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The world, as we knew it a few months back, has 
been altered forever. Prompted by a black swan 
crisis, there has been an insightful and irreversible 
shift in the way we run our business, attend to our 
customers and communicate with our employees. 
Our ingrained work culture, patterns and behaviours, 
and our basic belief about how we can serve our 
customers in the best possible way, has been 
subjected to closer scrutiny than ever before.

While the pandemic offered a moment of grave 
challenge, it also presented a perfect time for 
deep introspection and opportunity. The path we 
will successively chart will perhaps be the biggest 
litmus test in our three-decade long existence in the 
industry. Underscoring our strong value systems 
and beliefs, we once again proved our agility in 
responding to changing market dynamics, dug 
deeper into our native strengths and redesigned 
our approach to operate in a post-COVID world.

Compelled to rethink and reimagine 
our tomorrow, we set on a 
transformational journey by 
accelerating our technology 
adoption, enhancing capabilities  
and efficiency, making our processes 
and cost-model more resilient, 
setting higher standards of customer 
service, and reshaping our value 
proposition. With this, we endeavour 
to stay true to our core values of 
agility, customer-centricity and 
commitment, and create higher value 
for all our stakeholders.
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OuR PuRPOSE IS THE REASOn wE EXIST

As we enter the 4th decade of our remarkable journey, we 
continue our passion to help millions of people on their 
path to owning their own homes. with our responsiveness, 
resourcefulness and responsibility, we remain committed to 
exceed customer expectations.

wHO wE ARE

We, at LIC Housing Finance Limited (LICHFL), are 
one of the largest housing finance companies in 
India, with a rich legacy and a promising future. 
Our core objective is to cater to the housing needs 
of our customers with the best of our abilities. 
Throughout our 30-year journey, we have upheld 
our mission and fulfilled the dreams of more than 
27 lakh proud house-owners.

wHAT wE OFFER

With our focussed vision and customer-centric 
products and services, we empower our customers 
in their quest for home-ownership. With our 
targeted products and services, we consistently 
reach out to potential home buyers and help them 
take the right steps in home buying.

KEy vALuE PROPOSITIOn

• Solid track record of customer convenience  
in products, services and pricing

• A high quality asset book

• An uncompromising focus on core values

• Efficient risk management framework

• Ethical business practices

OvERSEAS PRESEnCE

Through our Representative Offices in Dubai and 
Kuwait, we cater to Non-Resident Indians in the 
GCC countries of Bahrain, Dubai, Kuwait, Qatar 
and Saudi Arabia.

OuR DISTRIbuTIOn nETwORK

We have one of India’s most extensive marketing 
network with 282 Marketing Offices, 13,577 
Intermediaries and 25 Back Offices, and enjoy a 
strong reputation of doorstep service.

OuR LOAn bOOK COmPOSITIOn

 Retail Home Loans  76.9%

 Non-Core Loans   16.3%

 Developer Loans   6.8%
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wHAT DEFInES uS

8.08%

Weighted Average Cost of 
Funds

2.34%

Net Interest Margin

` 3,84,978.08 Crore

Cumulative Sanction (Individual 
loans) (since inception)

` 2,10,578 Crore

Loan Portfolio

13.89%

Capital Adequacy Ratio

`46,936 Crore

Disbursement of individual loan 
(during FY2020)

1.99%

Net NPA

` 3,73,699.62 Crore

Cumulative Disbursement 
(Individual loans)  (since inception)

OuR 
DISTRIbuTIOn 

nETwORK
bRAnCHES OF 

LICHFL FInAnCIAL 
SERvICES

DIRECT SALES 
AgEnTS

HOmE LOAn 
AgEnTS

CuSTOmER 
RELATIOn 

ASSOCIATES

As on 31st March, 2020
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nuRTuRIng HOPES, HOmES AnD 
HAPPInESS FOR THREE DECADES

2018
• Profiled in India’s Leading BFSI 

Companies 2018 by Dun & Bradstreet

2014

• Received Best HFC Award from 
ABP News

2009• QIP of US$ 135 Mn oversubscribed 6 times

2002

• Achieved Credit Rating (AAA)
• Set up Dubai office, marking first 

overseas presence

1989
• Incorporated LICHFL; Lending commences 

from first office in Delhi

2016

• Received Outlook Money Awards for Best HFC
• Won Best HFC by ABP News

• Won Asia Pacific Entrepreneurship Award
• Power Brands Award by Franchise India

