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The annual BML Munjal Awards for ‘Business Excellence through Learning &
Development’ recognise organisations that successfully create and implement innovative
strategies for learning and development, using people development as a tool to achieve
Business Excellence. The awards also recognise organisations that use their training
initiatives to create competitive advantages and enable growth for their companies.

The BML Munjal Awards are named after the Hero Group Founder and Padma Bhushan
Awardee, late Dr Brijmohan Lall Munjal, who attributed an organisation’s success to its
employees and partners. He strongly believed that investments in them are the definite
way of attaining business excellence.

In their 15th year, the BML Munjal Awards are India’s much awaited awards in the
corporate landscape that impartially recognise innovations in the area of skill and
development. It acknowledges organisations that effectively harness employee talent
through training and learning.

Each year, the awards receive numerous applications that
go through several filters and an accomplished Jury
comprising of leaders across industry segment picks the
winners. The 2020 edition featured five winners. Out of more
than 175 leading organisations - 140 were shortlisted for
stage two; 76 organisations were shortlisted to present to a
cross functional and independent expert panel; a total of 14
organisations presented their case to the esteemed Jury.

Sustained Excellence is an exclusive Award Category
where only past BML Munjal Awardees are eligible to apply.
This special category award recognises performance
consistency in the space of learning and development of the
organisations that have already received BML Munjal Award.
Each application goes through specific evaluation
methodology that has been uniquely developed by an
accomplished research team comprising of faculty members
and researchers from Indian Institute of Management,
Ahmedabad (IIM-A), Faculty of Management Studies (FMS)
Delhi University, Management Development Institute (MDI)
Gurugram, BML Munjal University (BMU), besides other elite
institutions.

THOUGHT BEHIND BML MUNJAL AWARDS

AWARD CATEGORIES

PRIVATE SECTOR (SERVICES) | PRIVATE SECTOR (MANUFACTURING)

PUBLIC SECTOR UNDERTAKING (PSU) | EMERGING STARS

SUSTAINED EXCELLENCE
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INDIAN OIL CORPORATION LIMITED:
 FUELING INDIA’S ASPIRATIONS

Indian Oil is a diversified, integrated energy major with presence in almost all the streams
of oil, gas, petrochemicals and alternative energy sources; a world of high-calibre people,
state-of-the-art technologies and cutting-edge R&D; a world of best practices, quality-
consciousness and transparency; and a world where energy in all its forms is tapped most
responsibly and delivered to the consumers most affordably.

The company had a turnover of INR 6,05,924 crore (or USD 87 billion in 2018-19). It ranked
117th among the world's largest corporates in Fortune's 'Global 500' listing. Indian Oil, has
over 32,000 strong workforce. The business interests encompasses the entire hydrocarbon
value chain from refining, pipeline transportation & marketing, to exploration & production
of crude oil & gas, petrochemicals, gas marketing, alternative energy sources and
globalisation of downstream operations. The company has its subsidiaries in Sri Lanka,
Mauritius, the UAE, Singapore, Sweden, USA and The Netherlands. It is pursuing diverse
business interests with the setting up of over 20 joint ventures with reputed business
partners from India and abroad to explore global opportunities.

Some of the best practices adopted at Indian Oil in terms of L&D initiatives are Gyan Jyot
Version 2.0– Learning for All. Coverage of all employees up to Grade F, “DHRUVA”-
Grooming and engagement of customer attendants to enhance and improve the customer
service standards at retail outlets, Project ‘Saksham’ (meaning Competent) Transition from
Assessment to Development of Leadership Competencies, Gyan Prasar- Measurement of
the Knowledge which an officer acquires and feedback is collected from the Controlling
Officer and his/her colleagues.

'HR Facilitator' Initiative- An empathy-based initiative to expeditiously resolve HR related
queries of the employees through a single window concept. Unnayan (Corporate HR
Portal)- Under "One Corporation one HR", Indian Oil has come up with HR portal at
Corporate Level which is acting as a uniform platform where employees across the
Corporation can understand HR policies in a better manner. Recently developed an e-
learning platform christened Swadhyaya (Self-learning) which contains about 800 modules
on wide-ranging functional content across the organisation. Employees have consumed
over 3 lakh hours of e-content in about a year’s time. 

Expanding horizons of Industry-Academia Partnership- With a focus on strengthening
‘Industry-Academia’ partnership, as a first in the Industry, Indian Oil collaborated with
Institute of Chemical Technology (ICT) Mumbai to set up ICT-IOC Campus at Bhubaneswar.
Admission process for the 5-year integrated M. Tech Programme, through JEE-Main
examination has been completed for a batch size of 60 students, which saw an
overwhelming response from students.

Sponsoring officers for higher studies- Democratisation of learning blended with
promoting meritocracy in the organisation has been expanded by introducing a policy to
sponsor our talent to executive management programmes at select Management Schools,
namely IIMs – Ahmedabad, Bangalore, Calcutta, Lucknow and MDI Gurugram after they
secure admission going through the rigorous selection process of these institutes, which
includes GMAT examination, GD/GT and interview.
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The Cutting Edge for creating wealth, conducted for middle level managers in the age
group of 35 – 40 years. 36 batches have been completed. 
The Threshold– Leading in Uncertain Time, conducted for senior level managers in the
age group of 38 – 45 years. 22 batches of these have been completed. 
The Senior Management Programme (SMP) for senior executives for age group of 42
to 50 years. 11 such batches have been completed.  
Advanced Management Programme for Executive Directors and General Managers. 

