
 

 

1. Vision 

 
InvestorCharter–StockBrokers 

Annexure–A 

Tofollowhigheststandardsofethics andcomplianceswhilefacilitatingthetradingbyclientsinsecuritiesina fair and 
transparent manner, so as to contribute in creation of wealth for investors. 

 

2. Mission 
i. Toprovidehighqualityanddependableservicethroughinnovation,capacityenhancementanduseoftechnology. 
ii. Toestablishandmaintainarelationshipoftrustandethicswiththeinvestors. 

iii. Toobservehigheststandardofcompliancesandtransparency. 
iv. Toalwayskeep‘protectionofinvestors’interest’asgoalwhileprovidingservice. 

 

ServicesprovidedtoInvestors: 
• Executionoftradesonbehalfofinvestors. 

• IssuanceofContractNotes. 

• Issuanceofintimationsregardingmarginduepayments. 

• Facilitateexecutionofearlypay-inobligationinstructions. 

• Settlementofclient’sfunds. 

• IntimationofsecuritiesheldinClientUnpaidSecuritiesAccount(CUSA)Account. 

• Issuanceofretentionstatementoffunds. 

• Riskmanagementsystemstomitigateoperationalandmarketrisk. 

• Facilitateclientprofilechangesinthesystemasinstructedby theclient. 

• Informationsharingwiththeclientw.r.t.exchangecirculars. 

• RedressalofInvestor’sgrievances. 
RightsofInvestors: 

• Askforandreceiveinformationfromafirmabouttheworkhistoryandbackground ofthe personhandling your 
account, as well as information about the firm itself. 

• Receivecompleteinformationabouttherisks,obligations,andcostsofanyinvestmentbeforeinvesting. 

• Receiverecommendationsconsistentwithyourfinancialneedsandinvestmentobjectives. 

• Receiveacopyofallcompletedaccountformsand agreements. 

• Receiveaccountstatementsthatareaccurateand understandable. 

• Understandthetermsandconditionsoftransactionsyouundertake. 

• Accessyourfundsinatimelymannerandreceiveinformationaboutanyrestrictionsorlimitationsonaccess. 
• Receivecompleteinformationaboutmaintenanceorservicecharges,transaction orredemptionfees,and 
penalties. 

• Discussyourgrievanceswithcomplianceofficerofthefirmandreceivepromptattentiontoandfair 
consideration of your concerns. 

 

VariousactivitiesofStockBrokerswith timelines 
Sr. 
No. 

Activities ExpectedTimelines 

1 KYCenteredintoKRASystemandCKYCR 10daysofaccountopening 

2 ClientOnboarding Immediate,butnotlaterthanone week 

3 Orderexecution 
Immediateonreceiptoforder,butnotlaterthanthesame day 

4 AllocationofUniqueClientCode Beforetrading 

5 
CopyofdulycompletedClientRegistration 
Documents to clients 

7daysfromthedateofuploadofUniqueClientCodetothe 
Exchange by the trading member 

6 Issuanceofcontractnotes 24hoursofexecutionoftrades 



7 Collectionofupfrontmarginfromclient Beforeinitiationoftrade 

8 
Issuanceofintimationsregardingother margin 
due payments 

AttheendoftheT day 

9 Settlementofclientfunds 
30days/90daysforrunningaccountsettlement(RAS)as per the 
preference of client. 
IfconsentnotgivenforRAS–within24hoursofpay-out 

10 
‘StatementofAccounts’forFunds, Securities 
and Commodities 

Weeklybasis(Withinfourtradingdaysoffollowingweek) 

11 
Issuanceofretentionstatementof 
funds/commodities 

5daysfromthedateofsettlement 

12 IssuanceofAnnualGlobalStatement 30daysfromthe endofthefinancialyear 

13 Investorgrievancesredressal 30daysfromthe receiptofthecomplaint 

 
DOsandDON’TsforInvestors 

DOs DON’Ts 
1. Readalldocumentsandconditionsbeingagreed 

before signing the account opening form. 
2. ReceiveacopyofKYC,copyofaccountopening 

documents and Unique Client Code. 
3. Read the product / operational framework / 

timelinesrelatedtovariousTradingandClearing & 
Settlement processes. 

4. Receiveallinformationaboutbrokerage,feesand 
other charges levied. 

5. RegisteryourmobilenumberandemailIDinyour 
trading, demat and bank accounts to get regular 
alerts on your transactions. 

6. Ifexecuted,receiveacopyofPowerofAttorney. 
However, Power of Attorney is not a mandatory 
requirement as per SEBI / Stock Exchanges. 
Before granting Power of Attorney, carefully 
examine the scope and implications of powers 
being granted. 

