficiency, Shriram
City is able to maintain high recovery ratios.
All Shriram City branches are computerized and each branch has 2-3 computers. All the branches are connected
through MPLS VPN or Broadband. All the Data entry related activities dealing with branch operations are online.
Shriram City runs on a web based Enterprise Resource Planning (ERP) application called UNO (Ultimate Non
Banking Operating and Accounts System). Developed on a Web enabled technology, the solution ensures 24X7
operations. This application is developed on SQL 2008, .Net and operates on Windows servers.
Along with serving the basic functionalities, UNO also acts as a reporting platform through which the various
reports can be obtained for its business purposes. The UNO application data centre of Shriram City is maintained
by Shriram Value Services (SVS), a Group company, and is the primary Information Technology service provider for
Shriram City.
Employee Training to Users of UNO
The users of UNO are trained by their respective state training teams. The state training teams are provided
training at the centralized SVS location. The training is given based on the enhancements done to the system apart
from the regular information update on the screen level changes. For new employees during induction a session is
conducted by the IT team which acts as a starter for their continued usage of UNO applications. Regular User
board meetings are conducted and during the meeting major changes in the application are highlighted to the
Operations team of Shriram City.
As a majority of the customers of Shriram City have a mobile phone connection, Shriram City uses SMS facility to
inform the customers about their loan status, due dates for payment, payment receipt details and payment
bouncing details. This has ensured less paperwork or telephone calls thereby providing prompt information and
also using frugal methods of communication.
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Details of SMS sent:
Period
2010-11
2011-12
Rate of increase
over the last year

New Business

Dues

Collection

Bounce update

1,917,284
3,657,000

5,704,318
8,078,068

2,375,202
7,483,225

1,306,690
1,723,171

66%

59%

76%

57%

(Refer Table 3 & 4 of Annexure 3 for monthly SMS details)

The ERP platform at Shriram City has facilitated the customer to pay from any of their Shriram City
branches across India. A few customers i.e. around 3% have made use of this facility. (Refer Annexure 3:
Table 4 for more details)
Over 70% of the customers appreciated the Customer – employee relations.
“Shriram City has always embraced technology with an open mind. The adoption of newer technologies
has not only benefitted Shriram City, but has also helped customers, agents, employees and society at
large. In the process the company has kept its costs under control resulting in better service in
the highly competitive industry.”
- C Mahesh, Director, Shriram Value Services

Activity 3: Following an optimal cost model approach across all activities
Shriram City has implemented Thin-client computing across its branches, which is an effective way of easily
maintaining computational services at a reduced total cost of ownership. The major advantages of using the Thinclient setup is
 Less maintenance cost
 Easy to deploy as they require no extra or specialized software installation
 Portability in that all applications are on the server so any workstation can access user data
 Reduced security threat
 No data is stored locally at the end user, which means no data is lost when the computer breaks
 No network backup of local data is needed
 It can be interchangeable since data resides in server
 It can be replaceable since it requires no set up/ configuration. Replacement takes only few minutes
 It is faster for end users
 IT support can remotely access and rectify a user's desktop without having to physically visit the user;
except for exchanging broken hardware
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 As IT support becomes more centralized and becomes preventive, the IT staff can serve more end users with
less effort. Since IT staff doesn't have to be present on site, IT staff can handle a greater geographical end
user spread and can even be outsourced.
 Since thin clients do not have many heat generating parts, many of them implement convection cooling
mechanisms and do not require A/cs. This makes them energy efficient and practically noiseless
 Thin clients are much smaller in size than PCs. In places where desk space is at a premium, thin clients are a
better option.
 Less down time
Shriram City has invested in technology systems and processes to create a stronger organization and ensure good
management of customer credit quality. The information technology strategy adopted by Shriram City is designed
to increase the operational and managerial efficiency. By deploying strong technology systems, Shriram City is
able to respond to market opportunities and challenges swiftly, improve the quality of services to customers, and
improve risk management capabilities.
The high satisfaction levels of employees at Shriram City creates an encouraging work atmosphere for the
employees of Shriram Value Services at the client locations
- C Mahesh, Director, Shriram Value Services
Rate of Cost per transaction
Based on the expenses incurred by Shriram City to implement and maintain the ERP software and all the
networking hardware, the transaction cost was derived
Transaction Cost

(Amount in Rupees)

2010-11

2011-12

Total IT Cost

60,122,691

155,284,280

Total transactions made

16,458,139

35,611,587

3.65

4.36

Transaction Cost

The average transaction cost for the last two years is Rs.4.01
No comparatives in India are available on this aspect, as this is a relatively new cost measure

Salary costs are on par with the industry standards. The amount spent towards salaries, incentives and other
benefits are as below.
Cost
Total Employee Cost
Total Employees
Annual cost per employee
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2010-11

2011-12

436,700,000

923,700,000

2320

3348

188,232.76

275,896.06

Average Monthly Salary for Employees (excluding Incentives):
Period

Above Managers
Average
Average
Average Salary /
Employee count Gross Salary Head

Below Managers
Average
Average
Average Salary /
Employee count Gross Salary Head

2010-11

580

12,675,671

21,854.61

1473

9,479,803

6,436.44

2011-12

679

16,661,203

24,537.85

2100

15,973,770

7,605.95

Employee Cost:

(in Rs. millions)

Total Revenue
Total Employee Cost
Employee cost to revenue

2010-2011

2011-2012

13,205

20,375

4367

9237

3%

5%

The share of employee cost in total revenue for BSE 500 companies was 8.4% in 2011 and has reduced to
7.8% in 2012. The rates of SCUF are 3% and 5% over the last two years which is very much
below the industry standards

Activity 4: Holding regular stakeholder meetings
Regular Stakeholder Meetings provides Shriram City with the opportunity for communication and interaction
which fosters a spirit of belonging for the stakeholders. Many types of meetings are organised with the
Stakeholder Groups.
Employee Meetings
Regular monthly meetings are held with employees. Monthly review meeting are held with Zonal Mangers,
Divisional Managers, marketing staff, Field staff.
Agents Meetings
The agents are felicitated for their performance once in every quarter. Excellent incentives like foreign tours are
arranged for the best performances. An annual conference is organised for all the agents across India. State wise
meetings are held monthly.
S.No.

Meeting Location

Date

Members

1

Hyderabad

May-11

795

2

Nanital / Bhimtal

Aug-10

68

3

Kodai Kanal

Aug-10

142

4

Khajuraho

Oct-10

52

5

Goa

Jun-10

250

Remark
Annual Conference

Regional Conference
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Dealer meetings
The Sales team has a monthly meeting with the dealers to discuss the current and future business prospects
Product Launch
Agents and depositors are called for meetings when a new investment product is launched.
Annual meetings held during the last two years
Business Planning meet at Vishakapatnam for the year 2012- 2013
Annual celebration Meeting at Bangkok for 2011- 2012
Business Planning meet at Hyderabad for the year 2011- 2012
Annual celebration Meeting at Ceylon for 2010- 2011
Audit meeting
Learnings from Objective 2
Shriram City has consciously worked at reducing their operating costs by adopting scalable and secure
technology thereby reducing the response time to their customer, and improve their customer base and
economies of scale. Indicators for this frugal approach are  The average transaction cost for the last two years was Rs.4.0
 The average share of employee cost was 4% over the last two years, much lesser in comparison
with BSE average of 8.1
Inspite of the low employee cost, the attrition levels were very low at Shriram City, and over 500
employees have continued to serve the group for over five years
As most of the employees and customers lived in the same locality, it facilitated in strengthening the
customer-employee bonding and responding faster to their needs
Customers were happy with the attitude and skills of the employees and nurtured a friendly relationship
with them.
In an era of automated messages, personal interaction with the customers has helped Shriram City to
retain its customer base effectively

Recommendations :
As Shriram City, is in its expansion stage, the existing frugal and flexible approach needs to be wholly
documented and business policies should be evolved accordingly. This would help in creating a sustained
and a scalable branch model that could be replicated in many places across India.
Frugal and flexible approach in the financial sector is always observed and appreciated by the customers.
This approach has to be indoctrinated into each employee who works at Shriram City and ensure that this
Shriram culture and ethos is reflected in all his actions.
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7. Other views of Stakeholders
Board Members views
The Board was administered a questionnaire and were asked to rate the performance of the activities on a scale of
1 -5 (1 - very unsuccessful & 5 - very successful)
Activities

Rating

Business Purpose Loans

4.4

Consumer Loans

4.1

Debenture / Deposits

4.1

Customised products and services

4.3

Branches located conveniently to serve the neighbourhood

4.6

Recruiting people from the local community

4.4

Nurturing personalized customer relationships

4.7

Using relevant technological support to foster customer relationship

3.7

Hold regular stakeholder meetings

3.7

Following an optimal cost model approach across all activities

4.0

Most of the activities received a score of 4+ except the use of technology and stakeholder meetings. This is a
very good indicator and proves that the Board has working on its strategic plans based on the mission of
Shriram City.
Strengths of Shriram City according to the Board







Transparency
Customer centric service
Good top management
Shriram Chit inter-linkages
Passionate workforce / Empowered employees
Focus on financial inclusion

Areas of improvement according to the Board






Geographic expansion / Scaling
Proper follow up and good recovery process
More promotional programs
Training & Development
Growth by acquisition
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Partnering Organisations
Shriram Fortune Solutions markets and sells the investment products (deposits and debentures) of Shriram City
Shriram Value Services is the exclusive IT service provider for Shriram City. The company also provides ITES
support through service centres and call centres.
Shriram Housing Finance is the subsidiary of Shriram City.
Shriram Chits Shriram City has its business operations performed from a number of locations of Shriram Chits.
They work more as a channel partner for the company.
Feedback of Partnering Organisations
Shriram Fortune - “Shriram City has been a constant partner for Shriram Fortune in helping it acquire customers”
Shriram Value Services - “Through effective use of technology the company has created sufficient checks and
balances resulting in better risk management”
Shriram Housing Finance - “Shriram City's work culture has ensured that the employee's talents are recognised
early in their careers, nurtured and prompt decision making is encouraged at all levels. As a result, they have one of
the lowest attrition rates amongst peers and not so surprisingly, the Shriram Brand has become an inspirational
brand amongst prospective employees, though not for financial reasons”
Shriram Chits (Maharashtra) Ltd - “Shriram City through its quarter century existence has served people from all
strata of society. It has got a basket of products catering to the need of the common man. The timely disbursement
of loan with simple processing mechanism and efficient relationship management has attracted borrowers from
all segments of citizens of India.”

Bankers Feedback
“Reliability and transparency and timely repayment are the reasons attributable for enhancing the relationship ”
- M S Viswanathan, Bank of India
“Ensure prompt and efficient service to Shriram city and ensure to mark a foot print of our bank among the various
other group companies of the group ” - Pavan Kumar, Kotak Mahindra Bank
“Shriram City is one of the best dealing companies in term of serving timely financial obligations and prompt
response to queries and compliance of the sanction” - Manoj Kumar, State Bank of Patiala
“Apart from funding to their regular activity, we would explore possibilities for partnering in loan products where
cannot do alone. Also would get associated in their CMS requirements” - G Chandrasekharan, Federal Bank

66

Social Accounts 2010-2012

8. Environmental Impact
Shriram City has been following most of the practices categorised under the Green office checklist. They include:
General Office
Are the toilet paper / hand towels made from recycled fibre?

Y

Are long life products chosen over short life ones?

Y

Are dripping taps repaired quickly?

Y

Do you use environmentally friendly cleaning materials?

Y

Do you use washable cups rather than disposable ones?

Y

Do you purchase supplies from local shops?

Y

Is your fridge door seals clean and seal shut?

Y

Are any outside areas around the office managed for the benefit of wildlife?

N

Recycling
Is all used paper saved for recycling?

Y

Does the office store then recycle glass, cans etc?

Y

Does the office separate and compost materials?

Y

Is there a paper recycling bin next to the photocopier?

N

Does the office recycle its electronic equipment, toner cartridges etc?

