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MMS at a glance 

The McMillan Shakespeare (MMS) Group is a trusted, market-
leading provider of salary packaging, novated leasing, disability plan 
management and support coordination, asset management and related 
financial products and services. We are publicly listed on the Australian 
Stock Exchange, trading as McMillan Shakespeare Limited (ASX:MMS).
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Group  
Remuneration Services  
(GRS) 

Asset  
Management

Retail  
Financial  
Services

Salary Packaging

Novated Leasing

Plan Management and  
Support Coordination

Vehicle fleet leasing  
and management 

Vehicle finance, insurance  
and warranty broking 

Used vehicle retail sales   

Retail Finance

Insurance and Warranties

Finance Aggregation
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Our customers

Public sector
Charitable organisations
Corporate organisations 

Our locations

Our operations
as at 30 June 2021

Australia
United Kingdom
New Zealand

Novated leases

73,375 
Salary packages

357,388
Assets pool – units

33,591

Plan Partners clients funds 
under administration

$1,179m$2,770m
Assets managed –

Written Down Value 

$363m

1,286

Net amount 
financed

Total full-time equivalent 
employees

MMS at a glance 
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2021 Highlights
AS AT 30 JUNE 2021

Financial performance

Underlying net profit  
after tax (UNPATA)

$79.2m
Total revenues

$544.5m

Low carbon economy

Scope 1 and 
2 greenhouse 
gas emissions 
offset 2

Offices switched to 
100% renewable 
electricity contractsFor carbon reduction 

established

100% 6Long-term 
targets

Customer wellbeing and social inclusion

Donations & sponsorships Net promoter 
score (GRS salary 
packaging and 
novated leasing)

Digital users

$733k+ 60 258k

Responsible business

Employee 
sustainable 
engagement  
score

Women in 
leadership 1Established to guide our  

future direction

85% 34%Sustainability 
Strategy

1 Board, Executive Committee and General Managers, Senior Managers and Other Manager levels.

2 Scope 1 (transport fuel used for company car fleet) and Scope 2 (purchased electricity).
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The Report covers the 2021 Australian Financial Year (FY21) 
from 1 July 2020 to 30 June 2021, or as at 30 June 2021, 
unless otherwise stated. It encompasses our operations in 
Australia, New Zealand (NZ) and the United Kingdom (UK). 
Our performance is updated annually. 

Due to the COVID-19 pandemic, the Group continued to 
operate a remote working model for a large part of the 
financial year, beginning to transition our workforce to a  
hybrid working solution where feasible. 

The content of this Report has been developed in accordance 
with the Global Reporting Initiative (GRI) Standards: Core 
option. For a full list of disclosures referenced in this Report, 
please refer to the GRI Content Index.  

The information within this Report should be read in 
conjunction with our 2021 Annual Report and Corporate 
Governance Statement, available through our website.
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About this report

The 2021 Sustainability Report (Report) discloses  
McMillan Shakespeare Group’s (‘MMS’, ‘we’, and ‘Group’) 
approach, performance and future commitments on 
environmental, social and governance (ESG) issues that  
are material to our business and our key stakeholders.
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https://www.mmsg.com.au/overview/#governance
https://www.mmsg.com.au/investor/#reports
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Message from our Chair  
and Chief Executive Officer

Being a leading provider of salary packaging, novated leasing, 
disability plan management, asset management and related 
financial products, our business reaches the lives of many people 
across Australia, NZ and the UK every day. This gives us significant 
opportunities to make a meaningful difference in people’s lives, and 
create positive outcomes for the environment and broader society. 

For MMS, sustainability is about how we create shared  
value for our customers and clients, our people, our 
shareholders and the broader communities over the long 
term, and how we go about mitigating potential risks 
impacting the business. 

We are pleased to report on our sustainability performance  
for the 2021 financial year. This report is produced in 
accordance with the Global Reporting Initiative (GRI) 
Standard, reflecting our commitment to best practice and 
transparency on issues that matter to our stakeholders. 

 
 
 

Strong governance 

The Board has responsibility for the governance oversight 
of the Group’s sustainability strategy and programs and is 
responsible for the approval of this Sustainability Report.  

Sustainability is also integrated within the Board committee 
governance structure including relevant considerations at the 
Audit, Risk & Compliance Committee and the People, Culture 
and Remuneration Committee.

A Sustainability Committee, with a clear Charter, has been 
established as a management level committee, with reporting 
updates to the Board on a quarterly basis. The Sustainability 
Committee is Chaired by the CEO and supported by a 
dedicated subject matter expert, a Sustainability Manager. 
Membership includes 10 executive and senior leaders across 
key functional areas of the Group. 

The Board and Management at MMS strongly believe that 
managing our non-financial risks and opportunities helps 
build a more resilient business and supports better financial 
performance.

The Group’s risk management policy and framework, 
overseen by the Audit, Risk and Compliance Committee 
identifies relevant economic, environmental and social risk 
exposures for the Group, including ethics and conduct, 
climate change, privacy and data security. 

 
 
 

Clear strategy

During the year the MMS Board approved the Group’s 
inaugural Sustainability strategy, which defines our key 
focus areas, targets and actions to deliver better social and 
environmental outcomes throughout the business. 

This strategy is comprised of three pillars:

– Customer Wellbeing and Social Inclusion, 

– Low Carbon Economy, and 

– Responsible Business. 

With the oversight and support of the Board, it will focus our 
attention on the most material ESG risks and opportunities 
for the Group, and guide our future activities to deliver shared 
value for MMS, our key stakeholders and communities.  

Helen Kurincic 
Chair

Mike Salisbury 
Managing Director
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Message from our Chair  
and Chief Executive Officer

Targets to hold ourselves accountable

During the period we set initial short and long-term 
sustainability targets and developed key metrics to hold 
ourselves accountable and continually improve our 
performance. 

These include taking meaningful action on climate change 
by committing to net zero carbon emissions by 2030 for our 
direct operations3, increasing gender diversity within MMS 
leadership categories, and in FY22 developing our first Reflect 
Reconciliation Action Plan, and Accessibility and Inclusion 
Plan to support the inclusion of First Nations Australians and 
people living with disabilities, respectively. 

These targets reflect our focus in FY22, which will be to 
continue building strong foundations to implement impactful 
and long-lasting sustainability initiatives as a business.

Creating new ways to make people’s lives easier

As the coronavirus pandemic continued to impact people 
across Australia, NZ, the UK and the world throughout FY21, 
we have all become more accustomed and adept at new 
ways of working and connecting. This period of disruption 
helped us to consider how we can best support our 
customers, our people, and communities no matter  
what challenges we may face. 

Recognising the benefits of salary packaging and employee 
benefit programs in supporting our customers’ financial 
wellbeing, Maxxia and RemServ continued to educate and 
make it easier for them to access their benefits via numerous 
digital enhancements during FY21. 

Our team at Plan Partners worked hard to ensure that 
National Disability Insurance Scheme (NDIS) customers 
were able to access much needed support services without 
interruption during the year, while also enabling them to  
gain more control over and achieve their goals using their 
NDIS funding. 

Our Asset Management and Retail Finance Services teams 
ensured that clients were supported as they adapted to new 
ways of operating during the pandemic, including assisting 
them to meet mobility needs where new vehicle supplies were 
limited and providing a short-term lease product to healthcare 
workers. 

We are proud of the way that our people have continued to 
show great care for customers and each other, and were 
pleased to see a 6% increase in our sustainable engagement 
score through our 2021 employee engagement survey4, 
which reflects that our people feel more connected to the 
business, our values and culture. 

The pandemic has reinforced that sustainability is integral 
to our strategy, and we will progress these critical activities 
to create better environment and social outcomes for our 
stakeholders for years to come. 

Regards,

3 Covers Scope 1 (fuel use), Scope 2 (purchased electricity) and Scope 3 (indirect emissions from employee commute,  
business travel and from third party services).

4 Sustainable engagement score of 85 in 2021, up from 79 in 2019, measured through biennial employee engagement survey. 

Helen Kurincic 
Chair

Mike Salisbury 
Managing Director &  
Chief Executive Officer
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Our stakeholders and strategy
STAKEhOLDER ENGAGEMENT

Stakeholder group How we engage Key topics raised

Investors Meetings with Executives and Directors, full 
and half year results presentations, analyst 
briefings, and Annual General Meeting

The Group’s financial position and business 
performance, capital management, 
mergers and acquisitions, divestments, 
reputation, disclosure, ESG related risks and 
opportunities (e.g. climate change, modern 
slavery, privacy and cyber security)

Customers (B2C) Daily interactions via call centres, digital 
platforms (Apps, Websites, Maxxia Online 
and RemServ Online, LiveChat, emails and 
social), customer surveys, online education 
sessions, and dispute resolution processes

Financial savings through salary packaging 
and novated leasing, financial wellbeing, 
product education and information, NDIS 
support, customer experience, cyber and 
data security, digital capability and innovation. 

Clients (B2B) Formal and informal meetings with 
relationship managers, events (e.g. 
boardroom lunches, speaker events, 
charitable events).

Employee value proposition, Employee 
health and wellbeing, program performance, 
sponsorships, product development, annual 
employee reviews and results, contract 
extensions/renewals, business updates, 
digital investment and enhancements, social 
procurement, climate change

Our people Internal communication channels, regular 
video communications from the CEO, 
annual staff roadshow, biennial employee 
engagement surveys and regular pulse-
checks, executive presentations, learning and 
change programs. 

Response to COVID-19 and business impact, 
collaboration and contribution to company 
strategy and objectives, learning and career 
development opportunities, diversity and 
inclusion, health, wellbeing and flexibility, and 
community engagement.  

Suppliers Formal and informal meetings, contract 
renewals and risk assessments 

Impacts of COVID-19, business continuity, 
digital capability, fair and ethical supply chain 
practices, modern slavery, privacy and data 
security.

