
 

 

Chartered Insurance Institute 
3rd Floor 
20 Fenchurch Street 
London EC3M 3BY 
T:   +44 (0)20 8989 8464 
W:  cii.co.uk 
E:   customer.serv@cii.co.uk 
 

CII Complaints Policy  
 
We are fully committed to delivering a first-class service to all our customers. We respect 
diversity and strive in all our activities to take account of and reflect the interests of all the 
people we serve. Nevertheless, we do not always get things right. 
 
If you are unhappy with any aspect of our service, we would welcome your comments, this will 
help us put things right for you and improve our service in general. 
 
We take every complaint and comment seriously and we are committed to addressing any 
issues that are leading to complaints. 
 
To ensure complaints are dealt with swiftly and completely, we have established the following 
process:  
 
 
Making a complaint  
 
Your complaint should be directed to skills@thepfs.org, adding “Duke of Edinburgh’s Award” 
in the subject filed. Your email should include: your name, your preferred contact telephone 
number, a suggestion of what you would like us to  do  to  put  things right, and a copy of the 
previous communications you have had with us. 
 
We will reply to all complaints within 10 working days of receipt and usually provide a full 
answer. Where further investigation is required and we are unable to respond within 10 
working days, you will be given a deadline by which a full reply will be provided 
 
If we are unable to resolve your complaint satisfactorily our Complaints Policy includes an 
escalation process where your complaint will be reviewed by a more senior member of the 
team. If your complaint is escalated, we will send you an acknowledgement and respond fully 
within 14 working days. If this is not  possible, we will provide an update on current  progress 
and an expected resolution date. 
 
If you're dissatisfied with how your complaint was handled 
 
If, after your complaint has been fully investigated and escalated, you believe we have not 
handled your complaint fairly or in an appropriate manner you can raise your concerns directly 
with the Duke of Edinburgh Charity https://www.dofe.org/complaints/.  
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