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Introduction

The McMillan Shakespeare Group (MMS) is made 
up of a highly diverse and committed workforce 
operating within a broad range of communities  
and stakeholder groups.

MMS’ growth in recent years is a direct reflection of the  
hard work and talent of our people, and importantly their  
drive to succeed. As we continue to grow as a business,  
our ongoing investment in the development, growth and 
wellbeing of our people remains critical. We cannot achieve  
one without the other. 

This investment forms part of our focus on the environment  
in which we operate, the sustainability and value of our  
products and services and ensuring appropriate levels of 
governance are embedded across the organisation. 

This report presents the MMS Corporate Responsibility and 
Sustainability performance over the 2019 Financial Year (FY19). 

MMS adopts a formalised approach to sustainability,  
measuring our performance against specified key categories.  
We do this to ensure that our operations deliver tangible  
results for our stakeholders and communities. The metrics  
on page 13 report on our performance in these categories.

In the interests of applying rigor to the delivery, and reporting 
of our obligations, an Environment, Social and Governance 
(ESG) Steering Committee was formed by the Group in FY19. 
Comprised of Executive Leaders and members of Senior 
Management, the role of the ESG committee is to develop and 
enshrine a centralised approach to MMS’ commitment  
to sustainable operations. 

While for several years we have taken a formal approach to  
our responsibilities, the formation of this committee is designed 
to provide both strategic direction and sharp oversight to 
our commitments. It will also ensure we maintain appropriate 
disclosure of initiatives designed to meet these responsibilities.

The committee will focus on not only ensuring MMS continues  
to meet its responsibilities to our various communities but  
also identify opportunities for further enhancement of our  
sustainable practices.
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Environment

During the year, MMS continued to focus  
on a number of initiatives designed to  
reduce our impact on the environment.  
These initiatives include: 

Fleet management carbon offset
As a provider of vehicle fleet management services,  
responsible management of our carbon emissions output  
is an important priority.

We are a proud partner of Greenfleet, a not-for-profit provider 
of carbon offsets, which go toward reforestation initiatives. 
Beyond asset management, a number of our novated lease 
customers have chosen to attach a contribution to carbon offset 
via Greenfleet to their vehicle. MMS plays a key enabling role 
through supporting customers who choose to take climate action 
and offset their carbon emissions with Greenfleet. This service 
provision has contributed to planting 2,419 native trees in  
FY19 which, as they grow, will sequester 2,788 tonnes of  
carbon emissions.

Greenfleet tree planting day
Several Maxxia (Group Remuneration Services) team members 
in New South Wales represented MMS at a volunteer Greenfleet 
tree planting day in southern Sydney during the year. They 
supported Greenfleet and Sutherland Shire Council staff, who 
coordinated the planting of more than 500 trees in a historically 
green area that had been eroded by urbanisation in recent years. 
Planting these new trees will also help to support several species 
of endangered animals living in the immediate area.
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Environment

Carbon footprint and emissions reduction
Electricity usage across our Australian operations was also  
lower than in FY18, reducing by 0.12 tonnes of CO2 per full time 
employee (FTE).

Reducing the amount of printed paper remains a priority, with  
the Carbon Reduction Institute certifying our carbon neutrality 
with respect to our printing output. CO2 emissions from our 
print jobs totaled 64.14 tonnes for FY19, with the corresponding 
number of verified carbon offsets purchased to achieve a  
carbon neutral output.

We also ensure that appropriate recycling programs are in place 
across all our sites. A Tenancy Waste and Recycling report was 
completed on our primary tenancy in our Melbourne Central 
Head Office in May 2019, with MMS performing above the 
building average for recycling rates with contamination rates  
well below the building average.