Government/  
regulators

Regular meetings and ongoing engagement, 
industry conferences, submissions to 
inquiries

Responsible financial services, compliance 
and legislative requirements, climate change

Industry  
associations 

Ongoing engagement with peak industry 
bodies, including Director and Secretary 
responsibilities of the National Automotive 
Leasing and Salary Packaging Association  

Regulatory changes, policy advocacy, 
taxation amendments, Royal Commission 
legislation, electric vehicle transition and 
policy, other FBT-related matters    

Community Meetings with relationship owners, industry 
collaborations

Impact of COVID-19 on financial performance,  
support for people experiencing vulnerability, 
social inclusion, community investment 

MMS works with a broad range of stakeholders to 
identify and address material risks and opportunities for 
our business. Continually engaging with our stakeholders 
helps us understand what’s important to them and what 
is expected of us, and helps us make decisions that 
create mutually beneficial outcomes. We identify key 
stakeholders based on the level of impact or interest 
they have on our business, as well as the opportunity to 
collaborate for better outcomes.

We use ongoing formal and informal methods to engage  
with our stakeholders, and in all our interactions we are 
committed to being proactive, transparent, respectful, 
and uphold the highest ethical standards. Key relationship 
owners across the business ensure that the way we engage 
is consistent and well-considered and that we build trusted, 
long-term relationships. 

MMS engages with our stakeholders through a mix of  
formal and informal avenues, as outlined below:
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Our stakeholders and strategy
OUR MATERIAL ISSUES 

Topic Description Our response

Climate change Addressing MMS’s climate change impact. This includes managing 
risks and opportunities from transition to net zero economies 
(including the longer term transport sector transition to the use of 
low and zero emission vehicles), reducing MMS’s direct operational 
impact, and assisting our clients and customers on their carbon 
reduction goals.

Low carbon  
economy  
(pages 30–33)

Customer  
experience 

Designing products and services that meet the needs of our 
customers and delivering a positive customer experience

Serving our customers 
(pages 18–19)

Customer financial 
wellbeing 

Supporting the financial wellbeing of customers through our suite of 
products and services 

Serving our customers 
(pages 18–19)

Accessibility and  
social inclusion 

Ensuring that disadvantaged or vulnerable individuals or communities, 
including those living with disabilities and Indigenous Australians, can 
engage with and feel supported by our brand, products, services and 
workplaces. 

Serving our customers 
(page 19-21)

Supporting our 
communities  
(pages 22-24)

Community  
investment

Making a positive impact on communities in which we operate 
through impactful community investment activities and providing 
employees opportunities to contribute through volunteering and 
fundraising programs. 

Supporting our 
communities  
(pages 22-24)

Our business operates in an environment that is 
constantly evolving, and it’s important that we  
anticipate and respond to these changes, manage  
our risks and leverage opportunities in order to  
sustain and grow our business. 

Our Board and management recognise the importance of 
having effective risk management and corporate governance 
practices. The Group Executive team, as well as dedicated 
risk and compliance functions are responsible for ongoing 
monitoring of Group-wide risk management systems to 
ensure that we proactively identify and manage our material 
risks and opportunities.

During the year, we conducted a high level materiality  
review to understand long-term environmental, social and 
governance risks and opportunities for the Group. 

The process, led by an independent sustainability consultant, 
included:

– a review of the investor landscape, financial services and 
automotive industry trends, and community expectations,

– in-depth consultations with the MMS management team, and 

– an internal validation workshop with the management team 
to validate the most material ESG risks and opportunities 
for the Group, taking into account interests of key 
stakeholders, and prioritise those that have the potential 
for greatest business impact. 

This work informed the formulation of our sustainability 
strategy and the content of this Report. Findings have also 
been integrated within MMS’s Group level risk register 
which contains material risks for the Group and resulting 
management strategies.
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Our stakeholders and strategy
OUR MATERIAL ISSUES 

Topic Description Our response

Social procurement Creating opportunities for diverse suppliers through our supply chain, 
including social enterprises, Indigenous businesses, and regional and 
local suppliers/service providers (including SMEs).  

Supporting our 
communities  
(page 23)

Governance and  
risk management

having rigorous corporate governance practices in place to manage 
business risks and opportunities and ensuring ethical conduct and 
behaviour by everyone in the business. 

Responsible business 
(pages 13–14)

Creating a great  
place to work

Maintaining a diverse, inclusive and highly engaged and future proof 
workplace, that responds to people’s personal and professional 
needs through a focus on individual health and wellbeing, career 
development opportunities, and flexible working arrangements.

Our people  
(pages 25-29)

Data privacy  
and cyber security

Ensuring business and customer data is kept secure through robust 
processes and infrastructures.

Responsible business 
(page 15)

Responsible supply 
chain management

Maintaining a responsible, ethical and sustainable supply chain, 
including complying with the Australian Modern Slavery legislation. 

Responsible business 
(page 15)

Transparency, 
disclosure and trust

Ensuring transparent disclosure of material economic, environmental, 
and social and governance risks, opportunities and performance to 
our stakeholders. 

Our stakeholders and 
strategy (pages 8–10)

Responsible business 
(pages 14–16)

Engaging with 
government and 
industry

Proactively participating in public policy advocacy on matters that 
could impact our business, sector and customers.

Responsible business 
(page 16)
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Stakeholder engagement and strategy
STRATEGIC FOCUS ON SUSTAINABILITY

During the year, we laid the foundations to our strategic 
and longer term approach to sustainability by developing 
our first Sustainability strategy, approved by the MMS 
Board of Directors.  

Our Sustainability strategy considers and addresses the 
material long-term sustainability risks for the Group, and 
opportunities to create value for broader society across 
our core business activities. We believe this is important 
for building a more resilient, responsible and sustainable 
business, now and into the future.

This approach also helps us live our company’s purpose to 
create new ways to make people’s lives easier. It supports 
our commitment to be more responsive to the needs of our 
stakeholders, continuously improve our business practices 
and being transparent about our performance. These in turn 
help us maintain and enhance our social license to operate. 

Investing in the wellbeing 
and success of our people, 
and maintaining trusted 
stakeholders relationships by 
operating a responsible, ethical 
and transparent business.

Supporting the financial 
wellbeing of our customers  
and creating opportunities  
for economic and social 
inclusion of vulnerable people  
in our communities.

Facilitating the transition  
to a low carbon economy 
by enhancing environmental 
outcomes through our 
operations and value chain.

Our priorities:

Success and wellbeing of  
our people

Managing ESG risks and  
opportunities

Protecting data, privacy  
and information security

Responsible supply chains, 
including modern slavery

Advocacy for better  
community outcomes

Our priorities:

Supporting financial  
wellbeing and lifestyle goals  
of customers 

Indigenous economic  
participation

Accessibility and inclusion for 
people living with disabilities

Sustainable and social  
procurement 

Community engagement  
and investment

Our priorities:

Reducing carbon footprint  
of our operations

Helping clients/customers  
take climate action

Assisting the transition to a  
low carbon future for transport

Low carbon
economy

Customer 
wellbeing & social 

inclusion

Responsible
business
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Stakeholder engagement and strategy
OUR TARGETS 

Increasing the transparency of MMS’s business  
activity and non-financial performance is integral  
to meeting expectations of our customers and  
the broader community. In recent years we have  
enhanced communication of our sustainability 
performance through greater disclosure of our  
key metrics and highlights.   

Across this period we have further expanded our  
performance metrics (reported within the sustainability 
scorecard on page 34) and, for the first time, have published 
key non-financial performance targets in this Report. 
These targets relate to our customers, people, community, 
environment and value chain, and will form an important 
part of our ongoing engagement and communication with 
stakeholders.  

We will continue to build on current targets and set new targets 
annually to demonstrate progress in our sustainability journey.  

We also continue to monitor and track a number of additional 
targets relating to our operational risks internally, with regular 
reporting provided to the Board. 

Our targets for FY22 and beyond

Customer   
wellbeing   
and social  
 inclusion

Develop an Accessibility and Inclusion Plan during FY22

Develop a Reconciliation Action Plan (RAP) during FY22

Develop a strategic community investment program during FY22

Responsible 
business

30-30-40 gender representation at Board, Other Executives and  
General Managers, and Senior Manager levels by end of FY22d

40-40-20 gender representation at Board, Other Executives and  
General Managers, and Senior Manager levels by end of FY30

Gender base pay equity for like for like roles, demonstrated by  
conducting an annual pay gap analysis and consideration of pay  
equity at the time of remuneration decisions

Provide mental health training to all people leaders during FY22 

Maintain a sustainable engagement score of 80% or abovee

100% of employees complete compliance training (annual)

Low  
carbon  
economy

Net Zero carbon emissions from our direct operations by 2030a 

Source 100% of Group electricity consumption for controllable sitesb 
from renewable sources by 2025

Identify and assess climate-related risks and opportunities in line  
with TCFDc framework by end of FY22

Identify and trial solutions to assist fleet management clients and  
novated leasing customers to reduce their carbon emissions during FY22

a Covers emissions from MMS direct operations: Scope 1 (fuel use), Scope 2 (purchased electricity) and Scope 3  
(indirect emissions from employee commute, business travel and from third party services).  

b Controllable sites are sites where MMS has the ability to choose the electricity provider using the existing building infrastructure. 

c Taskforce for Climate-related Financial Disclosures.

d Current measurable objectives approved by the Board. 

e In comprehensive biennial survey and pulse surveys, as may apply. 
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Stakeholder engagement and strategy
SUSTAINABILITY GOVERNANCE

MMS is committed to the highest standards of ethical 
conduct and robust governance practices to ensure that 
we manage our risks and opportunities, and deliver the 
best outcomes for our shareholders, customers, clients, 
and our people. 

The Board are committed to maintaining a governance 
structure that supports a corporate culture which upholds 
integrity and ethical behavior. Through a number of 
subcommittees, the Board regularly reviews associated 
policies and practices to ensure that the Group keeps pace 
with regulatory and community expectations and sector best 
practice.  

