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Job Description

Company: Centre for Effective Dispute Resolution

Department: Complaint Redress Unit

Job Title: Complaint Redress Practice & Quality Officer

Reporting to: Quality Assurance Manager & Adjudicator

Start date: November/December 2022

Salary range: £40,000

Location: Predominately remote working with a requirement to attend CEDR's

London office as needed

About CEDR

The Centre for Effective Dispute Resolution (CEDR) specialises in mediation and alternative
dispute resolution (ADR). We are an independent non-profit organisation and a registered
charity.

Our aim is to provide society with skills and solutions for effective dialogue, and to bring
about sustainable change.

To achieve this, we operate in four main ways:
e Promoting mediation through events, schemes and services.
e Providing dispute resolution for individuals, businesses, and other organisations.
e Training mediators — to date, we've trained over 5000 mediators worldwide.
e Offering consultancy to organisations to help prevent and resolve conflict.

Whether you're an individual consumer, a business, or any other organisation, we're here to
help you.

About the role

The successful candidate will undertake a wide variety of tasks crucial to the effective
running of the business-to-consumer schemes operated by CEDR's Complaint Redress
Unit. The schemes employ a range of ADR methodologies including adjudication,
arbitration, conciliation and complaints review, which the successful candidate will be able
to confidently navigate.

A core duty of the role will be to implement and promote CEDR's Quality Assurance
Framework, which is a set of quality standards based upon the six caseworker
competencies established by the Ombudsman Association.
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The successful candidate will incorporate the Framework’s standards into all aspects of
their work. They will be expected to demonstrate an ability to develop a detailed knowledge
of CEDR’s consumer ADR schemes; consistently apply the relevant rules, law and guidance
in a rational and pragmatic manner; take independent decisions that are accurate and fair;
respect CEDR’s jurisdiction as well as the individual discretion of ADR officials;and complete
a high volume of tasks whilst meeting strict deadlines. They will also be expected to
anticipate any procedural, legal and commercial risks when undertaking their work and be
able to adapt to these, keeping in mind the ‘bigger picture’.

Key responsibilities will include:
e Objections

o Assessing challenges to the eligibility of cases with reference to the relevant
scheme rules

e Case Queries

o Responding to enquiries and requests for guidance from all those involved
in the case process

e Peer Reviews

o Critically evaluating the accuracy and quality of written decisions submitted
by CEDR’s panel of ADR officials, with particular reference to the Quality
Assurance Framework

o Conducting random quality sampling of CEDR’s panel of ADR officials in
order to monitor performance and identify further training needs

e Reporting

o Independently analysing data and trends in order to author substantial
periodic technical reports, both company- and industry-focused, providing
insights on performance, best practice and potential enhancements to the
customer journey

o Responding to industry and regulatory consultations in order to offer CEDR's
experience and expertise to proposed changes to the ADR landscape

o Preparing topical newsletters to inform stakeholders about developments
within the schemes and industries covered by CEDR

e Training

o Scheme-specific mentoring of prospective ADR officials, through mock and
live cases, in order to evaluate performance in line with the Quality Assurance
Framework and determine whether to approve their membership of CEDR's
panel

o On-boarding new ADR officials onto CEDR’s panel

o Mentoring current ADR officials in line with the Quality Assurance
Framework where it has been identified that further training is required

o Issuing practice directions and guidance to CEDR'’s panel of ADR officials
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o Producing training guides covering scheme-specific subject matter and best
practice for all those involved in the case process

o Identifying where training needs exist, both with companies and ADR
officials, and producing and delivering the relevant bespoke training

o Creating and presenting audio-visual content covering relevant ADR topics
for CEDR’s media channels

e Meetings

o Attending and participating actively (which includes presentations) in
regular meetings and industry events with a range of stakeholders including
ADR officials, consumer groups, regulators and subscribing businesses,
leading such meetings where relevant

o Preparing minutes and executive summaries for circulation where relevant
and managing the effective delivery of agreed action points

e Case Work

o Acting as an ADR official by carrying out adjudications, arbitrations,
conciliations and complaint reviews across the range of CEDR’'s consumer
ADR schemes

e Case Studies

o Producing summaries of key or novel completed cases for use as training
material and for information purposes

o Redacting confidential information fromn completed decisions to allow them
to be published for information purposes

o Creating scheme-specific mock cases for the purposes of training and
assessing prospective ADR officials

e Complaints

o Reviewing and responding to formal complaints made to CEDR about the
provision of its consumer ADR services, with a particular focus on whether an
ADR official has made an irrational interpretation of the law, whether
evidence has been incorrectly assessed, and whether a decision has met the
standards of the Quality Assurance Framework

o Investigating feedback, gathered from CEDR’s customer satisfaction surveys,
that callsinto question the quality of written decisions, to determine whether
an ADR official has met the standards of the Quality Assurance Framework

e Scheme Review

o Periodically reviewing the operation and effectiveness of the process,
content, public-facing information and training across all consumer ADR
schemes provided by CEDR, with a view to making improvements and
updates
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e New Business
o Preparing and participating in bids for new contracts and/or clients

o Assisting in the set-up, including the creation of key documents and
materials, of new consumer ADR schemes

Essential experience and skills required
o Law degree or equivalent essential
o Postgraduate vocational legal qualification (i.e. BPTC, LPC) preferred
o Arbitration and/or mediation qualification preferred

o Strong ability to quickly and accurately identify the salient issues and to distil and
summarise complex information

o Demonstrable experience of making difficult, evidence-based decisions on a fairand
reasonable basis

o Good general commercial experience (no sector specialism is necessary)

o Excellent written and grammatical skills with a high attention to detail and the
ability to communicate clearly and concisely in plain English, with a tone appropriate
to the relevant audience

o Professional and approachable manner, with the self-confidence to deal with people
with a wide range of roles and backgrounds

o Strong organisational skills and initiative, with an ability to prioritise and multi-task
under pressure to tight deadlines

o Solid problem-solving skills, with an ability to identify, risk assess, propose and apply
solutions to issues in real time

o Active and collaborative team player supporting colleagues across the organisation

o Strong IT skills, including knowledge of Microsoft Office packages and the ability to
learn new systems and processes as required

CEDR Services Ltd T: +44 (0)20 7536 6000 Twitter @cedrsays

100 St Paul’s Churchyard W: www.cedr.com Linkedin.com/company/cedr
London EC4M 8BU E: recruitment@cedr.com

Registered in England no.2422813 Registered. no. 03271988. © CEDR 2022




?
C .R Better conflicts, Better outcomes, Better world

Hours

35 hours per week 9:30am - 5:30pm with one hour for lunch. Flexibility is, however, essential
as client requirements may dictate earlier start times, or later finishes, from time to time.

Benefits

CEDR offers a package of benefits including 28 days’ holiday, season ticket loan,
contributory pension, private medical and life insurance schemes.

CEDR is an equal opportunities employer and encourages applications from all sections of
society.

Application procedure

Step One:

Interested applicants should send to CEDR an up-to-date CV accompanied by a covering
letter explaining their motivation for applying for the role and their suitability for the
position.

Step Two:

CEDR will conduct contact potential candidates and invite them to complete a number of
brief assessments. These may include a timed verbal reasoning assessment and some
short-written exercises designed to evaluate critical thinking, decision-making and written
skills.

Step Three:

Candidates who are successful in the assessments will be invited to interview.

Send applications to:
Annmarie Savill, Head of People and Corporate Services
Centre for Effective Dispute Resolution, 100 St Paul’'s Churchyard, London EC4M 8BU

Email: recruitment@cedr.com

Closing date: Tuesday 6™ December 2022
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