
CEDR Schemes 

Report of the Independent Complaint Reviewer 

For the period 1 January 2024 to 31 December 2024 

1. Introduction

As the recently appointed Independent Complaints Reviewer (ICR), this is my first report covering 

schemes and services operated by CEDR, other than those that I review individually, namely the 

Communications and Internet Services Adjudication Scheme (CISAS), the Postal Redress Scheme 

(POSTRS) and the Aviation Adjudication Scheme, each of which are the subject of separate reports. 

This report covers the twelve month period from 1 January 2024 to 31 December 2024. The next one 

will be for January to December 2025 and will be issued in February 2026. 

2. Background

I am an independent consultant. I work remotely and I am not an employee of CEDR. I am not 

involved in direct case handling or advice; my role is purely to act as an Independent Complaint 

Reviewer.  

CEDR is a registered charity and non-profit organisation. It provides independent dispute resolution 

for consumers who experience problems with a company and who have exhausted their internal 

complaints procedure. 

3. My Role

There are two aspects to my role: 

(i) To review cases that are escalated to me at Stage 3. I can consider individual complaints about

certain aspects of the level of service provided by the schemes or services run by CEDR and

review cases where a user of those schemes or services has complained to CEDR and, having

been through the complaints process, remains dissatisfied with the outcome.

Under my Terms of Reference and the Complaints Procedure I can consider complaints about

CEDR's handling of the complaint (e.g. administrative errors, delays, staff rudeness or other such

matters) but not complaints about a decision made by an adjudicator. Also, and where appropriate,

I may make recommendations based on my findings.

(ii) To review complaints about the schemes and produce a report every twelve months. This is based

upon my examination and analysis of all or some ( as I deem appropriate, but at least 80%) of the

complaints handled by CEDR, along with any cases that were escalated to me.

4. Complaints Review Policy and Process

CED R's Complaints Procedure explains its scope, along with the two internal stages of review that 

take place before, if necessary, a complaint is referred to me. It provides clear information about 

timescales and what can be expected. In brief, if after the Stage 1 response complainants remain 

dissatisfied they can ask for escalation to Stage 2 of the process, in which a senior manager will 

review the complaint. If this does not resolve the matter, it can be referred to me for independent 

review at Stage 3. 
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