Y

If plastic cups are used are they recycled?

Y

Are you utilising recycling opportunities by co-operating with nearby businesses?

N

Transport
If you have pool or company cars do they run on unleaded petrol or diesel?

Not applicable

Do you have information available on prices and timetables of public transport?

Y

Are meeting times organised around public transport timetables?

N

Is office working hours flexible enough to allow people to use public transport?

Y

Do cyclists receive preferential mileage allowance?

N

Are employees taught and encouraged to drive in an environmentally friendly manner?

Y

Is it policy to use buses for business purposes whenever possible?

Y

Health and Safety
Is fresh fruit available alongside biscuits at break time or for visitors?

N

Is clean drinking water available?

Y

Are house plants grown in the office to lower stress and absorb chemicals?

N

Are Sick Building Syndrome problems identified and corrected?

Y

Is sitting at the computer for long hours discouraged?
Are policies on lone working, safe use of equipment etc enacted?

Not applicable
Y
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Implementation
Is there a green office notice board in a prominent position?

N

Does the office have a suggestion box for environmental ideas?

N

Does the office hold events with a green theme? E.g. a stationery amnesty.

N

Does the office have an environmental policy?

N

Is there an opportunity to raise environmental issues at staff meetings?

Y

Is resource use monitored and are environmental effects audited?

Y

Shriram City should evolve a formal environmental policy that could be followed by all the branch offices
that contains the existing practices and also a few more strategies that would contribute to environmental
sustainability
Shriram City could publish brochures and posters carrying simple environmental sustaining practices that
could be distributed to the customers. This would create awareness amongst the customers to develop an
environment friendly approach in their workplace and homes.
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9. Economic Impact
The Micro, Small and Medium Enterprise (MSME) sector is the second-largest employer after agriculture in
the country. MSMEs contribute 40 percent to the output of the manufacturing sector and 45 per cent of the
country's total exports. In India there are over 26 million small enterprises that qualify as MSMEs according to
the 4th All India Census of MSMEs and they contribute 8% of the country's GDP. 95% of these enterprises are
in the informal sector.
Over the last two years SCUF has provided loans to 2,725,196 self employed customers who run micro and
small enterprises in the informal sector.
The money lent is used for their business development needs.
The Rate of repayment at Shriram City is 93%, implying that around 2,661,155 customers have not defaulted
on their repayment. This repayment capacity indicates that all these customers have been able to develop
their businesses and have been successful in taking their business to the next level.
By pumping Rs.154,423,557,940/- in the Indian economy for trade purposes, Shriram City has contributed
substantially to the GDP of India over the last two years.
It is clear that small businesses play a major part in India's economy. Not only do they employ the highest
proportion of the workforce in the country, they also create the most number of jobs. According to an MSME
report, the average number of people employed by small, micro and medium enterprises is around 6.24.
Shriram City has facilitated 2,861,457 customers to provide employment to around 19 million Indians.
Shriram City has contributed to the Public purse by paying Rs.2, 675,855,000 as taxes to the Indian
Government
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Social Return on Investment
Social Return on Investment (SROI) is a method for understanding the social value being created by organizations
in addition to the financial value that accrues to organizations. Specifically, SROI Analysis builds on other
approaches to understand non-financial value by quantifying, and including monetary values to some of its predecided indicators. SROI also helps organizations realize, understand and manage the social and economic
benefits (value) that they are creating. Just like how financial returns are calculated for the overall investment of
the company, the social returns are calculated for the same overall investment and is therefore not restricted to
any specific social functions/ achievement within the company.
Shriram City decided to calculate the SROI on the Business Purpose Loan and Consumer Loan amount disbursed to
its customers except Pledged Jewel Loans.
Shriram City's mission is to serve the “self employed individuals” belonging to low and middle income households.
Many people in this segment have no access to financial services from an organized source and are therefore
unable to fulfil their needs and aspirations. By offering Business Purpose Loans to this segment Shriram City has
been able to improve their standard of living and economic development, and help them to fulfil their needs and
desires through these loans.
Shriram City believes that the three main aspirations for a self employed individual could be broadly classified as
1. Personal sustenance
2. Improved standard of living
3. Business sustainability
Methodology adopted for Calculation of Weighted average for 'socio-economic benefits'
A: Aspiration Rating
Each of these aspirations was assumed with weight ages which were decided based on the futuristic impact, each
aspiration had on the customers leading to a better societal impact.
Aspiration

Weightage

Personal Sustenance

1

Improved standard of living

2

Business sustainability

3

B: Assigned Weightage
Based on the above three aspirations, 5 questions were asked to the customers during the survey. They were
Personal Sustenance
Has there been an increase in the number and value of assets you own?
Has there been a reduction in your liabilities?
Business sustainability:
Were you able to take your business to the next level?
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Improved standard of living
Has there been betterment in your life style?
Have you started to recognize your importance in society in a better manner?
Customers were asked to answer a Yes or No to the questions.
For every Yes, the assigned weightage was 1 and for every No, it was -1
C: Money lent to customers
Shriram City has lent money to cater to various needs of the customers who in turn spend it on consumer durables,
vehicles, assets or in developing their business. The total amount lent to customers for the last two years is as
below.
Loan type

Advances for 2010-11

Advances for 2011-12

Business Purpose Loans

50,120,593,172

104,302,964,768

Consumer Loans

28,519,341,339

34,678,884,818

Total

78,639,934,511

138,981,849,586

To calculate the SROI, the loan amount should be quantified according to the aspirations. (Loans against pledged
jewels have not been included for this calculation). Since this is a subjective figure, the following assumptions are
made under the loan categories.
Aspirations

Type of Products

Personal Sustenance

All Personal Loans under Consumer Loans

Business Sustainability

Consumer Durable loans more than Rs.50,000 under Business Purpose Loan
All Two wheeler loans under Business Purpose Loans
All Auto loans under Business Purpose Loans
All Trade Finance loans under Business Purpose Loans

Improved Standard of living

All Consumer Durable Loans under Consumer Loans
Consumer Durable Loans under Rs.50,000 under Business Purpose Loan
All Two wheeler loans under Consumer Loans
All Auto loans under Consumer Loans
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Based on the above assumptions, the amount advanced to customers was calculated as below
Aspirations

Advances for 2010-11

Advances for 2011-12

6,957,449,511

7,025,524,951

32,755,122,156

51,133,613,224

6,457,396,580

7,580,871,437

46,16,99,68,247

65,74,00,09,612

Personal Sustenance
Business sustainability
Improved Standard of living
TOTAL

D: Cost of Capital Interest cost on borrowings for customers
The average rate of interest for the end customers for the year 2010-11 was 20.99% and for 2011-12 was = 19.73%.
The Interest rate for the customers is not a fixed one and it varies as per the profile of the customers. So, the cost of
capital was the amount charged as interest for the customers
Calculation of SROI - For the year 2010-2011:
a
b
c
Aspirations Weighted Amount lent to
Rating
average of each aspiration
responses
Personal Sustenance

d
Cost of
Borrowing
@ 20.99%

SROI
a*b*c-d

((a*b*c)-d)
/(c-d)

1

0.52

6,957,449,511 1,460,368,652

2,158,902,238

0.39

living

2

0.62

6,457,396,580 1,355,407,542

6,651,764,217

1.30

Business sustainability

3

0.72

32,755,122,156 6,875,300,141 63,875,763,717

2.47

Improved Standard of

Weighted Average SROI for 2010 – 2011 = 1.99
Calculation of SROI - For the year 2011-2012:
a
b
c
Aspirations Weighted Amount lent to
Rating
average of each aspiration
responses

d
Cost of
Borrowing
@ 19.73%

SROI
a*b*c-d

((a*b*c)
-d)/c

1

0.52

7,025,524,951

1,386,136,073

2,268,547,717

0.40

living

2

0.62

7,580,871,437

1,495,705,935

7,904,574,647

1.30

Business sustainability

3

0.72

51,133,613,224 10,088,661,889 100,359,942,675

2.45

Personal Sustenance
Improved Standard of

Weighted Average SROI for 2011 – 2012 = 2.09
Weighted Average SROI for 2010 – 2012 = 2.045
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The SROI calculation reveals that the social value of Rs.1 lent to a Shriram City customer to fulfil his business needs
& aspirations is Rs.2.05.
In other words the Social Returns of Shriram City's investment amongst customers in the form of small and
medium loans for the year 2010-12 is 205 %.
The averages under each aspiration is as below
Aspiration

2010-11

2011-12

Average

Personal Sustenance

0.39

0.40

0.395

Improved Standard of living

1.30

1.30

1.3

Business sustainability

2.47

2.45

2.46

Thus, by lending Rs.1 lent to a customer Shriram City is able to fulfil his business sustainability needs by Rs. 2.46.
Issues for Action:
The 2010-12 SROI provides Shriram City with a benchmark against achievement of its own objectives and mission.
This benchmark will be used to assess the SROI for the future accounts which will also include one more aspiration
- Future Security. A rating scale would be used to qualify whether the customers business had improved remained
the same or had failed instead of a Yes/ No format used in this year's questionnaire.

S
R
O
I

Social
Return
On
Investment
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LM3 A Local Multiplier tool
The LM3 tool is a simplified method for calculating the local multiplier of an organization or project. A local
multiplier is a numeric value that represents the true added benefit from money flowing into a local economy
anything greater than 1 means the money is adding to the local economy through secondary purchases. As an
example, if a company chooses to source their materials locally, the money they spend flows into other local
businesses, which in turn will likely spend a portion of that money locally as well. This effectively multiplies the
value of the money to the local economy because it is spent multiple times locally rather than being sent away to
another region where it is much less likely to be re-distributed to local businesses.
When tracking the path of rupees spent in a particular community, the LM3 tool measures the first three rounds of
spending. The tool looks at the first round of spending (“initial income”), and then measures how much the
original individual or organization spends locally, and finally measures how much of that local spending is then
respent in the community. After adding all three rounds together, you divide the total by the initial income, and
this final number represents the local multiplier score.
This final number is an indicator, which signifies the general trend of how one rupee gets multiplied in a local
community. For the estimation of the Local Multiplier Effect, a qualitative exercise was conducted in three towns
in Tamilnadu. Customers selected from the 3 towns were asked to explain how they spent their loan amounts to
calculate the LM3.
Issues faced:
The customers were a bit disinclined to part with the information about how their loan amount was spent. As we
were not very satisfied with the responses given by the customers in all the 3 towns, we decided not to report on
the LM3 methodology for this cycle.
Recommendation:
It was decided to design a formal structure for eliciting the correct information regarding the loan amount spent
by the customers and administer the tool when a customer would take a loan. This authentic data would be
further used to calculate the LM3 in the next cycle.
Hence the calculated LM3 for the 3 towns is not presented in this set of accounts.
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Social Impact
India's financial literacy rate is 35%. Around 90% of Shriram City's customers have availed loans for the first time.
(Refer E & Y report) Thus over 49 lakh men and 11 lakh women have been directly exposed to financial processes
and have become financial literates through Shriram City's business model.
Over 27 lakhs self employed people have improved their business thereby resulting in a better life style and
societal recognition for them.
By supporting small businesses in Tier 2 and Tier 3 towns of India, Shriram City has largely reduced migration to
metros from these semi urban areas. It has also helped in generating local workforce within these towns.
Technology can be an enabler. It is a force multiplier. By investing in technological upgradation facilites, Shriram
City has enabled the customers to have quick access to credit facility. This has also lured many self employed
individuals to avail loans from Shriram City during their financial emergencies. As most of the operational
activities at Shriram City are computerised, most of the employees are trained users of the ERP platform.
By providing employment to 3,348 employees, Shriram City has provided a permanent source of income for them.
According to the employee survey, nearly 60% of them were sole bread winners of their family. Also, 56% of the
employees were the first person in their families to work in an organized sector drawing a monthly salary, thus
improving their socio-economic status.
Shriram City has empowered 7 disabled employees by providing employment opportunities for them and is in the
process of creating an equitable workforce.
By adhering to various environment friendly practices, Shriram City has contributed to the environmental
sustainability.
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10. Compliance
Key Aspects Check-list for Social Accounts

