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MCHP: What has not changed?

•2 stages

•Process

•Timeframes*



MCHP: What is new?

•Resolution

•Making complaints work for everyone

•Other new content:
• Agreeing the complaint (stage 2)

• Complaints made via social media

• Performance indicators



Resolution

upheld / not upheld / resolved

A complaint is resolved when both [the organisation] 
and the customer agree what action (if any) will be 
taken to provide full and final resolution for the 
customer, without making a decision about whether the 
complaint is upheld or not upheld. 



Resolution: examples

Mrs B says the workman didn’t turn up to fix 
her door.  We can offer an appointment for 
this afternoon.

Mr and Mrs C’s child is struggling to
adapt to school (P1) and they feel the
school is not interested in helping
them.



Resolution: what happens?

• No requirement for detailed response

• Complainant must still be signposted to the 
next stage

• May still need to look into the matter…



Alternative resolution approaches



Resolution: still confused?

Quick guide to the MCHP:

What do we mean by resolution?

www.spso.org.uk



Making complaints work for everyone:
Supporting the customer

Equalities

Reasonable
adjustments

Vulnerable
groups



Making complaints work for everyone:
Supporting staff

• Share the complaint with 
staff involved 

• Signpost to support and 
information (stage 2)

• Keep staff updated (as well as
the complainant!)

• Share relevant parts of the complaint
response



Making complaints work for everyone:
Expected behaviours



MCHP: other changes

• Agreeing the complaint (stage 2)

• Complaints via social media

• Performance indicators
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