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 Summary  

1. The Legal Ombudsman (LeO) have been developing a model complaints resolution 
procedure (MRCP). LeO published a call for input to support the development of 
proposals in March. The call for input seeks views on how the model will work for service 
providers across the sector as well as the tools and guidance needed to support its use 
in practice. The model is intended to complement the LSB’s and regulators complaint 
handling work. CRL has been engaging with LeO in developing their proposed 

procedure.    

 
2.  

 
3. We therefore recommend that the Board APPROVE CRL’s response, subject to 

comment. 


