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Background 
The Office of the Complaints Commissioner is headed by the Financial Regulators Complaints Commissioner (the 

Commissioner) who is a statutory appointment required under the Financial Services Act 2012. 

 

The Commissioner’s role is to review independently complaints about the actions or inactions of the UK’s current financial 

services regulators, the Financial Conduct Authority, the Prudential Regulation Authority and the Bank of England (but only 

in respect of its oversight of the banking clearing houses and payment schemes). The Commissioner is also responsible for 

the independent review of complaints against the Payment Systems Regulator. 

 

The Commissioner is also able to consider complaints about the UK’s previous financial services regulator, the Financial 

Services Authority, in relation to its actions or inactions occurring after 1st December 2001. 

 

For more information about the complaints scheme, please go to  

http://www.fca.org.uk/your-fca/complaints-scheme  

 

For more information about The Financial Regulators Complaints Commissioner, please go to 

https://frccommissioner.org.uk/  
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Job Description 
The Commissioner  

This is a senior position and, whilst the appointment is made by the regulators, it is an independent role, subject to 

approval by HM Treasury. The current Commissioner carries out his duties through a company limited by guarantee 

(Office of the Complaints Commissioner) from premises based in the City of London. He is assisted by three staff. 

 

The current Commissioner’s term of office comes to an end at the end of October 2020 and the proposed new 

appointment is for a three-year period from then with the potential for this to be renewed for a second term. The 

Commissioner has a great deal of autonomy to undertake his/her duties, exercise his/her powers and report in the way 

he/she sees fit. It is expected that the new incumbent will be able to fulfil the requirements of the role on a three day a 

week basis, however, there will be a need for flexibility dependent on workload.  

 

The Role 

The principal responsibilities of the role are set out below: 

 To exercise discretion and decide whether, in accordance with the Complaints Scheme (the Scheme), to investigate 

referred complaints or otherwise determine whether they can be dealt with in a more appropriate way 

 Where deemed to be necessary, to conduct a full investigation in accordance with the Scheme 

 To report to the complainant and the relevant regulator(s) on the decision(s) reached on any investigation conducted, 

providing reasons for the outcome reached 

 Where appropriate, to publish the investigation report, or any part of it 

 Where the complaint is well founded or the Commissioner is critical of the regulator(s) concerned, to consider the 

corrective action proposed by the regulator(s) to be taken in response 

 To make recommendations to the regulators on remedies  

 To prepare an annual report for publication reviewing how the regulators consider complaints. This is to be laid before 

Parliament under the arrangements brought in by the Small Business, Enterprise and Employment Act 2015 

 

Candidate Profile 

The successful candidate will be likely to meet the following criteria: 

 A senior individual of stature who has an established track record in professional services or financial regulation and 

experience of (or the aptitude for) arbitration or adjudication. He or she will need to have a strong grasp of financial 

services law and a pragmatic approach that includes the ability to distinguish clearly between those complaints that have 

merit and fall within the scheme and those that do not 

 Established track record of operating at a senior level 

 Sound judgement and independence 

 Knowledge of the regulatory/legal framework in which the financial services industry operates 

 High intellectual ability and the ability to apply this to individual cases and issues 
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 The ability to be fair and rigorous but also timely and practical 

 Very strong written and oral communication skills 

 Experience of managing a budget 

 

The FCA are a signatory to the Government’s Disability Confident scheme. This means that they guarantee an interview to 

any disabled candidates entering under the scheme, should they meet the minimum criteria for a role.  
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Search Process 
Approach candidates 

We will have an initial discussion with you over the phone to determine your interest and suitability for this role, and 

discuss a little about your background and aspirations. If the role is of interest, please submit a comprehensive CV along 

with a covering letter which sets out your interest in the role and encapsulates the aspects of your experience relevant to 

the required criteria. 

 

Long listing 

Odgers Berndtson will meet with a selection panel (consisting of representatives from the FCA, PRA, HM Treasury and an 

independent member) to assess the candidate applicant pool against the criteria contained in the candidate profile. The 

selection panel will choose those who they wish to go on to the next stage.  

