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Is the individual a member of the 
Chartered Institute for Securities & 

Investment (CISI)?

Yes

Yes

No

Have you spoken to the individuals 
employer? No

Have you spoken to the Financial
Conduct Authority (FCA) about the 

individual?

Have you spoken to the Financial 
Ombudsman Service or the Citizen’s 
Advice Bureau about your complaint?

Has the individual materially breached 
one or more of the principles of the 

CISI’s Code of Conduct?

CISI only has jurisdiction over its 
members and cannot discipline non 

members.

A problem may not be anyone’s fault 
and can usually be sorted out quickly if 
you talk to the company or salesperson 
involved. This gives them a chance to 
look into the matter and put it right. If 

they don't, ask for details of their 
complaints procedure, which is 

generally free. 

Was your complaint handled to 
your satisfaction?

No

Information on how to make a complaint
can be found on the FCA’s website
http://www.fca.org.uk/consumers/

complaints-and-compensation/how-to-
complain

Yes

No

The Financial Ombudsman Service 
provides more information online at 

http://www.financial-ombudsman.org.uk

The Citizen’s Advice Bureau’s website is 
at /www.citizensadvice.org.uk/

The CISI does not have the authority to require its members to make financial restitution. This can only be achieved through the firm, the regulatory 
bodies or the courts.

No

Has a regulatory body or duly 
authorised court or legally empowered 

body passed a judgement against a 
member that the CISI may be unaware 

of?

Yes

CISI aims to ensure that its members adhere to the highest ethical and professional standards. CISI has a duty to investigate if a member falls short of 
these ideals  We would be happy to review any information. Please complete the CISI Complaints Form and either email or post it to the address 

provided.

Are you unsure about the nature of your 
complaint or just wish to talk to 

somebody? Are there any special 
circumstances?

Yes

Please contact the Secretary to 
the CISI Disciplinary Committee 

either by email to 
disciplinary@cisi.org 

or by phone on 
+44 (0)20 7645 0606

CISI Complaints Flowchart

No

Whilst CISI is interested in the outcome 
of your complaint it can only discipline 
members for a breach of its Code of 

Conduct. You might want to pursue the 
matter with the other bodies mentioned.

Yes

Yes

Was your complaint handled to 
your satisfaction?

NoYes

YesWas your complaint handled to 
your satisfaction?

NoYes

Please advise us of the outcome 
using the complaints form

Yes

YesNo

Do you still wish to make a complaint 
about the individual?