Key metrics
– MMS continued to reduce the greenhouse emissions 

produced by its corporate travel requirements across its car 
fleet and air travel activity during the period

> Air travel emissions (tonnes of CO2 by FTE) reduced from 
0.36 in FY18 to 0.27 in FY19

> The Company’s car fleet emissions reduced from 0.31  
to 0.30 (tonnes of CO2 by FTE)

– Electricity usage emissions reduced from 1.52 to 1.40 tonnes 
of CO2 per FTE

– The retention of carbon neutrality as measured by the Carbon 
Reduction Institute for all 64.14 tonnes of CO2 emissions 
resulting from the production of printed materials
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Customers

Our customers are at the core of everything we 
do, and during FY19 we made significant strides 
in enhancing the customer experience whilst 
ensuring that we continue to responsibly provide 
products and services which deliver superior 
customer value.

As the regulatory environment in which MMS operates  
continues to undergo substantial change we remain vigilant in 
ensuring we meet our responsibilities to both our customers 
and the communities in which we operate. 

During FY19 in particular, our Beyond 2020 business 
transformation program has shifted our core business towards  
a more digitally driven customer focused operation. The refresh 
of our mobile applications, for example, enables customers 
to self-service via the means of their choice, at their own 
convenience. 

As of June 2019, app users for both Maxxia and RemServ 
totalled more than 130,000. 

We also continued to maintain an active program of engagement 
with our customers, with 21,627 on-site client education 
sessions delivered by our teams over the course of the year.

The positive influence of these customer-centric initiatives is 
reflected in our Net Promoter Score, which increased to 52.9  
on monthly average up from 49.1 in FY18, a world class result 
and well above the sector benchmark. Customer satisfaction 
is also reflected in improved Product Review ratings (on social 
media platforms) for both Maxxia and RemServ at 4.3 and  
4.4 respectively as at 30 June 2019.

Pleasingly the ratio of complaints received per customer  
dropped to 0.23% across the period, down from 0.37% in FY18.
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People
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The ongoing development of our people  
has long been an important priority for MMS. 
Providing opportunities for professional growth 
is an important factor in fostering wellbeing and 
engagement in the workplace, as well as creating 
long-term opportunity for career development.

As such, our priority has been to cultivate an environment  
in which our team members are engaged, empowered and  
given every opportunity to be the very best they can be.

Over the course of FY19, our team members participated  
in more than 43,000 hours of specialised learning and  
development programs; a record for MMS.

This followed the implementation of a new Learning Management 
System (LMS) which allows us to tailor professional development 
opportunities to the needs of our employees and leaders.

The Group also adheres to a “Direct First” approach to 
recruitment, which among other factors makes sourcing  
internal candidates a priority. In FY19, the number of employees 
who experienced a new internal role/career opportunity as 
a result of promotion, secondment, appointment or transfer, 
totalled 280 during the year - 56% of whom were female. This 
represents some 21% of the Group’s workforce.

LIFT, LEAP and PACE – an integrated talent  
and leadership development suite. 
LEAP (Leadership Effectiveness Advancement Program), LIFT 
(Lead, Inspire, Facilitate, Trust) and PACE (Professional and 
Commercial Excellence Program) are integrated workforce  
and leadership development programs designed to help our 
people realise their full potential and fulfil their aspirations,  
be that in leadership or skill set expansion. These programs 
incorporate a combination of formal learning, business  
project work and personal reflection. 

They are designed to support MMS’ capacity to foster the  
talent and wellbeing of our own people and ensure they 
have every opportunity to succeed. The intent is to create 
opportunities for team members to own their career pathway. 

Across FY19 a total of 47 team members participated in  
LIFT, LEAP and PACE programs across Australasia.



People

Case Study – LEAP Program
Daniella Ghiri had worked at Maxxia for five years when she was 
one of the first employees selected for the LEAP program. 

The program equipped Daniella with a range of new skills that 
she said helped her progress to her current role as Maxxia 
General Manager - Sales and Distribution for Victoria and 
Tasmania.

She added that LEAP’s profound impact was as much personal 
as it was professional.  