 

Interview candidates 

Once your interest and suitability has been determined we will arrange for those selected by the panel to meet with a 

member of the team from Odgers Berndtson, 

 

Short listing 

Having met with candidates, who will differ on experience, ambition and background, we will put forward a number of 

candidates to the selection panel whom we feel most closely meet the criteria. The selection panel will meet to discuss 

these candidates and select those they wish to interview. 

 

Panel interview 

The selection panel will meet their selected candidates from the shortlist for a panel interview. As part of the interview 

process, it is anticipated that candidates will be required to undertake a case study exercise. Further details will be provided 

closer to the time. 

 

Due diligence 

As you will appreciate, you will have conducted due diligence on the regulators and they will expect us to do the same for 

the candidates who they anticipate would really bring that ‘something special’ to the role. HM Treasury may conduct 

further due diligence on the preferred candidate. The preferred candidate will require Ministerial approval. 

 

Ongoing communications 

We like to maintain contact with all candidates from a search. If you have been successful in this activity, we offer to meet 

with you after your first month to ensure that your expectations have been met. If you have not, we will ensure that you 

gain full feedback and we will maintain a relationship with you for the future. 

 

Inclusion & Diversity  

We aim to ensure that each and every stage of the search process is as inclusive as possible and we work to support the 

regulators in their own commitment to inclusivity. 

 

Confidentiality 

We guarantee that any approach we make to you and any subsequent application will be dealt with in the strictest 

confidence.  
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Candidate Charter 
Talented people are our lifeblood 

Whether we approach you about a specific opportunity, or you contact us to share your biography and career ambitions, 

we want you to have a constructive experience of engaging with Odgers Berndtson. 

 

We recognise that we have a commitment to you as well as to our client, and we undertake that our dealings with you will 

be professional, courteous, rigorous and honest. 

 

We will: 

 

 Approach you after considered analysis and in relation to roles where we think there is a strong match. Your time is 

valuable; we don’t want to waste it. 

 Work to make your candidacy as strong as it can be.  

 Represent you effectively and discreetly to our client, based on accurate information that you give us in confidence.  

 Be inclusive, open and fair-minded. 

 Keep you informed, communicating outcomes promptly, and giving fair and honest feedback where we can. 

 Celebrate your success in the event of a successful outcome, and share any lessons in the event of disappointment. 

 Take a long-term view, recognising that you have a multi-year view of your own career. Where possible, we will help you 

fulfil your ambitions. 

 Embrace continuous improvement, for example by carrying out regular independent audits of those we shortlist for 

roles. 

If ever you feel we have not lived up to the letter or spirit of this charter, please tell us. We want to know. Email 

KScrope.CEO@odgersberndtson.com.  

  

mailto:KScrope.CEO@odgersberndtson.com
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How to Apply  

Key Dates 

The application deadline is midnight on 13 April 2020 

Following a long list meeting of the Selection Panel, 

successful candidates will be invited to attend 

preliminary interviews with Odgers Berndtson. 

 

Panel interview dates are to be confirmed.  

 

How to apply  

The preferred method of application is online at:  

www.odgers.com/74564  

 

If you are unable to apply online please email:  

74564@odgersberndtson.com 

 

In order to apply, please submit the following:  

 

1. A Statement of Suitability (no longer than two pages) - 

this should explain how you consider your personal 

skills, qualities and experience provide evidence of 

your suitability for the role, with particular reference to 

the points highlighted in the essential criteria. Please 

note that the statement of suitability is an important 

part of your application and is as much the means by 

which you will be assessed as your CV. 

2. A CV 

3. Questionnaire also found at www.odgers.com/74564. 

Please send this separately to 

ollie.minto@odgersberndtson.com.  

4. Diversity Monitoring Form – all candidates are 

requested to complete an online Diversity Monitoring 

Form which you will receive an email prompt to 

complete at the end of the application process. This 

will assist in monitoring selection decisions to assess 

whether equality of opportunity is being achieved. Any 

information collated from the Diversity Monitoring 

Forms will not be used as part of the selection process 

and will be treated as strictly confidential. 