7. Receive contract notes for trades executed, 
showing transaction price, brokerage, GST and 
STTetc.asapplicable,separately,within24hours of 
execution of trades. 

8. Receivefundsandsecurities/commoditieson 
time within 24 hours from pay-out. 

9. Verify details of trades, contract notes and 
statement of account and approach relevant 
authority for any discrepancies. Verify trade 
detailsontheExchangewebsitesfromthetrade 
verification facility provided by the Exchanges. 

10. Receive statement of accounts periodically. If 
optedforrunningaccountsettlement,account 
hastobesettledbythestockbrokerasperthe 
option given by the client (30 or 90 days). 

11. Incaseofanygrievances,approachstockbroker or 
Stock Exchange or SEBI for getting the same 
resolvedwithinprescribedtimelines. 

1. Donotdealwithunregisteredstockbroker. 
2. Donotforgettostrikeoffblanksinyour 

account opening and KYC. 
3. Donotsubmitanincompleteaccountopening 

and KYC form. 
4. Do not forget to inform any change in 

information linked to trading account and 
obtainconfirmationofupdationinthesystem. 

5. Do not transfer funds, for the purposes of 
tradingtoanyoneotherthanastockbroker. No 
payment should be made in name of 
employee of stock broker. 

6. Donotignoreanyemails/SMSsreceivedwith 
regards to trades done, from the Stock 
Exchangeandraiseaconcern,ifdiscrepancyis 
observed. 

7. Donotoptfordigitalcontracts,ifnotfamiliar 
with computers. 

8. Donotsharetradingpassword. 
9. Donotfallpreytofixed/guaranteedreturns 

schemes. 
10. Do not fall prey to fraudsters sending emails 

andSMSsluringtotradeinstocks/securities 
promising huge profits. 

11. Donotfollowherdmentalityforinvestments. 
Seek expert and professional advice for your 
investments. 



GrievanceRedressalMechanism 

Level 1 – Approach the Stock Broker atthe designated Investor Grievance e-mail IDof the stock broker. 
TheStockBrokerwillstrivetoredressthegrievanceimmediately,butnotlaterthan 30 daysof the 
receipt of the grievance. 

Level 2 – ApproachtheStock Exchangeusingthegrievancemechanismmentionedatthewebsiteofthe 
respective exchange. 

ComplaintsResolutionProcessatStockExchangeexplainedgraphically: 
 

 

 

TimelinesforcomplaintresolutionprocessatStockExchangesagainststockbrokers 
Sr. 
No. 

TypeofActivity Timelinesforactivity 

1 ReceiptofComplaint Dayofcomplaint(C Day). 

 
2 

Additionalinformationsoughtfromtheinvestor, 
ifany,andprovisionallyforwardedtostock broker. 

 
C+7Workingdays. 

3 
Registrationofthecomplaintandforwardingto 
thestock broker. 

C+8WorkingDaysi.e.Tday. 

4 AmicableResolution. T+15WorkingDays. 

5 
RefertoGrievanceRedressalCommittee(GRC),in 
case of no amicable resolution. 

T+16WorkingDays. 

6 CompleteresolutionprocesspostGRC. T+30 Working Days. 

 
7 

In case where the GRC Member requires 
additionalinformation,GRCordershallbe 
completed within. 

 
T+45 Working Days. 

 
8 

 
ImplementationofGRCOrder. 

OnreceiptofGRCOrder,ifthe orderisinfavourof the 
investor, debit the funds of the stock broker. 
Orderfordebitisissuedimmediatelyorasperthe 
directions given in GRC order. 

9 
IncasethestockbrokerisaggrievedbytheGRC 
order,willprovideintentiontoavail arbitration 

Within7daysfromreceiptoforder 

 
10 

 
Ifintentionfromstockbrokerisreceivedandthe GRC 
order amount is up to Rs.20 lakhs 

Investor is eligible for interim relief from Investor 
ProtectionFund(IPF).Theinterimreliefwillbe50%of 
theGRCorderamountorRs.2lakhswhicheverisless. The 
same shall be provided after obtaining an 



  Undertakingfromtheinvestor. 

11 StockBrokershallfileforarbitration 
Within6monthsfromthedateofGRC recommendation. 

12 
Incasethestockbrokerdoesnotfilefor arbitration 
within 6 months 

TheGRCorderamountshallbereleasedtothe 
investorafteradjustingtheamountreleasedas interim 
relief, if any. 

HandlingofInvestor’sclaims/complaintsincaseofdefaultofaTradingMember/ClearingMember(TM/CM) Default of 

TM/CM 

FollowingstepsarecarriedoutbyStockExchangeforbenefitofinvestor,incasestockbrokerdefaults: 

 Circular is issued to inform about declaration of Stock Broker as Defaulter. 
InformationofdefaulterstockbrokerisdisseminatedonStockExchangewebsite. 