The Board has responsibility for the governance oversight of 
the Group’s sustainability strategy and programs. Updates 
on the progress of the sustainability strategy, targets and key 
initiatives are reported to the Board every quarter. 

Sustainability is also integrated within the Board committee 
governance structure, including relevant considerations at 
the Audit, Risk & Compliance Committee and the People, 
Culture and Remuneration Committee. The Group’s risk 
management policy and framework, overseen by the Audit, 
Risk and Compliance Committee identifies relevant economic, 
environmental and social risk exposures for the Group, such 
as ethics and conduct, employee practices, climate change, 
privacy and data security.

MMS has established a Sustainability Committee, with a clear 
charter, to oversee and drive our sustainability strategy and 
initiatives that aim to address key ESG risks and opportunities 
for the Group. The Committee operates as a management 
level committee, chaired by the Group CEO, and supported 
by ten executive and senior leaders across key functional 
areas of the Group. 

During the year, MMS appointed a Group Sustainability 
Manager, reporting to the head of Corporate Affairs, to 
support the business to implement our sustainability strategy 
and drive continuous improvement in our approach and 
performance. 

Further information on MMS governance arrangements can 
be found via our Corporate Governance Statement available 
on our website.

MMS Governance structure

McMillan Shakespeare Group Board

Nomiations
Committee

Risk and 
Compliance 
Committee

Credit
Committee

Interest 
Committee

Sustainability
Committee

Residual Value
Committee

Project
Governance
Committee

Executive Committee

People, Culture and 
Remuneration Committee

Audit, Risk and 
Compliance Committee

https://www.mmsg.com.au/overview/#governance
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Ethical business practices 

Core to achieving MMS’s Purpose and delivering on 
our strategy is ensuring that we build trust with our key 
stakeholders, and are open and transparent in our dealings 
with them. This is underpinned by our focus on governance, 
risk management, and people practices that support strong 
business conduct.  

Our Code of Conduct provides clear guidelines on ethical 
issues and standards of behavior that we expect from our 
employees, contractors, and business partners. The Code is 
underpinned by our corporate values and desired behaviours, 
and supported by a set of policies (on right) that guide our 
approach to good corporate governance and conduct. 

We provide regular training to our employees to ensure that 
they are aware of policies and their obligations. All employees 
are required to complete compliance training within one 
month of commencing employment, and annually thereafter. 
During FY21, 100% of our employees completed their 
compliance training. 

Risk culture 

For the first time during the year, we measured the  
Risk Culture Index Score, as part of our Biennial Engagement 
Survey. This measure allows us to better understand our 
current risk culture and drive the right behaviours at every 
level of the organisation to improve how we identify and 
manage risks.  

Despite the challenges faced during COVID-19, pleasingly,  
the Risk Culture score was 86%, with our people indicating 
that they feel well informed and trained about risk, feel safe 
to speak up, and see an organisational culture of integrity, 
accountability, equity and no tolerance of harassment.  
In particular, feeling safe to speak up and feeling safe to  
report unethical practices are strengths and above high 
performing norm levels.   
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Responsible business 

Ethical conduct and robust governance practices are 
fundamental for ensuring we deliver good outcomes for our 
customers, clients, shareholders and our people. We put our 
customers at the centre of everything we do and advocate  
for positive outcomes for them and broader communities. 

14

Policies supporting our  
Code of Conduct: 

– Privacy Policy

– Securities Trading Policy

– Conflicts of Interest Policy

– Fraud and Corruption Policy

– Whistleblower Policy 

– Equal Opportunity and Diversity Policy

– Work health and Safety Policy

– Acceptable Use of IT Systems Policy

– Supplier Code of Conduct

100% 
of our employees completed 
compliance training 

86% 
Risk Culture Index Score 

https://www.mmsg.com.au/wp-content/uploads/2020/12/MMSG-Code-of-Conduct-November-2020.pdf
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Responsible business

Managing and protecting data 

Globally, expectations from customers and policy makers 
on privacy and cyber security are increasing, against a 
backdrop of evolving cyber threats and the opportunity to 
extract more value from data using technologies such as 
artificial intelligence. Managing and protecting the data we 
hold on behalf of our customers, and ensuring the integrity 
of our information systems is critical to maintaining the 
trust and confidence of our stakeholders and meeting their 
contractual requirements.

Oversight on privacy and cyber security is provided by  
both Board-level and Executive-level committees 
established through our corporate risk management 
framework, supported by independent external audits of 
key controls at least once a year.

At the Executive level, the Chief Information Officer is 
accountable for managing cyber security, with a dedicated 
cyber security team supported by external partners and 
memberships such as the Australian Computer Emergency 
Response Team (AusCERT).  

We have an ongoing cyber security program to 
continuously review and improve our security controls, 
taking a risk-based approach and supported by global 
threat intelligence. This program is designed around the  
key functions ‘Identify, Protect, Detect, Respond, Recover’, 
and include:   

– policies;

– technical controls  
(e.g. network perimeter protection, anti-malware);

– operating procedures  
(e.g. supplier management, security incident 
management), and

– training and awareness covering all employees and 
contractors with system access.

Specifically, for personal information, we adhere to the 
principles set out in the Australian Privacy Act 1988, Privacy 
Act 2020 (NZ), Data Protection Act 2018 (UK) and the 
General Data Protection Regulation (GDPR). This means we 
only collect, use and disclose personal information for the 
purpose of delivering relevant services to our customers, 
and to meet our legislative and contractual obligations.  
Refer to our Privacy Policy for further details.

Responsible supply chain 

Across the Group, MMS engages a large number of 
suppliers and service providers to operate our corporate 
offices and provide services for our customers. 

At a corporate level, we engage suppliers for building and 
facilities management, information and telecommunication 
services, professional services, travel and accommodation, 
office supplies, events and marketing-related services.

In order to service our customers, our core business  
supply chain engages a network of motor vehicle dealers, 
retail petroleum distribution companies, providers of 
accident management, roadside assistance and motor 
vehicle insurance, vehicle servicing and maintenance 
networks, as well as payment card solutions to facilitate 
customer transactions.

The MMS Procurement Policy governs the procurement 
of goods and services across the Group, including 
management of supplier relationships. This policy requires 
all suppliers to comply with our Supplier Code of Conduct, 
which outlines the standards expected of them and to 
ensure that our supply chain is cost effective, innovative, 
responsible and risks are managed appropriately. 

In March 2021, we submitted our first Modern Slavery 
Statement to the Australian Government, covering the 
Group’s operations and supply chains during the financial 
year 2019-20. 

During the year, we also continued to embed modern 
slavery risk controls into our procurement processes to 
enable us to better assess and manage potential risks. 
We engaged an independent human rights specialist to 
conduct a high level modern slavery risk assessment 
of our global operations and supply chain and identify 
potential areas of highest risk. This work will help inform a 
more systematic and risk-based management response 
moving forward. We also extended modern slavery training 
to additional leadership roles within the business, and 
continued supplier screening and due diligence activities. 

MMS will publish our second Modern Slavery Statement in 
December 2021, and report on our progress in assessing 
and addressing modern slavery risks during the year.

https://www.mmsg.com.au/privacy/
https://www.mmsg.com.au/wp-content/uploads/2020/05/MMSG-Supplier-Code-of-Conduct-February-2020.pdf
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Responsible business

Advocating for better outcomes 

MMS proactively participates in public policy advocacy 
on reforms affecting our business, industry and our 
customers. These engagements primarily occur via industry 
associations that MMS is a member of. We are committed 
to conducting these activities transparently and ethically, in 
accordance with our Anti-Bribery and Corruption Policy. 

The industry associations in which MMS and our subsidiary 
entities are members of are outlined below.

 

The Group’s public policy advocacy work during the year 
primarily related to:

– Ongoing advocacy with policy makers concerning 
the Fringe Benefits Tax (FBT) regime and its potential 
extension across additional employer benefits;

– Advocacy with the Federal Government and the 
Australian Taxation Office to provide compliance relief 
around the salary packaging of takeaway meal and 
entertainment benefits for health and charitable workers 
during the global pandemic and associated local 
movement restrictions;

– Advocacy with the Federal Government and the 
Australian Securities and Investments Commission 
(ASIC) concerning the application of a deferred sales 
model across the sale of add-on insurance and warranty 
type products in conjunction with a motor vehicle; and

– Sharing dialogue with Governments concerning the  
de-carbonisation of transport.   

MMS is also committed to working with regulators to 
implement other reforms associated with the Royal 
Commission into Banking, Superannuation and Financial 
Services Industry (the Royal Commission). Through AFIA, 
MMS provided input into the Australian Government’s 
consultation on the Royal Commission recommendations, 
including those relating to claims handling as a financial 
service, deferred sales models, and the enforceability of 
industry codes.  

National Automotive  
Leasing & Salary Packaging 
Association (NALSPA)

MMS is a member of NALSPA, which raises awareness and understanding of salary 
packaging and vehicle fleet leasing sectors in Australia, and create better outcomes for 
our customers and stakeholders. MMS’s CEO and MD is a Director of the Association, 
and the MMS’s head of Corporate Affairs acts as the Secretary. 

Australian Finance Industry 
Association (AFIA)

MMS is a member of AFIA, which advocates for balanced legislation, policy, and 
regulation for the Australian financial services industry. 

Disability Intermediaries 
Australia (DIA)

Plan Partners is a member of the DIA, which advocates to improve access to and 
support for intermediary services for people with disability in Australia. 

Electric Vehicle Council  
(EVC)

NALSPA, which MMS is a member of, became a member of the Electric Vehicle  
Council (EVC) in 2021, in order to strengthen its engagement with government, private 
sector, and other key stakeholders on the adoption of electric vehicles in Australia.

