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An introduction from the Chair 
Dear Candidate,  

 

I'm delighted that you are interested in the Financial Ombudsman Service (the Ombudsman) and in applying for the role 

of Chief Finance and Risk Officer (CFRO). I wanted to provide a note beyond the formal job specification to give you a feel 

for the service, some background on our journey so far and our plans for the future.  

 

I joined as Chair of the Board in August 2019. A big part of what attracted me to the role was the real difference the 

Ombudsman makes to people’s everyday lives. Last year, we handled almost 220,000 formal complaints spanning a wide 

range of financial products and services – from payday loans, mortgages and pensions to pet insurance, spread betting 

and payment protection insurance to name just some. In April 2019, our remit was extended to look at complaints from 

bigger SME’s and complaints about claims management companies. Our customers and their needs are as varied as the 

complaints they bring to us.  

 

This is an organisation whose values and purpose align with my own and are rooted in fairness. One of the things that has 

struck me most since I started as Chair is how strongly the service is driven by its values. The people I meet across the 

service are all genuinely committed to doing the right thing for those that use our services, including businesses and 

consumers. It’s an organisation with a terrific feel to it and where people are always looking for ways to do even better.  

Over recent years our casework and operations have been dominated by PPI complaints. We’re now at a turning point as 

our PPI casework comes to an end, having comprised around 80% of our work at its peak.  Bringing down customer 

waiting times and backlogs is at the forefront of our casework plans for this year, and the Board has been clear in setting 

out its expectations for improvement.  

 

The Board’s recently commissioned independent review [here] looked at our ability to meet our strategic objectives and 

assessed the future environment in which we will be operating and what this means for our customers, our people and 

the evolution of our operating model. We have published our action plan [here] to meet the recommendations from the 

review and deliver a transformative agenda. Our plans will ensure we can make the step change that is needed to ensure 

we are a modern service, fit for the future and one that delivers value for money.  

 

We are looking for a CFRO to join the Executive Team at a critical time. It is an exciting role that sits at the heart of the 

Ombudsman. Alongside your fellow Executive, you will help set the vision and deliver through significant change, while at 

the same time drive significant operational performance improvements and greater cost-efficiencies.  You will ensure that 

our financial and risk-management functions run effectively, ensure that we appropriately rethink and address our 

business and financial models as circumstances change and ensure that we are seen by all key stakeholders as well run 

and delivering value for money. You will need to inspire and influence others, leading by example. You will need to work at 

a fast pace and drive excellence within your teams and across the Ombudsman. Lastly, but importantly, you’ll need to 

have a passion for making a real difference and be committed to ensuring impartiality and fairness is at the heart of all we 

do. This is an exciting role that offers significant transformational change, challenge and opportunity. I very much hope 

that you will apply.  

 

Yours sincerely, 

Baroness Manzoor CBE, Chairman of the Board  

https://www.financial-ombudsman.org.uk/news-events/board-commissioned-independent-review
https://www.financial-ombudsman.org.uk/who-we-are/governance-funding/action-plan-2021
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About the Financial Ombudsman Service 
 

The Financial Ombudsman Service (the Ombudsman) is established under the Financial Services and Markets Act 2000 as 

an alternative to the courts to resolve individual disputes between consumers and financial firms in a fair, reasonable, 

quick and informal manner. It was formed by the merger of eight independent ombudsman and complaints-handling 

schemes including the banking, building societies, insurance and personal investment ombudsmen. 

 

Financial firms authorised by the Financial Conduct Authority (FCA) are subject to the compulsory jurisdiction of the 

ombudsman service. Firms elect to join the ombudsman service’s voluntary jurisdiction for certain other activities that are 

not covered by the compulsory jurisdiction. The Ombudsman’s jurisdiction was widened to include mortgage 

intermediaries from October 2004, insurance intermediaries from January 2005 and complaints arising under the 

Consumer Credit Act from April 2006. It was then further extended in April 2019 to cover complaints about claims 

management companies and to receive complaints from larger small and medium sized enterprises. 

 

The Ombudsman is funded by the financial firms it covers by a combination of levies and case fees (a number of the 

larger financial businesses pay case fees under a group arrangement). 

 

If a business and a customer cannot resolve a complaint themselves, the Ombudsman gives an unbiased answer about 

what’s happened. People who believe they have a legitimate complaint often feel they have not been listened to and want 

help from someone who is independent to find a resolution. 

 

For the Ombudsman, what matters most is impartiality and fairness. Fairness isn’t only about making sure the answers 

and decisions are technically right, it’s also about making sure that the outcomes are and feel fair. Where necessary, the 

Ombudsman can use its statutory powers to put things right. 

 

Please follow this link to access the Ombudsman Service’s consultation on its 2022/23 plans and budget and this link for 

the complaints analysis. 

 

Please follow this link to access the Ombudsman Service’s most recent Diversity, Inclusion and Wellbeing report. 

