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Role Profile – Certification/ Controlled Function (CF) 


	1.
	Job Title
	Complaints Manager

	2.
	Certification/Controlled Function(s)
	· FCA Significant Management (Complaints Handling) - AmTrust Specialty Limited (ASL) 

· CF2 - Ensuring, controlling or monitoring compliance by a regulated financial service provider with its relevant obligations - AmTrust International Underwriters DAC (AIUD)


	3.
	Function & Business Unit
	
Operations, Specialty, AmTrust Management Services


	4.
	Location 
	
Nottingham (preferred), Dublin or London


	5.
	Hiring Entity 
	AmTrust Management Services Limited

	6. 
	Insurance Distribution Directive (IDD) Continuing Professional Development (CPD) Requirements

	IDD CPD – In-scope - Yes

	7.
	Minimum Competency Code Requirements (MCC) (Ireland)
	MCC - in scope - No

	8.
	Board & Committee Roles
	Chair
None

Member
Product Governance Committee (ASL)

Non-Member Attendee
Delegated Oversight Committee


	9.
	Direct & Indirect Reporting Line
	Direct Line Manager
Head of Delegated Oversight

Indirect Line Manager 
N/A

	10.
	Direct Reports & Indirect Reports 
	Direct Reports 
Complaints Team Leader
Senior Delegated Complaints Oversight Officer (ASL)
Senior Delegated Complaints Oversight Officer (Shared Services)
Senior Delegated Complaints Oversight Officer (AIUD)
Complaints Data & Reporting Analyst 
Complaints FOS Liaison 

Indirect Reports
5 x Complaints Investigators (ASL)


	11.
	Key Stakeholders
	ASL and AIUD Executive 

	12.
	Applicable FCA/PRA Conduct Rules under the Senior Managers & Certification Regime (SMCR)[footnoteRef:1] [1:  Further detail is set out within the AmTrust International (UK Insurers & Intermediaries) Fitness and Proprietary Policy and Procedure and (UK Insurers & Intermediaries) Conduct Rule Breach Reporting Policy and Procedure.] 

	Individual Conduct Rules – UK SMCR 
1. You must act with integrity.
2. You must act with due skill, care and diligence.
3. You must be open and cooperative with the FCA, the PRA and other regulators.
4. You must pay due regard to the interests of customers and treat them fairly.
5. You must observe proper standards of market conduct.
6. You must act to deliver good outcomes for retail customers.

	13.
	Applicable Central Bank of Ireland (CBI) Conduct Standards under the Individual Accountability Framework (IAF)[footnoteRef:2] [2:  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.

	14.
	Last Review Date
	October 2026



Position Overview

Lead the management, development and continuous improvement of the AmTrust International (ASL and AIU) complaints framework, including the management and development of all Complaints team colleagues.

Oversee complaints across AIU and ASL to make sure customers receive fair outcomes. Ensure complaints are handled in line with FCA DISP rules, Treating Customers Fairly (TCF), Consumer Duty, company standards and procedures. 

Complaints provide some of the clearest insight into what customers need and where business can improve. We are looking for a Complaints Manager who can turn that insight into action by leading a high-performing team, strengthening customer outcomes, and driving continuous improvement across our complaints operation.

The role combines people leadership, regulatory responsibility, third-party oversight, and business influence. You will use performance metrics and root cause analysis to improve quality and efficiency, while working closely with Underwriting and Product Development to ensure that lessons from complaints help shape better products, processes, and customer experiences. It is an excellent opportunity for someone who wants to make a visible difference in a regulated, international insurance business.

Conduct ongoing oversight and performance monitoring of third parties with delegated complaints authority through reviews, MI analysis, audits and governance meetings to ensure regulatory compliance and delivery of fair customer outcomes in every territory in scope. 

Provide clear, accurate and timely complaints management information to relevant stakeholders.


Make sure the Complaints Function has the people, systems and capacity needed to operate effectively.

Oversee AIU third-party complaint handlers through the Senior Delegated Complaints Oversight Officer, on behalf of the Head of Delegated Oversight.

Make sure the interests of customers and potential customers are considered consistently and fully in the way the business operates.

Essential Job Functions:

