
                         

 Page 1 of 9  
 

`  

 

 

Title: 

 

User Advisory Group 

Date of Meeting: 3 October 2017 

Location: The National Archives, Kew 

 

 
 
 
Attendees: 
 
Staff 
Tom Gregan (TG)    - Head of Document Services (for item 7 only) 
Isobel Hunter (IH)    - Head of Archive Sector Development (for item 3 only) 
Lee Oliver (LMO)    - Head of Venue Management & Services 
Caroline Ottaway-Searle (COS)   - Director of Public Engagement (Chair) 
David Priest (DP)    - Document Production Coordination Manager (for item 7 only) 
Ailsa Vigrass (AV)    - Personal Assistant, Chief Executive’s Office (minutes) 
 
  
Delegates 
Carol Beardmore (CB)    - County/External Archives 
Kristina Bedford (KB)    - Map Room Users 
Adam Chambers (AC)    - Map Room Users 
Angela Graham (AG)    - County/External Archives 
Francis Howcutt (FH)    - Family History Societies  
Jacqui Kirk (JK)    - Independent Researchers 
Howard Llewellyn (HL)   - Equality and Diversity 
Geoff Monks (GM)   - Academic Users 
Anne Samson (AS)    - On site Personal Interest Users 
David Shiels (DS)    - Early Academic Careers Researchers 
 
 
Apologies 
Foluke Abiona    -User Engagement Manager 
Camilla von Massenbach (CvM)  - Online Family Historians 
Jessamy Carlson (JC)  -Partnership and Programme Manager, Marketing and Communications 

(for item 6 only) 
Nigel Browne-Davies   - Equality and Diversity 
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Item  Action 

 
1. 

 
Minutes, Matters Arising and general updates 

 

 
1.1 

 
COS welcomed all to the meeting. 

 

 
1.2 

 
(Item 3.2) Induction. A review of the recent Induction Day is on today’s Agenda (item 2) 

 

 
1.3 

 
(Item 6.10) Map room temperature. HL commented that he had found the room hot earlier. 
LO advised that the map room is kept at a constant temperature all year round but as our 
bodies adjust to changes in outside temperatures this can create a perception that the 
map room temperature has changed. COS confirmed that regular temperature checks 
are taken of the map room. 

 

 
1.4 

 
(Item 6.16) Can users pre-order more than 6 documents? AS advised that this has been 
resolved; users may order up to 12 documents. CB advised that the service was 
improved. HL queried the minimum bulk order of 15 records. COS advised that TG will 
update the group on the differences between Advance and Bulk orders later as part of 
item 7. 

 

 
1.5 

 
(item 4.11) Discovery. COS advised that Jo Pugh had attended UAG to give an update, 
completing the action arising. 

 

 
1.6 

 
(item 6.6) Lifting heavy documents. LO advised that DSD staff have been reminded to 
assist users where documents are large, heavy or awkwardly shaped. AS commended 
the responsive and helpful attitude of the DSD team. 
 

 

1.7 (item 6.7) Metal clips. DS commented that these are difficult to use and can catch fingers. 
COS advised that where users have difficulty DSD staff could assist with their handling. 
 

 

1.8 HL noted that a number of queries had recurred over the last meetings. Would it be 
possible for a frequently asked document to be prepared to cover standard points? COS 
advised that this would be considered. 

COS 

 
1.9 

 
COS concluded matters arising from the previous minutes. 
 

 

 
2. 

 
UAG Induction day – feedback and further thoughts. 

 

 
2.1 

 
COS commented that the event had received positive comments from staff. The day had 
been packed; some UAG members had commented it would have been useful to have 
been advised which Heads of Department would be attending so that they could prepare 
questions. COS replied that due to the logistical complexities in planning the meeting it 
had not been possible to be certain on who would be attending but she appreciated that 
attendees would like to prepare. 
 

 

2.2 HL requested that next time could it be ensured that each area was represented. 
 

 

2.3 CB remarked that she felt that the event was better attended without preparation as it was 
more spontaneous and running through a long list of questions could create delays and 
given the variety of roles represented it would be important to see as many attendees as 
possible. 
 

