
Annex C  

Annual Report of the Independent Complaint Reviewer for 2013-14 

Jodi Berg OBE is the Independent Complaints Reviewer (ICR) for The National Archives. She has a 

background as a solicitor and a mediator, and is a Fellow of the Chartered Institute of Arbitrators. She 

is Chair of the Administrative Justice Forum. 

The ICR service 

The ICR service is free to complainants. My role is to review complaints that The National Archives 

has been unable to resolve internally. Once I have ascertained what the complaint is about, I see 

whether it is amenable to settlement by agreement between The National Archives and its customer. 

Where this is not possible, I carry out a thorough review of the issues and consider whether The 

National Archives has met reasonable standards of customer service. Where appropriate, I can 

recommend action to put things right for the person concerned or to improve the future quality of The 

National Archives' service. I also maintain an overview of the way in which The National Archives itself 

responds to customer feedback and complaints and seeks to learn from them. This report comments 

both on The National Archives and ICR complaint activity during the year. 

This year The National Archives dealt with over 38,000 telephone enquiries and over 35,000 written 

enquiries. It supplied over 650,000 documents to customers. In the overall scheme of this extensive 

customer contact, complaints are very few in number and referrals to the ICR are rare. It is clear from 

this that The National Archives is a customer-focused organisation which takes an outward looking 

approach. As a consequence, most people are pleased with the service they get from The National 

Archives. However, there are exceptions and, in those few cases where The National Archives cannot 

resolve complaints, it is important that people can turn to someone independent to settle matters by 

taking a fresh and impartial view. The National Archives is committed to implementing my 

recommendations wherever practicable.  

ICR Standards 

When people complain to the ICR’s office they can expect to be treated with: 

 Respect - We treat people as individuals and take their concerns seriously. 

 Courtesy - We communicate in an open and friendly manner and expect similar courtesy from 

complainants.  

 Honesty - We are clear about the limitations of our role from the outset and discuss the likely 

outcomes that can be achieved from review. 

 Objectivity - The ICR reaches decisions after careful consideration of the evidence, comparing 

what happened against The National Archives' own service standards and rules of natural 

justice.  

 Flexibility - We tailor our service to meet people’s legitimate needs.  

 Plain Language - We use straightforward language to ensure our messages are understood. 

 

We also live up to the Ombudsman Association’s Principles of Good Complaint Handling.  



 

Again this year I am pleased to record that the ICR Office was successful in retaining the BSI award 

for the quality of our Complaint Management System.  

Overview of complaint activity and examples  

As always, this year we have had several enquiries and requests for assistance from people who have 

not yet been through The National Archives' internal complaints’ procedure. These customers have 

been referred on to The National Archives. Where we can, we offer general advice or assistance that 

they have been unable to obtain through initial contact with The National Archives. This year we 

responded to people who were looking for help and information about a variety of issues:  

 Difficulties in obtaining information from The National Archives about an ancestor’s marriage. 

 Lost correspondence at The National Archives relating to the family history of a Canadian with 

roots in the UK.  

 An enquiry about the acquired British citizenship of an ancestor born in Aden, Yemen.  

Between 1 April 2013 and 31 March 2014, The National Archives itself recorded 85 complaints, a 

decrease from 102 last year. Most of these were resolved without the complainant needing to escalate 

their concerns to Internal Review, where their complaint will be investigated independently of the 

operational department concerned with the original handling of the complaint and a report on the 

investigation considered by the Chief Executive and Keeper.  Only one of these complaints resulted in 

referral to the ICR Office. The National Archives also recorded 188 compliments, which is confirmation 

that people appreciate the service they receive. 

Case example 

Mr A contacted The National Archives in 2009 to enquire about the merchant navy records of his late 

grandfather and paid the fee for a search of the records. The records showed a gap in his 

grandfather’s service record between 1940 and 1944. Mr A believed that his grandfather had been in 

war service during this time, and asked for an internal review of the information given. Following 

communication with The National Archives' Service Quality and Complaints Manager in 2012, Mr A 

asked that further research be carried out and paid another fee. This search was equally unsuccessful 

in shedding further light on Mr A’s grandfather’s war service. Mr A complained about this to the 

Manager and tried several other routes within The National Archives to take matters forward with 

someone else, but in every case he was referred back to the same Manager. Mr A requested that his 

complaint be escalated under The National Archives' Internal Review process, and his complaint was 

investigated by a member of staff in the Chief Executive's Office. His complaint was not upheld by the 

Chief Executive and Keeper. As a consequence he referred his complaint to the ICR.  

Following review, I found that The National Archives had carried out further research as requested to 

the best of the ability of the experts involved in this work. I did not find that The National Archives 

misunderstood what information Mr A was trying to obtain and so did not uphold this particular aspect 

of his complaint. It was clear that it was not possible for The National Archives to carry out a search in 

the way that Mr A would have preferred and, although this had been explained to him by The National 

Archives, he had not fully understood this when he paid his additional fee. Noting this 

misunderstanding, I recommended that The National Archives make a small consolatory payment to 

acknowledge the efforts he made to elicit information and to pursue his complaint.  



Whilst I was satisfied that a thorough review of his complaint was carried out by the Service Quality 

and Complaints Manager and later by the Chief Executive’s Office, I noted that Mr A had made several 

unsuccessful attempts to take other steps to request information but was disappointed when on each 

occasion he was referred back to the same Manager. Whilst it is not unusual for one officer to hold a 

number of different roles, I noted that this can feel to a service user as though they are in a revolving 

door situation, which should be avoided wherever possible. I recommended that The National Archives 

take steps to manage this situation better so as to avoid further dissatisfaction or complaint. The 

National Archives accepted my recommendations and implemented appropriate changes in practice. 

“Our family would like to thank you for all you have done,” Complainant 

Finally, I record my thanks to The National Archives' Public Services Development Team for their 

assistance with referrals and ICR review. If complainants are dissatisfied with the outcome of ICR 

review, they can ask their MP to refer the matter to the Parliamentary and Health Service 

Ombudsman. 

Contact the ICR 

Details of the ICR service are explained in our leaflet Seeking a Fair Resolution available from our 

website at www.icrev.org.uk. A copy of this report can also be found on our website. 

Correspondence address: 

Dover House 
66 Whitehall 
London 
SW1A 2AU 
 
E-mail: enquiries@icr.gsi.gov.uk    

Telephone: 020 7930 0749 
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