1 Human Resources

76

1.1 Number of employees
Full-time
Part-time
Consultants
Volunteer
Contract Employees/ Outsourced
1.2 Number of
members/shareholders (For
Cooperatives/Companies etc.)
1.3 Policies and Procedures in place
Employee contracts
Employee job descriptions
Staff appraisals
Provident Fund
Health Insurance
Life Insurance
Grievance procedures
Disciplinary procedures
Equal opportunities
Safety protocols
Other
1.4 Consultations
a. with paid employees
b. with volunteers
c. with families of employees
1.5 Facilities
Crèche
Transport
Travel Allowance
Medical Allowance
Subsidized Meals

Y/ N /NA
Y
N
Y
N
Y
Y

Children’s Allowances
Staff Outings
Other

N
Y

Social Accounts 2010-2012

Y
N
Y
Y
N
Y
Y
Y
Y
Y

Date/Details/Comment
3348
49
Housekeeping, Security

Death by accident.
Whistle blower policy

Y
N/A
N
N
N
Y
Y
Y

Free evening snacks for all
staff in a few locations

2 Good Governance and Accountability
Y N NA

Date/Details/Comment

2.1 Legal form of organization
Constitution (tick appropriate)
Sole trader
Partnership
Company limited by shares
Section 25 Company
Registered Society
Registered Trust
Other
Please describe
2.2 Appropriate annual return filed [please
state to which regulatory body]
2.3 Annual General Meeting held
2.4 Regular Board/Management
Committee
[please state number of meetings in year]

Y

Y
Y
Y

Number of Board Members
Composition of Board

Y
Y

2.5 Advisory Council

N

Number of Advisory Council Members
Composition of Advisory Council
Frequency of Advisory Council
Meetings[please state number of meet ings
in year]
2.5 Annual Report published

N/A
N/A
N/A

2.6 Membership increased/decreased
[delete as appropriate]
2.7 Social Accounts prepared

N/A

2.8 Social Accounts verified by Social Audit
Panel
2.9 Social Accounts reported to
Stakeholders
2.10 Consultations
a. with members of the organisation
b. with members of the Board or
Management
Committee
c. with Advisory Council members (if
appropriate)

N/A
N/A
N/A

Y

N

Tax Authorities. Indian
Income Tax act.
th
28 July 2011
4 meetings a year

11
Male: Female
10:1
However, SCUF EXCO
(executive committee) has
been formed to focus on the
operational aspects of the
company.

FY 2011 (FY 2012 is under
process)

To be prepared for the first
time from FY 2012 onwards

Y
Y
Y
N/A
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3. Financial Sustainability

Y/N/NA

Details

3.1

Annual Accounts prepared and filed [please
state with which regulatory body filed]

Y

3.2

Balance sheet strengthened/weakened
[please delete as appropriate]
Profit/loss for year
[please delete as appropriate and give figure]
Plough Back/Reinvestment
Distribution of profits

Y

Companies Act 1956
Indian Income Tax Act
1961
Strengthened

3.3
3.4
3.5

4. Environmental Sustainability

Y/N/NA

Environmental policy in place [please
attach]

N

4.2

Reports on environmental practices
available:
[please attach rep[orts if available]
a. energy use: heat and light
b. energy use: transport
c. consumption of materials
d. waste disposal

N/A

4.3

Carbon footprint calculated [please attach]

N/A

Y/N/NA

5.1

Purchasing policies defined [please attach]

N

5.2

Report on effect of purchasing policies
available
[please attach]
Local multiplier effect of organization
calculated
[please attach]
Other: [please describe]

N

5.3

5.4
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Profit : FY 2012
Rs 343 crores

Y
Y

4.1

5. Economic Impact

78

Y

Details

Details

Y

Y

SROI
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8
9
10
11
12
13
14
15

6
7

4
5

3

2

1

S.No

Particulars

37,154
24,792
12,362
Nil
12,362
4,015
8,347
Nil
8,347
4,988

42,492
26,474
16,018
16,018
6,257
9,761
Nil
9,761
5,237

37,016
138

42,299
193

2,611
369
4,574
9,185
16,739

53,755

60,752
3,094
469
6,093
8,797
18,453

53,755

60,752

11,555
Nil
11,555
3,836
7,719
Nil
7,719
4,954

29,965
18,410

29,826
139

991
232
3,422
5,723
10,368

40,194

40,194

March
December
March
31,2012
31,2011
31,2011
Unaudited Unaudited Unaudited

52,416
Nil
52,416
18,163
34,253
Nil
34,253
5,237
159,822

145,274
92,858

143,381
1,893

9,237
1,371
17,835
31,924
60,367

203,748

203,748

March
31,2012
Audited

36,060
Nil
36,060
12,001
24,059
Nil
24,059
4,954
116,382

91,205
55,145

90,914
291

4,367
747
11,852
24,174
41,140

132,054

132,054

March
31,2011
Audited

UNCONSOLIDATED
Quarter ended
Year ended

15,645
Nil
15,645
6,212
9,433
Nil
9,433
5,237

42,118
26,474

41,926
193

3,209
474
6,253
8,934
18,870

60796

60,796

12,320
Nil
12,320
4,015
8,305
Nil
8,305
4,954

37,112
24,792

36,974
138

2,647
370
4,575
9,191
16,783

53,757

53,757

11,555
Nil
11,555
3,836
7,719
Nil
7,719
4,954

29,965
18,410

29,826
139

991
232
3,422
5,723
10,368

40,194

40,194

March
December
March
31,2012
31,2011
31,2011
Unaudited Unaudited Unaudited

CONSOLIDATED
Quarter ended

FINANCIAL RESULTS FOR THE QUARTER AND YEAR ENDED MARCH 31, 2012

(a) Income from operations
Net sales/income from operations
(net of excise duty)
(b) Other Operating Income
Total Income from operations (net)
Expenses
(a) Employee benefit expenses
(b) Depreciation and amortisation expenses
(c) Provisions & write offs
(d) Other Expenditure
Total expenses
Profit from operations before other income,
finance cost & exceptional items(1-2)
Other income
Profit from ordinary activities before Interest
& Exceptional items (3+4)
Finance costs
Profit from ordinary activities after finance
cost but before exceptional item (5-6)
Exceptional Items
Profit from ordinary activities before tax (7+8)
Tax Expense
Net Profit from ordinary activities after tax (9-10)
Extraordinary item(net of tax expenses `)
Net Profit for the period (11-12)
Paid up equity share capital (face value of `10/-each)
Reserve excluding revaluation reserves

As of March 2012

11.Financial Information

51,928
18,119
33,809
Nil
33,809
5,237
159,378

51,928

144,786
92,858

142,884
1,902

9,417
1,378
17,995
32,109
60,899

203,783

203,783

March
31,2012
Audited

` in lakhs
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B

2

A
1

16

S.No

(iii)

(b)
i)
(ii)

(iii)

(a)
(i)
(ii)

(a)
(b)

(b)

(a)

Earnings per share(EPS) in ` (not annualised)
Basic EPS before extraordinary items (`)
Diluted EPS before extraordinary items (`)
Basic EPS after extraordinary items (`)
Diluted EPS after extraordinary items (`)
PARTICULARS OF SHARE HOLDING
Public shareholdings
Number of shares
Percentage of shareholding
Promoters and promoter group Shareholdings **
Pledge/ encumbered
Number of shares
Percentage of shares (as a percentage of total
shareholding of promoter and promoter group)
Percentage of shares (as a percentage of total share
capital of the company)
Non- Encumbered
Number of shares
Percentage of shares (as a percentage of total
shareholding of promoter and promoter group)
Percentage of shares( as a percentage of total
share capital of the company)
INVESTOR COMPLAINTS
Pending as on January 1 ,2012
Received during the quarter ended March 31 ,2012
Disposed during the quarter ended March 31 ,2012
Remaining unresolved as on March 31 ,2012
Received during the quarter ended March 31 ,2012
Disposed during the quarter ended March 31 ,2012
Remaining unresolved as on March 31 ,2012

Particulars

53.08%

100%

100%
54.95%
3 months
Nil
Nil
Nil
Nil
Nil
Nil
Nil

26477663

Nil
Nil

Nil
Nil

28777663

Nil

23406296
46.92%

16.58
16.41
16.58
16.41

Nil

23589546
45.05%

19.49
19.31
19.49
19.31
68.75
68.22
68.75
68.22

March
31,2012
Audited

Nil
Nil

Nil

53.45%

100%

54.95%

100%

26477663 28777663

Nil
Nil

Nil

23059214 23589546
46.55%
45.05%

15.60
15.34
15.60
15.34

March
December
March
31,2012
31,2011
31,2011
Unaudited Unaudited Unaudited

53.45%

100%

26477663

Nil
Nil

Nil

23059214
46.55%

48.78
47.97
48.78
47.97

March
31,2011
Audited

UNCONSOLIDATED
Quarter ended
Year ended

54.95%

100%

28777663

Nil
Nil

Nil

23589546
45.05%

18.83
18.66
18.83
18.66

15.60
15.34
15.60
15.34

67.86
67.34
67.86
67.34

March
31,2012
Audited

` in lakhs

Nil
Nil

Nil

53.08%

100%

53.45%

100%

54.95%

100%

26477663 26477663 28777663

Nil
Nil

Nil

23406296 23059214 23589546
46.92%
46.55%
45.05%

16.15
15.98
16.15
15.98

March
December
March
31,2012
31,2011
31,2011
Unaudited Unaudited Unaudited

CONSOLIDATED
Quarter ended

FINANCIAL RESULTS FOR THE QUARTER AND YEAR ENDED MARCH 31, 2012
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39030
24561
75000

Repayment of loans from Banks

Repayment of Loans (Term Loans, Securitization Loans)

Total

12. The statement of assets and liabilities as at the end of year in accordance with Clause 41(I) (ea) of Listing Agreement

11. The results of the company are available at www.bseindia.com, www.nseindia.com and www.shriramcity.in

10. During the year ended March 31, 2012 the company issued and allotted on preferential basis 23,00,000 equity shares of face value of ` 10 each at a price of `
570 each (warrants including a premium of ` 560 per equity share) and 59, 00,000 of ` 570 each at a subscription price of ` 143 each to Shriram Capital
Limited. Out of the proceeds of the issue ` 47 lakhs is utilised for disbursements of loans and balance is available with banks.

11409

Amount (` in Lacs)

Disbursement of Loans

Particulars

9. During the year ended March 31, 2012,the company issued and allotted secured non convertible debentures of face value of ` 1,000 each for ` 75000 lacs to
public and the utilisation of the proceeds of the issue are as under :

8. The figures for the previous periods/ year have been re grouped/ re arranged wherever necessary to conform to the current period/ year presentation

7. The figures for the quarter ended March 31, 2012 are the balancing figures between audited figures in respect of the full financial year ended March 31, 2012
and the figures for the year to date December 31, 2011.

6. During the quarter ended March 31, 2012, the company allotted 183250 number of equity shares of ` 10/- each to its employees under the company's
Employees Stock Option Scheme

5. The company operates in single reportable segment as per Accounting Standard 17

4. The Board of directors at its meeting held on May 18, 2012 recommended a final dividend of ` 4.00 (40%) per equity share of ` 10 each to the shareholders
whose name appear in the register of members on July 19,2012, being the record date, subject to the approval of share holders at the Annual General
Meeting of the company, which is in addition to the interim dividend of ` 2.50 paid on November 23, 2011.

3. The above results are reviewed by the statutory auditors of the company and the statutory auditors have expressed an unqualified opinion.

2. The above audited results have been reviewed by the Audit Committee and approved by the Board of directors at their respective meeting held on
May 18, 2012.

1. There has been no change in the accounting policies and practices followed during the quarter ended March 31, 2012 as compared to those in the preceding
financial year ended March 31, 2011.

