PROCESS FLOW OF COMPLAINT REDRESSAL MECHANISM

1. Complaint lodged on
SCORES platform

2. Complaint is automatically
forwarded to the concerned entity
with copy marked to the designated
body.

Entity

Complaint kept pending
on SCORES upto 15 days

3. Entity will upload ATR on
SCORES within 21 days which will
be automatically routed to the
complainant through SCORES.

awaiting revert from the
Complaint disposed complainant
if complainant is [« Complainant
satisfied or no first
review is opted
within 15 days’ time.
4. Complainant not satisfied with
the ATR of the entity and indicates
the same within 15 days or no ATR
Clarification sought from entity in 21 days
Entity/Complainant || Designated
body
— >
\
Clarification received 5. Designated body will upload ATR
. . on SCORES within 10 days which
Review complaint kept ) .
: will be automatically routed to the
. . pending on SCORES upto .
F:omplalnt _dlsposgd 15 days awaiting revert complainant through SCORES.
i _C(_)mplalnant IS from the complainant .
satisfied or no SEBI Complainant

review is opted ‘

within 15 days’ time.

Clarification sought

6. Complainant not satisfied with the
ATR of the designated body for 1%t
review and indicates the same within
15 days or no ATR from designated
body in 10 days

Entity/ designated | SEBI
body /Complainant
—>
7. After examination/ SEBI review,
Clarification received v disposed on SCORES (With reasoned
closure remarks and/ or advice to opt
Complainant ODR, if not satisfied) (complainant also
has option for other civil remedies)

Online Dispute
Resolution Mechanism
introduced by SEBI