Development of a general management orientation and a holistic and integrated
perspective through highlighting the inter-linkages across decisions in functional
areas.
Strengthening understanding of the key issues and challenges in strategy formulation
and implementation that would be faced by PSUs in general and IOCL in particular.
Enhancing the awareness about the threats, constraints and opportunities that have
arisen from operating in increasingly deregulated product, services and resource
markets.
Sensitising the participants to the need of value creation through appropriate
corporate actions for long-term survival and growth of the organisation.
Creating mindset for stretched targets and quick response along with developing an
inter-disciplinary perspective.

IndianOil LeadTalks (Vyakhyan)- On April 1, 2019, we have introduced a lecture series by
eminent speakers across industries, businesses and knowledge domains under the initiative
“Vyakhyan – Indian Oil LeadTalks”. The objective of Indian Oil LeadTalks is to keep IOCians
abreast of the emerging market trends, latest and disruptive technologies, global
benchmarks, changing business scenarios, etc.

Leadership Development (Flagship Programmes)- Long duration training programmes,
for different levels of executives based on their roles in the organisation have been
created. These programmes are: 

1.

2.

3.

4.

These programmes covering executives from middle, up to senior management has been
developed with the following objectives: 

Skill Development- Indian Oil has taken the lead in setting up Skill Development Institute
(SDI) in Bhubaneswar in partnership with other PSUs in the sector, where state-of-the-art
employable skill training is currently being imparted in six trades, namely- welding,
electricals, computer data application (for girls), fitter fabrication, technician
(Instrumentation) and pipe fitting– CGD.
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DELHI METRO RAIL CORPORATION
LEARNING MAKES THE CAPITAL’S LIFELINE ALIVE

Delhi Metro Rail Corporation (DMRC) has been at the forefront of mass urban
transportation in India. The company was able to completely revolutionise the
transportation scenario in a relatively eco-friendly way. The vision of the company is to
provide customers a delightful commuting experience, this has been seamlessly
integrated with the business to provide a unique high-quality customer experience. The
development of its team was prioritised by the leadership in attaining services above
existing industry standards and that seems to have done the trick. DMRC was amongst
the first MRTS Company in India to provide with training curriculum and infrastructure
for its own employees and other upcoming MRTS. Learning and development became
key towards career progression. 

With sustained growth and asset expansion, DMRC has shown high employee retention
across most of its departments. The objective of investment in training of resources has
not been limited to making employees develop themselves in a manner restricted to
their departments. It has rather focused on equipping individuals with multi-disciplinary
knowhow such that they can broaden their reach. Multitasking capability in workforce
provides the organisation with flexibility to operate and improve productivity. This has
created an eco-system fostering personal learning development and breaking the
monotony of working on a single profile. Motivated workforce has ensured higher
efficiency  across verticals. 

As a company working for transportation across Delhi-NCR with an enormous network,
there were initiatives tailor made for its wide-ranging customers. Programmes like Sign
Language, Soft Skill Development, Customer Care Services and First Aid were
introduced to align with customer needs to enhance professional development. Various
aspects of operations through technology and equipment’s like Signaling & Telecom,
and Overhead Equipment helped in attaining safety and reliability for the customers.
The success of these alignment was visible in the Customer Satisfaction Index standing
at 99.99 per cent for the financial year 2019-20. 

To harness this growth of employees professionally, learning and development has
served as a key enabler. Building sample yards for practical training, and sizable
investments for ensuring high quality Learning & Development has been a strategic
element of organisation’s work plan. To achieve this, DMRC has not just involved
external agencies, but have also relied heavily on their innate capabilities to create next
generation leaders. 

With focus and steady growth, DMRC is moving towards a self-sustained business and it
would be interesting to see how they sustain and grow in the post COVID world.

BML MUNJAL AWARDS, 2020 | BEST PRACTICES | PAGE 6



AI AIRPORT SERVICES LIMITED
LEARNING TO EXCEL AND EXPAND

Air India Airport Services Limited (AI APS) is a fully owned subsidiary of Air India Limited,
formed with an aim to provide unified ground handling services at most airports in India
and is working towards providing high quality services at all times. 

After the Government of India allowed private ground handlers, both domestically and
internationally to operate at Indian Airports, Air India’s subsidiary, Air India Air Transport
Services Limited (now AI Airport Services Limited) was the first Ground Handler in India to
achieve IATA's ISAGO Certification. The organisation believes in continuous learning and
development. It undertakes small initiatives to navigate through typical challenges in its
complex operations. One of the major challenges that AI APS faced was acquiring
business not only during the pandemic, but throughout. The organisation banked on the
learning and development team to steer them away from this crisis. The team developed
specific modules focused towards tackling this aspect and its revenue speaks effectively. 

AI APS undertook learning programme with multiple buckets to focus on leadership,
strategy, customer focus, safety awareness, technical knowledge and processes. The
learning process ensured operational safety along with a highly driven workforce.
Enhanced productivity and on time performance with 14,000 flights handled per month as
compared to 12,508 flights the previous year are indicators which states the organisation’s
intent to learn and grow. 

