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1. Vision 

Towardsmaking Indian Securities Market - Transparent, Efficient, & Investor friendlyby providing safe, reliable, 

transparent and trusted record keeping platform forinvestors to hold and transfer securities in dematerialized 

form. 

2. Mission 

 To hold securities of investors in dematerialized form and facilitate its transfer, whileensuring safekeepingof 
securities and protecting interest of investors. 

 To provide timely and accurate information to investors with regard to their holding and transfer of 
securitiesheld by them. 

 Toprovidethehigheststandardsofinvestoreducation,investorawarenessandtimelyservicessoasto enhance 
Investor Protection and create awareness about Investor Rights. 

 
3. Details of business transacted by the Depository and Depository Participant (DP) 

A Depository is an organization which holds securities of investors in electronic form. Depositories provide 

services to various market participants - Exchanges, Clearing Corporations, Depository Participants (DPs), 

Issuers and Investors in both primary aswell as secondary markets. The depository carries out its activities 

through its agents which are known as Depository Participants (DP). Details available on the link 

[https://www.cdslindia.com/DP/dplist.aspx]. 

4. Description of services provided by the Depository through Depository Participants (DPs) to 

investors 

(1) Basic Services 

Sr. 

no. 

BriefabouttheActivity/Service ExpectedTimelinesforprocessingbytheDP 

afterreceiptofproperdocuments 

1. Dematerializationofsecurities 7days 

2. Rematerializationofsecurities 7days 

3. Mutual Fund Conversion / 

Destatementization 

5days 

4. Re-conversion / 

Restatementisationof Mutualfundunits 

7days 

5. Transmissionofsecurities 7days 

6. Registeringpledgerequest 15days 

7. Closure of demat account 30days 

8. Settlement Instruction For T+1 day settlements, Participants 

shallacceptinstructionsfromtheClients, in physical form 

up to 4 p.m. (in case of 

electronicinstructionsupto6.00p.m.)on T day for pay-in 

of securities. 

For T+0 day settlements, Participants shall accept EPI 

instructions from the clients, till 11:00 AM on T day. 

Note:‘T’refers‘Trade Day’ 

(2) Depositoriesprovidespecialserviceslikepledge, hypothecation,internet-basedservices etc.inadditionto their 
core services and these include 

Sr. 
no. 

Typeof Activity/Service BriefabouttheActivity/Service 
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1. ValueAdded Services Depositoriesalsoprovidevalueaddedservicessuchas 

 

a. Basic ServicesDemat Account (BSDA)[linkto 
be provided by DPs]1 

b. Transpositioncumdematerialization[linkto 
be provided by DPs]2 

c. LinkageswithClearingSystem[linkto 
be provided by DPs] 3 

d. Distribution of cash and non-cash corporate 
benefits(Bonus, Rights, IPOsetc.),stocklending, 
demat of NSC/ KVP, 
dematofwarehousereceiptsetc. 

2. Consolidated Account 

statement (CAS) 

CASisissued10daysfromtheendofthemonth(if 

thereweretransactions inthepreviousmonth) orhalf yearly 

(if no transactions). 

3. Digitalization of services 
provided by the depositories 

Depositoriesofferbelow technologysolutions ande- 
facilities to their demat account holders through DPs: 

  a. E-account opening:Detailsavailableonthelink[link to 
be provided by DPs]4 

b. Online instructionsforexecution:Detailsavailable on 
the link [link to be provided byDPs]5 

c. e-DIS / Demat Gateway: Details availableonthe 
link [link to be provided by DPs]6 

d. e-CASfacility: Detailsavailableonthelink[linkto be 
provided by DPs]7 

e. Miscellaneousservices:Detailsavailableonthe link 

[link to be provided by DPs]8 

5. Details of Grievance Redressal Mechanism 

 The Process of investor grievance redressal 
1. Investor Complaint/ 

Grievances 

Investorcanlodgecomplaint/grievanceagainstthe 

Depository/DPinthefollowing ways: 

a. Electronicmode- 

(i) SCORES (a web based centralized grievanceredressal 

system of SEBI) 

[https://www.scores.gov.in/scores/Welcome.h tml] 

(ii) Respective Depository’s web portal dedicated for the 

filing of compliant 

[https://www.cdslindia.com/Footer/grievances.aspx] 

(iii) Emails to designated email IDs of Depository 
[complaints@cdslindia.com] 

b. Offlinemode[detailsoflinktotheformtobeprovidedbyDPs] 

Thecomplaints/grievanceslodgeddirectlywiththeDepository 
shall be resolved within 30 days. 