Australian Network  
on Disability (AND)

MMS became a Bronze member of the AND in 2021 to access support, expert 
advice, networking opportunities, and resources to inform our approach to enhancing 
accessibility and inclusion for employees and customers living with disabilities. 

Melbourne Chamber  
of Commerce

MMS is a member of the Melbourne Chamber of Commerce to develop networks and 
connections with business leaders to support economic prosperity of Victoria.
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As Australia’s leading provider of employee benefits programs, 
including salary packaging, novated leasing, and employee 
rewards, Maxxia and RemServ partners with employer clients 
to deliver genuine work and lifestyle benefits to more than 
357,000 employees (our customers). The customers we serve 
include Australia’s charitable, corporate and public sector 
workers, many of who are delivering integral services to 
communities across Australia. It is our responsibility to assist 
them in navigating Australia’s complex tax legislation and to 
advocate on their behalf to maximise financial savings through 
tailored salary packaging solutions. 

Through Plan Partners, we support people registered within 
the NDIS to confidently manage their funds and access the 
support they need. Interleasing Australia, Maxxia NZ and  
CLM and AngloScottish (UK) businesses help organisations 
stay on the move with fleet management commercial vehicles,  
and asset finance services. Our RFS segment provides a 
network of vehicle dealers, mortgage brokers, agents and 
consumers with a suite of warranty and insurance products 
and finance aggregation services.    

In all our interactions with our customers and clients, we  
are committed to being responsive and provide the right 
solutions that not only meet their needs, but also help  
them to build their financial wellbeing and resilience.  
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Customer wellbeing and social inclusion
SERVING OUR CUSTOMERS

Our clients and customers are at the heart of everything 
we do. Our goal is to find innovative ways to improve 
their lives by providing salary packaging, novated leasing, 
asset management, and related financial products and 
services that meet their evolving needs. 

17
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Customer wellbeing and social inclusion
SERVING OUR CUSTOMERS

Enhancing customer experience 

During the year, the GRS business continued to invest in 
our digital capabilities and improving the experience for 
our customers. With the COVID-19 pandemic impacting 
nearly 20,000 on-site education sessions that Maxxia 
and RemServ would conduct in a typical year, our internal 
teams developed and enhanced a number of digital 
solutions to engage and communicate with customers. 

An online Education hub was launched during the year, 
to replace onsite education sessions in educating and 
informing our customers about our salary packaging  
and novated leasing products and potential tax savings. 
The hub features digital presentations, personal consultation 
booking links, and live streamed and on-demand video 
content that enables our customers to learn in their own 
time and at their own pace. Additionally, over 1,000 
interactive online education sessions were run by Maxxia 
Customer Education Managers during the year, covering 
financial savings and benefits that can be realised through 
salary packaging and novated leasing. 

We also focused on enhancing the user experience and 
security of our digital self-service channels, making it easier 
for customers to access our services online, including 
processing claims and accessing employee rewards. We 
expanded our online sign up capability, first launched with 
RemServ customers during FY20, to Maxxia customers 
during the year, giving them the ability to sign up for salary 
packaging remotely and obtain a novated lease estimate 
online at their convenience. 

The benefits of the Group’s digital transformation have been 
substantive, with over 80,000 interactions undertaken with 
our GRS customers via LiveChat in FY21 (up 30% from last 
year). Our digital enhancements were central in driving a 
better experience for our customers, with monthly average 
Net Promoter Score (NPS) for GRS sitting at 60; well above 
the sector benchmark and a significant improvement on our 
FY20 performance. 

Renewed focus on financial wellbeing 

Given the economic hardships created through the 
COVID-19 pandemic, financial health has become a 
crucial element of the employee wellbeing equation. As 
our listening channels continued to report higher levels 
of financial concern and stress across our customers, 
the Group renewed our focus on helping our customers 
improve their financial wellbeing. 

A key initiative during the year was the launch of our 
Maxxia Insights for Employers LinkedIn page: a dedicated 
channel to share useful resources with our clients’ human 
Resources (hR) personnel, helping them maximise the 
value of employee benefits programs and engage their 
people. Through this channel, we developed a number of 
tools and resources to guide hR teams to develop and 
implement financial wellbeing strategies for their employees.  

In response to a growing reluctance from essential 
workers to travel on public transport during the height of 
the pandemic, our Asset Management and GRS teams 
developed a short-term novated lease initiative to support 
our healthcare customers. A short-term lease with Maxxia 
provided a cost-effective, flexible, subscription-based 
mobility solution for customers implemented at four 
hospitals in Victoria.  

Additionally, through our enhanced ‘‘listening posts’’ we 
discovered the inability of many essential workers to 
avail themselves of their meal entertainment benefit while 
working remotely during the pandemic. Via our industry 
body, NALSPA, the Group played a key role in advocating 
to the Australian Taxation Office to extend the allowance 
to enable takeaway food and home-delivered meals to be 
claimed, further supporting local hospitality businesses.

60 
Net Promoter Score  
(GRS salary packaging  
and novated leasing)

258,000 
Digital users 

1,000+
Customer education  
sessions delivered online

https://www.maxxia.com.au/employers/financial-wellbeing-guide?cid=li:social:lead_nurture_hr_stream:finwellbeing_lp:showcase_linkedin_2
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Customer wellbeing and social inclusion
SERVING OUR CUSTOMERS

Hardship assistance

Conscious of the economic challenges presented by the 
pandemic, we have strengthened support for customers 
facing hardship through this time. This has included 
working with financiers to provide temporary relief to 
novated lease holders in financial distress at the height  
of the pandemic, and continuing to support them on a  
case by case basis thereafter. 

Our Asset Management business provided tailored support 
for clients seeking financial assistance, across Australia, NZ 
and the UK. 

We provided immediate assistance to small businesses 
and worked with larger organisations to understand how 
they had been impacted and determine appropriate 
assistance. In Australia and NZ, businesses were provided 
with interest-only payment solutions and, in some more 
extreme cases, the option of capitalising interest. In the UK, 
three-month payment holidays were provided to all Maxxia 
UK customers needing assistance, with ability to spread 
missed payments over the remaining life of the agreement. 
 

Complaints management

Our Customer Advocate is available to the customers 
of our Australian and NZ businesses, and is an internal 
resource that sits independently of the Group’s operational 
arms and operates with the full authority of the Group CEO. 
With a particular focus on complex and sensitive matters, 
the Customer Advocate is committed to providing a voice 
for customers and helping to promote fair, impartial and 
reasonable customer outcomes. 

In our UK operations, customer complaints are dealt  
with by our in-house customer service team, with  
complex complaints escalated to the external Financial 
Ombudsman Service or the British Vehicle Rental and 
Leasing Association for independent review, as appropriate.

Our FY21 performance data on customer compliments, 
complaints and resolution are reported within the 
Sustainability scorecard (page 34). 

Commitment to accessibility and inclusion

As a large employer of and service provider to people 
across Australia, NZ and the UK, including NDIS  
customers that we serve through Plan Partners, MMS  
has a responsibility to support and empower people living 
with accessibility needs and improve their experience  
with our business. 

During FY21, we began our journey to develop an 
accessibility and inclusion plan for the Group, to be 
completed during FY22, to guide our journey in increasing 
the accessibility of our products, services and workplaces 
for people living with disabilities. As part of this journey, we 
have joined the Australian Network on Disability, and also 
partnered with the Disability Employment Service provider 
to identify candidates for placement within Plan Partners, 
with the aim of expanding to the Group in the future. 

99% 
Customer complaints  
resolved by MMS and 
Customer Advocate
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Customer wellbeing and social inclusion
PLAN PARTNERS: PARTNERShIP ThAT EMPOWERS PEOPLE ACCESSING ThE NDIS 

MMS believes all people should have access to the  
same opportunities and avenues to achieve their goals. 
Since 2017, our Plan Partners business has embodied 
that philosophy through its commitment to enabling  
the full potential of the NDIS and the difference it can 
make to people with disabilities. 

We understand that the NDIS can at times feel confusing 
and overwhelming for participants and their families. We 
strive to empower our customers to overcome these 
challenges and, through our expertise and support, enable 
them to achieve their goals – however big or small.  

Today, we are one of Australia’s leading providers for plan 
management and support coordination services, with over 
$1,179M funds under administration and over 49,000 
hours of support coordination services delivered during the 
financial year. 

Together, it’s possible

During FY21, Plan Partners underwent a significant strategy 
review, with a view of better encapsulating our mission and 
ethos. As part of this review, we introduced a new tagline, 
“together it’s possible” which highlights the relationship we 
have with our customers – a partnership that empowers 
them to achieve more of their goals in life. 

Plan Partners also launched a new website which houses 
a range of valuable resources for NDIS participants, service 
providers, and support coordinators, including easy English 
guides and informative articles. The website was designed 
with accessibility at the forefront to ensure everyone has full 
and equal access to its information and features. 

We worked closely with leading accessibility experts, to 
ensure every element of the site’s design incorporated the 
latest coding and accessibility best practices.

Initiatives to empower

The philosophy of “together, it’s possible” is exemplified 
in several key initiatives that launched during the year to 
improve outcomes; not only for Plan Partners customers, 
but for all NDIS participants.

•	 Knowledge Centre: A centerpiece of the new Plan 
Partners website, the Knowledge Centre is an indexed 
and searchable collection of articles on various NDIS 
topics. By explaining key facets of the NDIS in simple 
terms and sharing practical tips and insights, the 
Knowledge Centre demystifies the complexities of the 
NDIS and empowers participants to get more from their 
plan’s budgets. 

•	 Dashboard overhaul: During FY21, we made several 
improvements to our Dashboards, designed to give our 
customers more oversights and control over their plan’s 
funding and the supports they receive. The refreshed 
Dashboard makes it easy for customers to track their 
spending, approve and monitor their providers’ invoices, 
and access our new My Benefits offers. 