The LEAP program equipped me with a range of essential skills 
for a GM role, like understanding profit and loss accountability, 
strategic planning and stakeholder engagement.

But it was developing an understanding of how to evaluate 
myself, and communicate in a positive, constructive way – having 
courageous conversations as we call them – that has been 
invaluable for me in all walks of life. I’m a stronger communicator 
and better leader as a result.

Across the Group we are working better as teams to get things  
done, as communication and collaboration is far more constructive  
which I think reflects the influence these programs have.

To be selected as key leader and have the business invest in you 
in this way is really rewarding and I’m certainly more connected 
to what we do as Group and where we’re going.

Employee Engagement Survey – driving an 
engaged, healthy and happy workforce
During FY19 we conducted our biennial Employee Engagement 
Survey. Conducted every two years, the Survey provides our 
team members with the opportunity to voluntarily provide 
confidential feedback about their individual working experience. 
We ask our people to tell us about working at MMS from their 
perspective – what they value and where they think there is  
opportunity for improvement. 

The Survey is an important tool in ensuring our people are 
empowered to help influence their own working experience,  
while also helping us to continually strengthen our culture and 
enhance employee wellbeing initiatives.

Daniella Ghiri

Other notable metrics1

– Of the total participation in Leadership 
Development Programs  across FY19, 
51% were female employees

– 177 leaders completed one or more 
leadership development related 
programs during FY19

– Of the total participation in all learning 
and development programs across 
FY19, 52% were female employees

– During the period, 47% of promotions 
were secured by females, and 67%  
of all external appointments to senior 
positions were female

1 Australasian operations
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People

2019 Employee Engagement Survey Snapshot
– Participation rate: 86%

– Sustainable engagement score: 79%  
(up 3% on our 2017 result).

Our Sustainable Engagement score of 79% demonstrated 
consistent improvement in all aspects of the employee 
experience; illustrating an employee experience that is  
more positive than for employees in other Australian and  
Global Financial Services companies in most areas.

Also pleasing was that we achieved a very high level of 
participation, with 86% of our employees completing the  
survey, demonstrating their level of engagement and trust in  
the organisation to ultimately act on the feedback provided.

Survey results demonstrate that:

– Our people are inspired, feel connected to the purpose  
of MMS, and are optimistic about their roles and the  
future of the business. 

– Our people feel they are working in a constructive 
environment where they are valued and given the  
opportunity to excel and develop at both a personal  
and professional level.

– MMS improved in areas that we know matter to  
high performance, such as values, positive working  
relationships, and a connection to leaders across  
the company who are focused and caring.

“Communication is much improved in the 
last 12 months, particularly with all of the 
changes coming through as a result of 
Beyond 2020.”

“I believe we select the right person for the 
role and do not discriminate on sex, gender, 
race etc. Great diversity when you walk the 
floors, well done!”

“I think that our customer focus is 
definitely one of our strengths across our 
organisation. From our execs down to our 
frontline staff this is front and centre for 
us. It is just the understanding of who the 
customer is that changes.”

Driving What’s Possible Hero Awards 
Driving what’s possible, launched in 2015, is the Group’s ‘Why’, 
the reason why the organisation exists for its customers and 
people.  It provides the Group with a long term vision, purpose, 
position and values, supporting day-to-day actions and 
decision making, ultimately providing a platform to drive future 
engagement, growth and value.

Each year, our employees are given the opportunity to recognise 
and reward a colleague who embodies our values and goes 
above and beyond in their contribution to our organisation.

Providing opportunities for peer recognition allows team 
members to show support for each other and celebrate the  
pride in putting the customer at the heart of all that we do  
which is central to our positive culture and fostering a  
workplace where people can thrive.

Across FY19, MMS received a record 101 nominations from 
team members across the various states of Australia, with  
four employees receiving a Hero Award for their contribution  
and commitment.
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People

Case Study – Hero Award Winner
Gayle Becze was one of four MMS team members to win a  
Hero Award in FY19.

