
TO APPROVE THE AMENDMENTS TO THE CUSTOMER RELATIONS POLICY OF THE 

COMPANY 

Pursuant to the requirement of Securities and Exchange Board of India (‘SEBI’) for various 

segments and in order to provide consistent and superior customer experience to the customers, 

the Board had, at its meeting held on January 14, 2019, approved the Customer Relations Policy 

(‘the Policy’). 

The main objective of the policy is to increase the general awareness of the Company’s clients 

on the overall risk while investing, making them aware of their rights and grievance redressal 

mechanism. Accordingly, the Policy has been drafted in line with the guidelines prescribed by 

SEBI.  

The Policy is required to be reviewed once in every two years. The Policy is reviewed and certain 

changes are proposed in the Policy.  

The complete list of amendments proposed to the Policy is provided in Annexure 1     

(Refer Page No. 2). 

A copy of the revised Policy is provided in Annexure 2 (Refer Page No. 4). 

The Committee is requested to review, approve and recommend the revised Customer Relations 

Policy to the Board for its approval. 
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Annexure 1 

Amendments proposed to the Customer Relations Policy: 

Version 2025: 

The latest version – 2025 of this Policy is proposed to include new categories and sections that 

have been incorporated basis Regulatory and Exchange Guidelines since the last update in 

2023. The brief details are as under: 

Sr. 

No. 
Category 

Remarks - New 

additional sections 
SEBI/ Regulator Circulars Reference 

1 
Policies & 

Procedures 
Internal shortages clause 

Updated in April 2024 & November 

2024 

SEBI Circular No. Circular 

MIRSD/SE/CIR-19/2009 dated

December 3, 2009   

2 
Policies & 

Procedures 
Voluntary freezing clause 

Updated in July 2024 

SEBI Circular No.

SEBI/HO/MIRSD/POD-1/P/CIR/2024/4 

dated January 12, 2024  

Ease of doing investments by investors 

- facility of voluntary freezing/ blocking

of trading accounts by clients

3 
Policies & 

Procedures 

GTT policy (Good till 

triggered) 
Updated in September 2024 

4 
Rights and 

Obligations 

For MTF (Margin trading 

facility) 

SEBI circular no. CIR/MRD/DP/54/2017 

dated June 13, 2017 for MTF 



 
 

5 
Rights and 

Obligations 

For clients, authorised 

persons and clients - part 

C - pages 36 to 59 

Rights and Obligations of members, 

authorized persons and clients of FMC 

circular No. FMC/COMPL/IV/KRA-

05/11/14 dated February 26, 2015 and 

SEBI circular no. CIR/MIRSD/16/2011 

dated August 22, 2011 & SEBI Circular 

no. 

SEBI/HO/MIRSD/DOP/CIR/P/2020/33 

dated March 11, 2020 
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Annexure 2 

Customer Relations Policy 

Introduction:  

Customer service is a key focus area at ICICI Securities Limited (‘the Company’). The company 

is committed to provide consistent and superior customer experience to its customers. The 

company deals with investment products and other related services which may be delivered 

through an online or an offline mode. Besides service, an important part of the customer relation 

comprises making investors aware of key products and risks associated with the products. The 

objective of the customer relations policy is to increase the general awareness of the company’s 

clients on the overall risk while investing, making them aware of their rights and grievance 

redressal mechanism.  

The Policy: 

ICICI Securities Limited - Customer Relations Policy is completely guided by the following 

important documents as prescribed by Securities and Exchange Board of India (‘SEBI’).  

1. Rights and Obligations of stock Brokers, sub-Brokers and clients: The document

comprehensively covers the Rights and Obligations of the company as a stock broker. The

document is given in Annexure I.

2. Risk disclosure document for capital market and derivatives segments: This document

contains important information on trading in equities/derivatives segments of the stock

exchanges and specifically covers the risks that are important for the investors to be aware

of. The document is given in Annexure II.

3. Guidance note - Dos and Don’ts for trading on the exchange(s) for investors: The note

provides important points that investors need to be aware of while investing and is given

in Annexure III.
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In addition to above, the company offers a well-defined grievance redressal mechanism 

including a process for customers to escalate any complaints if the customers are not 

satisfied with the response. The Grievance redressal mechanism is available on: 

https://secure.icicidirect.com/customer/customersupport. 

 

4. Investor charter – This document our commitments towards the clients on various service 

parameters. Refer Annexure A  

 

 The above documents comprehensively cover the objectives of the Customer Relations 

Policy.  

  

 Monitoring and Review:  

 

 In order to ensure that clients are aware of the customer relations policy, the company will 

ensure that the above documents are disseminated to all the account holders or are 

available online on the main website. The audit committee and the customer service 

council would review the trends in the complaints received by the company. Given the large 

number of online transactions, the Annexure issues relating to systems as reported by the 

customers would be presented separately to the audit Committee. 

 

 The policy would be put for review once in every two years to the Board. 
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GUIDANCE NOTE - DO's AND DON�s FOR TRADING ON THE 
EX€HANGE(Sl FOR INVESTORS. -

BEFOR1E VOU 1BEGIN TO TRAD,E
1. Ensure 1 ha, you dear with cnid I h o,ugh oniv SEB I reg•stered

intermedfa ies. You mrav check their SEBI ragistratron certificate
1 umber fron, L e �!isl a,v:J I able on I he Stock e:.ccha n,ges BSE -
www.bseindia�ccm NSE-www.nseindia.c,om and 5EBI wabsite
www.sebi.gov.in1 MCX- www.mcxm.d�a.com

2. Ensure hat you lill 11,e KYC fom1 �crnp�e�ely and strike off 'the
blank fief ds �n the KYC form.

J. Ensure lhat you have read aU the manda'tory dacumtn,ts vii.
[Flights and Ob1ig dons, Risk D[sc:Josure D0 1curnen t, Policy and
Procedure document al ihe stock broke1.

4, EnsurA tc1 read understand and then sign th� vo�untarv �lau,se$i� 
mf any. iiQreed ba ween yo,u and the :s,tock brokefi. Neta that the 
cl uses a.s agreed b&tween 'you and the sock broker ca11nol be 
ohanged 'liivit,hout your consen. 

5. Get a cle,ar ides about all bro !kera,g_e� commisslrpns, fees and 
other charges levred by tl1e broker on you ·for trading and he 
re!l!va1 t p ovisi•o1 r,s/ guidellne·s spec fied by SEBI/Stock 
exchanges. 

6. Obtain a oopy of all the docu1:nen1s execut,ed by vo�, from h.e
stock broker ree of charge, 

7, In case yo1 'Wi h LC> execute Pc•wer of Attorney 1tPOA) I Dema1 
Deb�1 �nd Pledge lnsrru,ction tDD?O in-favouro the Stock broker, 
a1J,thotlting rt to operililts yo�r bank ,and demat account. p1ease 
ref�r o ITiag L�1de�1ne.s s-sued by SEBI/ Exehan 1gres 1n t'h1s regard. 

TRANSACTIONS AND SETTLEMENTS 
8. The stock broker rrmy issue e�ectrronic c,ontrac;:t no es (ECNJ it

specifically authorized by you in wtiO.ng .. You should pr,ovide
your e1maH id le the slack broker fo 1r lhe same. Don't ,opt for 
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