The organisation also takes pride in its ability to manage crisis. One such example is when
the Cochin Airport was closed due to floods, the Government decided to operate
commercial flights from INS Garuda, the Indian naval air station located in Kochi. AI APS
conducted a massive exercise overnight to position trained manpower and equipment and
ensured seamless operations. 

During COVID-19 pandemic, AI APS was able to perform beyond expectations by working
and using its learnings in a highly productive manner.  The entire nation went under
lockdown from March 25, 2020.  Scheduled passenger flights stopped operating in and
out of India. However, there were many non schedule charter flight operations carrying
relief materials, medicines, passenger repatriation which had to be handled at a very short
notice.  Handling of these flights was a great challenge for AI Airport Services, as
employees faced hardship in reaching the airport and undertake their duties, but
overcoming these challenges was ensured due to the willingness and high motivation
levels of their employees to serve the nation during the crisis. Coupled with L&D, AI APS
assured best services to its client airlines even under such lockdown restrictions. The
Ministry of Civil Aviation appreciated AI APS through a tweet of setting “AN EXAMPLE OF
EXEMPLARY TEAM WORK”.
 
AI APS has rendered ground handling during the nationwide lockdown to over 47509
flights when scheduled flight operations had been stopped, i.e. from March 25, 2020 till
January 10, 2021.  In addition the company holds the distinction of handling 97,802 tons of
cargo during this period. 
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AI Airport Services recently took on a major challenge, when it was asked to take over
passenger and cargo flight handling within 15 days from the non-entitled entities.  This
was at Chennai, Kolkata, Calicut, Trichy, Coimbatore, Pune and Goa Airports.  AI APS
with its expertise as well as direction and guidance by the senior management accepted
the challenge of taking over 13 Airlines at the commencement of the New Year i.e. 0001
hrs on January 1, 2021.  The smooth transition has even been acknowledged and
appreciated by the Ministry of Civil Aviation.  
 
The combined force of learning and guidance provided by senior management has
helped the organiaation surpass all barriers and deliver efficiently. With its motivated
workforce AI APS is geared to take up any challenge that comes its way in the field of
Ground Handling at any Airport in India.
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ONGC MANGALORE PETROCHEMICAL LIMITED
WHERE LEARNING IS THE FUEL

ONGC Mangalore Petrochemicals Limited (OMPL) is a Government of India Enterprise, A
Subsidiary of Mangalore Refinery and Petrochemicals Limited (MRPL) located
strategically in MSEZ Mangalore, is engaged in the Aromatic business. This young
company promises high growth potential in near future. It has already created brand
position in the Global Market and is number one PSU in term of net foreign exchange
earners for the country for last 2 years. With more than 1925 safe man days, it is one of
the safest Petrochemical industries in India.

The organisation has made concerted efforts to identify gaps across its business value
chain and make headway towards creating a holistic business optimisation. It has
achieved high degree of success in integrating knowledge and skills to deliver high
product purity, ultimately leading to higher customer satisfaction. 

OMPL takes pride in sharing its turnaround journey towards achieving the high product
value. They went back to the drawing board and identified learning and development as
a key component for fast paced sustainable business growth. Over the years it invested
continuously in various learning and development initiatives. It focused itself towards
specialised trainings in order to build requisite technical competence. The initiative
started with the process of competency mapping followed by systemic internal audits.
They deployed a battery of programmes towards capability building. Blended learning
approach along with continual assessments, on job evaluation and feedback has been
made a part of day to day organisational processes. This has had a lasting impact on
the employees, for it has given them requisite exposure and knowledge to benchmark
skills with highest international standards. Other noteworthy initiative was introduced by
the company which was focused on achieving excellence through technical trainings.
The operational performance was measured as a tool to gauge needle movement.
Sizeable investments have been made to improve decision making skills, as they are key
to organisation’s productivity and efficiency. Deployed programmes target all levels,
starting from fresh engineers. Skills gaps were recognised by the company between
knowledge and skill within its vibrant young work force. With increase in energy and
free- spirited recruits the challenge was dealt head on by OMPL. The provision of
training and certification ensured successful elimination of the skill gap.

Learning and development for the company did not limit itself, with the pandemic on
force learning and adapting to the change became one of its major priority. It focused
on its people, its system and provided with a platform for communication. It also
included specific training programmed with exposure to international best practices
and even focused on re- learning. Digital learning became the prime centre for the
organisation's growth. Persistence of the organisation in pursuit to create a progressive
eco-system for all is worth a note.
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LIFE INSURANCE CORPORATION OF INDIA
JUGGERNAUT THAT LEARNS AND GROWS BIGGER

LIC of India is the amongst the most dominant life insurer in the Indian scenario and is in
a habit of breaking its own records only to create new ones. Lately, it crossed the
milestone of issuing over 1 crore policies with a healthy growth rate of 16.67 per cent
from previous financial years. The company dominates the Indian market today with
2048 fully computerised branch offices, 113 area offices, 8 zonal offices, 1381 satellite
offices and corporate offices. Managing resources at such a massive scale requires
systems and workforce which are continuously upgraded. It would be safe to presume
that the organisation has continuous learning in its DNA. 