2019

• Crossed ` 2,00,000 Crore in assets
• Voted as the Brand of the Decade 2019 by 

BARC Asia

2017

• Crossed ` 1,50,000 Crore in assets
• Won Best HFC award by Outlook Money
• Won BFSI Best CEO Award from Business Today

2015

• Loan portfolio crosses ` 1,00,000 Crore
• Won Best Housing Finance Company award by 

BFSI Awards

•	Won award for Best Data Quality in HFC by CIBIL

2012

• Received award for Best HFC from CNBC-TV18
• Received award “Best in Home Finance” from 

Construction Industry

2004

• Loan portfolio crosses ` 10,000 Crore
• US$ 29 Mn GDR issue; First HFC to do GDR issue 

oversubscribed

1994 • Launched IPO of ` 120 Crore

2020

• Received Data Quality Award by Transunion 
CIBIL in the Housing Finance Company 

category at the TU CIBIL Annual  
Conference 2019

• Awarded the ‘Best Housing Finance Company’ 
at the National Real Estate Congress Leadership 

& Awards, 2019 

• Listed as ‘The Outperforming Housing Finance 
Company 2019’ by Outlook Business

• Ranked as the Best Private Issuer 2019 on 
Electronic Bidding Platform by National  

Stock Exchange

• Featured amongst the Top 10 Most Consistent 
Wealth Creators according to the “Motilal Oswal 

24th Annual Wealth Creation Study, 2019”



gROwIng OuR FOOTPRInT

282
Marketing Offices 

Dubai and Kuwait
Representative Offices - Overseas

25
Back Offices

9
Regional Offices

2,392
Number of Employees

450 Centres
Coverage
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CHAIRmAn’S mESSAgE TO SHAREHOLDERS

As we enter the 4th decade of our remarkable journey, 
we continue with our passion to help millions of people 
on their path to owning their own homes. with our 
responsiveness, resourcefulness and responsibility, we 
remain committed to exceed customer expectations”

DEAR SHAREHOLDERS,
Greetings and best wishes to all of you as we step into a glorious 
4th decade of operations in FY2020 with determination and 
focus. We have defined our goals with the strong pace of our 
strategic delivery and improved performance.

Our progress in the past three decades has been indeed 
phenomenal. We have grown bigger and better every single year 
– from 8 offices in 1989 to 282 offices now; from 8 employees 
to 2,392 employees; from a portfolio of ` 25 crore to ` 2.10 lakh 
crore; from a disbursement of ` 11 crore to ` 55,000 crore; from 
an interest income of ` 47 lakhs to ` 17,362 crore; from a net 
profit of ` 57,000 to ` 2,431 crore. Today, we can proudly say 
that we have touched the lives of over 27.7 lakh people, are 
currently servicing about 12 lakh individuals, and have always 
been the front-runner in ensuring affordable access to housing 
finance and help realise people’s dream of owning a house.

Even after 30 years, we are as passionate as ever in our mission 
to help millions of individuals on their path to owning a home. 
We continue to be one of the largest players growing in size, 
stature and profitability in the housing finance industry. With a 
strong business foundation, an extensive distribution network 
and with proven industry expertise, we are enormously trusted 
as a respected financial services company. Our law-compliant, 
transparent and professional board of eminent personalities of 
experience and excellence in different fields provides us with 
the right guidance.

ImPACT OF COvID-19
India’s real estate sector, which was just emerging out of the  
past market turbulence, policy reforms and liquidity crisis, 
suffered a setback with the COVID-19 pandemic, which caused 
income uncertainty and poor consumer sentiments. The 

outbreak of the pandemic and labour unavailability dampened 
real estate activity, caused construction delays and reduced 
demand, affected liquidity, increased stress in the housing 
finance sector and dented consumer sentiments even further. 
Income disruption caused by the economic slowdown and the 
pandemic-imposed lockdown, had an unfavourable impact on 
the industry.

However, things are not all bleak – the government’s fiscal 
stimulus measures to maintain liquidity and economic continuity 
helped. As part of the relief package, the Reserve Bank of 
India announced a ` 10,000 crore funding to NHB to provide  
refinance to housing finance companies. The Ministry of 
Housing also extended credit-linked subsidy scheme for the  
middle-income group by one year – from April 2020 to March 
2021. RBI allowed a moratorium of 3 months to all term loans, 
reduced the cash reserve ratio and cut down repo and reverse 
repo rates.