NOTES

STATEMENT OF ASSETS AND LIABILITIES
Unconsolidated

S.No

Particulars

A
1
a
b
c
d
e
2

B
1
a
b
c
d
e
2
a
b
c

EQUITY AND LIABILITIES
Shareholders' funds
Share Capital
Reserves and surplus
Stock option outstanding
Money received against optionally convertible warrants
Balance in P&L Account
Share holders' funds (total of 1)
Non-current liabilities
Long term borrowings
Other long term liabilities
Long term provisions
Total Noncurrent liabilities
Current liabilities
Short term borrowings
Other current liabilities
Short term provisions
Total Current liabilities
TOTAL EQUITIES AND LIABILITIES
ASSETS
Non-current assets
Fixed assets
Noncurrent investments
Deferred tax assets (net)
Long term loans and advances
Other long term assets
Total-Noncurrent assets
Current Assets
Cash and cash equivalent
Short term loans and advances
Other current assets
Total-Current assets
TOTAL-ASSETS

as at Mar-31
2012

2011
Audited

` in lakhs
Consolidated
as at Mar-31
2012

2011
Audited

5,237
107,672
878
8,437
51,273
173,497

4,954
78,254
1,887
Nil
36,112
121,207

5,237
107,672
878
8,437
50,828
173,052

4,954
78,254
1,887
Nil
36,112
121,207

631,401
44,592
1,025
677,018

413,366
31,824
1,265
446,455

631,401
44,592
1,046
677,039

413,366
31,824
1,265
446,455

123,794
282,715
7,829
414,338
1,264,853

157,438
200,575
5,875
363,888
931,550

123,794
282,754
7,834
414,382
1,264,473

157,438
200,593
5,875
363,906
931,568

5,254
1,781
1,314
249,576
36,909
294,834

2,944
551
1,582
209,229
10,632
224,938

5,325
301
1,359
250,109
36,969
294,063

2,947
301
1,582
209,229
10,656
224,715

115,650
822,513
31,856
970,019
1,264,853

209,950
482,109
14,553
706,613
931,550

116,015
822,524
31,871
970,410
1,264,473

210,192
482,108
14,553
706,853
931,568

By order of the Board
For Shriram City Union Finance Ltd
Place: Chennai
Date: May 18, 2012
82

Social Accounts 2010-2012

R. Kannan
Managing Director

12. Main Achievements, Conclusions and Recommendations
The outcomes of the social accounting & audit process suggest that most of the activities have achieved their
objectives to a large extent. Some of the key achievements are highlighted below
Key Achievements
Values
Shriram City has been widely acknowledged by its transparent dealings and making customers experience a sense
of belonging with the organization. Customers, employees, agents and dealers have all appreciated this value of
Shriram City. The Board and the employees have commended the People First, empowerment and nurturing
talent values as they have all experienced it in their growth in the organization.
Objective 1
95.2% of the customers at Shriram City are self employed individuals and 64% of them earn around Rs.10,000/a month. By catering to this segment of people, whose credit worthiness has been underestimated by banks,
Shriram City has been successful in enabling these individuals scale up their business. The 92% collection
efficiency at Shriram City further proves that these individuals are indeed credit worthy as they have repaid their
loans on time. Many of them have been able to regain financial stability in their lives after availing small loans as
93% of customers were able to scale up and 79% had purchased more assets.
Objective 2
Shriram City's supportive work culture has helped employees grow professionally and has enhanced their
satisfaction levels. By promoting an employee based culture that gives them decision making authority to
customize products according to the needs of the customer, employees have been able to relate to the needs of
the customers effectively. As employees are recruited from local communities, it has enabled employees to easily
establish and maintain personal and lasting relationship with the customers and enjoy a high level of loyalty.
Objective 3
Shriram City has low operating costs with an average transaction cost of Rs. 4.0 and an average share of employee
cost at 4%. Inspite of the low employee cost, the attrition levels were very low at Shriram City, and over 500
employees have continued to serve the group for over five years. Customers were happy with the attitude and
skills of the employees and nurtured a friendly relationship with them. In an era of automated messages, personal
interaction with the customers has helped Shriram City to retain its customer base effectively.
Social Returns on Investment (SROI)
The SROI calculation reveals that the social value of Rs.1 lent to a Shriram City customer who is a mostly a first time
borrower from any organized sector is actually Rs.2.05 (205%).
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Conclusion
Shriram City is in line with its mission to provide financial services to a large number of common people through
quality non-banking financial services
The customer friendly approach has retained the personal touch in contrast with the automated customer
interface provided by other financial institutions
Shriram City's supportive work culture has helped employees grow professionally and has enhanced employee
satisfaction. The important attributes for this culture has been
 Good Relationship with colleagues, manager and subordinates.
 Branch Proximity for customers and employees. Most employees are recruited from local communities and
employee referrals are valued. This has enabled employees to have easily established and maintain
personal and lasting relationship with the customers.
 Promoting an employee based culture that gives them decision making authority to customize products
according to the needs of the customer.
 Work profile in sync with the skills of the employee
 Providing a learning and supportive environment for employees leading to lower attrition rates. Over 500
employees out of have been working for over 5 years.
Shriram City has consciously worked at reducing their operating costs by adopting scalable and secure technology
thereby reducing the response time to their customer, and improves their customer base and economies of scale.
By practicing frugal and efficient management processes Shriram City is able to reduce its overheads and increase
its return on investments effectively.
By offering competitive and customised interest rates and personalised service, Shriram City is able to retain its
customer base for over a longer period.
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Recommendations
In the next cycle, the values of Shriram City, should be clearly explained to all the stakeholders and their feedback
on all the values to be ascertained.
A formal process of eliciting feedback from the customers should be implemented on an ongoing basis. A pre loan
and post loan feedback form should be administered to all the customers to understand the impact of the loan
Formal training programs across all staff levels and specific skill building programs to be introduced on a regular
basis. Cross function training and job rotation to be actively pursued in all levels. More women to be recruited.
As Shriram City is in the process of expansion across India, more trained and skilled employees are required at the
field level. The Shriram Community College model could be replicated in all states to train more youth who have
th
th
passed 10 or 12 and facilitate them to start their career at Shriram after undergoing the NBFC course. This would
help Shriram City to get trained workforce at the entry levels and also give employment opportunities to unskilled
youth from rural and semi urban parts or the Tier 2 to Tier 4 towns of the country.
As Shriram City, is in its expansion stage, the existing frugal and flexible approach needs to be wholly documented
and business policies should be evolved accordingly. This would help in creating a sustained and a scalable branch
model that could be replicated in many places across India.
Frugal and flexible approach in the financial sector is always observed and appreciated by the customers. This
approach has to be indoctrinated into each employee who works at Shriram City and ensure that this Shriram
culture and ethos is reflected in all his actions.
An environmental policy to be introduced.
“To be a value creating and the preferred financing partner of the society” could be an apt vision statement for
Shriram City for the next cycle.

Social Accounts 2010-2012

85

13. Strengths and Weaknesses of the Social Accounting Process
This process brought the Management and the staff of Shriram City closer to its customers and employees, as it
proved to be a platform to understand them and their needs in a professional way. The importance of feedback
from the stakeholders was understood by all the employees of Shriram City who were involved in the process of
collecting and collating data for the social accounts.
The random sampling method of data collection could not be implemented as strategized due to operational
reasons. Also, the time chosen for the data collection was April to May, which was the time when the employees
were busy with the year ending accounts work. By setting deadlines in March, this can be avoided in the next cycle.
As this was the first time, an extensive survey was done with the customers; a few of them were not inclined to give
all the information requested. Also, being the first social accounts, most of the questions had a Yes or No answer
only to avoid a lengthy questionnaire. Eliciting feedback should be made mandatory from all customers and this
would help them to share their feedback clearly
14. Future plans for the next Social Accounting Cycle
The Company would draft its social accounts every year.
All the recommendations suggested in the current set of accounts would be implemented in the next cycle and
reported upon.
15 . Dialogue and disclosure
The present report shall be condensed into a summary version and shall be shared with the bankers, Investors,
Employees and Board members. The entire report shall be uploaded on the Shriram City website for the general
public to view it. The soft version of the report shall be sent to all the customers on request.
The recommendations that have been evolved from the current set of accounts would be discussed at length
during the next strategic planning session of Shriram City to ensure that all the recommendations are
incorporated into the annual plans/targets of the organization for the next accounting year.
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Provide credit
and savings
opportunities
to individuals
with small
businesses
belonging to
the credit
starved strata
in India
through

OBJECTIVE 1

Objectives

Mission:

c. Debenture/
Deposits

b. Consumer Loans

a. Business Purpose
Loans

Activities

Secondary
Secondary
Secondary
Secondary

sec/primary MIS/Questionnaire Customer
primary
primary

Defaulters details
Loan type
Gender
Age
Repeat customer
Assets owned
Liabilities

Secondary

primary

Self employed

Deposits - tkt size

primary

Turnover

Secondary

Secondary

Income profile

Amount of deposits

primary

Nature of Business

Secondary

Secondary

Purpose

No. of Depositors

Secondary

Customer loan

MIS

MIS

MIS

Questionnaire

Questionnaire

MIS

MIS

MIS

MIS

Questionnaire

Questionnaire

MIS

Questionnaire

MIS

MIS

Customer

Customer

Customer

Customer

Customer

primary

First time loan

Questionnaire

MIS

Secondary
Customer

Stakeholder
Consulted

MIS

MIS

Source of
Information

Secondary

Secondary

Nature of
Data

No. of loans
No of individual
customers
Loan breakup - ticket
size

Quantitative

Indicators
Qualitative
Impact on
the
business
Primary

Nature of
Data

Stakeholder
Consulted

Questionnaire Customer

Source of
Information

Striving to serve the largest number of common people through quality non - banking financial services.
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Foster a customer
centric and
community
led workforce
through

OBJECTIVE 2

c. Recruiting people
from the local
Community

b. Branches located
conveniently to
serve the
neighbourhood

a. Customised
products and services

Activities

Secondary

primary

Local community

no. of employees from
the region

MIS

Secondary

MIS

Questionnaire

MIS

Source of
Information

Secondary

Nature of
Data

No. of branches in each
state
No. of branches within a
city/town

Quantitative

Customer

Stakeholder
Consulted

primary
primary

Aspirations

primary

Nature of
Data

social
status
within the
locality

Ease of
commuting

Qualitative

Stakeholder
Consulted

Questionnaire employee

Questionnaire employee

Questionnaire customer

Source of
Information
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OBJECTIVE 3
Practice frugal and
efficient
management
processes ensuring
healthy customer
retention by

primary
primary
primary
Secondary

Secondary

Transparency
Satisfaction
Informed
Hardware & Software
used

agents meeting

meetings
d. Following an optimal
cost model
approach across all
activities
2. salaries
3. Cost of Hardware
& Swr

1. overheads

MIS/Annual
reports

Secondary

primary

years of association

amount spent for

primary

Services provided

Secondary

primary

Employee interaction

customer meetings

primary

employees

b. Using relevant
technological
support to foster
customer relationship
c. Holding regular
stakeholder

primary

customers

relationships

Nature of
Data

Quantitative
No. of out of office
meetings with

Activities
a. Nurturing personalized
customer

MIS/Annual
reports
MIS/Annual
reports

MIS

MIS

MIS

Questionnaire

Questionnaire

Questionnaire

Questionnaire

Questionnaire

Questionnaire

Questionnaire

Questionnaire

Source of
Information

Customer

Customer

customer

employee

Stakeholder
Consulted

primary

primary

Questionnaire customer

Questionnaire customer
customer /
Questionnaire employee

primary

Stakeholder
Consulted

Source of
Information

Nature of
Data

Exposure to
tech tools
primary
Questionnaire Employee
Nature of
hardware
Secondary