The company attributes its dominance in the industry to the years of experience and its
ability to upgrade itself in line with the continuously changing industry dynamics. They
have deployed a holistic approach to learning and development which pragmatically
blends usage of inhouse and external resources. This allows the organisation to not just
onboard new skills, but help disseminate its past learnings and experiences. 

Leadership development has been a critical enabler for the organisation to sustain its
dominance. Initiatives have been segregated across three clusters- leading self; leading
others; and leading for results and the success of this has been visible through improved  
business performance, growth in single premium and non-single premium. The
organisation evolved its modus operandi by introducing the administrating and
marketing team towards digital literacy and customer sensitivity. This provided a
competitive advantage in the said areas. Impact of such initiatives was clearly visible in
its audit/inspection ratings. Out of a total of 2048 branches, 966 Audit Rating and 1425
Inspection Rating proved excellent for the financial year 2019-20. 

The company used COVID-19’s lag period to equip itself with knowledge and novel skills.
Learning and Development was further enhanced by virtual trainings in conjunction with
different institutes and programmes. With 18,079 professional employees trained and
completing 811 sessions all over, the organisation was able to convert crisis into an
opportunity. 

Further, the company has focused itself towards initiating a knowledge portal consisting
of departmental/functional self- learning modules and assessments to build requisite
technical competence. LIC's pursuit to expand its learning ambit and imbibe global best
practices in order to ensure optimal productivity and business excellence is indeed
applaudable.
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SIEMENS LIMITED
ALWAYS LEARNING, ALWAYS GROWING

Siemens is a brand trusted for its electrification, automation and digitalization solutions
across multiple industry verticals. As one of the world’s biggest producers of energy-
efficient, resource-saving technologies, it is a pioneer in infrastructure and energy
solutions, automation and software for multiple industries and is a leader in medical
diagnosis. Siemens also provides business-to-business financial solutions, rail
automation and wind power solutions. The organization has continuously increased the
span of its offerings while maintaining optimal quality standards. They seem to
epitomise engineering excellence, innovation and reliability in their world of work. 

Siemens has deployed a very methodical approach towards ensuring steady evolution of
the organisation around the four key strategic priorities which are Customer Impact,
Technology with Purpose, Empowered People and Growth Mindset; catalyst to this
has been the learning and development function which has acted as a key strategic
enabler to all organisational transformation initiatives.

The organisation showcases a very structured approach to workforce capability
development and cultural transformation to meet the organisation’s business goals.
Each initiative has been strategically designed to keep the business outcome in mind
with well-defined success parameters creating high business impact. 

The learning culture in the organisation is driven by the leadership commitment towards
people development and this is visible in the way the organisation has invested in
creating the future learning ecosystem.

Out of the several interventions across levels that the organisation has implemented,
two interventions standout both from the investment and impact perspective. One of the
initiatives is around driving cultural change called ‘People Matter’. This initiative has
been rolled out with the intent to drive Ownership Culture while making Siemens a
Great Place to Work. 

The intervention has been administered to 800+ people managers and impacted more
than 8000 employees across all levels and functions. This initiative focused on
converting people practices into impeccable employee experiences, resulting in
engaged workforce with higher ownership, thereby resulting in sustained business
results. People Matter initiative not only supported the organisation to become a ‘Great
Place to Work Certified Organisation’, but it also substantially contributed towards an
increased NPS score from 58 to 72 in a span of 3 years. 
 
Other such initiative is ‘Building and Nurturing C-Suite Relationships’ to drive a high-
performance culture. The organisation partnered with Harvard Business Publishing for
the same and launched a capability development initiative for the Key Account and
Senior Sales Managers. Since the inception of this initiative, the organisation has not
only noticed a steady improvement in the customer satisfaction levels, but also had a
Return on Investment besides increasing revenues, sizably.
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The organisation envisaged the future of learning as digital and invested in creating a
technology driven learning ecosystem that supports in personalised learning for each
employee to stay ahead of the curve. The downtime during COVID-19 acted as a
catalyst for the organisation to push digital learning. Various innovative learning
campaigns helped the organisation increase adaption and promote the digital learning
culture further.

Siemens is now focusing on leveraging the network effects from the digital learning
ecosystem comprising: learners, platforms, technology and partners to orchestrate
learning through internal and external collaboration and co-creation.

The futuristic learning approach from Siemens has gathered sizeable traction, and this
has further motivated the management to invest time and resources on developing and
maintaining the same. The organisation’s intent to foster a culture of continuous
learning and development in its workforce and its zeal to establish new benchmarks
continuously, is indeed remarkable.
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TIMKEN INDIA LIMITED
‘LEARNING & DEVELOPMENT’- THE NEW NORMAL

Timken India Limited, a Timken Company subsidiary, started manufacturing bearings in
India nearly three decades ago and today has state-of-the-art manufacturing plants in
Jamshedpur and Bharuch to serve bearing market needs and beyond. Deploying the
highly collaborative technical selling model which is Timken’s hallmark, the team has
sustained high growth momentum. The India team works directly with large OEM
customers and end users through a network of authorized distributors to design and
deploy application recommendations for optimising equipment performance and
reliability. The Timken Technology Centre in Bangalore is one of the four captive Timken
innovation and development centres around the world, which provides customers a
unique opportunity to access a global pool of engineering expertise and latest
technological advancements.