At LIC Housing Finance, we not only extended the moratorium 
facility, but also passed on the benefits of reduced interest 
rates to all the eligible borrowers. The silver lining in the cloud is 
that the lockdown also provided some disguised opportunities 
such as inclination of first-time buyers to go for own home and 
demand for bigger flats in view of social distancing norms.

OuR 4-R STRATEgy
The pandemic has a major impact on the way we live and work. 
In the current turbulent and unprecedented times, businesses 
of all sizes and industries need to get adjusted to disruption and 
change. What stood us in good stead was our resilience and 
zeal to meet a challenge head-on and ride it out with strength 
and stability. We understand that many things will never be the 
same again. To pave our way for a better and sustainable future 
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At LIC Housing Finance, we remain 
steadfast in achieving the unmet 

housing needs of millions of Indians, 
and have been positive about the 

intrinsic demand for housing in the 
long run.

we devised a 4-R strategy – Retail, Recovery, Retention and  
Re-engineering, as our guiding force for the year as we 
reimagined our tomorrow.

The strategy aims at focus on getting more retail-based loans; 
recovering the pending dues; retaining the existing borrowers; 
and re-engineering the work environment so that any kind of 
disruption will have no adverse impact on business continuity. 
We are working towards redefining the concept of tomorrow’s 
office – one with a purpose-driven work environment that fosters 
communication and ideation, supports business processes and 
functions, increases collaboration and engagement, enriches 
customer experience, and lastly, maximises engagement and 
minimises disruption.

mAKIng THE RIgHT InvESTmEnTS
Amidst the challenging times, one thing constant has been the 
power of technology to help organisations to adapt, reinvent 
and transform. Going ahead, business process re-engineering 
will hold the key to the future. A revamped IT platform is 
required to take care of the present requirements and the 
challenging future needs. 

We have resolved to keep making investments in the right 
technology to stay prepared to face a crisis and challenge of this 
magnitude. Our aim is to gain capabilities in offering e-solutions 
to reduce future disruptions, which was indeed challenging, 
considering our 30-year legacy and an outstanding portfolio of 
` 2 lakh crore. We are also working on our risk management 
practices to enable us to assess situations that potentially 
threaten productivity and jeopardise our services. With all 
this, our aim is to become future-ready, to be able to face the 
future better, with tech-led processes and seamless integration  
of systems.

InDuSTRy OuTLOOK
As we adapt to a new normal of living and working conditions, 
home ownership will be considered as an important yardstick 
to impart a sense of security. The intrinsic demand for housing 
will remain strong in the long run. The realty sector in India is 
expected to ride out the situation through innovation and 
improved productivity. There will be sustained demand for 
affordable and mid-market segment on the retail side in Tier 
2&3 cities. We will keep funding such projects, considering their 
viability and sales velocity. Our key purpose is that by FY2022, 
we should be able to align ourselves with the government’s 
vision of “Housing for All by 2022” and contribute to nation 
building in our humble way.

FuTuRE OuTLOOK
Although it is not easy to accurately assess the magnitude 
of  impact of the pandemic in the long term, it will mostly  
depend on coordinated steps by the government and 
RBI. However, it is likely to impact performance of HFCs,  
as credit growth will be affected. The realty sector has been 
affected on three fronts – availability of labour, dearth of 
funding, and lack of demand for housing stock. For housing 
finance companies, recovery of loans will continue to be a 
challenge as livelihoods of customers has been affected. Loss 
of livelihoods and reduction in income, especially for self-
employed borrowers, may have an impact on our income 
and asset quality and we may have to brace ourselves for a 
moderation in profitability indicators.

However, the long-term prospects of the segment will remain 
good. Policy rate cuts by RBI, along with liquidity and credit 
measures, and likely fall in property rates by developers will 
boost demand for home loans. The demand for housing by the 
employees in the organised sector is expected to revive after the 
lockdown, further supported by the formalisation of the realty 
marketplace through RERA and stabilisation of GST. As one of 
India’s largest housing finance players, we are well-positioned 
to capitalise on these conditions, reinforced by our proactive 
investments in technology, wide product portfolio, expanding 
distribution network and superior fundamentals.

