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 Job Description

	Role
	Complaint Handler/ Pet Insurance Claims

	Manager
	Customer support Manager

	Team
	Operations

	Location
	London, Haywards Heath or Birmingham (+ hybrid homeworking)

	
	


The Opportunity
At Bought By Many we understand the importance of resolving customer concerns as speedily and fairly as possible. As a complaint handler you will be responsible for investigating and responding to regulated complaints about our claims experience, as well as supporting the wider operational teams as they handle complaints. You will use your knowledge and insight to feed into the wider CX on how we can continue to improve the overall experience we provide for our customers.

Your Focus
· Undertake independent investigations of complaints, considering all appropriate information and evidence, document in the complaints system and send final response letters in compliance with FCA DISP rules 1.6.

· Ensure fair and appropriate outcomes for each customer considering their individual personal circumstances and the impact on them of the cause of their complaint.

· Work collaboratively with colleagues across the company to promote awareness of how to address individual customer dissatisfaction and resolve issues; and how to use themes of the root causes of dissatisfaction to drive overall improvements for all customers.

· Guide and advise members of the frontline customer facing teams to resolve complaints and potential complaints at the earliest opportunity; this may involve providing training in the moment using the examples they are working on.

· Liaise with frontline team members and Team Leaders to provide feedback on their handling of complaints and give guidance on where improvement can be made in both handling and outcomes / decisions.

· Assist in the creation and delivery of complaint training to frontline operational teams, as necessary. Feed into the development of this training using knowledge gained when assisting the teams on a day-to-day basis and understanding where there are gaps.

· Liaise with the Financial Ombudsman Service and gather and submit files to them as requested. Ensure that learning from each FOS case is shared within the Customer Experience team and the frontline teams and work with the Complaints Lead where necessary to share the learning more widely across the organisation.

· Ensure you are compliant with all company polices and regulatory requirements with a particular focus on FCA DISP rules, Vulnerable Customers and Treating Customers Fairly.

· Continuously look for ways to innovate and improve our customers’ experience and share with your CX colleagues in order that your valuable insight can be fed into overall improvement activities.

· Deputise for Complaints Lead when necessary and commit to learning about CX as a wider discipline outside of your complaint handling duties.

What Leads to Success
Here are a few of the skills we are looking for in this position. Don’t worry if you don’t tick every box as it’s important for us to support you in your role and help you to develop along the way.
· You will have worked in the claims function of a financial services customer facing role, typically for at least two years.
· You will have had exposure to handling a range of complaints, either standalone, or as a part of a wider claims handling role, typically for at least one year. 
· You have a basic understanding of FCA DISP rules and processes.
· You have a firm grasp of the ethos and practical application of TCF principles and knowledge of Vulnerable Customer regulation.
· A good quality of written and verbal communication in English, including composition skills. This could be indicated by English GCSE minimum pass grade of a A/B/7 or equivalent.
What's Important
· Quality is second nature to you, and you take pride in your attention to detail.

· You have a strong investigative streak with an ability to think beyond the script and creatively solve issues.

· A good understanding of insurance, preferably pet insurance.

· A keen sense of honesty and fairness which drives your decision making.

· You have a polite and friendly telephone manner, with a good grasp of conflict handling.

Our Culture
Our company is fast-paced, respectful, fun-loving and (most importantly) passionate about pets and their well-being. We think big and we can only do that if we have a wonderful array of different people with different lived experiences and backgrounds, bringing their whole self to work every day. Throughout the business, you will meet people who think differently, aim for impact, and love to try new things.  
Working Environment

Our physical offices are modern, bright and open - with plenty of treats and great facilities.  We provide practical support coupled with best-In-breed kit for homeworking.  Since the pandemic, we have been working remotely and as such we'll need you to have a reliable internet connection with a minimum download speed of 50 Mbps and at least 10 Mbps upload speed.  If you have any questions or concerns about this, please get in touch with us.
About Us
Bought By Many is making the world a better place for pet parents. Award-winning innovative technology and exceptional customer service are at the heart of our offer: we now rank 30th on the Tech Track 100 (2020) and we won the Insurance Choice Awards (2020) for both Best Pet Insurance Provider and Innovation of the Year.
We’re proud to be driving unprecedented change in insurance and have doubled our revenues annually for the last 4 years with more ambitious growth still to come.  Our latest Series D funding round was $350m which values us at $2bn.  All this was made possible by the hard work from our incredible colleagues around the world; and we’re excited to embark on the next stage in our journey.
We have outlined the main areas of focus for this role however, we a high-growth organisation and this spec is not intended to be a complete list of all duties. As we grow it will likely develop with the evolution of the business - as you will too when you work with us.