The organisation takes pride in its heritage which has provided them with distinct culture
and values that makes the workforce intrinsically strive for excellence. The organisation
has used the learning and development function to great effect in order to ensure that
each member of the organisation has a unified vision. The function has also evolved
itself into a systematic problem solver which deploys both internal and external
resources in order to blend education, experience and exposure in an optimal manner.
 
To create a pool of leaders an exhaustive leadership development programme was
launched which focussed on honing the leadership competencies in identified high
potential candidates along with coaching and mentoring skills to drive efficient
knowledge and experience dissemination. The overarching theme was to leverage
learning for helping individuals achieve their aspiration. The programme was focussed
towards development of techno-functional expertise in high potentials with a view to
drive operational excellence in sales, manufacturing and supply chain. The results speak
for the quality of the initiatives. TMOS, Lean leaders and practitioners has helped the
organisation save more than 5 million USD. The frontline sales training has been
credited for double digit growth despite the sluggish market.
 
The importance of continuous learning environment is reiterated frequently by senior
leaders. A testament to that is that TMOS and TQMS Programme were driven by the top
management and endorsed by the CEO of the Timken Company. Tail effects include
increase of engagement level of teams to 80 per cent, all the KPIs of the organisation
were given a green status and even exceeded set targets. The organisation’s
determination to thrive in the new normal without compromising on the brand promise is
truly remarkable.
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BOSCH LIMITED
SUSTAINING GROWTH THROUGH DIGITAL

TRANSFORMATION

Bosch is a leading supplier of technology and services in the areas of Mobility Solutions,
Industrial Technology, Consumer Goods, and Energy and Building Technology. In India,
Bosch set-up its manufacturing operation in 1951, which has grown over the years to
include 18 manufacturing sites, and seven development and application centres.
Additionally, Bosch in India has the largest development centre outside Germany for
end-to-end engineering and technology solutions. 

For an organisation with such heavy infrastructural assets, Bosch has faced headwinds
due to the technological disruption in the industry. However, to continue its journey of
growth and dominance, the company aimed to tackle and address the wave of
challenges in a timely manner with fast-paced development of its human capital. One
of the key challenges faced by the organisation during its digital transformation journey
was the shift from a conventional product portfolio to next-generation technology
products. This led the team at Bosch to divert their time and attention to acquiring new
skill sets and knowledge, and on boarding IT-related competencies. 

The organisation’s learning and development team stepped up to the occasion and
created a holistic transformation plan. In doing so, they introduced a flurry of initiatives
that focused on relevant business areas such as RFID, EWS, MES, AC, etc. The L&D
initiatives spurred with the creation of targeted training plans for various competency
levels and groups. With increased depth and variety of modules to access, the
organisation invested in building a platform for its workforce to engage and empower
themselves with the knowledge and skills required for this new age. Bosch was able to
achieve its targets and financial goals as a direct outcome of improved employee
efficiency and productivity levels. 

The effectiveness of the training and implementation initiatives were measured based
on the return on investment and the positive impact generated. Time and again, the
management has reposed its faith in the idea of ‘people development being the way
forward,’ and will continue to invest in more such initiatives in the future. Going forward,
a battery of initiatives has been created to ensure high quality succession planning and
Big Data analytics while the senior leadership has invested sizable time and effort in
executing a range of coaching and mentoring exercises. Among these initiatives, the
reverse mentoring program particularly stood out in recognition and has resonated with
the industry for creating a proficient learning culture across multiple levels within an
organisation. 

With the organisations today striving to challenge industry benchmarks at regular
intervals, they seem to be creating a model of development that would soon become a
template to be followed in the days to come.

BML MUNJAL AWARDS, 2020 | BEST PRACTICES | PAGE 14



EXIDE INDUSTRIES
WHERE LEARNING IS A WAY OF BEING

Exide Industry is India's largest storage battery company with widest range of both
conventional flooded as well as VRLA batteries. Apart from serving the domestic market
the company exports batteries to more than 45 countries which have captured niches in
South East Asian and European markets. Exide designs, manufactures, markets and sells
the widest range of lead acid storage batteries in the world from 2.5Ah to 20,600Ah
capacity, to cover broad spectrum of applications. 

Using their experience of ten decades along with technological prowess, they
manufacture batteries for the automotive, power, telecom, infrastructure projects,
computer industries, as well as the railways, mining and defence sectors. The
organisation takes pride in having the distinction of being one of the largest
conglomerates which has been able to make profit for over 100 years. With the battery
industry going through a tectonic shift in the last few years they have made consistent
efforts to evolve both technically as well as operationally to overcome any and every
challenge that comes their way. 

Exide Industries seems to have lived by the mantra ‘change is the only constant’ and has
deployed learning and development as the strategic lever to drive the organisation
towards sustainable and continuous growth. They identified three major challenges
within their industry, those being ‘fast paced evolution of energy storage technology,’
mind set to embrace change and continuous enhancement in productivity and
efficiency.’ On road to this transformational journey, Exide invested in creating three
knowledge assets namely Exide Leadership Academy, Exide Coaching Academy, and
Exide Manufacturing Academy. 