Qualitative
Names of
employees
Personal
relationship
Quality of
service

Annexure 2
The Loan Process at Shriram City
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THE LOAN PROCESS
Initial Evaluation
When a customer approaches Shriram City office for a loan, a branch manager or branch executive personally
visits the customer at their homes and/or place of business to assess the loan requirements and creditworthiness
of the customer. Customers fill in the proposal form which has information on the age, address, employment
details and annual income of the customer, as well as information on outstanding loans. The applicant is required
to provide proof of identification and residence for verification purposes. Customers have to necessarily provide
appropriate references from existing or former customers in case of high ticket SME loans. When a customer is
unable to provide sufficient immovable or movable property to secure the entire value of the loan, he/she is
required to furnish a guarantee from an existing or a former customer along with their detailed information. In
case of loan applicants being students or senior citizens, Shriram City insists on a co-borrower for the said loan.
Credit policies
Shriram City follows a few stringent credit policies to ensure the asset quality of the loans and security provided
for such loans. Apart from the field investigation Shriram City looks into the age, number of dependents, and geolimit of the customer residence from the branch. In case of product loans, the Loan to Value ratio is also being
considered to make a credit evaluation. In case of SME loans, if the customer is also an existing customer of
'Shriram Chits' Shriram City creates a lien over the chit deposits of such customer. If the value of the chit deposits
is in-sufficient to cover the entire loan amount, immovable or movable property needs to be provided for the
remaining value of the loan amount. In cases where the customer is unable to provide such immovable or movable
property as security, the applicant is required to furnish a guarantee from an existing or a former customer.
Approval Process
After having verified the credentials of an applicant, the branch manager evaluates the loan proposal based on
supporting documentation and various other factors. The primary criterion for approval of a loan proposal is
based on the past reference of the prospective customer either from an existing or a past customer of our
Company or of another Shriram Group entity, report of our branch executive and guarantee if required furnished
by the customer. In case of loans against gold, the purity check on the ornaments pledged is the key criteria after
the initial scrutiny. For other product loans, LTV and the customer's monthly Debt to income ratio plays a critical
determinant for approval. SME loans are granted based on fundamentally sound business propositions which are
capable of generating sustaininable future income. The applicant is intimated of the outcome of the approval
process, as well as the amount of loan approved, the terms and conditions of such financing, including the rate of
interest and the application of such interest during the tenure of the loan.
Disbursement
Margin money and other charges are collected prior to loan disbursements. The disbursing officer retains
evidence of the applicant's acceptance of the terms and conditions of the loan as part of the loan documentation.
Prior to the loan disbursement, the loan officer ensures that a Know Your Customer checklist is completed by the
applicant. The loan officer verifies such information provided and includes the records in the relevant loan file. The
loan officer is also required to ensure that the contents of the loan documents are explained in detail to the
borrower either in English or in the local language of the borrower and a statement to such effect is included as
part of the loan documentation. The borrower is provided with a copy of the loan documents executed by him.
Although the customers have the option of making payments by cash or cheque, the applicants are required to
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submit post dated cheques covering an initial period prior to any loan disbursement. Product loans are directly
disbursed to the dealers from whom the customer takes delivery of the same. Gold loans are disbursed in cash to
the customers across the counter at the branches. For SME loans against collateral of property, and where the
property is already mortgaged with another financier, part disbursement is first made in favour of the financier
from whom the property documents are collected by Shriram City . The balance amount is disbursed to the
customer. For used, 4 wheelers and commercial vehicles, the vehicle is brought to the yard of Shriram City , where
the original vehicle papers are taken from the seller, after which the cheque is handed over to the seller of the
vehicle.
Loan administration and monitoring
The borrower (and guarantor, if required) execute(s) the security creation documents and the loan agreement
setting out the terms of the loan. A loan repayment schedule of periodical instalments is provided. Loans
disbursed are recovered from the customer in accordance with the loan terms and conditions agreed with the
customer. Branch managers along with officers responsible for loan origination are also responsible for the
collection of instalments from each borrower serviced by them.
Every customer is called a week before the due date of the 1st three instalments of his/her loan. A reminder SMS is
also being triggered to the customer's recorded mobile number.
In case of gold loans, interest is required to be serviced by the customers on a monthly basis. The principal
repayment can be a bullet repayment within the loan tenor. Apart from the EMI mode of repayment, Shriram City
also disburses loans, based on the needs of the customers, with differing repayment patterns.
Collection and Recovery
Shriram City 's loan recovery procedure is particularly well-suited to the target market. The entire collection
operation is administered in-house through Shriram City 's branch officials and no loan recovery and collection
operations are outsourced. In case of default, the reasons for the default are identified by the officer responsible
for each loan and appropriate action is initiated, such as requiring partial repayment and/or seeking additional
guarantees or collateral. In the event of a default on three loan instalments, the relevant officer is required to
make a personal visit to the borrower to determine the gravity of the loan recovery problem.
Shriram City may initiate the process for repossession of the underlying asset and/or enforcement of the charge if
required, through officers who are trained to repossess assets and/or enforce the security interest. Repossessed
assets are held at designated secured facilities for eventual disposal. The notice to the customer specifies the
outstanding amount to be paid within a specified period, failing which the asset may be disposed of and/or the
charge enforced. In the event there is a short fall in the recovery of the outstanding amount from enforcement of
the charge, legal proceedings against the customer may be initiated.
In case of gold loans remaining unpaid, the pledged jewels would be auctioned to realize the loaned amount. Any
excess will be refunded to the customer. For loans where property is provided as collateral, legal action is initiated
for selling and realizing the same for the outstanding loan amount.
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Table 1
(Loan Amount: Rs. in Millions)

Ticket size of Business Purpose Loans (2010 – 2011) :
2010 - 2011
Loan Amount

Customers

%

Below 1 Lakh

812,217

90.4%

23,011

45.9%

80,899

9.0%

17,358

34.6%

5 Lakhs to 10 Lakhs

3,447

0.4%

2,534

5.1%

10 Lakhs to 20 Lakhs

1,081

0.1%

1,691

3.4%

858

0.1%

5,527

11.0%

1 Lakh to 5 Lakhs

Above 20 Lakhs
TOTAL

Loan Amount

898,502

%

50,121

(Loan Amount: Rs. in Millions)

Ticket size of Business Purpose Loans (2011 – 2012) :
2010 - 2011
Loan Amount

Customers

%

Below 1 Lakh

812,217

1,810,192

47,155

45.2%

80,899

139,496

30,092

28.9%

5 Lakhs to 10 Lakhs

3,447

7,530

5,817

5.6%

10 Lakhs to 20 Lakhs

1,081

3,541

5,505

5.3%

858

2,196

15,734

15.1%

898,502

1,962,955

104,303

1 Lakh to 5 Lakhs

Above 20 Lakhs
TOTAL

Loan Amount

%

Table 2
(Loan Amount: Rs. in Millions)

Age Classification of customers
2010 - 2011
AGE GROUP

2011 - 2012

Customers

Loan Amount

Customers

0

0

14

769,121

AGE 21 – 30

136,175

3,600,657,946

181,069

5,947,715,526

AGE 31 – 40

590,508

14,666,813,729

599,625

17,116,169,855

AGE 41 – 50

142,532

5,091,709,692

156,034

6,441,952,877

AGE 51 – 60

84,285

3,988,935,985

96,878

4,385,695,077

8,990

632,658,550

11,473

526,087,850

17,542

538,565,437

9,219

260,494,512

980,032

28,519,341,339

1,054,312

34,678,884,818

AGE <=20

AGE > 60
Unspecified
TOTAL

Loan Amount
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Table 3
SMS sent in the year 2010-11 :
Month

New Business

Dues

Collection

Bounce update

April

102,333

419,921

125,801

105,407

May

113,503

426,278

137,395

102,627

June

132,062

436,224

152,706

105,985

July

145,796

445,227

183,147

104,093

August

152,608

450,287

178,772

102,640

September

160,076

460,727

181,863

104,777

October

179,294

471,201

223,579

104,137

November

176,134

483,604

187,091

109,475

December

174,637

508,302

202,379

113,187

January

180,713

521,787

228,737

113,497

February

180,171

532,864

252,387

118,773

March

219,957

547,896

321,345

122,092

1,917,284

5,704,318

2,375,202

1,306,690

Dues

Collection

Bounce update

Total

Table 4
SMS sent in the year 2011-12 :
Month

New Business

April

184,264

562,628

412,974

126,075

May

201,503

579,943

450,313

129,550

June

249,782

599,745

505,630

131,893

July

256,004

620,444

533,217

134,570

August

286,751

636,677

597,540

138,117

September

321,950

655,741

638,887

141,233

October

288,945

675,729

581,737

153,838

November

360,117

696,534

708,113

150,576

December

355,063

730,357

722,757

157,103

January

352,865

750,932

727,052

153,378

February

364,615

772,526

766,502

152,072

March

435,141

796,812

838,503

154,766

3,657,000

8,078,068

7,483,225

1,723,171

66%

59%

76%

57%

Total
% Increase from
last year
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Table 5
Customer payments in other branches:

Month

2010 - 2011

2011 - 2012

Payment Made in
Other Branch
Same Branch

Payment Made in
Other Branch
Same Branch

April

4139

127918

6899

407934

May

4676

143050

6807

445279

June

4764

162602

7407

502126

July

5491

177842

7812

528022

August

5367

173495

7769

592543

September

5172

176836

8124

633218

October

6015

219373

7895

575713

November

5684

182331

10329

698945

December

6299

197101

11194

712665

January

6476

223517

10380

717593

February

6596

249245

11259

756129

March

7309

315939

12772

826529
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Focus Group Discussion in Hyderabad
Group: Field level staff of Shriram City Union Finance (Shriram City), Hyderabad
Size of the group: 30 members
th