2. Online Dispute 

Resolution (ODR) 
platform for online 
Conciliation and Arbitration 

If the Investor is not satisfied with the resolution provided by DP or 

other Market Participants,then the Investor has the option to file 

the complaint/ grievance on SMARTODR platform for its 

resolution through by online conciliation or arbitration. 

[SMARTODRlinktobeprovidedbyDepositories] 

mailto:investors@spssharebrokers.com
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3. Steps to be followed 

in ODR for Review, 

Conciliation and 

Arbitration 

 Investor to approach Market Participant for redressal of 
complaint 

 If investor is not satisfied with response of Market 
Participant, he/she can escalate the complaint on SEBI 
SCORES portal. 

 Alternatively, the investor may also file a complaint on 
SMARTODR portal for its resolution through online 
conciliation and arbitration. 

 Upon receipt of complaint on SMARTODR portal, the 
relevant MII will review the matter 
andendeavourtoresolvethematterbetween the Market 
Participant and investor within 21 days. 

 If the matter could not be amicably resolved, 
thentheInvestormayrequesttheMIItorefer the matter case for 
conciliation. 

 Duringtheconciliationprocess,theconciliator will endeavor for 
amicable settlement of the dispute within 21 days, which 
may be extended with 10 days by the conciliator. 

 If the conciliation is unsuccessful, then the investor may 
request to refer the matter for arbitration. 

The arbitration process to be concluded by arbitrator(s) within 30 
days, which is extendable by 30 days. 

 
6. Guidancepertainingto special 

circumstancesrelatedtomarketactivities:TerminationoftheDepository Participant 

 

Sl 
No. 

Typeofspecialcircumstances TimelinesfortheActivity/ Service 

1.  Depositories to terminate the participation in 
caseaparticipantnolongermeetstheeligibility 
criteriaand/oranyothergroundsasmentionedin 
the bye laws like suspension of 
tradingmemberbytheStockExchanges. 

 Participant surrenders the participation by its 
own wish. 

Client will havearight totransfer all its securities to 
any other Participant of its choice without any 
charges for the transfer within 30 days from the 
date of intimation by way of letter/email. 

 
7. DosandDon’tsforInvestors 

For Do’s and Don’ts please refer to the link [link to be provided by the DPs]10 

 
8. Rightsof investors 

For rights, please refer to the link [link to be provided by the DPs]11 

 
9. Responsibilities of Investors 

For responsibilities,please refer to the link [link to be provided by the DPs]12 
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Annexure B - INFORMATION CONTAINED IN LINKS TO THE INVESTOR CHARTERFOR DEPOSITORIES 

ANDDPS 

This document contains the contents pertaining to the qualifier 

“[https://www.cdslindia.com/Investors/InvestorCharter.html]”in theInvestor Chartermaindocument.Thesameistobe 

made available by the Depositories on their websites and web-links to the sameis to be provided for incorporation in 

the Investor Charter. 

For reasons of convenience, the contents in main Charter and this document have beenmapped with the same 

superscript. 

Para4(2)ofInvestorCharter 

 
Point1:ValueAddedServices 

 

a.  Basic Services Demat Account (BSDA)1:Thefacility of BSDA withlimited services for eligibleindividuals 

was introduced with the objective of achieving widerfinancialinclusionandtoencourageholdingofdemat 

accounts. NoAnnualMaintenance Charges (AMC) shall be levied, if the value of securities holding isupto 

Rs. 50,000. For value of holdings between Rs 50,001- 2,00,000, AMC not exceeding Rs 100 is 

chargeable. In case of debt securities, there are no AMCcharges for holding value upto Rs 1,00,000 and 

amaximum of Rs100asAMC ischargeablefor valueof holdingsbetween Rs 1,00,001andRs 2,00,000. 

b. Transposition cum dematerialization2: In case of transposition-cum- dematerialisation, client can get 

securities dematerialised in the same account ifthe names appearing on the certificates match with the 

names in which the account has been opened but are in a different order. The same may be done by 

submitting the security certificates along with the Transposition Form and Demat Request Form. 

c. Linkages with Clearing System3 for actual delivery of securities to the clearing system from the selling 
brokers and delivery of securities from the clearing system to the buying broker. 

 
Point3:Digitizationofservicesprovidedbythedepositories 

 

a. E-account opening4: Account opening through digital mode, popularly known as “On-line Account 

opening”, wherein investor intending to open the demat account can visit DP website, fill in the required 

information, submit the requireddocuments, conduct video IPV and demat account gets opened without 

visiting DPs office. 

