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Jodi Berg OBE is the Independent Complaints Reviewer (ICR) for The National Archives 
and other public bodies. She is a qualified solicitor, a mediator, a Fellow of the Chartered 
Institute of Arbitrators and a member of the Administrative Justice and Tribunals Council.  
 

Foreword 
 
This report describes ICR activity during the year and offers an overview of the way in which TNA 
deals with customer feedback and complaints.  
 
My role is to provide an independent complaint review service for those who are unhappy with the 
way that TNA has dealt with their complaints. The service is free to complainants. If I find a 
complaint is justified, I am able to recommend redress for the complainant and changes that can be 
made to improve the way that TNA deals with similar situations in the future.  
 
TNA has an excellent record for customer satisfaction, but concerns raised by users can help it to 
improve the way services are delivered. Although TNA receives very few complaints in comparison 
with its extensive customer contact, both with visitors to Kew and on-line, I am pleased to record that 
it remains keen to receive this customer feedback. All comments are taken seriously and on my 
recent visit to TNA I was able to see for myself some positive changes that have been made in 
response to suggestions from users. I was also able to discuss the steps TNA has taken to 
implement my own recommendations.  
 
I am pleased to report that the TNA continues to show commitment to good complaint practice in 
both internal and independent review. As I reported it would last year, TNA has now undertaken a 
review of its internal procedure in order to make it more straightforward for users and staff to follow. 
This is welcome and demonstrates how complaints can benefit the organisation and its customers. 

The ICR Service 



Complaint overview 
 
Last year 94 complaints were recorded by TNA, a decrease from 113 in the previous year.  All 
except 2 of these were resolved without the complainant needing to escalate their concerns to 
Internal Review which is dealt with by the Chief Executive’s Office.  Neither of these complaints has 
resulted in referral to the ICR Office.  
 
The ICR Office reviewed only one complaint during 2011-12, which had gone through Internal 
Review in 2010-11. This was a complex case that resulted in several report recommendations, all of 
which were accepted by TNA. I am grateful to the TNA’s Public Services Development Team for 
their assistance with referrals and ICR review. 
 

Case example  
 
A visitor to TNA in Kew contacted the ICR office to refer a complaint about the discourteous way he 
had been treated by a member of TNA’s staff. He was not satisfied with the way that TNA had gone 
about investigating his concerns and this caused him to raise additional concerns with the ICR. 
These included: unreasonable delay; the refusal to provide information or the delay in doing so; and 
the lack of clarity and transparency in the internal escalated complaint procedure. The ICR found 
that TNA did not meet its own standards for dealing with complaints in his case and, accordingly, 
that there was delay. An apology was recommended. In relation to the provision of information, 
confusion had arisen about what was available and how requests for information were handled by 
TNA. A number of recommendations were made to improve clarity and public information. Finally 
the ICR found that TNA did not provide the complainant with clear and comprehensive information 
about the way that it would handle his escalated complaints. A recommendation was made to review 
this process and develop public guidance. The ICR report settled the complaint and brought matters 
to a close. TNA has subsequently taken forward all recommendations.  

 
 
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. 
 
Dover House, 66 Whitehall, London, SW1A 2AU 
 e-mail: enquiries@icr.gsi.gov.uk  telephone:  020 7930 0749  fax:  020 7321 0406 

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