Date: 17 May 2012
Time: 11am to 12:30 pm
Venue: Shriram City conference hall, Himayatnagar, Hyderabad
Facilitators: K.L.Srivastava and G.Gomati (CSIM)
Discussion Points
The group discussion focused on following points:
1. Products and services of the organization at the field level
2. Socio-economic background of customers served
3. Process of reaching the customers and dealing with them
4. Examples of personalized customer relationships
5. What happens if the borrowers default in their payments?
6. Training and mentoring of field staff
7. Socio-economic background of field staff
8. Motivational aspects of field staff
9. Operational culture of the organization
10. Morale of the field staff
Summary of discussions
The company is providing following services:
(a) Hire purchase scheme for vehicles
(b) Gold loans scheme
(c) Personal loans for SMEs
(d) Business development loans for SMEs
(e) General Insurance
(f) Consumer Loans for consumer durables
(g) Chit Fund schemes (Debenture/Deposit Scheme)
In the beginning, Agents contact potential customers and collect necessary information. The information is
verified and process is supported by field staff.
The discussions showed that the field staff members have a good network in the communities and they are able to
reach customers quite well. Tele-calls and home visits are commonly done. Customer-to-customer contacts are
also quite helpful in serving new customers.
The field staffs have been sensitized to be customer-friendly. They recognize the importance of serving the
customers. In case of any default in repayment of loans, they try to discuss with the customer and work out
appropriate solutions, if possible.
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Most of the field staffs are from poor families. Thus the company is providing employment to youth from poor
families. In turn, this helps the company in serving the needs of customers from lower middle class background.
The newly recruited employees are regularly mentored and supported by senior employees. Monthly meetings
are held to analyze the field-level problems and find solutions.
Some observations:
1. The morale of the field staff seems to be good.
2. Employees recognize the importance of customer convenience.
3. About 90% of field staffs are first generation graduates.
4. Most employees have recommended their friends and relatives to apply for jobs with this Company.
5. The company is providing important financial services mostly to people from lower middle class
background at their door-steps.
Recommendation:
The company should organize training programs on topics like Team Building, Leadership, Micro-enterprises and
Livelihoods for the benefit of the field staff. This will be helpful in expanding the business of the company and
promoting inclusive development in communities.
Focus Group Discussion in Chennai
Group: Field level staff of Shriram City Union Finance (Shriram City), Chennai
Size of the group: 30 members
Date: 26th May 2012
Time: 11am to 12:30 pm
Venue: Shriram City, No. 12, Ramaswamy Street, T.Nagar, Chennai - 600 017.
Facilitators: Ms. Uma Maheswari
Mr. Sai Vaasav and The HR Manager were present. The FGD is with the field level staff, who directly interact with
the customers. The objective of the Focus Group Discussion is to ascertain whether the work of the field level
employees is in line with the stated MVOA. There were 17 of them. Of the seventeen present thirteen of them
were employed with Shriram City for more than 5 years. The rest were having 4 - 4 ½ years experience. The group
was co-operative and open to all questions. The following are the observations made during the session.
Regarding the reasons why they are working with Shriram, members expressed that they were comfortable with
the work culture and their freedom of expression. They said that they could anytime meet the VP directly and
express their discontent and the need would be done immediately. Teamwork was excellent among the members.
They said that they would fix targets for themselves and help each other to achieve those targets. They accepted
that there was no jealous among themselves. Satisfaction regarding their work with Shriram was vehemently
expressed. Opportunity to grow with Shriram group was strongly accepted. Any dissatisfaction was immediately
attended to, review meetings were conducted often. Supervisors are excellent role-models and motivators for the
field level staffs.
The only concern raised by the staff was regarding basic pay given for newcomers. They said other companies in
their field offer attractive salary for which the new entrants fall prey to. They also accepted that once any
newcomer continued in their organization for more than six months, they would not leave Shriram.
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As an employee they feel satisfied, yet as a member of the family they have certain disappointments like having to
work on holidays too. Beyond this they still accept it as a fact that their customers must be satisfied at any cost.
This gives them the cutting edge advantage over others. They also accept that their selling skills, marketing skills
and communication skills have improved a lot. Their confidence level seems to be very high. There is a bonding
relationship between the colleagues. Few days back they seem to have had a reward function in Yercaud. Many of
their colleagues had received awards for their performance. And speech by one of the guests seems to have
inspired many of the members. They feel highly motivated and resolved to get the awards next time.
Almost all the employees have a sense of belonging and feel empowered in the sense that they are ready to face
any challenges in their work. There was a request to conduct more useful training programmes and workshops for
their professional development. The company also is very much interested in conducting workshop for its
employees.
Regarding customer satisfaction employees maintain a very good rapport with their customers. Recruiting people
from the local community helps employee to know his customer. Many of the employees have more than 25
reliable customers who recommend them to their friends and relatives. The employees take their customers
problem to the notice of their management and do the needful to retain sincere customers. Defaults in payments
are adjusted to the convenience of the customers.
Regarding employee recruitment, most of them are recruited only on the recommendations of existing
employees. The employees are selected on particular basis:
1) Candidates from financially weak families,
2) Candidates with less educational qualifications, and
3) Candidates with rural background.
These candidates after joining Shriram find themselves in a better position after few years and feel satisfied. They
have confirmed that their status in the society has a better place now. They are confident of providing a better life
for their family. Mostly the employees are promoted only within their respective zone, so there is a sense of
security for performers.
The main dissatisfaction among the employees are the basic pay and absence of individual mediclaim (have group
mediclaim). Concern for improving technical skills was raised.
Focus Group Discussion in Coimbatore
Group: Shriram City Union Finance (Shriram City), Coimbatore Sales Team, Coimbatore Zone. Included mostly
field level executives, about four managers and Mr. Manikandan, Area Sales Manager, Coimbatore.
Size of the group: About 21 members (About 30% of the total field staff)
Date: 26th May 2012
Time: 10.30 am to 12:00 pm
Venue: Shriram City office, Saibaba Colony, Coimbatore
Facilitator: Dr. Madhuri (CSIM)
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Discussion Points
The group discussion focused on following points:
1.
2.
3.
4.
5.
6.
7.

Products and services of the organization at the field level
Process of reaching the customers and dealing with them
Socio-economic background of customers served
Socio-economic background of field staff
Training and mentoring of field staff
Motivational aspects of field staff
Operational culture of the organization

Summary of discussions
“Service is most important” This is the underlying motto followed by all the Shriram City Sales team members.
Products and Services
Among the services offered by the Coimbatore branch:
(a) Hire purchase scheme for consumer durables and vehicles
(b) Personal loans
(c) Institution loans
(d) Dealer loans (in terms of generators, Xerox machines and other machinery loans etc)
(e) New Jewel loans schemes
(f) General and Life Insurance
(g) Chit Fund schemes (Debenture/Deposit Scheme)
Reaching out
Coimbatore Zone covers a radius of 200 kms from Coimbatore. It includes four offices and about 10 branches
across this region, covering approximately 30 to 35 kms radius per office. The Head Office is located in Chennai.
There are totally 69 field executives operating in Coimbatore region and there is an approximate Manager staff
ratio of 1: 8-10. Each field executive approximately covers an area of 30 kms. There is a minimum 2000 customer
base per branch and one branch manager stated that he has approximately 4500 customer base.
Mode of reaching out to the customers is multifold. Telemarketing (existing customers), personalized calls, direct
face to face marketing are commonly used. Follow-ups are largely through telesales.
Access to potential customers is largely through direct contact at dealer showrooms in the case of 2 wheeler and
Customer durables. The field executives profess developing good interaction with the showroom dealers and
further have complete technical knowledge of the products that the customers come to buy, which help in
promoting Shriram City products and schemes. They have stated that they interact with about 50 customers daily
at the showroom and the preference for loans is given by the dealer to Sriram field executive first.
In the case of other loans, the clientele base is built through face to face follow-ups with the customers, through
references and also importantly through cross product selling.
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More than 20% of customers give references and over 50% of the customers are repeat customers, particularly
when it comes to Consumer durables and vehicles loans.
Another category of potential customers are those who planned to pay for their products through cash. Shriram
City promotes its schemes (Triple 0 schemes) to such customers converting them into their clients.
The Shriram City sales team maintains good customer base and good contacts with their customers. The team has
stated that their customers often come back to the showroom and seek their advice in buying products also. They
interact with the existing customers on the field about once in two months at least, either to update some
information on the scheme or for providing additional services during the period (Updating RC book or Xerox etc.,
checking on reasons for delay for payment of interest or non-payment etc)
Once the customer is identified and necessary information and documents are collected, field investigation is
conducted (background and documents cross checking etc) and approvals are awaited from the Shriram City
company, and all information and records are verified, then the product is released by the showroom to the
customer. The entire process is completed quickly within 24 hours. The field executives call up their call centre at
Chennai through mobile to process the document, thus using Technology in Unification concept. The credit
evaluation is done by its own team.
In the case of default and debt recovery, Shriram City operates with a separate in-house recovery team. However,
on an average, most of the loans are reportedly repaid. In the Coimbatore region, for the year 2011-2012, 96% of
the loans are reportedly repaid and only about 4% of the loans were recorded as default. In the case of the default,
the sales team will also get in touch with the customers and seek a reason for the default and try to work out
alternative solutions. However, the recovery team will follow up with the case for three months and only in the
event appropriate solutions are not evolved, after three months, would collect the product from the defaulter.
Customers' profile
As for the socio-economic profile of their customers, most of the people residing here in the Kongu region are from
agricultural families and of “good character”. Almost all of them reportedly have their own houses and are from
middle income groups and capable of paying up their loans. About four-fifth (80%) of their customers are
graduates, having good knowledge of finance schemes in general and are aware of the technicalities involved in
loan process. Most of the customers seek consumer and vehicles loans.
The field level executives have stated that they have very good network at the community level and have good
access to them. The advantage that the Shriram City staff has lies in the fact that the field executives are selected
from local areas and most of them operate in their own areas. Some of the places from where the respondents
present at the discussion hail from are Tiruppur, Tiruchengode, Udumalpet, Pollachi, Mettupalayam, Gobi Chetti
Palayam and Coimbatore. Efforts are taken to understand and know their customers. So they develop a strong
community network.
Field staff profile
Most of the field staff is from middle income level agricultural families and about four-fifth (80%) are first time
graduates. Some of them are diploma holders and others degree holders. While most of them are men, women
form about 2% of their field staff. They are between the age group of 25- 30 years and are largely working for the
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first time in a non-agricultural sector. For two-fifth (40%) of them, this is their first job. On an average, the
respondents have been employed with Shriram City for the past 4 to 5 years and some even longer. In several
cases, the respondents are not the sole earning member in their family. The general family income level of the
respondents is reportedly between Rs 15,000 to 20,000. They have reported an increase in their saving potential
through incentivized income, since they have gained employment at Shriram City. Their status has also improved
socially, as they are respected at work as well as by their customers.
Training
As soon as they joined work, they underwent a one week product training as well as knowledge on other products
and services of the company. They are also given training/ demo on the products covered under loans, special
trainings for example on up gradation of schemes, software training as well as on the job training. Manager level
trainings are conducted at the head office (Chennai) and monthly training and business reviews at the Area sales
offices for Branch Managers, who in turn conduct the training for their field executives at their respective
branches.
An important point that was acceded to by the respondents during the discussion is that, apart from domain
knowledge, the staff is also provided expertise information on its other available
products such as Gold loans, Chit funds, insurance etc, as well as on processes such as valuation, collection
aspects. This encourages cross selling and increases incentivized income opportunities. The training also
emphasizes need to analyze, understand and “know” their customers, which gives them an opportunity to
understand the customers' requirements and ability to repay the loan.
“We meet about 50 customers daily and have now developed a skill of being able to judge within about 10-15
minutes our customer and his background.” Shriram City staff, Coimbatore.
Motivation and support
Any problems that emerge at the field level are reportedly quickly sorted out with the help of the managers. The
Managers interact with their field executives regularly and also spend between 8 to 10 hours on the field daily.
Hence the managers are sensitized to any issues faced by their executives and are able to sort out any issues of
their customers immediately. There was an overall agreement at the discussion that they would recommend
Shriram City as an employer to their friends or relatives.
As part of motivational programs for the Shriram City Sales team, special schemes include Best Branch award,
special and additional incentives to executives. Apart from Salary and incentives, mobile and petrol allowances
are also provided. Once in 3 to 6 months, tours are organized for performance executives. The executives state
that despite the high competition in this field, they are able to retain their customers due to the high domain
knowledge, product and process knowledge, incentives and support provided by their Branch and Area
Managers. They have very positive approach to their targets and are keen to develop and specialize in their area of
work. They profess that their rules and schemes are transparent. Most of the promotions are in-house. The
Shriram City Management reportedly encourages and rewards hard work. They consider the recommendations of
the concerned manager in promoting the staff.
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Another advantage reported by Shriram City team lies in the open communication network across the levels. The
management maintains close relations with their field staff and the field staff in turn has open access to their
immediate and above level managers. This access is even reported between the zonal and head office. So the turn
round time is apparently very quick in case of any trouble shooting or issues.
The Shriram City sales team suggested having more product training sessions, particularly about new products,
once in three months.
“Our customer relations are very good. We have many repeat customers, who trust us. One of my customers was
sanctioned a trade loan of Rs. One lakh, which he urgently wanted, within ten days. He prepaid the loan within 6
months and became a repeat customer. He subsequently took a lorry loan of Rs. Three lakhs, Chit fund for One
lakh and Insurance of Rs 30,000/. Apart from that, he also gave me additional references.” Manager, Shriram City,
Coimbatore
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Annexure 5
An overview of the IT setup at Shriram City
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The IT Setup in Branches
Hardware Infrastructure
All Shriram City branches are computerized and each branch has 2-3 computers. All the branches are connected
through MPLS VPN or Broadband. All the Data entry related activities dealing with branch operations are online.
The Data centre primary site is located at Chennai and secondary disaster recovery site is at Mumbai. The data at
the Chennai Data Centre will be replicated to Mumbai Disaster Recovery Centre. The data is stored into two
separate devices online at the Data Centre. Apart from this, an offline back up is taken twice a day to ensure data
protection and safety.
Software Infrastructure
Shriram City Union Finance Company runs on a web based Enterprise Resource Planning (ERP) application called
UNO (Ultimate Non Banking Operating and Accounts System). Developed on a Web enabled technology, the
solution ensures 24X7 operations. This application is developed on SQL 2008, .Net and operates on Windows
servers. The other applications as used by the company for its routine activities include
 Newgen for Scanning and Imaging
 HHD / Mobile Tech for Receipting
 People for HR
 SMS Messaging from Value First
UNO is a comprehensive, integrated retail loan business solution that addresses the strategic and day-to-day
challenges faced by the company. It provides flexibility to adapt to a dynamic environment.
The solution has wide range of Modules. Key Modules are:
 Loan Origination
 Collection Management
 General Accounts
 Fixed Assets
 CRM
 Securitization
 Bank Reconciliation
 PDC Management
 And Liability Management : Deposits / Debentures
Features of UNO
 Front End is developed by ASP.net & VB.net and Back End is developed by SQL Server
 Does not need any Installation
 Centralized Database
 24x7x365 Remote and Online Support
 Single View for Both HO & Branch Users
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 Improved turnaround time
 Possible Dealer Integration
 Better Management Control
 Standardized Process
 Reduction in Manual Dependency