A Settlements Team Leader at RemServ’s Brisbane headquarters,  
Gayle was nominated for the award when she put her hand up  
to manage her team during a period of leadership transition. 

Gayle said an already busy period would have been made 
even more challenging for the team without a manager and she 
wanted to take responsibility. A Hero Award nomination was the 
furthest thing from her mind at the time.

It was an amazing feeling to know that I helped people during 
a stressful time and that I made a difference to my team and 
department.

I think it is really important to recognise people’s hard work 
and achievements. It’s an honour to be nominated because 
your peers are on the floor everyday witnessing each other’s 
dedication, which managers might not always see first-hand.  

It is also fantastic to have candidates from different parts of  
the business shine a light on what happens in other areas.

I think the Hero Awards create a real sense of camaraderie  
and provide inspiration to work hard for each other as much  
as ourselves.

Employee share plan
Local MMS staff are given the opportunity to acquire shares 
in the Company through salary sacrifice, through an annual 
contribution of up to $1,000 from pre-tax salary, deducted 
each pay in equal amounts. By presenting our people with 
the opportunity to own part of the business and benefit from 
our combined success, we aim to strengthen the sense of 
empowerment and ownership of the MMS employee  
experience. Pleasingly, strong employee support of this  
initiative continued in FY19.

Gayle Becze
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People

Flexible working
We recognise the increasing importance of flexible working 
arrangements in maintaining a diverse and adaptable  
workforce, particularly in an increasingly connected world,  
and as the general population grows our teams are living  
further from their central place of work. We are committed  
to ensuring employees are able to effectively manage their  
work-life commitments and family responsibilities by supporting  
flexible working arrangements. 

During the period we continued to develop MMS’ Flexible 
Working Arrangements Policy which encourages our team 
members to discuss their circumstances with their manager  
and determine the best approach for them to perform at their 
best while meeting their personal commitments.

Workday – an intuitive HR management system
During FY19 we were pleased to launch Workday – an intuitive, 
cloud-based system that puts team members in control of their 
own personal information, including requesting leave, reviewing 
leave balances and applying for internal roles. The system 
is mobile-enabled, reduces the need for paper-based, time 
consuming processes, and contributes to a significant reduction 
in print, copy and storage of paper documents. 

The system is again designed to empower our people in 
managing their own working experience.

During the period we also progressed development of a new 
learning management system for our people, LearnLab. An 
all new learning portal, it is designed to support the manner in 
which our people want to learn, ultimately making it easy for 
them to track their learning progress, source a comprehensive 
suite of learning courses, find interesting podcasts, articles and 
video resources, and enable them to complete their mandatory 
learning. Importantly our people will be able to access great 
learning tools anywhere, anytime, from a device of their choice, 
all combining to create a tailored learning experience.
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Client Services Group team members (top)

NWC Claims team

Key metrics1

– MMS employee gender composition 
at the conclusion of FY19 was 50.0% 
female and 50.0% male

– Employed 1,073 staff (FTE) at  
30 June 2019

– Reduced staff turnover by 4.5%

– Increased staff training and development 
hours by 26% compared to FY18

 
 

1 Australasian operations



Community

MMS endeavours to contribute to the 
communities in which we operate through 
various means, including sponsorships, 
fundraising activity, donations,  
and volunteering.

During the year we supported a range of organisations, causes 
and events in the pursuit of assisting the lives of others, with 
our teams across our many locations also making regular 
material donations to the Australian Red Cross, as well as blood 
donations to the Australian Red Cross Blood Service.

Our volunteer program saw team members volunteer their time 
and services to have a positive impact on the wider community 
during FY19.

We were also pleased to actively participate in International  
Day of People with Disability (IDPwD) at five different locations 
across Australia on 3 December. 

IDPwD is a United Nations sanctioned day that is celebrated 
internationally. It aims to increase public awareness, 
understanding and acceptance of people with disability and 
celebrate their achievements and contributions.

