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Investors Grievances Redress System 
under SCORES and MCA21

influenced the complaints disposal process and serve 
as an effective means to enhance investor confidence.

How companies go about the task of resolving investor 
complaints
The process normally involves the following steps.
(1) Registration of the complaint: Register the 

complaint and give a query number or ticket 
number.

(2) Inform the investor: Inform the investor that the 
complaint has been registered either through email 
or SMS, giving the query or ticket number.

(3) Take necessary action: Take necessary action 
based on inputs available. Call for additional info 
if needed.

(4) Maintain register of investor grievances: 
Maintain register of investor grievances and record 
action taken. Ensure that action is taken within 30 
days.

(5) Investor grievances and redressal committee 
meeting: Place details of investor grievances 
and their disposal for the quarter at the Investor 
Grievances Redressal Committee Meeting. (2) 
Keep minutes of the meeting and mention therein 
complaints status (opening/received/disposed/
closing). This should be the basis for the statement 
in this regard in published quarterly results.

SCORES and MCA21 provide great avenues to investors to lodge a complaint and find a 
solution online quickly. But the process is complicated and given the investor education 
and awareness, online route may be beyond the reach of an individual investor. This 
article discusses the current investor grievances redress system in listed companies and the 
compliance requirement under SCORES and how investors can approach SCORES and 
MCA21 to find solution to investment related issues.
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A Company listed or unlisted has to redress investor 
complaints of varied nature. In the case of listed 
companies, the Investors’ Grievances Redressal 
Committee has the responsibility of resolving investor 
grievances in a timely manner. A company may receive 
complaints online or through letter in writing. In real 
life, we come across different methods of how these 
are handled by various companies. Some companies 
register the query and give a query number, some 
companies give ticket number etc. The above methods 
are common in respect of online complaints. In order 
to register a complaint online, the company should 
verify the genuineness of the complainant and this is 
normally done through prior registration of email id, 
mobile number etc. Internet/Web have significantly 
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The following smart art explains the investor 
grievances disposal process.

What is a complaint: A company receives a letter 
informing change in address with a request to 
record the same. Should it be included in the list of 
complaints received during the quarter? The answer is 
NO. Because this is not a COMPLAINT and is just a 
REQUEST. However, when the company fails to act 
and provide the necessary service, the investor can 
refer to the previous letter and lodge a complaint on 
why the change in address has not been recorded.
REGISTER: Companies have to maintain register 
showing details of complaints received chronologi-
cally, their description, action taken, date of disposal, 
status.

Investor Grievances Committee: Normally the 
size of the Committee is 3 (2 promoter directors, 1 
independent director) and Company Secretary is the 
Secretary for the Committee.
Registrar and Share Transfer Agent (RTA): The 
relationship between the company and the RTA is that 
of Principal and Agent. So the law relating to agency 
is applicable in general.
What is SCORES: SCORES stands for Sebi 
Complaints Redress System. 

Type of Complaints under SCORES
Complaints related to issue and transfer of securities 
and non-payment of dividend with listed companies.  
In addition, complaints against the various 
intermediaries registered with it and related  
issues.

(1) An investor can register a complaint through 
SCORES in case refund has not been received when 
shares are not allotted in an IPO and the complaint 
can be lodged against the RTA for the IPO. RTA 
will be an intermediary registered with SEBI. But 
before going to SCORES, the investor should take 
up the matter with RTA. Only when the RTA has 
not responded or the investor is not satisfied with  
the response, can the investor use SCORES.

(2) Can an investor approach SCORES for grievances 
in respect of investment in fixed deposits?

 No. For grievances in respect of FD investments  
in manufacturing companies, investor has to follow 
the procedure under MCA21. 

(3) Suppose investment in FD is made in the  
following entities, the investor has to approach the 
following Authorities/Regulators.

INVESTMENT OR 
ISSUES RELATED 
TO

REGULATOR

FD in Banks or banking 
matters Fixed deposits 
in NBFC or matters 
pertaining to NBFC

Reserve Bank of India (RBI)
http://www.rbi.org.in

National Housing 
Finance Companies

National Housing Bank  
(NHB)http://www.nhb.org.in

Compliance Requirement under SCORES for Listed 
Companies

steps details
Register with SCORES Register with SCORES and 

obtain authentication code.
Submit action taken report Submit action taken report 

within 30 days of receipt of 
the complaint.

How an Investor Can Register Complaint in SCORES
An investor can register a complaint in SCORES 
by following the procedure given below.
(1) Register with SCORES: (1) Visit http://www.

scores.gov.in (2) Click on the icon Register here 
and enter the data. The next screen will require 
password creation. After mobile and email 
verification, your SCORES account will be created. 
Now you can register your complaint. (3) Use IE 
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SERIAL # DATE  OF 
RECEIPT OF 
COMPLAINT

COMPLAINT/
QUERY/

TICKET #

DESCRIPTION OF 
THE COMPLAINT

ACTION 
TAKEN

DATE OF 
ACTION TAKEN

STATUS

(1) (2) (3) (4) (5) (6) (7)
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Browser or Mozilla Firefox. (4) Note the password 
and secret question and the exact answer for the 
same.

(2) Login and Register the Complaint: (1) Click 
the complaint registration icon and choose the 
appropriate complaint category and follow the 
user friendly guidance to complete the complaint 
registration process. (2) Keep the scanned copies 
of correspondence with the company ready for 
uploading.

(3) Respond and Reach the Finish Line: (1) 
Complaint number will be intimated through email 
and SMS (2) When the complainant responds, it 
will be informed through email and SMS and the 
investor has to respond by logging to SCORES 
account. (3) The process will continue until it 
reaches the finish line.

Bottom-Up Chart Showing Complaint Registration 
and Redress Process under SCORES

The Procedure under MCA 21
steps details

Visit http://www.
mca.gov.in

Click on MCA21 [Company] 
hyperlink. This will open a new tab 
in Google Chrome browser. Click on 
the icon Lodge Investor Complaints. 
[Important Links section on the right 
hand side ]

Fill the form and 
attach documents

Fill the form and attach supporting 
documents.

steps details
Upload the form Create a user account and upload the 

form. You will get an email message. 
You can log into your account, to see 
the status of your complaint.

SCORES and MCA21: Comparison

Attribute SCORES MCA21
Interface User friendly and 

simple
Complex

System 
requirements

Can be easily met. 
Google Chrome not 
listed in the browser 
list.

Works only when 
the minimum 
appropriate version 
of Java is loaded.

Online 
service

100% online service. 
The complainant 
can respond and 
upload files. On 
hearing both the 
parties, SEBI finds a 
solution and closes 
the case. SMS and 
Email alerts are sent.

Status of the 
complaint can 
be tracked but 
not the details of 
the complaint.  
Complainant 
cannot respond 
online within the 
MCA21 interface. 
ROC and the 
complainant 
entertain paper 
correspondence.  
Provides for appeal 
when the action 
of ROC is not 
satisfactory.

Conclusion
With investor education and awareness, [awareness 
that remedy exists by way of redress system 
under SCORES and MCA21; Investor Education 
helps them appreciate the fact that they would be  
benefitted by taking the services of professional] 
investors can take advise and services of professionals 
(Chartered Accountants) to find solution to investment 
related grievances. ▪
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