 

The Board and Executive Team 
 

The governing body of the Ombudsman consists of the Chairman and six non - executive directors, appointed by the 

Financial Conduct Authority (FCA), with Treasury approval in the case of the Chairman. They are appointed on terms which 

secure their independence from the regulator. The non-executive directors come from a wide range of public and private 

sector backgrounds. The Board ensures that the Ombudsman is properly resourced and able to carry out its work 

effectively and independently. 

 

The Executive Team members are not formally on the Board; however, they are invited to attend Board meetings, and the 

Board currently operates by combining Executive and Non-Executive insight to govern the organisation effectively. 

 

https://www.financial-ombudsman.org.uk/files/320493/plans-and-budget-consultation-2022-23.pdf
https://www.financial-ombudsman.org.uk/data-insight/quarterly-complaints-data
https://www.financial-ombudsman.org.uk/who-we-are/aims-values/diversity-inclusion-wellbeing-report-2021
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We directly employ around 2500 people. The largest group of staff is in our casework area and is made up of a number of 

roles who perform our core function of determining complaints. The roles include our panel of Ombudsmen, as well as 

Investigators. 

 

The Opportunity 
 

The Ombudsman is looking to appoint a Chief Finance and Risk Officer (CFRO).  The organisation is embarking on an 

organisational-wide change and transformation and the CFRO will play a key role in supporting its successful delivery.   

The Ombudsman is a commercial non-profit company, with a budget of over £270m, and with stakeholders which include 

the largest financial services institutions, government, and consumer groups. At the core of this role is the challenge of 

managing the organisation professionally, through a strong, trusted financial and risk management infrastructure on 

which we can run our business with confidence. This needs to be done in a way which engages our stakeholders and 

builds a strong trust-based reputation, whilst at the same time preserving our independence. The role will also oversee 

strategic management of our property estate, our procurement function and act as Company Secretary. 

 

Your Purpose 

 

This is a critical and exciting role at the heart of the Ombudsman, working as part of the Executive team. This role is both 

strategic and operational. The Ombudsman is undergoing a period of fundamental change and transformation, and the 

CFRO will be a key member of the executive team setting the vision for and delivering that. You will ensure that our 

financial and risk-management functions are all run effectively, ensure that we appropriately rethink and address our 

business and financial models as circumstances change and ensure that we are seen by all key stakeholders as well run 

and delivering value for money. You will need to inspire and influence others, work at a fast pace within ambiguity, lead by 

example and drive excellence across the Ombudsman. 

 

Main duties 

 

• Management and leadership of our financial and risk infrastructure: 

o Ensuring that we have sound financial controls, and excellent financial management information to 

ensure we make the right business decisions; and  

o Setting an appropriate strategy for the risk function, which includes the insourcing of internal audit.  

 

• Driving our transformation agenda: 

o Supporting the design and delivery of our transformation agenda, with a particular focus on shaping 

investment cases and ensuring financial and other benefits are realised; and 

o Where appropriate acting as a sponsor for key initiatives, and as an advocate for change across the 

organisation. 

 

• Delivering excellent value for money:  

o Ensuring we have the right infrastructure at the right cost for the organisation; and 

o Developing ongoing procedures for demonstrating our value for money both internally and externally.  

 

• Leading our strategic planning cycle, with significant industry and stakeholder engagement:  
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o Actively engaging the business in the planning process, ensuring that we have both a bottom up and top-

down approach to strategic planning; and 

o Determining, in consultation with industry and the Financial Conduct Authority, our funding model to 

ensure that we have collectively forecast the right levels of activity, identified risks, and the right areas 

for, and levels of, investment to run our organisation most effectively.  

 

• Managing our external commercial relationships to deliver value for money:   

o Leading our procurement arrangements; and  

o Working closely with leaders across the Ombudsman to ensure that we have the most effective 

contractual arrangements (in terms both of finance and risk) with our outsourced contract partners.  

 

• Management of our property estate:   

o Developing and monitoring our property and facilities management strategies.  

o Responsible for the health and safety of our property estate; and 

o Responsible for our environmental sustainability strategy (plan to net zero). 

 

• Company Secretary:  

o Ensure the Ombudsman complies with and maintains corporate governance to meet regulatory 

standards and best practice; and  

o Support the Chair of the Board in ensuring the Board functions efficiently and effectively.  