•	 My Benefits: A sector first, My Benefits is a curated 
collection of exclusive offers for Plan Partners 
customers, easily accessible through our Dashboard. 
During the period, we worked closely with a range of 
service providers and businesses to offer discounted 
prices and value adds to help our customers do more 
with their funds, and simplify their experience through 
streamlined ordering processes.

•	 Live Chat: Our new Live Chat function gives our 
customers another channel to communicate with 
our team directly. Accessible through our website or 
Dashboard, Live Chat connects customers with a 
member of the Plan Partners customer service team, 
who will answer their questions instantly. 
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Customer wellbeing and social inclusion
PLAN PARTNERS: PARTNERShIP ThAT EMPOWERS PEOPLE ACCESSING ThE NDIS 

Sylvia’s story 

Customer Admin Officer, Syliva Grbin, is passionate about 
helping people realise the full extent of what’s possible with 
their NDIS funding. 

An NDIS participant herself, Sylvia wanted to build her 
confidence and become more involved in the community, but  
wasn’t sure where to start or what was possible. It was  
only after speaking with a colleague that she learned just 
how much more she could do with her current NDIS plan.   

“After that discussion, it was like a whole new world had 
opened up. I was able to join cooking and yoga classes 
where I’ve developed new skills and made some great 
friends. Importantly, I’ve also gained a new appreciation of 
the creative things you can do with your NDIS funds if you 
have the right guidance.”   

Sylvia is now pleased she can share her knowledge with 
customers, so they can follow in her footsteps and realise 
the full potential of their NDIS plan.

Behind the numbers

– Over 49,000 hours of support coordination  
services delivered 

 With their deep knowledge of the disability sector,  
local providers, and the intricacies of the NDIS,  
our support coordinators help participants connect  
with their choice of service.

– $1,179m in funds under administration
 Plan management provides our customers with  

the support, information and tools to manage their  
NDIS funding with confidence and have full choice  
and control over the support they receive.

– 11,000 Live Chat sessions 
 Live Chat offered customers another channel to 

communicate directly with our team, allowing them  
to get answers to their questions through the  
channel that they feel most comfortable with.

– 5,000 customers accessing MyBenefits
 We believe removing procedural barriers to  

accessing support is an important element in  
improving participant outcomes, and are pleased  
to enable this through our MyBenefits program.

49,000+ 
hours of support coordination 
services delivered to people  
on the NDIS



Customer wellbeing and social inclusion
SUPPORTING OUR COMMUNITIES

Investing in our communities is priority at MMS, and  
right across the Group our people make choices that 
combine good commercial outcomes with what we 
regard as genuine social contributions. 

The Group’s contribution to the community through  
our sponsorships and support of selected  
organisations totalled $733,134 in FY21. 

Supporting the community work of our clients

Throughout the year, Maxxia, RemServ, Plan Partners and 
Interleasing Australia participated in a range of activities 
and events to support the work of our clients and their 
people, including fundraisers, family days, conferences 
and sponsorship of local events, as well as staff reward 
recognition and development programs. 

We also make direct corporate donations towards some of 
our not-for-profit clients in support of the integral work they  
do in their communities. Key initiatives we supported during 
the year included: 

– $30,000 donation by Maxxia to St John of God 
Foundation towards cutting edge medical research  
and innovations that improve health outcomes for 
people in our communities; 

– RemServ proudly supporting the Queensland 
Department of Education Showcase Awards for 
Excellence in Schools through sponsorship of the 
RemServ Showcase Award for Excellence in Parent  
and Community Engagement; 

– Maxxia serving as an annual platinum sponsor of  
the BaptistCare halo ball, which aims to raise funds  
for women and children escaping domestic violence.

– Sponsorship of South Australian health and Medical 
Research (SAhMRI) annual medical research awards, 
which supports the Institute’s research related to  
women and children, Aboriginal health equity,  
lifelong health and precision medicine. 

As a company that directly impacts people working 
across not-for-profit, government and community 
service organisations across Australia in particular, 
we are committed to having a positive impact on our 
communities through a range of social initiatives.
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$733,134 
Donations and sponsorships



Customer wellbeing and social inclusion
SUPPORTING OUR COMMUNITIES
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Creating community connections  
for our people

MMS also supports and enables our people to contribute 
to community activities and causes through various staff 
engagement and fundraising activities throughout the year. 

A formalised calendar of community events identifies 
important causes and charitable appeals collectively 
supported by the Group and helps guides our staff 
community engagement activities throughout the year.  
We offer each employee one paid volunteering leave day 
per year to participate in volunteer work for charitable and 
not-for-profit organisations, including our relevant clients.  

In the 2022 financial year, MMS aims to reshape our 
community investment strategy to focus on making a 
positive impact on the most material social issues facing 
the Group, our customers and clients, and once defined, 
transition more of MMS’s community efforts to support 
these areas.

Positive impact through our supply chain 

We recognise the opportunities to create positive 
economic, social and environmental impact through  
our supply chain, and we seek to engage with diverse  
and sustainable suppliers where possible. 

For example, via our stationary supplier, we purchase  
office paper through Bibbulmun Paper products, a 
registered Indigenous enterprise, which invests parts  
of the proceeds of its profits into literacy and numeracy 
programs for Indigenous communities. 

Through our printing suppliers, we ensure that printed 
materials we use to communicate with our customers  
are certified carbon neutral through the purchase of  
carbon credits. 

Right across Australia, we engage a network of service 
providers, vehicle dealers and repairers, contributing to 
local economies as we seek to provide convenience for 
our customers. We have the opportunity to do more, and 
as a part of our broader Sustainability strategy, we will be 
reviewing our social procurement practices with a view 
to increase opportunities for additional diverse suppliers 
across the MMS Group.
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Customer wellbeing and social inclusion
SUPPORTING OUR COMMUNITIES - CASE STUDIES

Answering the call to protect  
our most vulnerable 

Act for Kids provide free therapy and support services to 
children and families experiencing, or are at risk of, child 
abuse and neglect. Sadly, demand for their services has 
surged during the pandemic. 

In September 2020, Act for Kids held its inaugural giving 
day, Change for Kids, with a goal of raising $50,000 to 
provide life-changing therapy to Australia’s most vulnerable.

Members of the RemServ team volunteered their time to 
help Change for Kids achieve its target. Katherine Knight, 
Mariano Quesada, and Zoe Chi joined a group of volunteers 
to take donations over the phone and provide updates to 
social media to help raise awareness and drive donations.

Thanks to the phenomenal effort of volunteers and the 
generosity of donors, Change for Kids doubled its fundraising 
target, raising over $100,000 to make a real difference to the 
lives of children who are victims of abuse and neglect.  

 
 
Reaching new heights of mental  
health advocacy

On a crisp Friday in March 2021, Plan Partners CEO,  
Sean Dempsey, took to the skies for the Black Dog 
Institute’s CEO Skydive.

Sean and eleven other business leaders skydived as  
part of the event, raising over $200,000 for vital research 
and programs that reduce the incidence of mental illness 
and suicide. 

The issue of mental health is very close to Sean’s heart  
and one which he firmly believes should be discussed  
more openly in homes, schools and workplaces. 

“The stigma that has always been connected to mental 
illness, and the fear so many of us have to talk about 
mental health, can be changed through open and frank 
conversations. Many people would find the idea of leaping 
from a plane less daunting than reaching out for help or 
speaking to a mate about their mental health, and we all 
need to work together to change that and remove the 
stigma,” Sean said. 

A platinum anniversary with an innovative healthcare provider

For Maxxia and St John of God health Care – who in 2021 marked 20 years of partnership – with 
the key to this long lasting relationship being a clear and strong set of shared values. Celebrating 
this partnership, Maxxia was pleased to donate $30,000 to support the St John of God Foundation, 
enabling the organisation to remain at the cutting edge of technology and medical innovation.

St John of God health Care is a grassroots organisation that has strived over many decades to 
continuously improve health outcomes and quality of life for people in our communities. It’s this shared 
sense of commitment to our local roots and to making people’s lives easier, that has fostered a long 
and prosperous relationship, as we provide services to their caregivers. 
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At MMS, we celebrate a values driven culture that  
encourages our people to Drive What’s Possible and  
help deliver on our Purpose of creating new ways to  
make people’s lives easier. 

 
Our approach 

The FY21 financial year saw the vast majority of our  
workforce working remotely as a result of the COVID-19 
pandemic, fundamentally shifting the way we connect  
with team members and our customers. Learnings from  
this experience are shaping our workforce planning and  
future ways of working, to ensure we remain in a strong 
position as we step into the future.

Flexibility and adaptability are core to our people strategy, 
which is built around attracting and retaining the best 
talent, maintaining high levels of engagement, enhancing 
organisational and employee capability, and adapting to  
a hybrid work model for the long term.    

Employee engagement 

Conducted biennially, our employee engagement survey 
gives our people the opportunity to share their feedback 
anonymously and provides valuable insights into our culture 
and the employee experience. Pulse surveys are conducted 
between the comprehensive biennial surveys to check in  
with our employees on matters ofmost concern to them  
and provide an opportunity to give ongoing feedback.  
The 2021 survey also gave us the opportunity to assess  
the success of our COVID-19 response and the transition  
to a hybrid working model.

Pleasingly, 87% of employees took the time to complete  
the survey – one of our highest response rates to date 
indicating that  our employees are actively engaged  
when it comes to providing feedback and trust that action  
will be taken to preserve what works well and identify 
opportunities to further enhance their experience and our 
collective success.  

The survey results indicate that our people more than  
ever before feel enabled, energised and engaged, with the 
Sustainable Engagement score for the Group at 85%,  
and for Australia/NZ operations at 86%, positioning us  
within the Global high Performing Companies Norm. 

