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SCOTTISH LEGAL COMPLAINTS COMMISSION 
MEDIATION CO-ORDINATOR 

JOB DESCRIPTION 

 

Job purpose: 
To provide a highly effective and efficient coordinated Mediation service.  To analyse and assess the cases as to their suitability for the Mediation process, and if 
appropriate, advise/explain to users/parties the benefits of the Mediation service.   
To encourage early resolution of complaints, where possible by using and demonstrating influencing and persuading skills.  
To provide a high quality support service to both internal and external service users.  
Structure: 
Member of the Investigations Team reporting to Case Investigation Manager. 
Experience / qualifications: 
Self-starter able to work with minimum supervision, demonstrate a sound track record of planning and organising own workload. Minimum of 2 years relevant 
experience of working in a client, regulatory or customer service environment. Excellent telephone and communication skills in influencing and persuading. Ability 
to build relationships with stakeholders, Mediators and service users.  Proven track record of managing a portfolio of cases, dealing with a range of stakeholders 
as well as strong planning, multi-tasking and organising skills. Knowledge of Microsoft packages, including Excel. 
Ideally educated to degree level or equivalent.  
  

 

 
AREA OF WORK 

 

 
COMMITMENTS/ 

RESPONSIBILITIES 

 
DUTIES 

 

 
COMPETENCY 

ROLE OVERVIEW 
 
 

To provide an effective 
coordinated Mediation service by 
increasing the number of 
Mediations undertaken. 
 
To promote Mediation as a viable 
alternative to resolve complaints. 
 
 
To set up and manage timely and 
cost effective Mediations. 
 
To analyse complaints and 
consider informal resolution prior 
to, or alternative to Mediation. 
 

- Answering queries on the complaints process based upon knowledge of 
processes, criteria and Members decisions. 

- Analysing eligible complaints to determine whether they can be resolved and, if 
so, suggesting means for doing so. To include providing advice on potential 
costs that may be awarded or providing an opinion on the potential outcome of a 
final decision based upon precedents, knowledge of act and Determination 
outcomes. 

- Actively promote the benefits of Mediation as an alternative dispute resolution to 
complainers and practitioners. 

- Managing the Mediation portfolio of cases, to ensure that they are progressed 
and resolved in a timely manner.  

- Allocating cases to Mediators, providing the relevant briefing documents on 
case files and information, ensuring a fair and consistent distribution of 
workload.   

- Taking responsibility for identifying and managing changing Mediation priorities. 

- Ensuring non resolved cases are transferred to investigations ensuring the 
Mediation process has been accurately captured and recorded. 

- Arranging, coordinating and chairing the bi-annual Mediators’ meeting, along 
with CIM. 
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AREA OF WORK 

 

 
COMMITMENTS/ 

RESPONSIBILITIES 

 
DUTIES 

 

 
COMPETENCY 

QUALITY 
ASSURANCE 

Ensuring that all aspects of the 
work meets our quality standards 
and deliver expectations. 
 
Track and monitor results against 
established KPIs 
 
 

- Ensuring that all statistics are kept and decisions recorded on the case 
management system. 

- Reporting against KPIs. 

- Contributing to the review and development of procedures and processes, 
identifying improvement changes. 

- Identifying and promoting good practice and contributing to continuous 
improvement. 

- Seek and accurately record feedback from service users and Mediators. 

- Progress work within laid down timescales and agreements. 

- Exercising own discretion if need to escalate queries. 

 

COMMUNICATION Responsible for the effective and 
efficient communication with 
relevant parties in order to 
influence and promote the 
benefits of Mediation and to seek 
the resolution of complaint. 
 
 

- Effectively communicate with parties, both verbally and in writing in order to 
promote the benefits of Mediation, establish and set expectations. 

- Actively listen and influence parties appropriately within confines of the SLCC’s 
jurisdiction and powers under governing legislation. 

- Manage expectations of parties around the likelihood of outcomes and potential 
settlements and redress.  

- Making appropriate arrangements for formal Mediation meetings including 
liaising with all parties as appropriate. 

- Promote the benefits of Mediation and if required, influencing parties 
appropriately in order to obtain commitment to Mediation. Answering 
queries/questions. 

- Treating all parties with respect and maintaining confidentiality. 
- Develop working relationships with Mediators in order to plan and organise 

Mediations in an efficient manner. 
- Arrange appropriate accommodation, liaising with suppliers to achieve cost 

effective room bookings. 
- Working with appropriate managers to develop and improve awareness and 

knowledge of Mediation through effective communication. 

 

WORKING 
TOGETHER 
 

Contributing to the effectiveness 
and success of the SLCC.  
 

- Working closely with other SLCC Teams to ensure an effective and seamless 
transition of complaint cases through the process.  

- Ensuring that all colleagues of the SLCC are treated with respect. 

- Carrying out other tasks, as may be requested.  

- Meeting operational commitments, team targets and own objectives. 

- Provide ad hoc training to other colleagues and Board Members as and when 
required. 
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AREA OF WORK 

 

 
COMMITMENTS/ 

RESPONSIBILITIES 

 
DUTIES 

 

 
COMPETENCY 

DEVELOPMENT Managing own performance and 
development and supporting the 
development of others. 
Acting as a supportive member of 
the Investigations team. 
 
Taking responsibility and 
ownership for own development 

- Working with Line Manager to agree and meet individual objectives and 
performance standards.   

- Acting as a responsible and supportive member of the team. 

- Participating in the formal appraisal process which includes contributing to 
setting own objectives and completing a Personal Development Plan. 

 

 

WIDER 
PERSPECTIVE  

Contributing  to the SLCC’s 
strategic and business goals 

- Participating in ad-hoc initiatives identified by the SLCC. 
- Contributing to the achievement of the SLCC’s strategic objectives by achieving 

individual aims. 
- Contributing to and adapting positively to change and contributing to change 

projects. 
- Meeting and sharing knowledge with other similar organisations. 

  

 

 