The organisation introduced a coaching culture for effective and efficient knowledge
transfer across all levels. These initiatives have given Exide an edge in expediting
research and development. The leadership academy worked towards developing 50
leaders as Exide coaches. The entire leadership of the organisation showcases
resonance with learning initiatives and have been motivated to develop themselves and
their workforce together. 

Exide used the COVID-19 crisis as an opportunity to accelerate the development and
deployment of digital learning initiatives. They developed an online collaboration
application which helped and continues to help them gauge employee pulse in real-
time. The application allows fast paced dissemination of information through blog posts
and also serves as a platform to host engaging digital fun events. Exide also developed
the Corona Mitra- Mobile Health application. It provides a range of services dedicated
to COVID like 24x7 online consultations, dedicated SPOC for COVID care management,
facilitation of cashless hospitalisation if required and other related services. 

Exide comes across as an organisation which intends to institutionalise innovation and is
making multiple efforts to do so across all levels and functions of the organisation. The
focus of the management towards ensuring effectiveness of each learning and
development initiative is exemplary.
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MAHINDRA RURAL HOUSING FINANCE LIMITED
ARCHITECTS OF THE INDIAN RURAL HOUSING

REVOLUTION

Mahindra Rural Housing Finance is one of the largest housing finance organisations
serving rural India. It was established in 2007 with the purpose of providing home loans,
primarily in rural areas, to transform thatched, mud-plastered walls into strong, concrete
homes to shelter the loved ones of its customers. With the mission of transforming lives,
MRHFL entered the home loan market with a product customised for the underserved,
credit-starved rural Indian. 

At present, it is spread across 13 states in India, serving in 80,000 plus villages, directly
catering to 9.5 lakh customers with a network of 600 plus branches. They have built
themselves as an organisation that is continuously challenging conventional thinking and
innovatively using resources to drive positive change in the lives of their stakeholders
and communities, in line with Mahindra Group’s purpose to ‘Rise’. 

The organisation showcases immense faith in the ability of its learning and development
team for driving sustainable growth in line with its vision. A People CMM Level 5
certified organisation, MRHFL has adopted a meticulous process-oriented approach
towards creating an ecosystem wherein learning and development happens naturally
rather than forcefully.  

For example, their average employee is 25-28 years old and born and brought up in the
very village where they now operate for MRHFL work.  Hence, they are not your
“quintessential city learners”. Most of them have not had a good experience with the
formal education system. Hence, in MRHFL’s learning philosophy, a big emphasis is
placed on on-the-job learning and mentoring, with senior employees showing junior
employees the ropes with real-time, existing customer cases. This ‘informal’ learning is
then bolstered with formal classroom training. The entire learning framework is based on
the Katz model. 

The learning function was able to identify organisation’s key challenges and devise
exhaustive initiatives for all round development. One such initiative undertaken is
SANKALP, a development programme for Branch Managers. The challenge was to help
employees transition from fantastic individual contributors to effective team leaders.
The learning process included classroom sessions, group mentoring, systems training and
Assessment Centres pre and post training. A testimony to its success is a positive shift
observed in key business indicators and that 65 per cent of Branch Managers are home
grown in an industry that faces large-scale attrition.  

Grooming leaders for tomorrow is a key focus area. One of the flagship programmes
introduced for mid-level managers is CAREER LAUNCHPAD. It was aimed at instilling
critical leadership competencies in participants. Employees were engaged through a
Google Classroom, where they were provided with various sources of knowledge such
as specially curated articles and videos based on the Mahindra Leadership
Competencies. Further, Action Learning Projects were designed for participants to
apply their learning on the jobs. The impact of the program was seen in the fact that the
percentage of candidates who cleared the Mahindra Group Level Assessment Centre
after completion of the program tripled compared to previous years. 
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MRHFL was also committed to finding the opportunity in the Covid crisis. While
employees were not reporting to branches, they could utilise this down-time for their
own learning, up-skilling, and strengthening of abilities. Hence, a new initiative called
‘SHARPEN THE SWORD’ was launched, based on the age-old adage, “the more you
sharpen the sword, the less you bleed in battle”. 

Through Sharpen The Sword, over 8000 frontline employees were up-skilled through
digital means in a short span of 3 months starting April 2020 (when the pandemic broke
out). Further, for senior leaders, approximately 250 in number, a consortium of business
simulations, specially curated articles and videos and self-paced e-learning
programmes were provided.  

Lastly, in 2020, MRHFL was recognised as one of the 9 in-house unicorns of the
Mahindra group. It is poised to go for an IPO in the next 2-3 years. To achieve its lofty
aspirations, MRHFL strives to continuously strengthen its culture of learning and always
appreciate its employees for their ceaseless efforts to impact their communities. All in
all, they strive to live up to the term coined for their business by Anand Mahindra
himself, - “A Business for Good”.
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GMR GROUP: DELHI INTERNATIONAL AIRPORT
LIMITED (DIAL) 

BLENDING ORGANISATION’S VALUES IN LEARNING,
DELIVERING EXCELLENCE

GMR Group is one of the fastest growing infrastructure enterprises in the country with a
rich and diverse experience spanning across three decades. GMR is uniquely placed to
build state of the art projects in sectors that are of critical importance in nation’s
infrastructure development. The Group has successfully leveraged its core strengths to
implement several iconic infrastructure projects in India. GMR group entered the airport
infrastructure development space about two decades back, and is today perceived to
be amongst the top five airport developer and operators globally. 

