

Dispute Resolution Officer
Job Description and Person Specification

REPORTING TO:		                 Compliance Manager
LOCATION: 			Mercedes-Benz Bolton (Hybrid - Every Friday in the office)
HOURS:			40 hours per week

The Role
We are seeking a Dispute Resolution Officer to join Marshall Motor Group. Offered on a full-time, permanent basis, this role reports to our Compliance Manager.
We can offer a fantastic range of benefits in an environment, that offers career development where you will be given autonomy, support and a platform to succeed. These include:
25 days annual leave (not including Bank Holidays) increasing with length of service
· Colleague referral fee up to £2,000
· Discounted Car Purchase Scheme & Colleague Car Benefit Offers
· Discounted Service / Parts / Bodyshop services
· Training and Continual Self-Development
· Free Eye Care Vouchers
· Cycle To Work Scheme
· Pension Scheme
· Employee wellbeing services
· Free life assurance equivalent to twice your salary
· Loyalty, Above & Beyond and Long Service Awards
· Discounted Shopping Portal
Role Purpose
The Dispute Resolution Officer is responsible for the effective management, investigation, and resolution of regulated complaints in line with FCA requirements. The role ensures fair customer outcomes, regulatory compliance, and continuous improvement across the business, including oversight of regulated complaints arising from Appointed Representative (AR) firms.
You will play a key role in promoting a strong compliance culture, supporting Consumer Duty outcomes, and escalating risks, trends, and root causes to senior stakeholders.


Knowledge & Regulatory Expertise
· Strong knowledge of FCA regulatory requirements, particularly DISP and CONC, relating to consumer finance and/or general insurance
· Understanding of the Consumer Duty framework and its application to complaint handling (desirable)
· Working knowledge of the UK financial services regulatory framework
· Knowledge of data protection and GDPR requirements
· Experience producing complaint-related reports for the wider business, including root cause and trend analysis
· Experience liaising with the Financial Ombudsman Service (FOS)
· Experience compiling and submitting complaint data for FCA RegData returns
· Awareness of the FCA’s Discretionary Commission Arrangements (DCA) review and the associated Supreme Court case
· Understanding of regulatory expectations relating to Appointed Representative oversight, particularly regarding complaint handling and escalation
Required skills
· Strong IT skills with the ability to organise, analyse, and interpret high volumes of data
· Highly organised with excellent time management and prioritisation skills
· Positive, pragmatic, and solutions-focused approach
· Excellent verbal communication skills, with strong listening, empathy, and business-partnering capabilities
· Excellent written communication skills, including the ability to produce clear and compliant customer correspondence
· Exceptional attention to detail and accuracy
· Ability to produce high-quality reports using Excel and other reporting tools
· Strong analytical skills, including the ability to conduct root cause and trend analysis and recommend practical solutions
· Self-motivated with the ability to manage workload independently
· Ability to promote, embed, and champion a positive compliance culture
· Strong problem-solving skills
Experience Required
· Experience working within an FCA-regulated financial services environment
· Experience within a retail environment (motor trade preferred)
· Proven ability to interpret regulatory requirements and communicate them clearly to stakeholders at all levels
· Minimum of 2 years’ experience in a regulated complaints handling role
· Experience dealing with complaints involving brokers, retailers, or Appointed Representative structures (desirable)




Day to Day Duties & Responsibilities
· Take full ownership of regulated complaints, ensuring fair, timely, and compliant outcomes for customers
· Manage direct communication with customers, demonstrating empathy, professionalism, and transparency throughout the complaint lifecycle
· Acknowledge, investigate, and respond to complaints in line with FCA DISP rules and internal service standards
· Deliver excellent customer service while ensuring robust regulatory compliance
· Support and maintain the Complaints Management Framework, ensuring it remains effective and up to date
· Provide oversight of regulated complaints from Appointed Representative firms, including: 
· Monitoring complaint volumes, quality, and outcomes
· Ensuring AR complaints are handled in line with FCA requirements and internal expectations
· Identifying risks, themes, and assurance issues relating to AR activity
· Maintain and update complaints related policies, procedures, and documentation
· Develop, update, and monitor completion of complaints training, including e-learning and face-to-face sessions
· Identify and communicate areas for improvement across the business, including systemic and conduct risks
· Assist the Compliance Manager in ensuring ongoing regulatory compliance
· Promote and embed a strong customer centric and compliance led culture
· Ensure complaint records are accurately maintained, auditable, and complete
· Compile and validate complaint data for FCA RegData returns and other regulatory reporting
· Liaise effectively with customers, lenders, store colleagues, Appointed Representatives, regulators, and senior management
· Highlight risks, breaches, trends, and emerging issues to the Compliance Manager in a timely manner
· Stay up to date with relevant regulations, FCA guidance, and industry best practice
· Produce high-quality management information, reporting trends and root causes to stakeholders, including Executive and Director level
· Undertake any other duties commensurate with the role
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