Reduces Service Brush-up
Branch well equipped to face customers
Maker Checker Concept
Daily Day End
UNO as Reporting Platform

Along with serving the basic functionalities, UNO also acts as a reporting platform through which the various
reports can be obtained for its business purposes. The UNO application data centre of Shriram City is maintained
by Shriram Value Services.
Shriram Value Services, a Shriram Group company, is the primary Information Technology service provider for
Shriram City.The company takes care of primarily the following activities
 Software Development
 Software Maintenance
 Software Support
 Hardware Infrastructure support
 Data Centre Maintenance
Shriram Value Services has employed close to 30 persons in New Development, Enhancement & Maintenance of
UNO Software. Apart from that around 30 people provide continuous support to the users of the applications.
They are located at the Head Office. In order to provide Hardware infrastructure support there are close to 12
people employed by SVS at HO of Shriram City.
Employee Training to Users of UNO
The users of UNO are trained by their respective state training teams. The state training teams are provided
training at the centralized SVS location. The training is given based on the enhancements done to the system apart
from the regular information update on the screen level changes. For new employees during induction a session is
conducted by the IT team which acts as a starter for their continued usage of UNO applications.
Regular User board meetings are conducted and during the meeting major changes in the application are
highlighted to the Operations team of Shriram City.
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Annexure 6
Questionnaires
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SHRIRAM CITY – CUSTOMER FEEDBACK FORM
Thank you very much for your association with Shriram Group. It is our mission to provide our customers the
best possible products and services and in order to improve the customer satisfaction level; we require your
valuable feedback. Please spare a few minutes to answer this questionnaire. All answers to the questions will
be treated in the strictest confidence maintaining the highest level of customer confidentiality. We thank you
immensely for taking your time to provide us with your feedback.
For official use only

Name of the Respondent

Customer ID

Name of the Branch

No of times Loan availed

Type of Loan

Loan Balance

Phone Number / Mobile

Gender

Educational Qualification

Age

Male

For Your inputs

Section 1 - Personal Information
1. Number of dependents in your family
Number of Dependents

Tick

a. 1 to 3 members
b. 4 to 6 members
c. 7 to 9 members
d. Above 9 members

2. Tick the assets owned by you and mention its approx value as on March 2012
Assets

Approximate Value

Whether you owned it prior to
being Shriram customer

a. House

Yes / No

b. Agricultural Land

Yes / No

c. Two wheeler

Yes / No

d. Four wheeler

Yes / No

e. Gold

Yes / No

f. Shares

Yes / No

g. Investment in Mutual
Funds/FDs
h. Others (please specify)

110

Social Accounts 2010-2012

Yes / No
Yes / No

Female

3. Tick your liabilities and mention its approx value as on March 2012
Liabilities

Approximate value

a.Bank Loan
b.Credit card
c.Unorganized loans (money lenders)
d.Loans form Friends & relatives
e.Others (please specify)

Section 2 – Shriram City’s Products
4. Association with Shriram Group
Years of Association with Shriram

Tick

a. 0 to 1 year
b. 2 to 5 years
c. 5 to 10 years
d. 10 to 15 years
e. Above 15 years

5. Have you availed loans from any other financial institution before availing from Shriram?
6. If Yes, How do you compare the services of Shriram City to

Yes

No

other financial institutions and commercial banks? Tick the reasons why you are working with Shriram
S.No.

Rating

a

Excellent

b

Good

c

Fair

d

Poor

Tick

7. What are the other products of Shriram Group you have?
Products

S. No.
a

None

b

Term Deposit/NCD

c

General Insurance

d

Life Insurance

e

Shriram Chits

f

Transport Finance

Tick
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Section 3 – Shriram City’s Services Levels
8. Please rate your degree of satisfaction to the following questions where:
4 = Excellent, 3 = Good, 2 = Satisfactory, 1 = Poor
Parameter

Response

a. Responsiveness: Were our employees responsive to your concerns?

Yes / No

If yes, to the above question, How do you rate our responsiveness in dealing with you?
b. Customer Relations: How would you rate our customer-to-staff relationship?
c. Hospitality: How would you rate the greeting, hospitality of the branch personnel?
d. Technical Support: If you received any technical support, how do you rate the
technical competence of our staff and their response time?
e. Documentation: Were the documentation requirements explained thoroughly and
were you well-informed about the application forms and loan process?
If Yes to the above question, please provide your rating
f. Product Quality: How do you rate our products and services and did they meet your
needs and expectations regarding quality and performance?
g. Delivery: How do you rate our delivery on time performance and our commitment
to meet your delivery expectations?
h. Competitiveness: How do you rate the competitiveness of our products and do
they represent best value
i. Values: Please rate Our organizational values - Sense of Belonging & Transparency
j. Overall: How do you rate Shriram?

9. Are you likely to recommend your family and friends to Shriram City?
Values

Rating

a. Very highly
b. Highly
c. Moderately
d. No

10. Can you mention a few names of the Shriram employees that you interact with?
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Yes / No

11. Tick the following out of office interactions you have with our employees
Values

Rating

a. House Visits
b. Telephone Interactions
c. Attending Family functions
d. Others (please specify)

12. In your opinion how can Shriram Group improve its Customer Service?

Section 4 – Post relationship with Shriram
Critical Areas

Response

Were you able to take your business to the next level

Yes / No

Has there been an increase in the number and value of assets you own

Yes / No

Has there been a reduction in your liabilities

Yes / No

Have you started to recognize your importance to the society in a better manner

Yes / No

Do you feel that you would be able to provide a better life to your next generation

Yes / No

Has there been a betterment in your life style

Yes / No

Signature

Date
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SHRIRAM CITY – EMPLOYEE FEEDBACK FORM
Thank you very much for being a part of Shriram City. You play a crucial role in the company’s progress and it is
the management’s duty to ensure that you are cared for. To improve the employee satisfaction level; we
require your valuable feedback. Please spare a few minutes to answer this questionnaire. All answers to the
questions will be treated in the strictest confidence maintaining the highest level of confidentiality. We thank
you immensely for taking your time to provide us with your feedback.
For official use only

Name of the Respondent

Employee ID

Name of the Branch

Designation

Phone Number / Mobile

Gender

Date of Joining

Age

Male

Educational Qualification
For Your inputs

1. Tick the reasons why you are working with Shriram
S.No.

Reason

a

Competitive Salary

b

Perks and Benefits

c

Many opportunities to advance with the position

d

Company is prestigious and well known

e

Comfortable with the work culture

f

Freedom of working

g

Team work

h

Leaders as role models

i

Job Security

Tick

2. Please rate your degree of satisfaction to the following questions where:
4 = Excellent, 3 = Good, 2 = Satisfactory, 1 = Poor
S.No.
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Criteria

a

As an employee

b

Relationship with your colleagues

c

Company Culture

d

Learning’s at work

e

Exposure to varied Technological tools

f

Improved skill sets

g

Your own morale

h

Team spirit in work environment

i

Professionalism of your co workers
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Tick

Female

S.No.

Criteria

Tick

j

Work gives you a feeling of personal accomplishment

k

Receive appropriate recognition for your contributions

l

Ability to maintain a balance between your family and work life

M

Compensation matches your responsibilities

n

Job Security

o

Rewards & Recognition

p

Frequency of informal appreciation you receive from your supervisor

q

Company as a place to work

r

Overall Satisfaction

3. The following are the Organizational values of Shriram City. Please rate each of the values as perceived
to you on a scale of 1 – 5, 1 being least and 5 the most
Values

Rating

a. People first
b. Nurturing talent
c. Empowerment
d. Sense of Belonging
e. Transparency

4. Do you have the freedom to offer different / specialized services to the customers?
Yes

No

5. Do you feel you are contributing to the growth of your Branch / Department??
Yes

No

6. Tick the following out of office interactions you have with our customers
S.No.

Location of Interaction

a

House Visits

b

Telephone interactions

c

Attending family functions

d

Others, Please specify

Tick

7. How many customers are now your good friends?
8. Are you the first employed person in your family?

Yes

No

9. Are you the sole bread winner of your family?

Yes

No

10. What is / was the occupation of your parents?
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11. Has your savings potential increased after joining Shriram?

Yes

No

12. Has your social status improved on joining Shriram?
If yes, mention a few reasons

Yes

No

13. Are you the first generation graduate in your family?

Yes

No

14. Would you like your children to be
S.No.

Ambition

a

Completed High School

b

Graduates

c

Post Graduates

d

Others (Please Specify

Tick

15.Please tick a few career aspirations that you have
S.No.

Aspirations

a

Career advancement

b

Travelling across India

c

Attending International Conferences

d

Participate in promotional activities

e

Retiring from this company

Tick

16. Have you recommended any of your friend/relative for a
job at Shriram?

Yes

No

17. If No, will you recommend?

Yes

No

18. Any other feedback

19. Post Relationship with Shriram
Critical Areas

Response

Has there been an improvement in the behavior of your friends / relatives

Yes / No

Has there been an increase in the number and value of assets you own

Yes / No

Has there been a reduction in your liabilities

Yes / No

Have you started to recognize your importance to the society in a better manner

Yes / No

Do you feel that you would be able to provide a better life to your next generation

Yes / No

Signature

Date
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SHRIRAM CITY – DEPOSITOR FEEDBACK FORM
Thank you very much for your association with Shriram Group. It is our mission to provide our Depositors the
best possible investment solutions and in order to improve your satisfaction level; we require your valuable
feedback. Please spare a few minutes to answer this questionnaire. All answers to the questions will be
treated in the strictest confidence maintaining the highest level of customer confidentiality. We thank you
immensely for taking your time to provide us with your feedback.
For official use only

Name of the Depositor

Customer ID

Name of the Branch and

No of certificates held

Service Centre
Type of Deposit

Deposit Balance

Phone Number / Mobile

Gender

Educational Qualification

Age

Male

Female

For Your inputs

1. How did you come to know about Shriram City’s investment options?
Source
a. Agents
b. Family / Friends
c. Advertisement
d. Others (Please specify

Tick

2. For how many years have you been investing with Shriram City (including renewals)?
Years of Association with Shriram
a. 0 to 1 year
b. 2 to 5 years
c. 5 to 10 years
d. 10 to 15 years
e. Above 15 years

Tick

3. What has been your average investment in Shriram City?
Amount

Tick

a.Less than Rs. 5000
b.5001 to 10000
c.10000 to 25000
d.More than 25000

4. Which of the other investment options have you invested in the past (other than Shriram)
Investment Option
a. Mutual Funds
b. Fixed Deposits (Other than Banks)
c. Bank Fixed Deposits
d. Shares
e. Others (Please specify)

Tick
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5. What according to you are the reasons for satisfaction of the service
Reason for Satisfaction
a. Doorstep service
b. Transparency
c. Ease of operations
d. Existing relationship
e. Higher yield
f. Better structured instrument
g. All of the above

Tick

6. Please specify your monthly income bracket
Income Bracket (per month)
a. Less than 20000
b. 20001 to 50000
c. 50001 to 75000
d. More than 75000