 PublicNoticeisissuedinformingdeclarationofastock brokerasdefaulterandinvitingclaimswithin 
specified period. 

 IntimationtoclientsofdefaulterstockbrokersviaemailsandSMSforfacilitatinglodgingofclaims within 
the specified period. 

FollowinginformationisavailableonStockExchangewebsiteforinformationofinvestors: 

 Normsforeligibilityofclaimsforcompensationfrom IPF. 

 Claimformforlodgingclaimagainstdefaulterstockbroker. 

 FAQonprocessingofinvestors’claimsagainstDefaulterstockbroker. 

 Provisiontocheckonlinestatusofclient’sclaim. 
 

Level3– 
ThecomplaintnotredressedatStockBroker/Stock Exchangelevel,maybelodgedwithSEBIonSCORES (a web 
based centralized grievance redressal system of SEBI) @ https://scores.gov.in/scores/Welcome.html 

https://scores.gov.in/scores/Welcome.html


Annexure– B 

FormatforInvestorComplaintsDatatobedisplayedbyStockBrokersontheirrespectivewebsites Data for 
every month ending 

Dataforeverymonth ending 
 

 
SN 

 

 
Receivedfrom 

Carried 
forward 

from 
previous 
month 

 
Received 

duringthe 
month 

 
Total 

Pending 

 

 
Resolved 

 
Pendingattheendofthe 

month** 

Average 
Resolution 

time^ 
(indays) 

      

Pendingfor 
less than3 

months 

Pending for 
morethan3 

months 

 

1 2 3 4 5 6 7 8 

1 
Directlyfrom 
Investors 

0 0 0 0 0 NA 

2 SEBISCORES 0 0 0 0 0 NA 

3 StockExchanges 0 1 0 1 0 33Days 

4 
OtherSources 
(ifany) 

0 0 0 0 0 NA 

5 GrandTotal 0 1 0 1 0 33Days 

Trendofmonthlydisposalofcomplaints 

 
SN 

 
Month 

Carriedforward 
from previousmonth 

 
Received 

 
Resolved* 

 
Pending** 

1 2 3 4 5 6 

1 April -2021 0 0 0 0 

2 May-2021 0 0 0 0 

3 June-2021 0 0 0 0 

4 July-2021 0 0 0 0 

5 August-2021 0 0 0 0 

6 September-2021 0 0 0 0 

7 October-2021 0 0 0 0 

8 November-2021 0 0 0 0 

9 December-2021 0 0 0 0 

10 January-2022 0 0 0 0 

11 February-2022 0 0 0 0 

12 March-2022 0 0 0 0 

13 April -2022 0 0 0 0 

14 May-2022 0 0 0 0 

15 June-2022 0 0 0 0 



16 July-2022 0 0 0 0 

17 August-2022 0 0 0 0 

18 September-2022 0 0 0 0 

19 October-2022 0 0 0 0 

20 November-2022 0 0 0 0 

21 December-2022 0 0 0 0 

22 January-2023 0 0 0 0 

23 February-2023 0 1 1 0 

24 March-2023 0 0 0 0 

25 April-2023 0 0 0 0 

26 May-2023 0 0 0 0 

27 June-2023 0 0 0 0 

28 July-2023 0 0 0 0 

29 August-2023 0 0 0 0 

30 September-2023 0 0 0 0 

31 October-2023 0 0 0 0 

32 Novemmber-2023 0 0 0 0 

33 December-2023 0 0 0 0 

34 January-2024 0 0 0 0 

35 February-2024 0 0 0 0 

36 March-2024 0 0 0 0 
 GrandTotal 0 1 1 0 

 
*Shouldincludecomplaintsofpreviousmonthsresolvedinthecurrentmonth,ifany. 
**Shouldincludetotalcomplaintspendingasonthelastdayofthemonth,ifany. 
^Average resolution time is the sum total of time taken to resolve each complaint in thecurrentmonthdividedbytotal 

number of complaints resolved in the current month. 

 

Trendofannualdisposalof complaints 

 

 
SN 

 
Year 

Carried forward 
Frompreviousyear 

Receivedduringthe 
year 

Resolved 
duringtheyear 

Pending at 
theendofthe 

year 

1 2017-18 0 0 0 0 

2 2018-19 0 0 0 0 

3 2019-20 0 0 0 0 

4 2020-21 0 0 0 0 

5 2021-22 0 0 0 0 

6 2022-23 0 1 1 0 

7 2023-24 0 0 0 0 
 GrandTotal 0 1 1 0 
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