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GENERAL PROVISIONS REGARDING INVESTOR GRIEVANCE REDRESSAL

1. Investors shall first take up their grievances for redressal with the entity concerned,
through their designated persons/officials who handle issues relating to compliance and
redressal of investor grievances.

2. Investors who wish to lodge a Complaint on SCORES (complainant) are required to
register themselves on https://scores.sebi.gov.in by clicking on “Register here” under the
“Investor Corner”. While filing the registration form, details like Name of the investor,
Permanent Account Number (PAN), contact details, email id, are required to be provided for
effective communication and speedy redressal of the grievances. Upon successful
registration, a unique user id and a password shall be generated and communicated
through an acknowledgement email to the complainant.

3. In order to enhance ease, speed and accuracy in the redressal of grievance, the investor
may lodge the Complaint against any Entity on SCORES within a period of one year from
the date of occurrence of the cause of action, where:

e The complainant has approached the Entity for redressal of the complaint and the
Entity has rejected the complaint or the complainant has not received any
communication from the concerned Entity; or

e The complainant is not satisfied with the reply received or the redressal by the
concerned Entity.

4. If any complaint filed on SCORES beyond the limitation period specified above, SEBI
may reject such complaint.
5. The following types of complaints shall not be dealt through SCORES:

e Complaints against companies which are unlisted/delisted and companies on
Dissemination Board of Stock Exchanges (except complaints on valuation of
securities).

e Complaints relating to cases pending in a court or subject matter of quasi- judicial
proceedings, disputes pending with Online Dispute Resolution mechanism under
the aegis of Market Infrastructure Institutions [as per SEBI master circular
SEBI/HO/OIAE/OIAE_IAD-1/P/CIR/2023/145 dated July 31, 2023] etc.

e Complaints falling under the purview of other regulatory bodies such as Reserve
Bank of India, (RBI), Insurance Regulatory and Development Authority of India
(IRDAI), Pension Fund Regulatory and Development Authority of India (PFRDAI),
Competition Commission of India (CCI), or complaints falling under the purview of
other ministries.

e Complaints against a company under resolution under the relevant provisions of the
Insolvency and Bankruptcy Code, 2016 (IBC).

e Complaints against the companies where the name of company is struck off from
Register of Companies (RoC) or a vanishing company as published by MCA.

e Liquidated Companies or companies under liquidation.

e Complaints which are in the nature of market intelligence i.e., information given to
SEBI regarding violation of any of the provisions of the securities laws.
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6.

Notwithstanding anything specified in this circular, SEBI shall handle the first review
complaint for categories of intermediaries where no Designated Body has been appointed
for the purpose.

The complainant in the event of being dissatisfied shall give reasons for not being
satisfied with the ATR and provide clear reasons for review at any stage.

SCORES shall only be a facilitative platform for investors to get redressal of their
grievances from the concerned entity.

In cases where investors raise issues, which require adjudication on any third party
rights, on questions of law or fact or which is in the nature of a lis between parties, or if
investors are not satisfied with disposal on SCORES post SEBI review, they shall seek
appropriate remedies through the Online Dispute Resolution mechanism in securities
market. In addition, investors have the option to approach legal forums including civil
courts, consumer courts etc.

10. Investors can approach the Online Dispute Resolution mechanism or other appropriate

civil remedies at any point of time. In case the complainant opts for Online Dispute
Resolution mechanism or other appropriate civil remedies while the complaint is pending
on SCORES, the complaint shall be treated as disposed on SCORES.
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Framework for handling of investor grievances received through SCORES by Entities
and monitoring of the redressal process by designated bodies
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