Our people highlighted that they believe strongly in the goals 
and objectives of the organisation and feel inspired and 
supported to do their work effectively, connected to their 
colleagues, and feel a sense of personal accomplishment in 
their roles. They expressed a strong desire to have deeper 
insights and feedback on our customer experience and 
greater visibility into the Group’s future direction and focus.
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Our people
EMPLOYEE ENGAGEMENT

Our people are central to our success, and MMS is 
committed to creating a connected and inclusive workplace 
that enables our people to thrive both personally and 
professionally, and deliver high value outcomes for our 
customers and key stakeholders. 

25

85% 
Sustainable  
engagement score  
(up 6% on FY19)
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Our people
STAYING CONNECTED ThROUGh COVID-19

During FY21, the majority of our workforce adopted 
a hybrid work model, splitting their time between 
working from home and the office. This transition 
fundamentally shifted how we connect with our 
team members and customers, and a major focus 
was placed on supporting our employees to remain 
connected, well informed skilled and equipped to 
work safely and effectively from home  
and serve our customers.  

Communication

With our people working remotely during the year, we 
worked to ensure they maintained a strong sense of 
connection with our culture and their colleagues through 
numerous Teams meetings. Regular email and video 
updates from our CEO and Group Executives were 
shared with all employees, reinforcing government health 
requirements, highlighting achievements and news from 
throughout the Group, whilst emphasising our values, 
culture and business objectives. We also issued almost 
600 articles through various internal publications and our 
intranet, in order to keep staff engaged, entertained and 
equipped with many tools and strategies to support their 
wellbeing while working remotely under challenging COVID 
circumstances.  

Supporting our people’s mental health

With the pandemic putting strain on the mental health 
of many, a large focus was put on ensuring our people 
felt connected and supported throughout this period. 
We worked in close partnership with our EAP provider 
to strengthen support and accessibility to their suite 
of services. The value of this was evidenced through a 
significant increase in utilisation by our employees.

At the onset of the pandemic, we provided mental health 
training to over 100 team leaders, so they had the skills and 
resources to appropriately support their team members 
within a virtual setting. We also continued to share 
resources through our online COVID-19 hub, in order to 
provide our people with tools and resources to look after 
the social, mental and physical wellbeing and resilience of 
themselves and also members of their family or household. 
Regular employee pulse checks conducted throughout 
the year allowed us to gauge the sentiment of our people 
concerning COVID-19 and working from home, and how 
we could continue to support them and their welfare.

 
 
 
Ensuring a safe return to the office

Our physical offices remain a vital part of our business as 
places for important in person connection, collaboration 
and learning. We have strong hygiene practices in place, 
based on Government health advice, to ensure our 
workplaces are kept COVID-safe. During the year we 
also launched a Return to the Office hub, on our intranet 
which contains a range of helpful information to assist 
our employee’s transition back to our offices safely and 
smoothly.

Future ways of working

The pandemic has been a catalyst for rapid change. We 
have established a Future Ways of Working Committee –  
a dedicated executive committee responsible for assessing 
our future work and people needs.  With a commitment to 
taking the valuable lessons and positive changes brought 
upon by the pandemic we have identified work and service 
models that will be adopted beyond the pandemic, to make 
us even stronger and more effective across our operations. 

This committee examines all facets of the business, 
including our people, property, technology, and the 
employee and customer experience, to gain a thorough 
understanding of how they have been impacted by the 
transition to a hybrid working model. The learnings from this 
body of work will continue to inform the business’s future 
ways of working.
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Our people
EMPLOYEE CAPABILITY

Our people sit at the heart of our continued success. 
MMS is committed to building the capabilities of our 
people, so they can be their best, and contribute to 
delivering our strategy and a great customer experience. 
As our sector and workforce transforms, we are focused 
on equipping our people with new skills they need to 
succeed into the future.  

Responding to the shift to remote working during the 
pandemic, we transformed our learning offering to remote 
facilitation and blended learning, improving accessibility, 
fostering connectivity and social learning.

LearnLab, our online learning portal, continued to 
provide our staff with a mix of interactive online learning 
opportunities, giving them the ability to take control of 
their professional and personal development. This portal 
was also utilised to assist our people with the transition 
to working from home, with modules provided on coping 
with change, mental health, resilience and wellness, and 
effective communication through digital channels.

Leadership development

One of our core leadership development programs, LIFT, was  
delivered remotely during the year. To remain engaging and  
interactive in the virtual environment, LIFT employed a 
blended learning model that focused on experiential learning,  
supplemented with social learning and facilitator-led workshops.  
During the year, 35 employees participated in the LIFT 
program, with all successfully completing the program – a 
testament to the strength of the new blended learning model.  

Sadly our PACE (middle leader) and LEAP (senior leader) 
programs were again delayed due to COVID-driven travel 
restrictions and have been rescheduled for FY22.

New employee hub

During FY21 we also launched our New Employee hub:  
an intuitive virtual knowledge repository for new employees.  
By collating all key information, links, and resources in the one 
place, the New Employee hub streamlined the induction of 
newly arrived employees, ensuring they’re able to find what 
they need easily and are empowered to begin their learning 
and development, particularly while working remotely. 

Career progression

At MMS, we have a long-held culture of promoting from 
within, recognising that our diverse portfolio of businesses 
creates invaluable opportunities for our people. We advertise 
roles internally to encourage our employees to expand 
their careers and experiences. During the year, 16% of the 
positions advertised were filled by internal candidates,  
with 68% of promotions secured by female employees. 

Our annual performance planning process provides all our 
permanent employees with valuable, ongoing feedback, as 
well as growth and development opportunities. This process 
enables employees and their leaders to have quality  
conversations and establish development plans that support 
better performance and changing career aspirations. 

Traineeship program

We were pleased to once again partner with the national 
employment service provider, Mas to recruit and upskill 
jobseekers and long-term unemployed persons for our 
internal traineeship program. 

The program was expanded to additional 41 trainees 
during FY21, targeting those looking to transition from 
the hospitality and retail sectors, which were particularly 
impacted during the pandemic. 

At the completion of the 12-month traineeship, participants 
receive a nationally recognised Certificate III in either 
Business or Customer Engagement and many are offered a 
permanent role within the Group. The program has proven 
to be highly successful to date, with 63 people participating 
since its launch in 2018, and of those who graduated, eight 
are currently employed within our business.  

81,000+ 
hours of learning and development 
provided to our staff
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Our people
DIVERSITY AND INCLUSION

At MMS, we strive to create and nurture an 
environment where all of our people feel valued, 
respected, and comfortable to be their authentic 
selves, succeed and grow.  Our approach to fostering a 
diverse and inclusive organisation consists of offering 
conducive policies, flexible working arrangements, 
tools and resources that enable our people to balance 
their personal and professional priorities, celebrating 
and amplifying diverse voices, and removing 
impediments to accessibility, equity and  opportunity. 

Our Equal Opportunity & Diversity Policy outlines our 
commitment to a diverse, inclusive and equal workplace.  

Gender diversity

MMS Board has approved a number of measurable 
objectives to promote greater gender diversity, with a focus 
on retaining and growing women in leadership roles. 

During FY20, the Group set a target to achieve a 30 per 
cent female, 30 per cent male and 40 per cent either 
gender at Board, Other Executives/General Managers 
and Senior Manager levels by 30 June 2022. In FY21, the 
Board has reviewed and increased this target to achieve 
a 40 per cent female, 40 per cent male and 20 per cent 
either gender by 30 June 2030, within the same categories. 
These objectives and the company’s progress are assessed 
annually by the Board. Our current performance against 
the gender representation targets are reported within the 
Sustainability Scorecard on page 35.

We strive to ensure that women are represented in interview  
short-lists for Executive and senior leadership and specialist  
roles that become available during the year. In FY21 the  
limited number of opportunities resulted in women representing  
17% of successful candidates. We also promote development 
and promotion opportunities regardless of gender, with female 
employees representing 37% of attendance at leadership 
development programs5, 68% of internal promotions, and 
43% talent/succession management. 

We report our progress in gender equality to the  
Workplace Gender Equality Agency (WGEA) every year,  
with our latest reports accessible on the WGEA website. 

Gender pay equity review

As part of our ongoing commitment to gender equality, we 
dynamically review and complete an annual gender pay gap 
analysis, which examines gender pay gaps at the overall 
Group level, by occupational category, segment and in the 
same position performing the same work with ten or more 
incumbents to ensure equity and parity in remuneration for 
merit and work performed. 

This analysis and findings are presented to the Group’s People  
Culture and Remuneration Committee of the Board annually.  
Where pay gaps appear, analysis is conducted to individual 
level and complemented with internal parity, position and 
market data reviews to address pay equity gaps. 

MMS is committed to gender base pay equity for like for 
like roles, demonstrated by conducting an annual pay gap 
analysis and consideration of pay equity at the time of 
remuneration decisions.

Supporting parents

During the year, MMS launched the Circle In Parents Portal 
to support our employees to grow their careers while 
also balancing personal and family responsibilities. The 
online portal contains important information and resources 
to support all stages of the parental journey, including 
consideration, pregnancy, parental leave, and returning to 
work. Pleasingly, over 200 employees have subscribed to 
the portal since its launch. 

MMS offers paid parental leave to permanent employees 
who are primary and secondary carers, as well as ten paid 
Keeping in Touch days for employees on parental leave to 
stay up to date with the workplace, refresh their skills and 
assist in their return to work.

Celebrating Pride month

In June 2021, MMS celebrated Pride month, with employees  
coming together to support the LGBTQIA+ communities and 
draw attention to the issues they face every day. 

During Pride month, we facilitated a number of focus groups 
to consult with employees who identify as LGBTQIA+ and 
Allies on how we could meaningfully celebrate the month 
and continue to enhance our inclusive workplace throughout 
the year. Employees were invited to listen and share their 
stories, experiences, and insights in a safe and supportive 
forum, with their recommendations and feedback helping us 
to shape our activities moving forward. 

Beginning our reconciliation journey

MMS is committed to increasing our cultural diversity and 
Indigenous engagement to ensure that our organisation 
reflects the customers we serve and communities in which 
we operate.  

