
Annual Report of the Independent Complaint Reviewer 
 

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 a member of the Ministry of Justice Advisory Group for Administrative Justice. 
 
ICR Overview 
 
This report comments on the way in which TNA deals with customer feedback and complaints and 
describes ICR activity during the year.  
 
Taking account of the many customer contacts each year both with visitors to Kew and on-line, it is 
commendable how few people feel that they have cause to complain about the service that TNA 
provides. However, when things go wrong, or people think that they have, it is important for there to 
be a robust internal complaint procedure, coupled with the option of referral to independent review if 
they remain unhappy with the response from TNA. The ICR service fulfils this function. It is free to 
complainants. 
 
When I receive a referral, I can settle matters by agreeing a resolution plan with the complainant and 
TNA or, following investigation, by adjudication. I also am able to provide advice to TNA 
complainants to settle their concerns or help them to take matters forward. When I carry out a review, 
I bring a fresh and impartial perspective to the issues raised with me. Complainants may not always 
get the outcome they hope for, but they will get a clear explanation of what happened and whether 
required standards were met. 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. 
 
I am pleased to acknowledge the progress that has been made by TNA on dealing effectively and 
proportionately with the complaints. I am satisfied that they are handled openly and efficiently by TNA 
and that, as a result, most are brought to an early and satisfactory close without the necessity of 
referral to me. When complaints are referred for independent review, TNA co-operates fully with the 
process and is keen to add value for the service by taking on board recommendations arising from 
review. This is to be commended.  
 
Complaint activity and examples  
 
Between 1 April 2012 and 31 March 2013, 102 complaints were recorded by TNA, an increase from 
94 in the previous year.  Most 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.  Only 1 of these 
complaints resulted in referral to the ICR Office.  
 
Premature referrals 
 
I can only deal with a complaint once the internal procedure has been completed. If this has not yet 
happened a complainant will be advised to contact TNA’s complaints team or consult its website 
information. I am also able to offer general advice or assistance that they have been unable to obtain 
through initial contact with TNA. This year we have responded to people who were looking for a 
variety of help and information. This has included: 



 

 Concerns about the lack of response to enquiries raised with TNA’s Record Copying 
Department 

 An enquiry about obtaining information on a 19th century painter and landscaper asking for 
‘tips’ on how to get his birth date 

 An enquiry about obtaining information about a passenger on a ship travelling from New 
Zealand to the UK in 1949 who was believed to be the wife of the Governor of Fiji  

 
Complaint review 
 
The ICR Office reviewed only one complaint during 2012-13. This complex case resulted in several 
report recommendations, all of which were accepted by TNA.  

 
Case study An on-line customer made complaints to TNA about its on-line systems, guidance 
and information. Following internal complaint review, a report acknowledged that improvements were 
needed, and made recommendations to achieve this objective. These included changes to the on-
line order form, on-line guidance and automated responses, and user group testing. The Chief 
Executive accepted the report findings and recommendations and promised urgent implementation. 
Some months later the complainant contacted the ICR aggrieved because he felt that TNA had not 
lived up to the assurances he received from the Chief Executive.  
 
Following review I found that there had been unacceptable delays in implementing the report 
recommendations. I recommended an apology acknowledging TNA’s failure to deal with some 
recommendations urgently, together with a small consolatory payment in kind, in recognition of the 
distress caused by this and by having to pursue matters to independent review. I also made systemic 
recommendations aimed at improving the way things are done in the future, including the 
establishment of a structured internal monitoring and feedback process to ensure that complaint 
recommendations are dealt with in a timely manner; and follow-up information for complainants to 
reassure them that actions promised have been taken. TNA accepted and implemented all of my 
recommendations.  
 
The ICR Office 
 
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   From the outset we are clear about the limitations of our role and the possible 
outcomes of review.   

Objectivity  The ICR reaches decisions after careful consideration of the evidence provided 
against TNA’s published policies and procedures and rules of natural justice.  

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

Plain Language We communicate in a straightforward way to ensure our messages are 
understood. 

 



Once 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.  
 
I record my thanks to TNA’s 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. 
 
Dover House, 66 Whitehall, London  SW1A 2AU 
E-mail: enquiries@icr.gsi.gov.uk   
Telephone:  020 7930 0749  

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

