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1. Introduction to the Organization 

NeSL is India’s first Information Utility and is registered with the Insolvency and Bankruptcy 

Board of India (IBBI) under the aegis of the Insolvency and Bankruptcy Code, 2016 (IBC). 

The company has been set up by leading banks and public institutions and is incorporated as a 

union government company. 

 
NeSL Asset Data Limited (NADL) is a wholly owned subsidiary of NeSL and is a Non- 

Banking Finance Company (NBFC) that has been given the CoR to act as ‘Account 

Aggregator’ by the Reserve Bank of India under the RBI’s Master Direction- Non-Banking 

Financial Company - Account Aggregator (Reserve Bank) Directions, 2016. NADL was 

incorporated on the 8th September 2017 and has put in place a complete Corporate 

Governance structure. It has its Registered Office at: #003A, Ground Floor, “The Estate” 

Building, 121, Dickenson Road, Bengaluru – 560 042 

 

 
2. Disclaimer & Application of Charter 

The Citizen’s Charter is not legally enforceable and, therefore, is non-justiciable. It is not a 

legal document creating rights and obligations. However, it is a tool for facilitating the 

delivery of services to citizens with specified standards, quality and time frame, etc., with 

commitments from the organization and its clients, and in furtherance of the same this 

Charter applies to all products and services of NADL listed below. 

 
The various commitments and timelines spelt out in the Citizen’s Charter is subject to 

fulfilment of the requirements of the RBI’s Master Directions and various circulars or 

communications regarding the Account Aggregator services and where there is a conflict 

between the Charter and the current instructions of RBI, RBI’s instructions would prevail. 



3. Definitions 

i. “Account Aggregator” means NADL 

ii. “Bank" means a banking company; or a corresponding new bank; or the State Bank of 

India; or a subsidiary bank; or such other bank which the Bank may, by notification, 

specify for the purposes of these directions; and a co-operative bank as defined under 

clause (cci) of section 5 read with section 56 of the Banking Regulation Act, 1949 (10 of 

1949) 

iii. “Business of an account aggregator” means the business of providing under a 

contract, the service of, retrieving or collecting such financial information pertaining to its 

customer, as may be specified by the Bank from time to time; and consolidating, 

organizing and presenting such information to the customer or any other financial 

information user as may be specified by the Bank. 

iv. “Customer” means a ‘person’ who has entered into a contractual arrangement 

with the Account Aggregator to avail services provided by the Account Aggregator. 

v. “Financial Information” means information in respect of the following with 

financial information providers: 

a) Bank deposits including fixed deposit accounts, savings deposit accounts, 

recurring deposit accounts and current deposit accounts 

b) Deposits with NBFCs 

c) Structured Investment Product (SIP) 

d) Commercial Paper (CP) 

e) Certificates of Deposit (CD) 

f) Government Securities (Tradable) 

g) Equity Shares 

h) Bonds 

i) Debentures 

j) Mutual Fund Units 

k) Exchange Traded Funds 

l) Indian Depository Receipts 

m) CIS (Collective Investment Schemes) units 

n) Alternate Investment Funds (AIF) units 

o) Insurance Policies 

p) Balances under the National Pension System (NPS) 



q) Units of Infrastructure Investment Trusts 

r) Units of Infrastructure Investment Trusts 

s) Any other information as may be specified by the Bank for the purposes of 

these directions, from time to time. 

vi. “Financial information provider” means bank, banking company, non- banking 

financial company, asset management company, depository, depository participant, 

insurance company, insurance repository, pension fund and such other entity as may be 

identified by the Bank for the purposes of these directions, from time to time. 

vii. “Financial information user” means an entity registered with and regulated by 

any financial sector regulator. 

viii. “Person" means an individual, a Hindu undivided family, a company, a firm, 

association of persons or a body of individuals, whether incorporated or not, and every 

artificial juridical person, not falling within any of the preceding sub-clauses. 

 

 
 

4. Service Standards 

 
Most of the services of NADL, being electronic in nature, are almost immediate. While 

NADL commits to deploy the required IT infrastructure necessary to deliver on customer 

requirements, the speed with which actual delivery happens and with which customer 

receives the same would depend upon the availability of resources at the customer’s end as 

well. 

 
Where manual intervention may be required, such as handling customer onboarding in case of 

non-individuals, NADL would strive to revert to customer queries and carry out the processes 

normally within one working day, up to the stage at which the process can be taken. 



5. Our Commitments 

● THAT, we will render services to a customer based on the customer’s explicit 

consent. 

● THAT, we shall guarantee all our services to a customer are backed by appropriate 

agreements/ authorizations between the Account Aggregator, the customer and the 

Financial information providers, as per RBI’s Master Directions 

● THAT, transactions by customers shall not be supported. 

