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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 2023/24 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/324119/Financial-Ombudsman-Service-Plans-and-Budget-Consultation-2023-24.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 Director of Communications.   At the Ombudsman, we make decisions on a range 

of complex and difficult issues. Every year we resolve hundreds of thousands of disputes between consumers or small 

businesses and their financial service providers. The Ombudsman is embarking on an organisational-wide change and 

transformation, which entails delivering a new operating model for our casework to increase efficiency and productivity.  

The Ombudsman is a commercial non-profit company, with a budget of around £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.  

Your Purpose 

As a member of the Executive Committee, you will provide counsel to the CEO, the Chair, the Board, and fellow Executive 

Team members. You will work proactively and collaboratively to help to shape our strategic direction, manage our 

reputation, and ensure that our operational approach is aligned to our legal role as defined by the Financial Services and 

Markets Act 2000 and the work of the wider financial regulatory system.  

You will be responsible for leading the communications function and for the development and implementation of our 

internal and external communications strategies.  

As part of the organisation’s executive leadership team, you will play your part in leading the organisation. You will 

understand and model the values that are important to the Ombudsman, and provide the direction, inspiration and 

strategic vision that staff expect. 

You will be a key ambassador for the organisation and will build and nurture relationships with the media and other key 

stakeholders and may serve as a spokesperson and media contact for the Ombudsman.  

Your Accountabilities 

Our customers - our people - our reach - our service 

• To develop the communication and engagement strategy (covering all stakeholder groups and channels) that

supports the Ombudsman delivering its purpose and strategic goals, including our prevention strategy.

• To ensure that the Ombudsman’s reputation is being proactively managed with the media, social media, and

among key stakeholders.

• To ensure that all Ombudsman staff are effectively engaged and communicated with about the strategic direction

and priorities of the organisation.
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• To sponsor projects of work relating to engagement, communications and organisational culture that might arise

from the periodic review and updates to the transformation programme.

• To effectively manage the resources and budgets within your directorate.

The Individual 

Knowledge and experience 

ESSENTIAL 

• Extensive experience working in communications at a senior level across functions including media relations and

reputation management, in a complex organisation(s), working successfully with a diverse range of internal and

external stakeholders;

• A strategic leader who is used to being highly involved in business decisions, with a strong track record delivering

practical and innovative responses to complex issues, both internally and externally; and

• Experience of creating a cohesive and high performing team.

DESIRABLE 

• Working in or with the public sector; and/or

• Experience of communications within financial services.

Skills and personal qualities 

• An excellent people leader who will inspire and lead by example to drive excellence across the Ombudsman.

• An approachable and collaborative leader who values and supports learning and teamwork.

• An excellent storyteller who is visionary and has the proven ability to develop and apply the most modern

communications approaches.

• A leader who uses quantitative and qualitative data to shape and drive the communications strategy and helps to

inform the Board and the Executive with insights.

• Strong oral and written communication and influencing skills.

• Able to work in complex political environments.

• Commercially focused and able to demonstrate return on investment.

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 
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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. 

• Reporting to the Chief Executive and Chief Ombudsman. 

• Direct reports to be developed, but will cover the following functional areas: strategic communications; media 

relations; internal communications; digital, content and brand. 

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

• Location: London Docklands and Coventry.  Travel will be expected between locations. Hybrid working policy, with 

everyone working at least four days across a fortnight in the office. 

 

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 QFOSJ. 

 

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 Thursday 23rd February 2023.  

 

* 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. 
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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.  

 

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.  
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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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