OuR AIm
At LIC Housing Finance, we remain steadfast in fulfilling the 
unmet housing needs of millions of Indians, and are positive 
about the intrinsic demand for housing in the long run. We are 
working collectively towards bringing confidence back into 
the real estate sector, and have also been sincerely playing a 
role in supporting the housing finance industry. We are totally 
supportive of the government’s policy that develops the 
affordable housing finance sector in India.

We are long-term players in this business. With deep knowledge 
and a service mindset, we continue to live our dream of building 
a roof for every Indian by supporting affordable housing, serving 
new home buyers and making their dreams come true. We plan 
to leverage our extensive reach to connect with the customer, 
and have been using digitisation to plug the gaps in enhancing 
customer experience and increasing operational efficiency.

Our long-term vision is to certainly be the lender of choice for all 
customers. We aspire to be the most preferred housing finance 
company, providing value for all our stakeholders and delivering 
consistent growth. With our 31-year legacy, we aim to continue 
scaling new heights and maintaining our position as one of 
India’s leading housing finance companies.

In COnCLuSIOn
I wish you all the best for the journey of excellence. We will 
remain true to our mission of enabling growth and progress and 
will continue to be true to our values as we serve our clients. 
As we have shown in FY2020, our targets are achievable and 
we are committed to continue making steady progress towards 
them every day throughout FY2021.

With best wishes

m. R. Kumar
Chairman
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mESSAgE FROm mAnAgIng DIRECTOR & CEO

Despite the adverse situation, we are comfortably 
placed in terms of liquidity. Despite the pandemic 
situation, we have been successful in raising 
resources at a low cost through nCDs, bank loans, CPs 
and public deposits – which is a strong testament to 
the unwavering faith of our lenders and investors. 

DEAR SHAREHOLDERS,
It gives me pleasure to present to you the Annual Report of a 
landmark year.

Through our 30-year journey, we have run the business ably 
and efficiently using the three key assets of our deep domain 
knowledge, expanding network and a service mindset, and have 
successfully delivered sustainable business and created long-
term value. Today, we are ranked amongst the top performing 
players in the industry with a strong business foundation, 
extensive distribution network, proven industry expertise, 
superior fundamentals and top rating, with strong value systems 
and beliefs.  

As we step into the 4th decade, we continue our journey 
with a robust business model that allows us to deliver 
long-term value. Our robust portfolio and better asset 
quality clearly stands out in the industry. During our 
remarkable journey, we successfully crafted the story of 
growth established with processes and success defined in 
results – a rising loan book, maintaining profitability, and  
asset quality.

I am happy to have attained a milestone year and blessed 
to have led this superlative team of incredible talent and 
dedication. We continue to serve our aspirational buyers – who 
are mostly buying a house for the first time, probably, the only 
time during their lifetime.  

ImPACT OF COvID
We write to you amidst an unprecedented and critical 
situation. The outbreak of COVID-19, a catastrophe in itself, 
affected lives with each passing day. Its impact is being felt 
by all the sectors, including real estate and housing finance. 

The outbreak of the pandemic drastically altered the overall 
economic outlook and disrupted the financial sector. The 
stimulus packages offered by the government in the wake 
of the pandemic are directed towards improving private 
consumption, demand generation and investment to spur  
GDP growth.

The real estate sector, which was already reeling under a liquidity 
crunch and slowing economic growth, has been hit hard as 
the extended lockdown suppressed buyer interest and muted 
sales. Housing sales in the top 8 cities fell to its decade low, new 
launches declined and the pricing environment weakened. The 
structural reforms, liquidity schemes and fiscal support provided 
by the Reserve Bank of India and the government are expected 
to provide relief to stressed asset classes.

At LICHFL, we faced reduced demand for housing loans and 
increase in delinquencies due to an adverse change in the credit 
habits of borrowers. Our cash flows were impacted as servicing of 
debt continued. It also led to a slowdown in home loan disbursals 
as individuals deferred home purchases till the time they could 
perceive stability in their income levels and a resumption in  
business activities.  

bATTLIng THE CRISIS
As we prepared to battle the challenging times, adaptability has 
been the core competency of our workforce. We made proactive 
adjustments to our business plan and exhibited readiness in an 
improved situation. Our immediate concern was to safeguard 
lives, and the foremost priority was to take care of our employees 
and the communities we live in. We facilitated Work from  
Home and encouraged employees to find innovative means, 
causing minimum disruption to work and enabling effective 


