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Role Profile –Controlled Function (CF) 
AmTrust International Underwriters Designated Activity Company (AIUD) 


	1
	Job Title
	Senior Delegated Complaints Oversight Officer (Shared Service)

	2
	Controlled Function(s) 
	Controlled Function 8

	3
	Function & Business Unit  
	Specialty Risk – Operations - Delegated Oversight - Complaints

	4
	Location 
	Dublin 

	5
	Hiring Entity 
	AmTrust International 

	5
	Board & Committee Roles
	Chair
· None

Member
· None

Non-Member Attendee
· None

	6
	Direct & Indirect 
Reporting Line
	Governance Reporting Line 
None

Direct Line Manager
Complaints Manager

Indirect (dotted) Line Manager
None

	7
	Direct & Indirect Reports
	Direct Reports
None

Indirect (dotted) Reports
None

	8
	Key Stakeholders
	Underwriting 
Claims
Operations
Compliance
Risk
DD
Audit
Conduct
Legal

	9
	Applicable Central Bank of Ireland (CBI) Conduct Standards under the Individual Accountability Framework (IAF)[footnoteRef:1] [1: Effective 29 December 2023. A summary is provided above. Further detail is set out within the AIUD Fitness and Probity Policy and Procedure and AIUD Conduct Standards and Breach Reporting Policy.] 

	Common Conduct Standards:
a) You must act honestly and with integrity.
b) You must act with due skill, care and diligence.
c) You must cooperate in good faith and without delay with the Central Bank and other regulators or authorities. 
d) You must act in the best interests of customers and treat them fairly and professionally.
e) You must operate in compliance with standards of market conduct and trading venue rules.

	
	Controlled Functions are required to take Reasonable Steps to ensure that they are meeting the requirements set out within the applicable Conduct standards. 

	10
	Last Review Date/By:
	March 2026 – Complaints Manager



Position Overview
The Senior Delegated Complaints Oversight Officer will assist the Complaints Manager with continuous development of the delegated complaints oversight strategy and framework and assist with oversight of the company's delegated complaint handling authority relationships to demonstrate that these are operating effectively and in line with the applicable regulations. 

This role will include the logging, monitoring and management of all AIU escalated complaints in line with regulatory guidelines, escalating any trends or potential areas of concern and liaising with the relevant business areas to ensure all appropriate remediation planning is completed. Any handling and reporting on complaints should demonstrate appropriate, consistent and complete consideration of our customers and potential customers’ interests, throughout our business, on a continuous basis.

Essential Job Functions
· Assist with renewal and onboarding due diligence on Coverholders and TPAs with delegated complaint handling authority across all business lines. 
· Agree and update procedural documents and Service Level Agreement wordings and ensure these are correct & up-to-date for all Coverholders and TPA’s with delegated complaint handling authority.
· Undertake root cause analysis of monthly reports to ensure fair customer outcomes from our Coverholders and TPAs with delegated authority and report any issues to the Complaints Manager, Claims Managers and Underwriters, providing feedback and maintaining an issues log to ensure all action items are addressed. 
· Identify gaps and improvement on identification and reporting on vulnerable customers and reasonable adjustments and define ways to measure whether fair outcomes are being delivered by our delegated third parties.
· Ensure the Coverholder and TPA database is kept up to date with all relevant information.
· Assist with the preparation of committee reports, highlighting any potential risks or issues and assisting with remediation planning where appropriate.
· Present findings to committees or key stakeholders where necessary.
· Manage & Maintain key stakeholder relationships, both internally and with third Party Complaint Handlers to promote ease of doing business and to ensure risks are escalated & remediated.
· Assist in overseeing the delivery of service standards and fair customer outcomes by our third parties with delegated complaint handling authority.
· Ensure third party reports are complete and accurate to allow for effective trend and root cause analysis.
· Where potential risks with our delegated third parties are identified, undertake outcomes testing to identify whether fair customer outcomes are being delivered and complaints are handled in line with AmTrust and regulatory requirements within the UK, Ireland and other European jurisdictions.
· Undertake site visits where a requirement is identified.
· Review Audit findings to assess potential risks and assist with remediation planning where necessary.
· Provide technical advice and assistance with third-party and internally managed complaints, including feeding back Ombudsman decisions and ensuring lessons are learnt from these by our Coverholders and TPAs.
· Design and provide training on complaint recognition, complaint handling and root cause analysis to our third parties.
· Identify gaps in Complaints Handling & Processes both internally and externally, overseeing remediation projects where necessary and tracking actions to closure.
· Complete the third-party complaints performance dashboard accurately each month, ensuring that any high risk issues with our third parties are identified and escalated.
· Support the Complaints Manager with the completion of a wide range of tasks
· Have an expert knowledge of the CBI Consumer Protection Code (CPC), as well as a good understanding of regulatory complaint requirements in relation to General Insurance in all territories where AmTrust International customers are located, including the UK.
· Comply with AmTrust procedures, policies and regulations as relevant to remit.  
· Complete the required number of hours of Continuing Professional Development (CPD) as it pertains to your role and applicable qualifications and ensure this is logged in Workday.  
· Ensure completion of all mandatory and job specific training requirements in line with the required time frames.   