 

The Individual 
 

Knowledge, competencies and experience 

 

• You will have an accountancy qualification; 

• You will have significant finance experience (ideally including regulatory, risk and compliance experience) gained 

within a large customer-facing or service-delivery organisation; 

• You will be a strategic thinker experienced in leading multi-faceted teams, including demonstrable experience in 

setting out strategies and turning them into actionable and outcome-based plans that are successfully 

embedded, delivered and measured; 

• You will be able to communicate confidently and with credibility to a wide range of stakeholders, whilst internally 

being confident, inspiring, motivational and credible to clearly articulate and bring people on a journey of 

transformation through uncertainty and change. You will be able to influence across the Executive and Board, 

leading by example to drive excellence across the Ombudsman; 

• You can easily move between strategy and detail, including the ability to assess the financial implications of 

investment proposals and actions with strong process skills to help the organisation drive agreed efficiencies. You 

will work comfortably, and at pace, with ambiguity; and 

• Knowledge of the external environment the Ombudsman operates in and how it might impact us is desirable, but 

not essential.   
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Government’s Disability Confident Scheme  
 

The Financial Ombudsman Service is a signatory to the Government’s Disability Confident scheme. This means that we 

guarantee an interview at the longlist stage to any disabled candidates entering under the scheme, should they meet the 

minimum criteria of the role. A minimum criterion needs to be measurable from reviewing a candidate’s CV and 

application. Candidates that wish to apply under the Disability Confident Scheme should flag this at application stage. We 

will also endeavour to provide any reasonable adjustments that are required and may contact candidates directly to 

discuss these. 

 

 

Terms of appointment 
 

• This is a full-time position. 

• Salary will be competitive: it will reflect the seniority of the role and will depend on skills and experience. 

• Location: London Docklands. 

 

 

Application Instructions  
 

Key Dates 

 

Date Action 

w/c 4 July 2022 • Advertisement posted & search commences 

w/c 1 August 2022 • Search & advertisement closes 

w/c 15 & 22 August 2022 • Saxton Bampfylde to interview long list candidates 

w/c 5 September 2022 • Selection panel interviews for short listed candidates  

w/c 12 September 2022 • Final candidate interviews with Financial Ombudsman Service 

 

* There may also be additional meetings required as part of the interview process and the Financial Ombudsman Service reserves the 

right to alter the process, if necessary.



 

 

Saxbam External Non-Confidential 

 

How to apply 
 

Saxton Bampfylde Ltd is acting as an employment agency advisor to the Financial Ombudsman Service on this 

appointment. 

 

All applications must include the following: 

 

• A covering letter of not more than two A4 sized pages explaining why this appointment interests you and how 

you meet the appointment criteria and competencies as outlined in the candidate profile. 

• A current CV with educational and professional qualifications and full employment history.  

• Names of at least two referees who may be contacted at short list stage, i.e. before final interview. 

• Confirmation from you that you are happy for Saxton Bampfylde to undertake any necessary background checks, 

including career, credit and qualifications, or similar, after the short list stage. 

• Notification of any dates you are unable to accommodate within the indicative timetable set out in the previous 

section above. 

• Your mobile number – and any other useful contact telephone numbers – together with your preferred e-mail 

address which will be used for all correspondence between us. 

 

Candidates should apply for this role through our website at www.saxbam.com/appointments using code QFOSE. 

 

Click on the ‘apply’ button and follow the instructions to upload a CV and covering letter, and complete the online equal 

opportunities monitoring* form. 

 

The closing date for applications is noon on Wednesday 3rd August.  

 

* The equal opportunities monitoring online form will not be shared with anyone involved in assessing your application. 

Please complete as part of the application process. 

 

GDPR personal data notice 

According to GDPR guidelines, we are only able to process your Sensitive Personal Data (racial or ethnic origin, political 

opinions, religious or philosophical beliefs, trade union membership, genetic data, biometric data, health, sex life, or 

sexual orientation) with your express consent. You will be asked to complete a consent form when you apply and please 

do not include any Sensitive Personal Data within your CV (although this can be included in your covering letter if you wish 

to do so), remembering also not to include contact details for referees without their prior agreement.  
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Annex: Culture and Values  
 

Fairness is the foundation of the Ombudsman’s long-held values. The Ombudsman aims to: 

• do the right thing; 

• treat customers well and respect their needs; 

• do what it says it’ll do; and   

• be inquisitive and build everyone's knowledge.  

 

To make sure that it’s meeting people’s expectations of it, it is committed to: 

 

Our customers: We provide timely and fair answers – and we are trusted and respected. 

 

Our people: We attract and retain committed and professional people – and we promote a  

values-led culture. 

 

Our resilience: We are resilient and well run – and we use our resources efficiently and invest to provide a first-rate 

service. 

 

Our reach: We are here for everyone who needs our help – and we make it easy for people to find us and use us. 

 

Our impact: We share insight on what we see – and we prevent detriment and complaints arising. 

 

The Ombudsman is committed to diversity, equality and inclusion providing an impartial, trusted and respected service.  

 

The service works with a number of external partners to ensure that practices, policies and approaches are relevant for its 

people and its customers. The service ensures that it is accessible and does not discriminate. It encourages talent and 

diversity and supports and champions various diverse employee networks.  

 

This approach also extends to its outreach work which includes initiatives and awareness raising campaigns, particularly, 

with consumers who may face barriers in bringing complaints, perhaps, because of language difficulties or disabilities.  

 

Outreach campaigns have included work with relevant partners to reach Asian, Black African and Caribbean consumers, 

the elderly, parents with young families, people whose first language isn’t English, LGBT consumers, people with 

disabilities, younger people and students. 
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