 

b. Online instructions for execution5: internet-enabled services like Speed-e (NSDL) & Easiest (CDSL) 

empower a demat account holder in managing his/hersecurities ‘anytime-anywhere’ in an efficient and 

convenient manner and submitinstructions online without the need to use paper. These facilities allows 

Beneficial Owner (BO) to submit transfer instructions and pledge instructionsincluding margin pledgefrom 

their demat account. The instruction facilities are also available on mobile applications through android, 

windows and IOS platforms. 

c. e-DIS /DematGateway:6Investorscangiveinstructionsfortransferofsecuritiesthroughe-DISapartfrom 

physicalDIS.Here,foron-markettransferofsecurities,investors need to providesettlement number along 

withthe ISIN and quantity ofsecurities being authorized for transfer. Client shall berequired toauthorize 

eache-DIS valid for a singlesettlement number / settlement date, by way of OTP andPIN/password, both 

generated at Depositories end. Necessary risk containmentmeasures are being adopted by Depositories 

in this regard. 
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-Refr toAppellate 

arbitration 

-awardinclients 

favour 

Clientnotsatisfied 

withAppellate 

award 

U/s34before 

Court 

d. e-CASfacility7:ConsolidatedAccountStatementsareavailableonlineandcouldalso be accessed through 
mobile app to facilitate the investors to view their holdings in demat form. 

 

e. Miscellaneous services8: Transaction alerts through SMS, e-locker facilities, chatbots for instantaneously 
responding to investor queries etc. have also beendeveloped. 

 

 
Para5(1)ofInvestorCharter 

 

Point2(InvestorGrievanceRedressalCommitteeofDepository)9: 

If no amicable resolution is arrived, then the Investor has the option to refer the complaint/ grievance to the 

GrievanceRedressal Committee (GRC) of the Depository.Upon receipt of reference, the GRC will endeavor to 

resolvethecomplaint/ grievanceby hearingtheparties and examiningthenecessary information anddocuments. 

Point3(Arbitrationproceedings)10: 

The Investor may also avail the arbitration mechanism set out in the Byelaws and Business Rules/Operating 

InstructionsoftheDepositoryin relationto any grievance,ordisputerelatingtodepositoryservices.Thearbitration 

referenceshallbeconcludedby way ofissue of an arbitral award within 4months from thedate of appointment of 

arbitrator(s). 

Para5(2)ofInvestorCharter 

 

ComplaintResolutionprocessatDepositories11 

 
ComplaintResolutionprocessatDepositories 

 
 
 
 
 
 
 
 
 

 

 
 
 

 

Complaint lodged 

with DP through 

electronic modeor 

physical mode 

Noamicable 

resolution 

Plae before 
Grievance 

Redressal 

Committee(GRC) 

Clientnotsatisfied 

with GRC order 

Clientnotsatisfied 

with Arbitration 

award 

-Refer to 

arbitration 

-Arbitrationin 

clientsfavour 

InvestorHelplineDetailsofDepositories 
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Para7ofInvestorCharter 

DosandDon’tsforInvestor12 

 

Sl 

No. 

Guidance 

1. AlwaysdealwithaSEBIregisteredDepositoryParticipantforopeningademat account. 

2. Readallthedocumentscarefullybeforesigningthem. 

3. Before granting Power of attorney to operate your demat account to an intermediary like Stockbroker, 

Portfolio Management Services (PMS) etc., carefully examine the scope and implications of powers 

being granted. 

4. Alwaysmakepaymentstoregisteredintermediaryusingbankingchannels. 

No paymentshouldbemadeinnameofemployeeofintermediary. 

5. AccepttheDeliveryInstructionSlip(DIS)bookfromyourDPonly(pre-printedwithaserialnumberalong 

withyourClientID)andkeepitinsafecustodyanddo not signor issue blank or partially filled DISslips. 

Always mention the details like ISIN, number of securities accurately. In caseof any queries, 

pleasecontact your DP or broker and it should be signed by all demat account holders. 

 
StrikeoutanyblankspaceontheslipandCancellationsorcorrectionsontheDIS should beinitialed or signed 

by all the account holder(s). 

Donotleaveyourinstructionslipbookwithanyoneelse. 

 
Do notsignblankDISasitisequivalenttoabearercheque. 

6. InformanychangeinyourPersonalInformation(forexampleaddressorBankAccountdetails,emailID, 

Mobilenumber)linkedtoyourdemataccountintheprescribedformatandobtainconfirmationof updation in 

system 

7. MentionyourMobileNumberandemailIDinaccountopeningformtoreceiveSMSalertsandregular updates 

directly from depository. 