 

Please note that failure to submit both your CV and 

Statement of Suitability will mean the panel only has 

limited information on which to assess your application 

against the essential criteria.   

 

All applications will receive an automated response.  

 

Any postal applications should be sent direct to Ollie 

Minto at Odgers Berndtson, 20 Cannon Street EC4M 

6XD. All candidates are also requested to complete an 

online Equal Opportunities Monitoring Form which will 

be found at the end of the application process. This will 

assist in monitoring selection decisions to assess whether 

equality of opportunity is being achieved. Any 

information collated from the Equal Opportunities 

Monitoring Forms will not be used as part of the 

selection process and will be treated as strictly 

confidential. 

 

Personal data 

In line with GDPR, we ask that you do NOT send us any 

information that can identify children or any of your 

Sensitive Personal Data (racial or ethnic origin, political 

opinions, religious or philosophical beliefs, trade union 

membership, data concerning health or sex life and 

sexual orientation, genetic and / or biometric data) in 

your CV and application documentation. Following this 

notice, any inclusion of your Sensitive Personal Data in 

your CV/application documentation will be understood 

by us as your express consent to process this 

information going forward. Please also remember to not 

mention anyone’s information or details (e.g. referees) 

who have not previously agreed to their inclusion. 

 

Contact details 

For a conversation in confidence, please contact: 

 

Amber Cunningham  

amber.cunningham@odgersberndtson.com 

 

 

http://www.odgers.com/7
mailto:74564@odgersberndtson.com
http://www.odgers.com/7
mailto:ollie.minto@odgersberndtson.com
mailto:amber.cunningham@odgersberndtson.com
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We are committed to ensuring everyone can access our 

website and application processes. This includes people 

with sight loss, hearing, mobility and cognitive 

impairments. Should you require access to these 

documents in alternative formats, please contact 

74564@odgersberndtson.com / 020 367 0685.  

 

Also, if you have any comments and/or suggestions 

about improving access to our application processes 

please don't hesitate to contact us 

response.manager@odgersberndtson.com  

 

mailto:74564@odgersberndtson.com
mailto:response.manager@odgersberndtson.com
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Disability Confident Scheme  
We are particularly keen to recruit disabled people who have the necessary skills. To encourage those applicants we 

operate a scheme under which disabled candidates, who have demonstrated the competencies required for the 

appointment, will be assured of an offer of an interview. 

 

The Scheme works as follows: 

 

 Disabled candidates can choose to be considered under the Scheme. 

 Their written application will be considered in the same way as other applicants. 

 Panel members will not be informed that the candidate has applied under the IAS until after they have done their 

assessment.  

 If the panel considers that, on paper, the IAS applicant has demonstrated the competencies required for the post, then 

they will be offered an interview. 

Interviews are competitive and the interview panel will recommend the best candidate to the Minister(s), who will make the 

final decision. 

 

For further information, please see the Disability Confident Scheme section of the questionnaire (also found at 

www.odgers.com/74564.  
 

 

 

 

  

http://www.odgers.com/7
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Annex 1 – Public Appointment 

Recruitment Privacy Notice 
This notice sets out how HM Treasury and the FCA will use your personal data for the purposes of this recruitment 

campaign and explains your rights under the General Data Protection Regulation (GDPR). 

 

You will receive a data privacy notice from Odgers Berndtson who are working with HM Treasury and the FCA on these 

appointments. Odgers Berndtson’s data privacy notice sets out how they will use your personal data for the purposes of 

this and other recruitment campaigns that they handle, and explains your rights under GDPR. 

 

1 Data subject categories 

Personal information to be collected and processed for this campaign relates to members of the public who are applying 

for public appointments. 

 

2 Data categories 

For the application stages, the data categories to be collected will include your: 

 

 curriculum vitae and covering letter 

 employment references 

 name, title, address, telephone numbers and personal email address 

 employment history and qualifications 

 date of birth 

 right to work documentation (where necessary) 

 disability information (where applicable) 

 

This list of data categories is not exhaustive and may vary depending on the appointment you are applying for. 