The role covers both AIU and ASL. Key responsibilities include:
· Lead the Complaints Department to deliver agreed service standards and fair customer outcomes throughout the complaints process, in line with FCA DISP rules and Consumer Duty requirements.
· Ensure effective complaint reporting and root cause analysis for complaints handled by the Complaints Department and third-party complaint handlers.
· Use process performance metrics to identify trends, manage team performance and drive continuous improvement in quality, efficiency and customer outcomes.
· Monitor complaint trends and customer outcome indicators to identify emerging conduct risks and ensure appropriate remedial actions are implemented.
· Turn lessons from complaints and root cause analysis into clear, practical feedback for Underwriting and Product Development, helping them improve products, processes and overall customer value.
· Ensure complaints-related findings, recommendations and corrective actions are appropriately tracked, challenged and closed within agreed timeframes.
· Make sure due diligence for the appointment and renewal of partners with delegated complaints authority is proportionate and effective and confirms that they meet regulatory requirements.
· Work with the Audit Manager to make sure the audit plan and audit scopes provide effective coverage for third-party complaint handlers.
· Provide effective oversight of third parties with delegated complaints authority, ensuring ongoing compliance with contractual obligations, regulatory requirements and fair customer outcome expectations.
· Carry out site visits where needed.
· Provide technical advice and support on escalated complaints.
· Make sure regulatory complaints returns are complete, accurate and submitted as required.
· Respond to regulatory queries promptly, openly, honestly and cooperatively.
· Maintain a strong understanding of CBI, FCA and PRA rules and guidance for general insurance, together with relevant legal and regulatory requirements, including data protection.
· Keep complaints procedures and governance documents up to date and aligned with regulatory requirements.
· Follow all AmTrust policies, procedures and regulations relevant to the role.
· Make sure you and your direct reports complete mandatory and role-specific training within the required timeframes.
· Complete and record the Continuing Professional Development (CPD) required for your role and qualifications. Make sure direct reports also complete and record their required CPD.
· Take part fully in all applicable Fitness and Propriety and performance review processes. Tell your line manager or HR promptly about anything that could affect your ability to carry out the role.
· Complete annual performance reviews for all direct reports. Set clear objectives, agree learning and development plans, assess performance against the role, competency framework and conduct standards, and address performance or behaviour concerns promptly and fairly.
· Prepare and present complaints reporting, emerging risks and oversight findings to relevant governance committees and senior management forums.
· Assess the impact of regulatory developments and industry guidance on complaints handling arrangements and oversee implementation of any required changes.

Other duties may be assigned to meet the ongoing needs of the organisation.

Qualifications, Experience, Competence:

Qualifications

Advanced Diploma in Insurance (desirable)

Experience 

· Significant experience (typically 8+ years) in complaints management, customer relations, conduct risk, customer outcomes, or regulatory operations within a regulated financial services environment.
· Extensive experience in complaint investigations, root cause analysis, thematic reviews, and the identification of systemic issues.
· Proven experience leading complaints teams, developing high-performing colleagues, and managing performance against customer, regulatory, and operational objectives.
· Knowledge of delegated authority arrangements, third-party oversight frameworks, outsourcing requirements and conduct risk management within the insurance sector
· Strong track record of using complaint insights and lessons learned to drive process improvements, enhance customer outcomes, and reduce complaint recurrence.
· Experience designing, implementing, and monitoring complaint governance frameworks, policies, procedures, and quality assurance controls.
· Proven ability to manage interactions with regulators, auditors, ombudsman services, and external stakeholders.
· Experience producing and presenting management information (MI), trend analysis, and customer outcome reporting to senior leadership.
· Demonstrated success leading remediation activities, operational change initiatives, and continuous improvement programmes arising from complaint findings.
· Knowledge and understanding of the Company’s mainframe and supporting systems
· Demonstrable knowledge of FCA DISP requirements, Consumer Duty, Treating Customers Fairly (TCF), and complaint handling regulations
· Demonstrated ability to engage and report to senior stakeholders, including Executive Committees, Risk & Compliance Committees, Legal, and operational business units.


Functional/Technical Competencies 

	· Communication skills
· Excellent facilitation skills
· Analytical approach to work
· Ability to manage change within the department and react promptly to new business needs
· Ability to understand and evaluate processes and assess whether they fulfil regulatory and business requirements
· Full understanding of departmental procedural manuals 
· Full understanding of regulatory guidance and timescales in relation to complaints handling 
· Excellent knowledge and understanding of AmTrust’s products


· Ability to translate complaint trends and lessons learned into effective feedback for Underwriting and Product Development to improve customer value
· Ability to use process performance metrics to identify improvement opportunities and lead continuous improvement within the team


Core AmTrust Behavioural & Professional Competencies (Management) 

Leading Others: Leads by example; enables and empowers the team to perform at their highest level through establishing clear objectives and providing meaningful direction; ensures everyone understands their part in achieving department and business goals; facilitates delivery and supports the removal of barriers; engages in regular two-way dialogue and provides regular and candid feedback and coaching; is fair and consistent in the management of the team; promotes equality and opportunity; recognises contribution and celebrates success; fosters a positive and high performing environment.

Business Acumen: Understands core insurance principles and the terminology and practices of the business as appropriate to their role; ensures that their team understands the connection between their own work and other areas of the business; is aware of external industry and environmental factors and the impact that these may have on the organisation; is innovative in outlook and determines the appropriate risk and reward balance in driving meaningful business results.

Relationship Management & Customer Focus: Builds and maintains strong internal and external customer and other strategic / provider relationships; effectively identifies and considers customer needs while balancing business needs; makes decisions that add value for the customer; ensures responsibility for and delivery against agreed service levels and 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 identify, prevent and/or mitigate through effective controls or timely remedial action common areas of business risk for their functional or business area; establishes and maintains an appropriate control environment; ensures the timely reporting of any risk related matter to the appropriate party; ensures the timely closure of internal audit actions; takes responsibility for and drives 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 and transparent agendas; adapts style and messaging appropriately; seeks out and listens to the opinions of others; promotes an inclusive culture that values diversity.

Continuing Professional Development: Proactively keeps up to date with regulatory and professional changes; ensures that both they and the team maintain the required knowledge and skills to perform in post and undertake all required / mandatory training; encourages and facilitates an environment of continuous learning and self-improvement; puts measures into place to ensure annual Continuing Professional Development (CPD) obligations are achieved as appropriate to both self and team.

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

Conduct Rules: Acts at all times in accordance with the Conduct Rules and Standards (see above)

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