Delhi being the national capital becomes the centre for bulk of international and
domestic flights. Also, the fact that the air traffic has been on a steady growth in the
last two decades implies the need for continuous improvement and forward thinking to
ensure efficient stakeholder management. The fact that Delhi airport is rated amongst
the best globally speaks highly of DIAL’s planning and execution capabilities. The team
takes pride in its achievement and credits learning and development for its ability to
grow and sustain the business operations in a productive and efficient manner. 

DIAL devised a holistic approach towards Learning and Development initiatives wherein
it has been able to seamlessly blend GMR’s values and belief’s with passenger’s
experience. The initiatives have been taken by the learning and development team have
got continuous support from the senior management. One such example is the
involvement of COO and Terminal Heads in the entire L&D cycle of programme
creations, mentoring and assessment and certification. The organization has been able
to utilise certification in a very smart manner by linking them to customer satisfaction.  

The organisation has devised various learning modules and has created a progression
matrix which gives a clear picture of its zeal to enhance stakeholder experience to the
highest level. The organisation has also rolled out multiple initiatives to drive capability
building of its partners in the ecosystem. The interventions ranged from grooming
standards of on the floor staff to efficient management of irate customers. The
organisation has also rolled out initiatives to improve the post airport travel experience.
The ability of the organisation to measure the outcomes and output of deployed
programs is noteworthy. 

The organisation is continuously working towards capacity optimisation. One of the key
challenges is about tackling the increasing demand for airspace capacity which has
been addressed in conjunction with Airport Authority of India and NATS wherein multiple
tactical and strategic initiatives have been undertaken.  This has also helped DIAL in
implementing independent operations while equipping them with the ability to carry out
necessary systems upgradations. 
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Training around the same have been facilitated by the senior management ensuring
systematic knowledge transfer across levels. This method has helped in institutionalising
the development journeys for employees across various levels of the organisation. This
initiative produced an increased airfield capacity of 1465 in 2019 from 1315 in 2017, with
domestic ‘on time’ performance to 83 per cent.

The all-round efforts have been rewarded by elevated rating of 10 per cent by Skytrax.
The airport was rated as 4 star for 2 years consecutively also it has the distinction of
being called the ‘World best airport’ in the category of those that handle over 40 million
passengers in a year. Going forward the organisation has identified the need of
multiskilling its workforce, faster adoption of new technological aids, retention of
workforce as key priorities. The intent of the organisation to learn and grow is highly
commendable.
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L&T INFOTECH
BUILDING IT STRONGER

L&T Infotech (LTI) is a global technology consulting and digital solutions enterprise
helping more than 400 clients succeed in a converging world. With operations across 32
countries, the 33,000+ workforce strong organisation works with speed and innovation
towards increasing the effectiveness of business and technology operations. They are
focussed towards accelerating the digital transformation for their clients by deploying
platforms that enable their mobile, social, analytics, IoT and cloud journeys. As the
information technology arm of Larsen & Toubro group, the organization takes pride in its
heritage.  

With a wide range of expertise comes a wider set of challenges for which the
organisation needs sustainable solutions in order to maintain a strong growth trajectory.
One of the major challenges addressed in the recent past has been workforce
transformation; accelerating transition from a traditional to a digital workforce. LTI
executed a meticulously planned learning and development initiative wherein focused
three stage programmes iRise, iLead and iLead plus were launched to cater to the
entire spectrum of development needs. 

LTI appreciates the need for onboarding high quality talent. They have invested towards
hiring the right talent with industry/domain knowledge, both laterally as well as from the
top B schools. These new joiners were further immersed in learning curriculum with 500
plus hours of classroom learning, 140 plus facilitators and 200 plus hours spent on
exhaustive assignments. Learning has been given a new dimension by going beyond
development of theoretical knowledge and onboarding practical experiences by way of
action learning projects.

Opportunities like customer facing, RFP’s/ RFI’s, case studies and peer learning has
helped employees to open a new opportunity set by filling the gap in skill development.
The organisation invested in developing a simplistic yet intuitive platform to learn,
practice and grow with functionalities like individual development plan creation, virtual
group activities, in-person connect, panel discussions etc. The organisation takes pride
while stating that their platform is one of the most intensive operating system created to
transform and align to new needs of the workforce. The company also invested towards
facilitating intensive training programs for select high potential employees. 

It seems that the organisation has been able to create an ecosystem where individual
growth is an outcome of his learning and its implementation. The organisation’s
leadership has given great amount of impetus on not just reaching performance targets
but also team development targets, something that differentiates it from most
organisations. With a culture that strong the organisation seems slated to sustain its
high growth.
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 YOUR-SPACE  
LEARNING TO CARVE ITS SPACE

Your-Space is an IIM - Cambridge - Oxford alumni initiative dedicated to making the
lives of young adults living away from home for their studies a safe, hassle-free and
memorable hostel experience. With a mission to provide parents with assurance of
secure and comfortable living for their children. They aspire to provide students a
holistic living experience in a friendly and inclusive community. 