People across the Group celebrated NAIDOC Week during 
November 2020, holding an inaugural ‘yarning’ session, led 
by an elder from the Wakka and Gubbi people. The session 
helped to educate our employees on meaningful ways we 
can support Australia’s First Nations People. 

In the year head, MMS will develop its first Reconciliation Action  
Plan to mark our journey in creating social and economic 
opportunities for Aboriginal and Torres Strait Islander people. 
It will provide us the foundations to deepen our respect for 
the rich history, culture and achievements of Australia’s First 
Peoples, strengthen our relationships and create sustainable 
opportunities through our sphere of influence. 

34% 
Women in leadership6

5 Impacted by the postponement of our PACE and LEAP programs.

6 Board, Executive Committee and General Managers, Senior Managers and Other Manager levels.

https://www.mmsg.com.au/wp-content/uploads/2017/Governance/Equal-Opportunity-and-Diversity-Policy.pdf
https://www.wgea.gov.au/report/public-reports
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Our people
EMPLOYEE BENEFITS AND WELLBEING 

We pride ourselves on creating a safe, productive, and 
rewarding environment for our people. Our extensive 
and evolving range of benefits and tools enable us 
to attract and retain the best talent available, while 
simultaneously enabling our employees to meet their 
career and personal goals. 

Health and wellbeing

Employee wellbeing remains a priority at MMS, and we 
take a holistic approach to the health and wellbeing of our 
people, with a focus on physical, psychological, social and 
financial wellbeing. 

The health and Wellbeing hub is a digital portal through 
which our people are able to access a collection of helpful 
resources on physical, mental, financial and spiritual 
wellbeing. It features over 100 articles covering a wide 
range of wellness topics, from practical public health  
advice and mindfulness techniques to at home workouts 
and recipes. 

MMS also offers a range of financial benefits to its 
employees. These include company sponsored income 
protection insurance, salary packaging options including 
novated leases, discounts on motor vehicles and 
associated management fees, as well access to our lifestyle 
rewards program. Eligible employees7 also have the ability 
to salary sacrifice up to $1,000 per year to acquire MMS 
shares from their pre-tax salary. We also recognise long 
term tenure and service to the business with up to $10,000 
for ten years of service. 

Employee Assistance Program

Our Employee Assistance Program is available to all 
employees and their families through external provider  
Assure, providing access to free and confidential counselling 
sessions with their experienced psychologists. With the 
pandemic adding additional pressures, we encouraged all  
our people to engage with the service, or refer colleagues,  
if they were experiencing stress or anxiety. 

Leave policies 

We understand the importance of work-life balance 
and family, and offer a number of paid and unpaid leave 
arrangements to our employees in addition to their statutory 
entitlements. These include paid parental leave for permanent 
employees regardless of their gender, career break leave to 
travel, explore, refresh and recharge, and volunteer leave 
to participate in valuable community work during standard 
working hours. 

Mindful that the pandemic has increased the risks and 
incidents of domestic and family violence, during the year, 
the Group also introduced five days of leave for employees 
experiencing domestic and family violence.

7 Permanent full-time and part-time employees that have been with the business for at least 6 months. 

90% 
of our people said they have the 
flexibility for work life balance in 
our employee engagement survey
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Managing our impact on the climate

Our direct impact on the environment primarily relates to our 
offices and car yards, and we are  committed to operating our 
business in a way that protects and sustains the environment. 

For the first time during FY21, MMS has set longer term 
targets to reduce our direct operational impact on the 
environment and climate. Our targets cover our operations  
in Australia, NZ and the UK, and include:

– Sourcing 100% of Group electricity from renewable 
energy by 2025,8 and  

– Achieving net zero carbon emissions for our direct 
operations (Scope 1, 2 and 3) by 2030.9

Our Group carbon footprint during FY21 was 4,191 tonnes 
of CO2e.9 We also measured the carbon footprint of our 
UK and NZ operations for the first time during the year, 
providing us with a baseline and allowing us to incorporate 
facilities in these locations into our long-term carbon 
reduction targets.   

The carbon footprint for MMS Australian operations  
(3,832 tonnes of CO2e.) was significantly lower compared 
to previous years, in part as a result of our employees 
working from home for a large part of the year due to 
COVID-19 restrictions. Our Scope 3 emissions were also 
lower, as a result of reduced employee commute and 
business-related travel. 

We are pleased to report the Group has offset a 100%  
of our Scope 1 and 2 greenhouse gas emissions footprint 
for FY21. 

Taking a first step towards reaching our renewable  
energy target, during the period, we switched electricity 
contracts for six of our small offices in Australia to 100% 
renewable energy contracts, helping to offset 27% of 
the Group’s electricity use during the year. The residual 
emissions from electricity use and the company car fleet 
were offset through Greenfleet and the purchase of 100% 
Climate Active renewable energy credits. Funds invested 
in Greenfleet are used towards native revegetation projects 
across Australia and NZ to support biodiversity, native 
wildlife and capture carbon emissions to mitigate the 
impacts of climate change.

Additionally, reduced face to face interactions and 
increased digital communications with our customers 
have resulted in a significant reduction in external printed 
materials. Carbon emissions resulting from our external 
printing output is certified carbon neutral by the supplier.

We expect our Group-level carbon footprint to increase 
in FY22 relative to FY21 as a longer-term hybrid working 
model is operationalised for our people. 

In pursuit of our net zero carbon emissions target9, our 
future focus will be on switching electricity contracts of 
additional MMS offices to green power, reducing our 
resource consumption where possible, and offsetting 
residual emissions through the purchase of carbon credits.     
We will continue to measure and reduce our environmental 
impact, and importantly be transparent about our 
performance. Please refer to our sustainability scorecard on 
page 34 for our key environmental performance indicators. 

 

MMS is committed to operating our business in a way that protects 
and sustains the environment. Our focus is on reducing our 
operational greenhouse gas emissions and assisting our clients  
and customers where possible to reduce their impact to facilitate 
the transition to a low carbon economy.

Low carbon economy
MANAGING OUR IMPACT ON ThE CLIMATE

27%  
Group electricity sourced  
from renewable sources

8 At controllable sites where MMS has the ability to choose the electricity provider using the existing building infrastructure.

9 Includes scope 1 (fuel), scope 2 (purchased electricity) and scope 3 emissions (employee commute and working from home, business travel  
and third party services) from offices and facilities in Australia, NZ and the UK. Reductions are compared to the baseline year FY19. 

100%
Scope 1 and 2  
emissions offset

Net zero
Target for carbon  
emissions from our direct 
operations by 20309
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Volunteering with Greenfleet

MMS once again continued to proudly support Greenfleet. 
In addition to offsetting our Scope 1 and 2 emissions with 
Greenfleet, our employees participated in Greenfleet’s  
annual tree planting events in New South Wales and 
Queensland during FY21. The revegetation projects  
our teams supported included:  

– Aroona cattle property owned by the Queensland Trust 
for Nature, increasing habitat for many native species 
including Koalas, Glossy Black Cockatoos, Brush-tailed 
Wallabies, and Brush-tailed Phascogales, and 

– Bonna Point Reserve, located in the Sutherland Shire 
Council (NSW), providing habitat for endangered 
shorebirds. 

Assisting our customers 
As a major provider of novated leasing and vehicle fleet 
management services, we are in a unique position to support 
our fleet clients and novated leasing customers to reduce their 
impact on the environment and climate, and transition to a 
low carbon economy. 

Interleasing Australia, Maxxia NZ and CLM UK works with 
our fleet management clients to understand and meet their 
organisational sustainability goals through their fleets. This 
includes measuring and reporting on carbon footprint across 
the terms of their lease and using a suite of technological 
solutions, such as our online fleet management system, 
Telematics, Pool Car Booking, Online Driver Training, to 
provide better insights to improve driver behaviours, fleet 
efficiency and performance. 

Additionally, we hold proactive discussions with both existing 
and potential clients, on assisting them to incorporate fuel 
efficiency and alternative fuel options, and navigate through 
the practicalities of introducing electric and hybrid vehicles to 
their fleets. This includes assisting customers to understand 
utilisation and operational issues that need to be addressed, 
and working with supply chain partners to develop solutions 
that support our clients’ sustainability goals. 

During FY20, we upgraded our Asset Management Enterprise 
Fleet Management System, offering our clients the ability to 
take climate action by offsetting their fleet carbon emissions 
through our partner Greenfleet. 

 

Case study: CLM Road to Zero strategy

With the UK government announcing plans to end the 
sales of new petrol and diesel cars by 2035, our CLM Fleet 
Management business has geared up support for clients in 
transitioning to low emissions fleets.

During the year, the team at CLM developed a Road to Zero 
Strategy Discussion Guide to support fleet management 
clients consider and plan their switch to cleaner forms of 
transport. This guide assists our clients understand  important 
considerations in transitioning their fleets, including assessing 
suitability of electric vehicles to our clients and their drivers 
requirements using the data we hold, determining fleet policy, 
addressing employee concerns around driving range and 
charging, costs, and developing a broader mobility strategy.  

Our clients are keen to start the journey to move towards 
hybrids and ultimately full battery electric vehicles, and look to 
CLM to guide them through the key considerations to ensure 
that the strategy of getting to net zero continues to support 
the overall business mobility needs.

John Lawrence, CLM Managing Director

Low carbon economy
MANAGING OUR IMPACT ON ThE CLIMATE

1,700
Electric and hybrid vehicles 
leased to customers across 
Maxxia, RemServ, Interleasing 
Australia and CLM UK



M
M

S
  S

U
S

TA
IN

A
B

IL
IT

Y
 R

E
P

O
R

T
 2

0
2

1

32

Low carbon economy
MANAGING OUR CLIMATE-RELATED RISKS AND OPPORTUNITIES

Climate change presents strategic and financial risks 
and opportunities for our business and our stakeholder 
community. MMS is committed to aligning our approach 
to assessing and managing climate risk with the 
recommendations of the Task Force for Climate-related 
Financial Disclosures (TCFD). We continue to strengthen 
embedding climate change considerations into our 
governance, risk management and strategy processes. 
The table below provides an overview of our progress 
against TCFD disclosures. 