8. AlwaysensurethatthemobilenumberandemailIDlinkedtoyourdemataccount arethesameas 

providedatthetimeofaccount opening/updation. 

9. Donotsharepasswordofyouronlinetradinganddemataccountwithanyone. 

10. Do notshareOneTimePassword(OTP)received from banks,brokers,etc. Thesearemeanttobe used by 
you only. 

11. Donotsharelogincredentialsofe-facilitiesprovidedbythedepositoriessuchase-DIS/dematgateway, 

SPEED-e/easiest etc. with anyone else. 

12. DematismandatoryforanytransferofsecuritiesofListedpubliclimitedcompanieswithfew exceptions. 

13. If you have any grievance in respect of your demat account, please write to designated email IDs of 
depositories or you may lodge the same with SEBIonlineathttps://scores.gov.in/scores/Welcome.html 

14. Keeparecordofdocumentssigned,DISissuedandaccountstatementsreceived. 

15. As Investors you are required to verify the transaction statement carefully forall debits and credits in 

youraccount.Incaseofanyunauthorizeddebitor credit,inform theDPoryourrespectiveDepository. 

16. Appointanomineetofacilitateyourheirsinobtainingthesecuritiesinyourdemataccount,on 

completionofthenecessaryprocedures. 

mailto:investors@spssharebrokers.com
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17. RegisterforDepository's internet-basedfacilityordownloadmobileappofthedepositorytomonitoryour 

holdings. 

18. Ensure that, both, your holding and transaction statements are received periodically as instructed to 

your DP. Youareentitled toreceive atransactionstatement every month if you have any transactions. 

19. Donot follow herd mentality for investments. Seekexpertandprofessionaladviceforyour investments 

20. Bewareofassured/fixedreturns. 

Para8ofInvestorCharter 

Rightsofinvestors13 

 ReceiveacopyofKYC,copyof accountopeningdocuments. 

 Nominimumbalanceisrequiredtobemaintainedinademataccount. 

 Nochargesarepayableforopeningofdemataccounts. 

 If executed, receive a copy of Power of Attorney. However, Power of Attorney is not amandatory 
requirementasper SEBI/ StockExchanges.Youhavetherighttorevokeanyauthorizationgiven atany time. 

 YoucanopenmorethanonedemataccountinthesamenamewithsingleDP/ multiple DPs. 

 Receivestatement of accounts periodically.In caseof anydiscrepancies instatements,takeupthesamewith 

theDPimmediately.IftheDPdoesnotrespond,take up thematter with the Depositories. 

 Pledgeand/oranyotherinterestorencumbrancecanbecreatedondematholdings. 

 Righttogivestandinginstructionswithregardtothecreditingofsecuritiesindemataccount. 

 Investorcanexerciseitsrighttofreeze/defreezehis/herdemataccountorspecificsecurities/specificquantity of 
securities in the account, maintained with the DP. 

 In case of any grievances, Investor has right to approach Participantor DepositoryorSEBIforgettingthe same 
resolved within prescribed timelines. 

 Everyeligibleinvestorshareholderhasarighttocastitsvoteonvariousresolutionsproposedbythe companies for 

which Depositories havedeveloped aninternet based ‘e-Voting’ platform. 

 Receiveinformationaboutchargesandfees.Anycharges/tariffagreeduponshallnotincreaseunlessa notice in 
writing of not less than thirty days is given to the Investor. 

 
Para9ofInvestorCharter 

ResponsibilitiesofInvestors14 

• DealwithaSEBIregisteredDPforopeningdemataccount,KYCandDepositoryactivities. 

• Provide complete documents for account opening and KYC (Know Your Client). Fillalltherequireddetailsin 

Account OpeningForm/ KYCform inownhandwritingand cancel out the blanks. 

• Readalldocumentsandconditionsbeingagreedbeforesigningtheaccount openingform. 

• AccepttheDeliveryInstructionSlip(DIS)bookfromDPonly(preprintedwithaserialnumberalongwith client ID) and 

keep it in safe custody and do not sign or issueblank or partially filled DIS. 

• AlwaysmentionthedetailslikeISIN,numberofsecurities accurately. 

• Informanychangeininformationlinkedtodemataccountandobtainconfirmationofupdationinthesystem. 
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• Regularlyverifybalancesanddematstatementandreconcilewithtrades/transactions. 

• Appointnominee(s)tofacilitateheirsinobtainingthesecuritiesintheirdemataccount. 

• Do not fall prey to fraudsters sending emails and SMSs luring to trade in stocks /securitiespromisinghuge 

profits. 
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