
Annual Report of the Independent Complaint Reviewer 
 
 
Jodi Berg OBE is the Independent Complaints Reviewer (ICR) for The National Archives (TNA). She 
has a background as a solicitor and a mediator, and acts as the ICR for other public bodies. She is 
Chair of the Administrative Justice Forum. 
 
The ICR service is free to people unhappy with the answers they have received to their complaints 
from TNA.  The ICR office responds to all enquiries in an efficient and courteous way.  
 
Introduction by Jodi Berg OBE          
 
I am pleased to present my annual report. My role is to deal with complaints escalated to 
independent review when people are unhappy with the response given by TNA itself, and to monitor 
the operation of its internal complaint process. Although most people are pleased with the service 
received from TNA, when complaints arise they need to be dealt with in an open and transparent way 
with the intention of giving a fair response to the complainant and, where necessary, learning from 
problems that have occurred. If TNA cannot settle the complaint itself, it is essential that people have 
somewhere to turn that is independent and impartial. The ICR office takes pride in the quality of the 
service we provide to those people who need our help.  
 
ICR review will consider what people can reasonably expect from TNA and whether standards were 
met in their case. If we uphold a complaint, we can recommend redress for the complainant, such as 
an apology, or improvements to TNA’s service. Complainants who are not happy with an ICR 
decision have the right to refer their concerns to the Parliamentary and Health Service Ombudsman. 
More information about the Ombudsman can be found at: www.ombudsman.org.uk  
 
ICR Process  
 
Following complaint referral, I ascertain what the complaint is about by looking at the information sent 
to me and by contacting the complainant by telephone. I try to settle matters by agreement between 
TNA and its customer wherever possible. Where it is not, I carry out a thorough review of the issues 
and consider whether TNA has met reasonable standards of customer service. TNA is committed to 
responding positively to my recommendations for personal redress or systemic improvement unless 
there is good reason why it cannot do so. My experience is that TNA is keen to learn from complaints 
and improve service where it can.  
 
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  
 
Between 1 April 2014 and 31 March 2015, TNA recorded 94 complaints, a small increase from 85 
last year. Most of these were resolved without the complainant needing to escalate their concerns to 
Internal Review by the Chief Executive’s Office.  Only 2 of these complaints resulted in referral to the 
ICR Office. TNA also recorded 235 compliments, which is confirmation that people appreciate the 
service they receive and is a marked increase on the 188 compliments recorded last year. This data 
has to be set in context against TNA’s public contact and this year TNA dealt with over 44,000 

http://www.ombudsman.org.uk/


telephone enquiries, over 34,000 written enquiries, and it supplied over 647,000 documents to 
customers, mainly directly to the public. In the overall scheme of this extensive customer contact, 
complaints are very few in number and referrals to the ICR are rare.  
 
As always, this year we have had several requests for help from people who have not yet been 
through TNA’s internal complaints procedure. These customers have been referred on to TNA. 
Where we can, we offer general advice or assistance that they have been unable to obtain through 
initial contact with TNA. This year we responded to 13 people who were looking for help and 
information about a variety of issues:  
 

 Obtaining information from TNA about slave trade records;  

 Difficulties in obtaining documents held at TNA relating to a First World War hero;  

 Difficulties in setting up an account online with TNA. 
 
Where complaints referred to me do not lie within my remit, or where I conclude from the referral that 
ICR review will not help people to resolve matters or obtain an outcome the complainant would find 
useful, or where I conclude that TNA has done all it can to resolve matters, I can decide not to carry 
out a review on grounds of proportionality. 
 

Case study Mr A, an expert in his area of interest, referred his complaint to me that 
TNA would not alter its on-line information as he thought appropriate, or agree to hold a 
review hearing about this in which he would have equal status with TNA. I explained that 
my review would consider matters from the viewpoint of seeing whether TNA employed 
its usual practice and procedures to a reasonable standard in its dealings with him. I 
noted that whilst he had put his views to TNA, and that TNA had made some changes as 
a result, a service user does not have equal say with the management of a public body 
about the way the service is delivered. I noted that TNA had addressed his complaint 
appropriately and there was no more that ICR review could achieve. Accordingly, I did not 
carry out a review on this occasion. 

 
Complaints are generally a result of frustration and disappointment with a received service, however 
they can also reflect the genuine distress suffered by someone who does not achieve the outcome 
they want from their contact with an organisation.  
 

Case study Mr B complained to me about unfairness of process after he had 
unsuccessfully sought reclosure of records which contained sensitive information. Whilst I 
was unable to address decisions taken by TNA under statutory authority, I was able to 
look at the process by which the decision was taken. I carried out a thorough review but 
found no evidence of maladministration and so did not uphold the complaint. I noted that 
TNA had identified ‘learning points’ from what had happened and that in this way Mr B’s 
complaint had made a positive and constructive difference to TNA’s processes, which 
would help others in the future. 
 

Following ICR review people can opt to refer their complaint to the Parliamentary and Health Service 
Ombudsman should they remain dissatisfied with the outcome. 

 
Case study Mr C complained to me in 2013 that TNA had failed to provide certain 
information to him despite his paying the fee for a search of the records. I carried out a 



review which resulted in the substantive complaint not being upheld, but I made 
recommendations for limited personal redress and for an improvement to complaint 
processes, both of which were accepted by TNA. Mr C remained dissatisfied and in 2014 
he referred his complaint to the Parliamentary and Health Service Ombudsman. The 
Ombudsman’s report stated: “We have found the ICR’s investigation of ‘Mr C’s’ complaint 
to have been thorough and her findings evidence-based and reasonable.”   

 
 “I thank you for past concerns, sensitivities and personal support” Complainant 

 
Finally… 
 
I record my thanks to TNA’s Public Services Development Team for their assistance with referrals 
and ICR review.  
 
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 or from TNA.  
 
E-mail: enquiries@icr.gsi.gov.uk   
Telephone:  020 7930 0749  
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