Overview of MMS’s progress against TCFD disclosures

Governance

Disclose the organisation’s 
governance around 
climate-related risks  
and opportunities

a) Governance of climate- 
 related risks and  
 opportunities

b) Management’s role

MMS’s Board of Directors oversees the management 
of risks and opportunities for the Group (which includes 
climate risk) through the Audit, Risk and Compliance 
Committee. The MMS Group CEO, supported by the 
ESG Committee, the Senior Leadership Team, the Group 
Risk Manager and Sustainability Manager, is responsible 
for driving our actions to embed climate change into 
our risk management, business strategy, and financial 
planning processes.

Strategy

Disclose the actual and 
potential impacts of 
climate-related risks 
and opportunities on the 
organisation’s businesses, 
strategy, and financial 
planning where such 
information is material.

a) Climate-related risks  
 and opportunities

b) Impact on businesses,  
 strategy, and financial  
 planning

c) Resilience of MMS  
 Strategy (climate  
 scenario analysis)

We are strengthening our capabilities to assess and 
manage climate-related risks and opportunities. A high 
level risk and opportunity assessment is planned for FY22 
to inform our roadmap of future actions to ensure that 
our business and strategy are resilient to the impacts 
of climate change. Currently known potential risks and 
opportunities for the Group include: 

– Change in government policy, client and customer 
preferences favouring low emissions transport 
options may impact demand for and composition 
of vehicles offered through novated leasing and 
asset management businesses, the residual values 
of assets, and current revenue sources and mix 
relating to leased vehicle operations  
and maintenance. 

– Opportunity to expand and develop low emission 
products and services to meet customer 
preferences and create new supply chain 
partnerships.  

– Opportunity to reduce operational costs and 
achieve reputational benefits through participation 
in renewable energy programs and adoption of 
energy efficiency measures. 
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Low carbon economy
MANAGING OUR CLIMATE-RELATED RISKS AND OPPORTUNITIES

Risk management

Disclose how the 
organisation identifies, 
assesses, and manages 
climate-related risks.

a) Processes for identifying  
 and assessing climate- 
 related risks

b) Processes for managing  
 climate-related risks

c) Integration climate  
 risk into overall risk  
 management

During FY21, MMS incorporated climate change into 
our Risk Register and Risk Appetite Statement, with key 
climate related risk indicators being reported quarterly  
to the Board. 

A high level climate-related risk and opportunity 
assessment is planned for FY22 to inform the roadmap  
of future actions for the Group. 

Climate risks and opportunities are assessed and 
managed through broader MMS sustainability governance 
framework, implemented through our sustainability 
strategy and overseen by the ESG Committee. A 
working group has been established to assess business 
opportunities and risks and to formulate our response to 
the increased adoption of low and zero emission vehicles, 
driven by climate-related commitments of our clients and 
customers.  

Metrics and targets

Disclose the metrics  
and targets used to  
assess and manage 
relevant climate-related 
risks and opportunities

a) Metrics to assess  
 climate related risks  
 and opportunities

b) Scope 1, 2 and 3  
 GhG emissions

c) Targets and  
 performance

MMS has publicly reported our Scope 1, 2 and 3 
greenhouse gas emissions and has set a long-term 
target to reach net zero carbon emissions for our direct 
operations by 2030. Our targets and performance are 
reported in page 30. 
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Sustainability scorecard

Performance indicator Unit FY21 FY20 FY19

Financial performance a,b

Revenues $M 544.5 494.0 549.7
Total expenses $M 449.1 469.0 450.0
Underlying net profit after income tax (UNPATA) $M 79.2 69.0 88.7
Dividends paid to shareholders $M 23.4 59.6 61.2
Market Capitalisation A$M 1,002.1 702.6 1062.0
Salaries and related expenses paid to employees $M 130.7 128.9 138.7
Taxes paid $M 35.6 25.2 55.1
Corporate donations and sponsorships $ 733,134 685,221 588,282

Customers 

Net Promoter Score  
(GRS salary packaging and novated leasing) c,d

Average monthly score 60 52 53

Customer Complaints d,e Ratio per customer (%) 0.41 0.39 0.23
Customer Complaints resolved  
by MMS & Customer Advocate d,e

 % 99 99 99

Digital users b,c ‘000 258 – –

Environment d,e 

ENERGY USE 
Total energy use GJ 10,175 – 11,976

Electricity consumption – Group GJ 4,079 – 5,594
Australia/NZ GJ  3,776 – 5,594
UK GJ  303 – –

Electricity from renewable sources c GJ  1,103 0 0
Fleet fuel use GJ 5,011 6,382

Australia/NZ GJ 4,549 – 6,382
UK GJ 463 – –

GREENHOUSE GAS EMISSIONS
Group total CO²-e tonnes  4,191 – 7,537

Australia/NZ CO²-e tonnes  3,832 – 7,537
UK CO²-e tonnes  359 – –

Scope 1 – Group CO²-e tonnes 343 317 453
Australia/NZ CO²-e tonnes  324 317 453
UK CO²-e tonnes  18 – –

Scope 2 – Group CO²-e tonnes 731 1,257 1,429
Australia/NZ CO²-e tonnes 712 1,257 1,429
UK CO²-e tonnes 19 – –

Scope 3 – Group CO²-e tonnes 3,117 – 5,655
Australia CO²-e tonnes  2,796 – 5,655
UK CO²-e tonnes  321 – –

Emissions intensity (Scope 1, 2 & 3) CO²-e tonnes/FTE 3.3 – 6.7

Australia/NZ 3.3 – 6.7
UK 2.3 – –

Paper use

Office paper use Tonnes 3.1 – 12
Printed materials for customersc Tonnes 8.5 16.7 13.3
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Sustainability scorecard

Performance indicator Unit FY21 FY20 FY19

Our people

WORKFORCE BY CONTRACT TYPE AND 
GENDER b,e

Permanent full-time headcount M | F 613 | 555 495 | 465 517 | 454
Permanent part-time headcount M | F 23 | 89 9 | 75 13 | 61
Fixed term full-time headcount M | F 10 | 20 11 | 21 15 | 29
Fixed term part-time headcount M | F 0 | 5 1 | 4 4 | 2
Casual headcount M | F 7 | 3 2 | 7 3 | 6
Australia headcount M | F 560 | 602 515 | 569 547 | 549
NZ headcount M | F 3 | 4 3 | 3 5 | 3
UK headcount M | F 90 | 66 – –
Total employees headcount 1,325 1,090 1,104
Full time equivalent employees  FTE 1,286 1,056 1,073

SAFETY AND WELLBEING

Lost-time injury frequency rate c,d LTIs per million hours 
worked

2.6 4.9 5.3

Absenteeism rate c,d % 2.7 4.0 4.1
Employees accessing flexible work arrangements f % 100 – –

DIVERSITY AND INCLUSION 

By gender f

Board (including MD/CEO) % M | F 71 | 29 71 | 29 83 | 17 
Other Executives/General Managers % M | F 76 | 24 73 | 27 75 | 25
Senior Managers % M | F 78 | 22 81 | 19 –
Other Managers % M | F 57 | 43 59 | 41 –
Professionals % M | F 51 | 49 47 | 53 –
Other % M | F 45 | 55 44 | 56 –

By age f

Under 30 % of employees 22 – –
30-39 % of employees 38 – –
40-49 % of employees 24 – –
Over 50 % of employees 16 – –

Other % of employees
Employees that identify as having a disability a % of employees 3 – –
Employees that identify as First Nations Person f % of employees 2 – –

Remuneration ratios by category f,g

Group Executive (including MD/CEO) % 80 – –
Management % 91 – –
Non-management % 95 – –
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Sustainability scorecard

Performance indicator Unit FY21 FY20 FY19

Our people

LEARNING AND DEVELOPMENT

Annual Compliance training completion rate f % of employees 100 – –
Risk Culture Index Score a % 86 – –
Staff Training & Development hours a,d,e hours 81,928 56,751 43,049
Average hours of training per employee a,d M | F 64 | 59 – –
Leadership development training hours d,f M | F 1610 | 1040 – –
Eligible employees receiving annual  
performance reviews a

% 100 100 100

TALENT ATTRACTION AND RETENTION 

Sustainable engagement score a,e % 85 87 h 79
Engagement survey response rate a,e % 87 81 86
Voluntary turnover rate f % 16.4 – –
Involuntary turnover rate f % 4.0 – –
Total turnover rate f % 20.4 23.8 25.5
New hire rate f % 30.7 – –
Positions filled through internal promotions f % 16 – –
Promotions secured by females f % 68 56 –
Return to work from parental leave f % M | F 100 | 88 – –
Retention rate after parental leave f % M | F 100 | 86 – –

Notes: 

a. Data includes Australia, NZ and UK operations. 

b. As at 30 June 2021.

c. Australia operations only.

d. 12 months to 30 June 2021.

e. Data for previous years (FY20 and FY19) excludes UK operations.

f. Australia/NZ operations only

g. Ratio of average remuneration (basic salary and superannuation) of women to men within each employee category.

h. Employee engagement survey is conducted biennially with pulse surveys conducted in intervening periods.  
The FY20 result represents the May 2020 pulse survey sustainability engagement score.
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Contact us
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McMillan Shakespeare Limited

ABN 74 107 233 983  

AFSL No. 299054

Head office

Level 21, 360 Elizabeth Street 

Melbourne Victoria 3000 

Telephone: +61 (0) 3 9097 3000 

Fax: 1300 733 444

Investor Relations

investorrelations@mmsg.com.au

Sustainability

sustainability@mmsg.com.au
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