
Report of the Independent Complaint Reviewer for 2010-11 
 
 

 Jodi Berg is the Independent Complaints Reviewer (ICR) for The National 
Archives (TNA) and other pubic bodies. With a background as a solicitor, she is a Fellow of 
the Chartered Institute of Arbitrators and a member of the Administrative Justice and 
Tribunals Council.  
 
Introduction 
 
I am pleased to present my report, which describes ICR activity during the year and 
provides my overview of TNA’s response to customer service from the perspective of 
complainants.  
 
My role is to provide a free, fair and independent service for the investigation of complaints 
made about TNA by people who remain dissatisfied with the response of TNA to their 
concerns. Alongside giving people a chance to have their complaints settled through 
external review, TNA also looks to benefit from the lessons that can be learned from the 
independent review of complaints, as it strives to continuously improve services for 
customers.  
 
TNA can boast an excellent record of customer satisfaction. It receives very few complaints 
from the many millions of customer transactions every year that take place during visits to 
Kew and online. The vast majority of complaints are resolved internally, mostly at an early 
stage, and customer facing staff and the complaints team must be congratulated for this 
achievement. However, there are times when resolution is not possible and systems that 
are not up to scratch let the Agency down. I am pleased to record that TNA takes these 
issues seriously and looks to implement recommendations that I have made for systemic 
improvement. Indeed, I note here that in response to recommendations I made last year 
that TNA should review its complaint and appeals systems, a full review of internal 
complaints procedures has been built into its current Business Plan. I look forward to 
playing my part in helping to ensure that the system is as good as it can be.  
 
Complaints activity 
 
I aim to settle complaints about poor or inappropriate service by conciliation or, following 
investigation, by adjudication. The ICR team is also able to provide advice to TNA 
customers to settle their concerns or help TNA complainants to take matters forward.  
 

Case example: A TNA customer was having difficulty getting a response to his 
complaint, which was about information provided by a TNA member of staff that 



led him to make a wasted journey to Kew to view records that were not yet 
publicly available. We advised him that the email address he was using was 
incorrect and we passed his complaint forward to a TNA Complaints Officer, who 
contacted him the same day. The Director of Operations and Services responded 
to the complainant the very next day and matters were quickly resolved to the 
customer’s satisfaction. We noted that learning points from the original complaint 
were fed back to the relevant business areas. 

 
The ICR team responds to everyone with courtesy; honesty; respect; objectivity and 
flexibility. We always explain our process fully, keep people informed, and use 
straightforward language in emails, letters and reports. Following investigation, if a 
complaint is upheld, my report may recommend:  

   

 an apology; 

 an explanation; 

 action to put matters right;  

 limited compensation; and 

 process review to prevent similar problems recurring.   
 

If complainants are dissatisfied with the outcome of my review, they may ask their MP to 
refer the matter to the Parliamentary and Health Service Ombudsman. This year I am not 
aware of any cases referred to the Ombudsman. 
 

Case example: A trainee contacted us on behalf of her organisation, as they had 
not received documents from TNA that had been ordered online and wished to 
complain about delay. We advised her that the ICR is unable to review 
complaints until they have been though the internal process. However we were 
able to assist by explaining TNA’s internal procedure and putting her in contact 
with TNA’s Complaints Manager. 
 

In 2010-2011, 113 complaints were recorded by TNA, a decrease from 161 in the previous 
year.  The very low number of complaints is welcome, as long as it reflects a robust system 
of obtaining and assessing customer feedback. I am aware that this year TNA has improved 
its feedback forms to give customers the choice of saying whether their comments are to be 
treated as suggestions, comments, compliments, concerns or complaints. TNA is more 
vigorous in recording points raised so as to be more confident in the accuracy of its 
statistics and qualitative management information. More can also be done to share this 
information with TNA staff. Whilst it is vital to capture the details of complaints, I am pleased 
to note that greater emphasis is being placed on recording and feeding back compliments to 
staff.  
 
“This is my first visit to The National Archives. I have been extremely impressed with every 
aspect of the experience.” TNA Visitor 
 
The ICR office deals with a variety of enquiries about the TNA’s service and complaints 
system each year. This year was no exception and, from someone from overseas who was 



trying to trace details of UK ancestors, to someone who was looking for information about 
Billy the Kid, we try to provide whatever help we can to resolve concerns. Whilst I have not 
completed any formal reports this year, an investigation is ongoing as I write my report.  
 

Case example: We received an enquiry from a gentleman who wanted to obtain 
copies of his parents’ naturalised birth certificates. We redirected him to TNA’s 
website, and assisted him to locate information about the process for making an 
application and to raise enquiries.         

  
I look forward to continuing to work with TNA, so that complaints are valued for the light 
they shed on customer service.   
 
Contact the ICR team 
 
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. 
 
New Premier House, 150 Southampton Row, London WC1B 5AL 
e-mail: enquiries@icr.gsi.gov.uk  telephone:  020 7278 6251  fax:  020 7278 9675 

http://www.icrev.org.uk/
mailto:enquiries@icr.gsi.gov.uk