Some of the community initiatives proudly undertaken by  
our people during the year included those illustrated below:

Maxxia raises funds through World’s  
Greatest Shave
In March 2019, the Maxxia Operations Engagement Committee 
hosted a fundraising event for the Leukemia Foundation through 
the World’s Greatest Shave. The cause was close to the heart of 
the team, after a co-worker was diagnosed with non-Hodgkin’s 
lymphoma in 2017.

The event was a great success, with 16 team members either 
shaving, straightening or colouring their hair as they raised 
$5,279.22.

World’s Greatest Shave
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Community

Conquering Kilimanjaro for the Monash Health Foundation
Maxxia Relationship Manager Donna McLaren returned from Africa during  
FY19 with one big item ticked off her bucket list, not to mention $7,000 raised  
for the Monash Health Foundation.

When Donna, a keen hiker, passed up an opportunity in 2002 to climb  
Mount Kilimanjaro, she resolved to return one day and conquer the mountain. 
Serendipitously, her work with Monash Health, one of our biggest clients,  
brought Donna’s dream to fruition.

The climb took seven days (five up and two down) and led the party through 
jungle, moor, grasslands and lush forests. 

Donna said the desolate, moonlike approaches to the summit were slow  
going, with extreme winds and minus 17-degree temperatures. Exhausted but 
running on adrenaline, she eventually ascended Uhuru Peak – the highest point  
of Africa (5,895m).

Donna is delighted at having raised a final figure of $7,022, and said she feels 
extremely humbled to have received such wonderful support. 

Volunteering for Royal Flying Doctors Service
As part of our Volunteer Program, a quartet of RemServ and Interleasing volunteers 
supported the Royal Flying Doctor Service (RFDS) in various promotional activities 
at the Royal Queensland Exhibition in Brisbane in August 2018. 

The four staff members – Stan Uzunov, Gareth Ruhe, Jayden Burns, and Dean 
Jones – sold branded merchandise and assisted with directing visitors through  
the RFDS Aircraft Simulator.  

Dean said the experience was rewarding in appreciating how important RFDS is  
to the community, and the team felt like they had made an important contribution.

Organisations and events supported during FY19 included:

Donna McLaren atop Mount Kilimanjaro (top) 
Royal Flying Doctors Service volunteers

Key metrics
– Continued our contribution to the 

community through our sponsorships 
and support of selected organisations, 
totalling $588,282 in FY19

– Delivering community benefits by 
improving overall productivity and paying 
dividends and salaries to  
our shareholders and staff
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– Ability Options

– Anglicare Southern Queensland  
Volunteer Day

– Bathurst Motor Neurone Disease Group

– International Day of People with Disability  
and International Women’s Day

– Monash Health Foundation

– The Royal Flying Doctor Service 

– The Queensland Government 
Showcase Award for Excellence  
in Schools 

– The Australian Red Cross Winter 
Clothing Donation Drive

– The World’s Greatest Shave

– The Salvation Army (Western Australia)

– Your Town Wishing Tree Appeal



Governance

MMS’ commitment to good Governance extends 
across the entire spectrum of our operation. 

A copy of MMS’ Corporate Governance Statement for  
2019 is available at www.mmsg.com.au/overiew/#governance. 
This statement outlines the corporate governance policies and 
practices formally adopted by the Company. While the formation 
of our ESG Committee is a further step in strengthening the 
Governance and disclosure of our sustainability initiatives,  
we have ensured that our business operations are governed  
by accessible and clear polices that reflect the diverse nature  
of our workforce.

During FY19, several important policies were reviewed  
and updated in accordance with modern good Governance 
principles. These included:

Code of Conduct
This code provides employees and contractors with guidelines 
on ethical issues and expected standards of behaviour whilst 
employed by or engaged in contract for services with MMS or 
any of its subsidiaries. It is a set of principles giving direction  
and reflects the MMS Group’s approach to business conduct.