The organisation’s foundation is cemented together with four pillars of commitment:
Safety, Comfort, Community, and Health. They currently operate across 8 cities, 45
hotels and 5000 plus students. The brand is empanelled with institutes of repute like
WWI Mumbai, Pearl Academy, ISDI Mumbai and IIT Bombay, to offer housing solutions to
its students. They have made conscious efforts to create a jovial atmosphere in its
facilities to foster creation of a community which becomes its brand ambassador. The
organisation envisions itself to become India’s most trusted and loved student housing
brand, thus the center of focus is the student satisfaction score and the retention rate.
The way in which they have approached operational optimisation and performance
improvement is a key differentiator which involves strong focus on learning and
development of its workforce. 

The learning initiatives of the organisation have casted a positive impact on the
operational matrices like student satisfaction score which is monitored through an app
based survey every quarter. The key learning and development goals include leveraging
student feedbacks to enhance and create a healthy competition among the property
managers. Your-Space has invested sizably on its workforce to ensure not just customer
satisfaction, but customer delight, for they strongly believe that this would be a key
growth driver in times to come. They have made efforts to digitally enable their facility
management staff to track their performance on a regular basis. While doing so, they
have purposefully gamified the entire exercise in order to foster healthy competition
amongst property managers. This has also paved way for best practice capturing and
dissemination across facilities which could help the company improve its bottom-line in
the long run. 

During COVID-19 lockdown, the company focused on following detailed protocols
across all its locations and creating a safe place for the students. Quarantine rooms
were created, home healthcare providers were arranged, separate partitions were
created in rooms for extra privacy. Health insurance with COVID covers have also been
provided for all residents and employees. The organisation went ahead and repurposed
some of its properties to support frontline healthcare workers.  

In times to come, the company plans to deploy learning and development initiatives
strategically to ensure a consistent level of service throughout all its facilities. The
organisation’s focus on use of learning and development in its early years of existence is
truly remarkable.
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PAISABAZAAR
DEVELOPING NEW AGE LEARNING INITIATIVES

Paisabazaar is India’s largest online marketplace for lending products. The organisation
disburses loans to over 1000 cities and town across India every month. They work with
over 60 banks and financial institution to offer more than 300 products to consumers.
They also run nation’s largest credit awareness by offering free credit report to
consumers. The vision of the enterprise is to make complex financial decisions simple for
its customers; a philosophy that has helped them become India’s No. 1 personal finance
platform and the only independent digital organisation to disburse over INR 12,000 crore
of loans on an annualised basis. It is consistently making efforts towards continuous
development of its people in order to ensure perfect alignment of its workforce with
business goals. 

The company from its genesis has been oriented towards the goal of onboarding 10 per
cent of unsecured loan market. A challenging goal brings along even more stimulating
roadblocks. From increasing financial literacy, to enhancing per person productivity in a
high attrition industry, the organisation has shown faith in its ability to learn fast and
capitalise its learning. A demonstration of the capability of learning and development
function was evident in the achievement of increase in productivity by more than one
and a half times over the last one year. Attrition rate dropped from 102 per cent in
2018-19 to 84 per cent in 2019-20, while employee retention increased from 16 per cent
in 2018-19 to 30 per cent in 2019-20. All that has led to greater customer engagement
and satisfaction leading to a repeat customer rate of around 60 per cent.

Learning and development initiatives have also been given the digital edge; the
organisation onboarded an online learning and assessment platform in order to further
enable its workforce. This remarkable initiative, called ‘Drishti’, has got the organisation
investing in creating an in-house skill assessment software which has led to error
reduction of up to 50 per cent. LEAD - Leadership Excellence And Development - is
another important training intervention for supervisors. A combination of multiple
initiatives like the above has built a culture of quality within the organisation, and has
acted as a key enabler in minimising errors and building trust between all stakeholders.

The organisation took the COVID-19 challenge head on and deployed a flurry of
changes. The work from home experience was seamlessly implemented along with data
automation with Paisabazaar digitisation stack. Also, a realigned incentive mechanism
was devised to ensure higher employee engagement during remote working. Going
forward, the organisation is focused towards fast paced growth and its learning and
development function is motivated to addressing all upcoming needs with continuous
learning and development engagements.
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CONCLUSION
The path-breaking initiatives taken by these organisation are a testimony to the fact
that learning and development is no more a tactical lever to business, but a strategic
one.

Organisations are working harder than ever to ensure that their workforce is highly
skilled and engaged. Rising automation and technological disruptions are bringing fresh
challenges at a very fast pace and L&D is proving as an important element not only for
organisations’ growth, but also their sustenance. Steadily the organisations are also
focusing more on optimising the cost to benefit ratio for each learning initiative, and
each day business performance is now being linked directly to the learning and
development initiatives, hence leading to increased pragmatism in the overall construct
of the initiatives.

It is encouraging to see that design thinking is casting its impact on the initiative
construct, wherein more progressive organisations are moving towards greater number
of customer education initiatives in order to drive their experience and engagement
levels.
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