Tick

7. Please rate your degree of satisfaction to the following criteria where:
4 = Excellent, 3 = Good, 2 = Satisfactory, 1 = Poor
Criteria
a. Dependability
b. Feel Good Factor
c. Company’s performance
d. Communication materials from the Company
e. Customer Relationship

Rating

8. Have you availed service from any of the other Shriram group companies?
Yes
If yes, which products
a.Deposits / NCD’s from Shriram Transport Finance Ltd
b.Life Insurance from Shriram Life Insurance Company
c.Mutual Funds through Shriram Fortune Solutions
d.Stock Broking through Shriram Insight Share Brokers
e.Loan from Shriram City union Finance Ltd

No

Tick

9. Would you recommend Shriram City’s Investment products to your friends and relatives? Yes
10. Any suggestions for improvement

Signature

Date
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SHRIRAM CITY – AGENT FEEDBACK FORM
Thank you very much for your association with Shriram Group. It is our mission to provide our Agents the best
possible products and services to deliver towards harnessing the complete potential of your contacts. In
order to improve the Agent satisfaction level; we require your valuable feedback. Please spare a few minutes
to answer this questionnaire. All answers to the questions will be treated in the strictest confidence
maintaining the highest level of confidentiality. We thank you immensely for taking your time to provide us
with your feedback.
For official use only

Name of the Agent

Agent ID

Name of the Branch

Agent Joining Date

Type of Products handled
Phone Number / Mobile

Gender

Educational Qualification

Age

Male

Female

For Your inputs

1. Number of dependents in your family
Number of Dependents
a. 1 to 3 members
b. 4 to 6 members
c. 7 to 9 members
d. Above 9 members

Tick

2. Tick the assets owned by you and mention its approx value as on March 2012
Assets

Approximate Value

a. House
b. Agricultural Land
c. Two wheeler
d. Four wheeler
e. Gold
f. Shares
g. Investment in Mutual Funds/FDs
h. Others (please specify)

Whether you owned it prior to being
Shriram customer
Yes / No
Yes / No
Yes / No
Yes / No
Yes / No
Yes / No
Yes / No
Yes / No

3. Association with Shriram Group
Years of Association with Shriram

Tick

a. 0 to 1 year
b. 2 to 5 years
c. 5 to 10 years
d. 10 to 15 years
e. Above 15 years
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4. Is the Agent-ship with Shriram is your full time profession

Yes

No

If no, please respond to the following:
Employment type

Tick

Agent of any other finance company
Agent of any other Insurance Company
Other business
Salaried

5. Please rate your degree of satisfaction to the following questions where:
4 = Excellent, 3 = Good, 2 = Satisfactory, 1 = Poor
S.No.

Criteria

Tick

a

As an Agent

b

Relationship with Managers and others in the company

c

Company Culture

d

Your own morale

e

Professionalism of Shriram Employees

f

Work gives you a feeling of personal accomplishment

g

Receive appropriate gains and recognition for your contributions

h

Compensation matches your responsibilities

i

Rewards & Recognition

j

Overall Satisfaction

6. The following are the Organizational values of Shriram City. Please rate each of the values as
perceived to you on a scale of 1 – 5, 1 being least and 5 the most.
Values

Rating

a. People first
b. Nurturing talent
c. Empowerment
d. Sense of Belonging
e. Transparency

7. Do you think Shriram offers personalized services to your customers?
Yes

No

8. Tick the following out-of-office interactions you have with our employees
S.No.
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Location of Interaction

a

House Visits

b

Telephone interactions

c

Attending family functions

d

At Shriram Office

e

Others, please specify
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Tick

9. How many employees are now your good friends ?
Yes

No

12. Has your savings potential increased after taking up
Agent-ship with Shriram ?

Yes

No

13. Has your social status improved after taking Agent-ship
with Shriram?

Yes

No

10. Are you the sole bread winner of your family?
11. What is / was the occupation of your parents?

14. Please tick a few career aspirations that you have
S.No.

Aspirations

a

Getting employed in Shriram

b

Delivering higher business volumes

c

Taking up more products

d

Participate in promotional activities

Tick

15. Have you recommended any of your friend/relative for
an Agent-ship at Shriram?

Yes

No

16. If No, will you recommend?

Yes

No

17. Any other feedback

18. Post Relationship with Shriram
Critical Areas

Response

Has there been an improvement in the behavior of your friends / relatives

Yes / No

Has there been an increase in the number and value of assets you own

Yes / No

Has there been a reduction in your liabilities

Yes / No

Have you started to recognize your importance to the society in a better manner

Yes / No

Do you feel that you would be able to provide a better life to your next generation

Yes / No

Signature

Date
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SHRIRAM CITY – DEALER FEEDBACK FORM
Thank you very much for your association with Shriram Group. It is our mission to provide our dealers the best
possible products and services and in order to improve the final customer satisfaction level; we require your
valuable feedback. Please spare a few minutes to answer this questionnaire. All answers to the questions will
be treated in the strictest confidence maintaining the highest level of customer confidentiality. We thank you
immensely for taking your time to provide us with your feedback.
For official use only

Name of the Respondent

Dealer ID

Location and State

Phone / Mobile

Type of Loan
For Your inputs

Section 1 – Business Information
1. Your Annual Turnover
Turnover in

Tick

a. Below 25 lacs
b. 25 lacs to 50 lacs
c. 50 lacs to 1 crore
d. 1 crore to 5 crores
e. 5 crore to 10 crores
f. Above 10 crores

2. Location of your business
Turnover in

Tick

a. Metro City
b. Urban Centre
c. Semi-Urban Area
d. Rural Area
e. Village

3. Majority of your customers belong to:
Turnover in
a. High class
b. Upper Middle class
c. Middle Class
d. Lower Middle Class
e. Others (please specify)
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Tick

Section 2 – Shriram City’s Relationship
4. Number of years with Shriram Group
Years of Association with Shriram
a. 0 to 1 year
b. 2 to 5 years
c. 5 to 10 years
d. 10 to 15 years
e. Above 15 years

Tick

5. Are you having relationship with any other NBFC / Bank??

Yes

No

6. If Yes, How do you compare the services of Shriram City to other financial institutions and commercial
banks? Tick the reasons why you are working with Shriram
a
b
c
d

Excellent
Good
Fair
Poor

7. Are you an agent of any other products of Shriram Group?
a
b
c
d

Chits
Term Deposits
General Insurance
Life Insurance

Section 3 – Shriram City’s Services Levels
8. Please rate your degree of satisfaction to the following questions where:
4 = Excellent, 3 = Good, 2 = Satisfactory, 1 = Poor
S.No.

Parameter of Response

Response

a

Responsiveness of our employees to your requirements

b

Customer Relationship of our staff

c

Timely Payments

d

Service and Support:

e

Clear and simple loan process

f

Competitiveness: How do you rate the competitiveness of our products
and do they represent best value

g

Values: Please rate Our organizational values - Sense of Belonging &
Transparency

h

Overall: How do you rate Shriram?
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9. Are you likely to recommend Shriram City to your friends?
Values

Rating

a. Very highly
b. Highly
c. Moderately
d. No

10. Can you mention a few names of the Shriram employees that you interact with?

11. Tick the following out of office interactions you have with our employees
Values

Rating

a. House Visits
b. Telephone Interactions
c. Attending Family functions
d. Others (please specify)

12. In your opinion how can Shriram Group improve its Customer Service?

Section 4 – Post relationship with Shriram
Were you able to take your business to the next level

Yes / No

Has there been an increase in the number of vehicles your sell

Yes / No

Were you able to service to the lower strata of the society better than before

Yes / No

Has there been a betterment increase in your life style

Yes / No

Signature

Date
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SHRIRAM CITY – BANK FEEDBACK FORM
For official use only

Name of the Bank

Executive Name

Name of the Branch
Type of Product(s)
Phone Number / Mobile
For Your inputs

1. How would you rate Shriram City in each of the following criteria
4=Excellent 3=Good 2=Satisfactory 1=Poor
a)

How would rate the depth in the Management of the company?

b)

How would you rate the company on reliability factor?

c)

How transparent has the company been in its deals?

d)

How proactive were the employees in approaching the Bankers?

e)

How would you rate the company about its consciousness about the value of money

f)

Please rate the company on how supportive they have been in the past

g)

How would you rate the company from Fairness perspective

h)

How organized has the company been in its deals?

i)

How would you rate the company on its support on your compliance requirements

j)

How would you rate the company on the effectiveness of its business processes?

2. The following are the Organizational values of Shriram City. Please rate each of the values as perceived
by you on a scale of 1 – 5, 1 being least and 5 the most.
Values

Rating

a. People first
b. Nurturing talent
c. Empowerment
d. Sense of Belonging
e. Transparency

3. Do you think Shriram City has enabled servicing the strata of customers whom banks have not
been able to, otherwise?
Yes
No
4. If Yes, What do you think are the reasons for the same?
Reason

Tick

a. Last mile reach to customers
b. Documentation simplicity
c. Credit Profile unsatisfactory for banks
d. All of the above
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5. What according to you denotes Shriram City having a better collection efficiency
Reason

Tick

a. Good relationship with customers
b. Hard Collection tactics
c. High security and Collateral
d. Lending to blue chip companies

6. Have you received any complaints from RBI on the portfolio provided
by Shriram City? If yes, please explain.

Yes

No

7. Would you recommend banking relationship with Shriram City for
co-bankers? If no, please explain why.

Yes

No

8. Would you like to enhance your relationship with Shriram City?
If yes, please specify how.

Yes

No

Yes

No

9. Do you think Shriram City has enough products to satisfy the customers
it’s targeting currently? If no, please give some additional products that
you would like Shriram City to provide.
S.No.

Products

1
2
3
4

Signature

Date
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SHRIRAM CITY – BOARD MEMBERS FEEDBACK FORM
Thank you very much for your association with Shriram Group. It is our mission to empower people through
prosperity and help people create wealth through quality non-banking financial services resulting in inclusive
growth. In order to evaluate our impact on the society we look forward to your valuable feedback. Please
spare a few minutes to answer this questionnaire. We thank you immensely for taking your time to provide us
with your feedback.
1. SCUF has evolved its values, objectives and activities. Please score each value and specific activity under
the objectives on the 1-2-3-4-5 scale according to how you think the organisation has performed during
the past two years. 1 means very unsuccessful; and 5 means very successful. If you do not know, please
write DK. Please use the comments section to add any other points explaining or expanding on the score
you have given
A. Values
Please rate the core values mentioned below

Rating

a. People First
b. Nurturing Talent
c. Empowerment
d. Sense of Belonging
e. Transparency
B. Objectives
Please rate each activity mentioned below

Rating

Objective 1: Provide credit and savings opportunities to individuals with small
businesses belonging to the credit starved strata in India through
• Enterprise Loans
• Individual Loans
• Debenture/Deposits
Your comments on this objective:

Objective 2: Foster a customer centric and community led workforce
• Customised products and services
• Branches located conveniently to serve the neighbourhood
• Recruiting people from the local community
Your comments on this objective:
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Rating
Objective 3: Practice frugal and efficient management processes ensuring
healthy customer retention
• Nurturing personalized customer relationships
• Using relevant technological support to foster customer relationship
• Hold regular stakeholder meetings
• Following an optimal cost model approach across all activities
Your comments on this objective:

2. You are involved in the following roles as a Board member. Please rate your role on a scale of
1 – 5 (1 being lowest and 5 being most)

Rating

a. Deciding policy issues and strategic direction
b. Acting as advisors to the organization
c. Giving support to staff of the organization
d. Having responsibility for the financial good management of the organisation.
3. Do you think the Board is well balanced? Yes / No
4. Are you well informed about the activities of SCUF? Yes / No
5.The SCUF Board meets very often. Are you satisfied with these meetings?

Yes/No

Why?

6. What according to you are the three strengths of SCUF?

7. What are three areas of improvement in your opinion?

8. Your opinion / feedback on SCUF for its future improvement (100 – 200 words)
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