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Jodi Berg OBE and Elizabeth Derrington head the ICR office, the Independent Complaints 
Review service for the Youth Justice Agency. Both hold qualifications as a solicitor and in 
mediation and Jodi Berg is a Fellow of the Chartered Institute of Arbitrators.  
 
The ICR service is free to people unhappy with the answers they have received to their 
complaints from the Youth Justice Agency.  The ICR office responds to all enquiries in an efficient 
and courteous way. We have video links with the Agency so that young people, parents or other 
representatives can speak with us face to face. Our leaflet Seeking a Fair Resolution is available 
on our website at www.icrev.org.uk or from the Youth Justice Agency.  

 

Introduction by Jodi Berg OBE          
 

We are pleased to present our annual report. Our role is to deal with complaints escalated to independent 
review if people are unhappy with the response given by the Agency itself, and to monitor the operation of 
the internal complaint process. Although complaints about the Agency are not common, when they do 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 the Agency 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.  

 

Complainants who are not 
happy with an ICR decision have the right to refer their concerns to the Northern Ireland Ombudsman. 
More information about the Ombudsman can be found at: www.ni-ombudsman.org.uk 
 
Based on past experience, we expect the Agency to resolve most complaints internally and, indeed, this 
year we received no complaint referrals.  
 
As part of our role, we visit the Agency to check on the quality of its internal complaints procedures and 
adherence to them. Our next visit is scheduled for May 2013, when we will hope to visit the Woodlands 
Juvenile Justice Centre, the Agency’s custodial facility, and other parts of the Agency to meet young people 
and staff and hear their views on how well the complaints procedures are working and whether things can 
be improved. Our previous experience is that complaints procedures are well understood and adhered to 
throughout the Agency and complaints are valued for the light they shed on the quality of the Agency’s 
service to young people. We are satisfied that the complaints process is effectively communicated to young 
people and that Agency staff take complaints seriously. 

 

The reporting year          
 

During the year, the Agency recorded 15 internal complaints. Of these 1 was resolved at stage 1 of the 
process (“talk to a member of staff”) and 13 at stage 2 (“complain to a senior manager”). 1 complaint 
progressed to the Chief Executive (step 3) before it was resolved but no complaints were made to the ICR 
office (step 4). As always, most complaints (11) were made about Custodial Services, however numbers 
were very low given the difficult circumstances in which young people find themselves and the extent of the 

http://www.icrev.org.uk/
http://www.ni-ombudsman.org.uk/


contact Agency staff have with them and their families. Complaints made included a complaint about being 
sent away from PE for refusing to participate; and a complaint about home leave entitlement. Complaints 
made about other services provided by the Agency included a complaint from a victim unhappy with the 
award of financial restitution following a youth conference. All of these complaints were resolved to the 
satisfaction of the complainants involved.  

 
Overall, we are satisfied that the Agency has dealt with complaints well during the year. However, we are 
pleased that it is not complacent and following recommendations made in earlier ICR reports and other 
suggestions, it has carried out a thorough review. This has not resulted in a root and branch change to a 
system which is clearly working well, but has meant that some changes have been made to aid clarity and 
to address complaint personnel issues. These are: 
 

 Amending the definition of a complaint in the published procedure to be more inclusive by noting 
that a complaint can be raised by the child, parent representative or group 

 Rewriting the Complaints Charter to bring it up to date, in particular in respect of the post 
devolution arrangements 

 Changing the response at stage 3 from Chief Executive level to Director level, placing responsibility 
at a more appropriate point of the Agency 

 Formalising the Complaints Officer role 

 Recording informal complaints 

 Refresher training of all staff in the use of the procedures to ensure consistency 
 
We welcome these changes which we feel are appropriate and will set the Agency on the right path for the 
future. We will be able to see how well these changes have been incorporated in practice on our 
forthcoming visit to the Agency. 

 
Finally, I record our thanks to the Agency Board and senior managers for their support for the ICR role. We 
look forward to working with the Agency in the coming year. 

 
Jodi Berg  

 

Contact the ICR team          
 

Anybody who contacts the office can expect from the ICR team:  
 
Courtesy   A polite and interested response  
Honesty   A frank and open response to enquiries  
Respect   A serious and considerate attitude 
Objectivity  An independent and unbiased approach  
Flexibility   Willingness to respond to people’s needs 
Plain language  Straightforward and simple communication  

 
We treat everyone with fairness and sensitivity, understanding how difficult it can be to complain about 
people in positions of authority. We work to high standards recommended by the Ombudsman Association 
and have been awarded the BSI complaints management standard. 

 
We respect the privacy of complainants and do not publish information about them or their case, or discuss 
individual complaints with any third party. We are able to see all of the Agency’s files and information in 
order to investigate a complaint but have no authority to release any of this to anyone else, including the 
person making the complaint. Requests for data or information must be made direct to the Agency.  

 
Contact us at: 
Dover House, 66 Whitehall, London, SW1A 2AU  
E-mail: enquiries@icr.gsi.gov.uk   
Telephone: 020 7930 0749  
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