 

3 Purpose of processing 

Your personal information will be processed in order to consider your application for a public appointment and in 

accordance with the Governance Code on Public Appointments which is published by the Cabinet Office. 

 

HM Treasury and the FCA employs and/or works with suitably selected partners to carry out certain activities for this 

application process. Where it is necessary to use third parties to do this, these third parties will only process your personal 

data as directed by HM Treasury and / or the FCA and for the purposes of the application process. 

 

These activities include, but are not limited to: 

 

 processing your application 

 advising candidates of the outcome of their application 
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 arranging interviews for successful candidates 

 equality and diversity monitoring. 

 

4 Legal basis for processing personal data 

This personal data is collected for the performance of a public appointment campaign or reappointment process. It is 

necessary for the purpose of pursuing the legitimate interests of HM Treasury and the FCA to appoint suitable candidates 

to public positions. 

 

5 Recipients 

Personal data of applicants will only be made available to staff within HM Treasury and the FCA, or organisations working 

on its behalf, who have a business need to see it and will only be shared with other organisations for the purposes of this 

application process. 

 

The organisations with whom this information will be shared will vary depending on the position being applied for. They 

include, but will not be limited to, the following: 

 

 The Office of the Commissioner for Public Appointments 

 Cabinet Office 

 The Prime Minister’s Office 

 Royal Household for Crown appointments (where applicable) 

 Ministry of Justice, for some Crown appointments 

 

The application process also requires HM Treasury and the FCA to share applicant data with the relevant recruiting and 

appointing bodies. 

 

The legal basis for the sharing of this personal data with these relevant organisations is the same as (4) above and is in line 

with the Governance Code for Public Appointments. 

 

6 Retention 

HM Treasury and the FCA are required to keep information provided in support of applications for the necessary period 

required to satisfy the purposes of audit. 

 

Odgers Berndtson will retain personal information in accordance with their privacy policy, detail of which can be found 

here – https://www.odgersberndtson.com/en-gb/privacy-policy   

 

7 Special category data 

We will also collect, use and store the following special categories of data you supply as part of your application. This 

information will include your: 

 

 race or ethnicity 

 religious beliefs 

 sexual orientation 

https://www.odgersberndtson.com/en-gb/privacy-policy
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 sex/gender 

 political beliefs 

 

8 Legal Basis for processing special category data 

The legal basis for our processing of your special category data shall be the same as (4), listed above.  

 

9 Your data protection rights 

You have the right to request: 

 

 information about how your personal data are processed and to request a copy of that personal data 

 that any inaccuracies in your personal data are rectified without delay 

 your personal data are erased if there is no longer a justification for them   to be processed 

 

You also have the right: 

 

 in certain circumstances (for example, where accuracy is contested) to request that the processing of your personal data 

is restricted 

 to object to the processing of your personal data where it is processed for direct marketing purposes 

 

10 How to submit a Data Subject Access Request (DSAR) 

To request access to personal data that HM Treasury holds about you, contact:  

 

HM Treasury Data Protection Unit 

G11 Orange 

1 Horse Guards Road 

London 

SW1A 2HQ 

dsar@hmtreasury.gov.uk  

 

To request access to personal data that Odgers Berndtson holds about you, contact: 

 

Odgers Berndtson  

20 Cannon Street  

ECM4 6XD  

david.peters@odgersberndtson.com   

 

To request access to personal data that the FCA holds about you, contact: 

 

Financial Conduct Authority 

12 Endeavour Square, London, 

E20 1JN 

simon.pearce@fca.org.uk 

    

mailto:dsar@hmtreasury.gov.uk
mailto:david.peters@odgersberndtson.com
mailto:simon.pearce@fca.org.uk
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20 Cannon Street 

London EC4M 6XD 

UK 

 

+44 20 7529 1111 

 

information@odgersberndtson.com 

https://www.odgersberndtson.com/en-gb 