The Code is also underpinned by our corporate values and 
desired behaviours.

Whistleblower policy
The Whistleblower Policy has been reviewed and updated to 
ensure that our people can anonymously raise concerns on 
reasonable grounds regarding actual or suspected improper 
conduct or malpractice by a fellow employee or employees.

Equal opportunity and diversity
Part of MMS’ responsibility to our communities and various 
stakeholders is to create an equal opportunity workplace.  
Equal opportunity protects the principle that every person has 
the right to be treated fairly. 

We are committed to the elimination and prevention of all  
forms of discrimination and harassment in the workplace, 
through fostering an environment which encourages and values  
diversity in the workplace and ensures the diverse backgrounds, 
experiences and perspectives of employees are respected.

Pleasingly, employees recognised the Company’s approach 
and respect to diversity with one of the highest ratings in MMS’ 
Employee Engagement Survey conducted in 2019, placing  
MMS above the Australian and global financial services norm  
in this regard.
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FY19  FY18  FY17  FY16  FY15

Customers1

Net Promoter Score (Average monthly score) 53 49 50 49 50

Customer Compliments (%) (Ratio per Customer) 0.20 0.14 0.18 0.20 0.26

Customer Complaints (%) (Ratio per Customer) 0.23 0.37 0.46 0.45 0.39

Customer Complaints resolved by MMS &  
Customer Advocate (%)

99 99 99 100 99

Stakeholders2

Donations and Sponsorships $588,282 $547,275 $317,196 $396,190 $275,789

Taxes paid ($M) 51.2 43.0 40.6 33.6 29.0

Salaries and related expenses paid to employees ($M) 138.7 132.1 121.4 120.2 96.9

UNPATA ($M)4 88.7 93.5 87.2 87.2 69.6

Dividends paid to shareholders ($M) 61.2 56.2 54.1 46.6 43.9

Market Capitalisation (A$M)6 1,062.0 1,331.3 1210.0 1138.1 973.9

Environment1

Air Travel (tonnes CO2  per FTE) 0.27 0.36 0.47 0.38 0.33

Car Fleet (tonnes CO2  per FTE) 0.30 0.31 0.32 0.39 0.43

Electricity (tonnes CO2  per FTE) 1.40 1.52 1.79 1.82 2.15

Printed material (tonnes CO2  per FTE)5 Neutral Neutral Neutral Neutral Neutral

Responsible Corporate Governance3

Headcount (FTE) 3, 6 1,073 1,056 996 984 828

Employee sustainable engagement score (%)7 79 No Survey 76 No Survey 80

Staff Turnover (%) 25.5 26.7 30.6 29.4 24.5

Absenteeism (%) 4.1 4.0 3.6 3.5 3.8

Staff Training & Development (Hours) 43,049 34,374 22,165 28,863 31,964

Employees3,6 M F M F M  F M F M F

Total (%) 50 50 49 51 49 51 48 52 47 53

Management (%) 71 29 66 34 67 33 66 34 - -

Group Executive (%) (including MD/CEO) 75 25 75 25 75 25 79 21 82 18

Board (%) (including MD/CEO) 83 17 83 17 83 17 83 17 100 Nil

Employee Age Diversity3,6

%
     

<20 20-29 30-39 40-49 50-59 60+

1.6 25.0 37.1 20.7 12.0 3.6

MMS Corporate  
Sustainability Scorecard
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1 Australian operations

2 Australian, NZ and UK operations

3  Australasian (Australia and NZ) operations

4 UNPATA is calculated as NPAT before the after-tax impact of acquisition related items (including impairment charge for intangible assets,  
acquisition expenses, amortisation of acquired intangible assets and deferred considerations items) and disposal of business. FY19 UNPATA  
excludes one-off provision for a UK contract of $3.7m (post tax)

5 Printed material carbon emissions are 100% offset by purchased carbon offsets

6 As at 30 June

7 Employee engagement survey completed biennially
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