● THAT, appropriate mechanisms shall be guaranteed, for proper customer 

identification. 

● THAT, we shall share information received only with the customer to whom it relates, 

or any other financial information user as approved by the customer as per the terms 

of the consent provided by the customer. 

● THAT, no financial information of the customer shall reside with us that is 

accessed by us from the financial information providers. 

● THAT, for the purpose of undertaking the business of account aggregation we 

shall not use the services of a third-party service provider. 

● THAT, we shall not access user authentication credentials of customers relating to 

accounts with various financial information providers. 

● THAT, there shall be strict compliance with the internal guidelines adopted for 

pricing of services and they shall be transparent and available in public domain. 

 

6. Consent Architecture and Rights of Customer 

● Services we render shall not allow information of the customer to be transferred, 

shared or retrieved without the customer’s explicit consent. 

● The customer’s consent should contain relevant details that may be specified by 

the regulations from time to time. 

● The customer shall be informed at the time of obtaining consent of all required 

components to be obtained after the consent artefact the right of the customer to lodge 

complaints with requisite authorities in case of non-redressal of grievances. 

● A functionality/provision shall be made available to the customers to revoke consent 

for accessing information that is rendered accessible by a consent 



artefact, which includes the ability to revoke consent to receive portions of such 

information. 

● Consents provided to the financial information shall be recorded and the 

customers shall be given access to such records. 

● Any customer information other than for the performance of the business of account 

aggregator asked for explicitly by the customer shall not be used or accessed. 

 
7. Sharing of financial information 

● Financial Information providers shall share financial information only when 

there is a valid consent artefact 

● The Financial Information provider, upon being presented the consent artefact, shall 

verify: 

a) Validity of consent; 

b) Specified dates and usage; and 

c) The credentials of the Account Aggregator (i.e. NADL) through 

appropriate means. 

● The Financial Information providers, upon due verification, shall digitally sign the 

financial information and securely transmit the same to the Account Aggregator (i.e. 

NADL) as per the terms contained in the consent artefact. 

 

8. Data Security 
 

● Required IT framework and interfaces shall be adopted so as to ensure secure data 

flows from the Financial Information providers to our own systems and 

onwards to the Financial Information users. 

· 

● Customer credentials (like passwords, PINs, private keys) which may be used for 

authenticating customers to the Financial Information providers shall not be stored or 

requested. Access to customer’s information shall only be based on consent-based 

authorization. 



● Adequate safeguards in the IT systems shall be adopted so as to ensure that the 

information provided and stored is protected against unauthorised access, alteration, 

destruction, disclosure or dissemination of records and data. 

 

● Appropriate measures shall be taken so as to prevent loss of data due to disasters or 

any such natural calamities, and thereby strive to adopt an effective Disaster Risk 

Management/Business Continuity plan. 

 

● Information System Audit of the internal systems and processes shall be in place and 

shall be conducted at least once every two years by CISA certified external auditors. 

● The report so generated by the external auditor shall be submitted to the Regional 

Office of the Department of Non-Banking Supervision of the Bank, within one month 

of submission of the report by the external auditor. 

 

 
 

9. Our Grievance Redressal Mechanism 

Our mission is to maximize the experience of our Customers by providing customer- focused 

services with highest possible standards. Such high standards of services can be rendered  

only through an active feedback/complaint redressal mechanism. NADL has adopted a 

Grievance Redressal Policy that sets processes and timelines for handling complaints and 

grievances. The policy is displayed on its website www.nadl.co.in and implemented by its 

Grievance Redressal Officer. 

Further, any customer who wishes to complain on our services or opines at any juncture that 

our services need to be improved and wishes to lodge a complaint/feedback with us, he/she 

can do so by contacting: 

 
a) Grievance Redressal Officer 

NeSL Asset Data Limited 

Administrative Office 

#003A, Ground Floor, 

“The Estate” Building, 121 

Dickenson Road, 

Bengaluru – 560 042 

http://www.nadl.co.in/


Email id: complaints@nadl.co.in 
 

 

 

 

 

 

b) Additionally, the aggrieved customer can file a grievance on our website. The 

Online Grievance Redressal System would provide access to the customer for 

recording the complaint, complaint status tracking and receiving response from the 

Bank. Please visit www.nadl.co.in for more details. 

 

10. Evaluation and Review 

The Citizen’s Charter shall be a guiding document for NADL in its endeavor to provide 

services. It may undergo changes as and when required by statutory directions and laws of 

the land, periodically. 

 

 

Adopted at the Board meeting held on 30th August, 2020 
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