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AmTrust International – Role Profile/Job Description 



	1.
	Job Title
	Complaints Investigator

	2.
	Function & Business Unit  
	Specialty

	3.
	Location 
	UK - Nottingham

	4.
	Hiring Entity 
	AmTrust Management Services, Limited

	5. 
	Insurance Distribution Directive (IDD) Continuing Professional Development (CPD) Requirements
	IDD CPD - in scope - Yes

	6.

	Committee Roles

	Chair
· None

Member
· None

	7.
	Direct & Indirect 
Reporting Line
	Direct Line Manager
Complaints Team Leader

Indirect (dotted) Line Manager
None


	8.
	Direct & Indirect Reports 
	Direct Reports
None

Indirect (dotted) Reports
None

	9.
	Key Stakeholders
	Underwriting Governance 

	10.
	Applicable Conduct Rules
	Individual Conduct Rules
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[footnoteRef:1] [1:  As applicable to remit. ] 



	11.
	
Last Review Date

	January 2024


Position Overview

This is a customer facing role to efficiently manage a portfolio of mainly property complaints within technical standards and in accordance with strict regulatory timescales and requirements, as set out by the Financial Conduct Authority (FCA). 

Thoroughly investigate mainly property claim related complaints to deliver fair outcomes for our customers and to ensure any incidents of customer harm are quickly identified and remediated. 

Essential Job Functions

Complaint Investigation

· Record, acknowledge, investigate and respond promptly and clearly to all complainants within regulatory timescales.
· Ensure the delivery of consistent and fair customer outcomes by assessing complaints about claim decisions, allegations of claims delays / lack of contact, claims quantum or poor communication / service. 
· Assess all aspects of complaints received, giving consideration to the clarity and fairness of policy wordings and by reviewing similar decisions, both internal and from the Financial Ombudsman Service.
· Update the complaints system, ensuring all investigations, findings and conclusions are recorded accurately and that feedback is provided to relevant department heads.
· Identify and record any customer vulnerabilities and make reasonable adjustments or provide additional support as necessary.

Redress / Compensation

· On completion of complaint investigations, determine whether any redress payment or compensation award is appropriate.
· Assess quantum, taking into consideration the customer impact, review the internal matrix, any similar internal complaint outcomes, along with any recent awards by the Financial Ombudsman Service to ensure consistency and fairness.

Continuous Improvement

· Early identification and escalation of any recurring complaint themes or high impact complaints, escalate and assist with remediation planning where necessary.
· Liaise with relevant internal stakeholders, highlighting areas for improvement and assisting the business with remediation as required.
· Assist in providing feedback / training to the wider business in respect of complaint identification or changes to regulatory requirements, as necessary.
· Assist in driving a reduction of the FOS uphold rate by applying and communicating learnings from FOS decisions

Qualifications, Experience, Competence
Qualifications

Desirable: 
Certificate in Insurance



Experience 

· Experience of working in a complaint investigation role desirable.
· Understanding of FCA requirements, including DISP, PRIN, ICOBS, TCF Principles and Consumer Duty requirements, particularly in respect of vulnerable customers desirable.

Functional/Technical Competencies 

	· Excellent verbal & written communication skills with the ability to deliver clear and concise decisions and messaging to customers.
· Knowledge and understanding of general insurance.
· Good attention to detail together with the ability to investigate complex cases.
· Stakeholder management
· Able to work individually and as part of a team.
· Able to meet tight deadlines and deliver to a high degree of accuracy.
· Adapt to new processes quickly and easily, responding positively to new business requirements.

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 Rules: Acts at all times in accordance with the Conduct Rules (as set out above)
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