· Other duties may be assigned in order to meet the on-going needs of the organisation.

Functional/Technical Competencies 

· Qualified to manage Irish Consumer complaints in line with CBI requirements:
https://www.centralbank.ie/regulation/how-we-regulate/authorisation/minimum-competency/qualifications
· Insurance industry experience.
· Expert knowledge of the FCA Handbook, particularly in relation to Consumer Duty, the Dispute Resolution: Complaints Sourcebook (DISP) rules and the CBI Consumer Protection Code (CPC).
· Knowledge of all European Regulatory Requirements which relate to complaint handling within jurisdictions we underwrite insurance. E.g. EIOPA, Solvency II & GDPR.
· Excellent analytical skills.
· Excellent communication skills.
· Excellent presentation skills
· Ability to understand and evaluate processes and assess whether they are effective, efficient and fulfil regulatory and business requirements.
· Thorough knowledge of MS office, Word and Excel



Functional/Technical Competencies 
Set out anything specific (knowledge, skills and their application) that is required from a technical/ functional perspective in addition in addition to the core behavioral and professional management/ employee competencies set out below. For example, roles may require specific regulatory knowledge – e.g. Solvency II and its application to capital management.  Please state the level the required and whether it is essential or desirable. 

Core AmTrust Behavioural & Professional Competencies (Employees)
Results Driven: Displays energy, determination and a sense of urgency to get the job done; understands the importance of meeting deadlines to achieve objectives; takes responsibility for organising own workload to ensure goals are met; identifies barriers or issues that might impact adversely on getting the job done and is proactive and innovative in resolving problems and finding solutions; strives for excellence.

Adaptable & Open to Change: Demonstrates a willingness to adapt and change according to circumstances; is able to comfortably handle ambiguity and changes in priorities; identifies the requirement to demonstrate flexibility for the wider benefit of the department and the business; supports change and the drive to continuously improve.

Relationship Management & Customer Focus: Builds and maintains strong internal and external customer and other relationships as relevant to role; is able to effectively understand and support customer needs while balancing business needs; takes responsibility for meeting agreed service levels and other commitments.; strives to deliver excellence and innovates to deliver solutions; ensures that all our customers are treated fairly and receive good outcomes in accordance with our regulatory requirements.

Risk Management: Is able to understand and identify common types of business risks for their functional or business area; actively supports the maintenance of an effective control environment; takes timely remedial action as may be required to prevent or minimise loss; proactively escalates risks to the appropriate party; supports continuous improvement in the management of risk.

Collaboration: Demonstrates respect and integrity in all collaboration with others; works with rather than competes with others in the business to achieve company goals; builds trust through open communication; adapts style and messaging appropriately; seeks out and listens to the opinions of others; supports team building and an inclusive culture that values diversity.

Continuing Professional Development: Proactively keeps up to date with regulatory and professional changes; maintains the required knowledge and skills to perform in post and undertakes all required / mandatory training; ensures that annual learning and development plans and Continuing Professional Development (CPD) obligations are achieved.

AmTrust Values: Able to demonstrate and role model AmTrust’s values: Excellence, Innovation, Integrity, Responsibility, Inclusion and Teamwork.

Conduct Standards: Acts at all times in accordance with the CBI Common Conduct Standards (see above).
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