 

2.4 DS asked whether the Department Heads had found the meeting useful.  COS replied 
that they had; the photo sessions later (items 4 and 11) had arisen from this meeting and 
a desire to create a more effective presence on TNA’s website. HL commented he had 
found the meetings had helped reveal new points of information about diverse histories. 
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2.5 It was agreed that Victoria Iglikowski from Collections Expertise and Engagement should 
be invited to speak on diverse histories at the next meeting. 
 

FA 

2.6 COS asked the group how often they felt induction days should be held. The consensus 
was annually; AS felt that 18 months would be too far apart and CB commented that given 
the speed of change within TNA no more than a year. COS advised the meeting’s format 
would be looked at to preserve the spontaneity that had been commented upon but to 
ensure that any particular interests can be followed up. It was agreed that September was 
a good time of year for the event. 
 

 
 
 
 
COS 

2.7 A query from HL regarding the cost of local accommodation would be dealt off line. 
 

COS 

 
8. 

 
Delegate submitted items 

 

8.1  As the meeting was ahead of time, agenda item 8 was taken prior to the arrival of IH to 
speak on (3). See Appendix 1 below for the updates. 
 

 

 
3 

 
Manage Your Collections Programme update 

 

3.1 IH advised the group that TNA had picked up on the issues with Northamptonshire 
Archives as soon as notified and at a very early stage. The ASD team have been in touch 
with the Council at a senior level and their input has been part of a process that prompted 
a rethink by the Council; further meetings with senior managers and councillors are to be 
held shortly.  Much of TNA’s approach is necessarily conducted in private as it deals with 
confidential information; the team works behind the scenes to support councils with a 
rigorous approach to decision making.  
 
Reductions in budgets have led to pressures on archives but IH reassured the group that 
all county archives which are PoDs are scheduled to achieve accreditation within the 
existing timeframes. The government’s vision and commitment to the archive sector is 
set out in the ‘Vision’ brochure. Separately, ASD is about to issue a guidance pack for 
local authority senior management to include advice on their statutory obligations, 
expectations on staffing, access, charging and guidance on accessioning. It will also 
include guidance on how to go about a public consultation to ensure the use of evidence-
based decision making. ASD works with the Local Government Association; Jeff James 
spoke recently at their conference to ensure direct engagement with budget holders. 
 
ASD uses information and context supplied from local archivists and ensures that this is 
factored into any decision making by such groups. The team will continue to be engaged 
with Northamptonshire Council. 
 

 

3.2 IH gave an example of where TNA’s engagement has improved outcomes from an 
archive service review. A recent review for Lambeth Borough Council had recommended 
that the existing borough archive site should be mothballed or moved into shared facilities 
with a leisure centre containing showers. TNA engaged with the council to discuss the 
shortcomings of these proposals and encouraged the council to contract expert archive 
consultants to run a full options appraisal. TNA supported the consultants work and 
helped review their proposals. Throughout, TNA advised the council on its statutory 
obligations including those to a children’s’ home survivor group (part of the public 
investigation into Lambeth by the Goddard inquiry). The Council revisited the decision 
and a new single-site facility is to be built making the archives more accessible on one 
site and in a permanent location. 
 
Often ASD’s work to influence and guide relies upon unpublished reviews and confidential 
papers that are shared with them. The resulting diplomacy can be complex and lengthy 
and it is anticipated that supporting Northamptonshire Council will be on-going for a while 
yet. 
 

 

3.3 CB advised the new Northamptonshire archive opening hours – the archive will be open 
for 3 days a week but closed for lunch on these days. CB offered her services as part of 
the consultation process with Northamptonshire Council. IH will follow up with her 
separately. 
 

 
 
IH 
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3.4 JK shared that the genealogy community have found that as a result of staff cuts gaps in 
staff’s expertise have increased. This has impacted production assistants as well as 
archivists. IH replied that TNA works to remind partners of the importance of expert 
knowledge in the archive sector. For example, Birmingham Council have recently rebuilt 
their library and archive service and there have been lots of new hires so the archive is 
focusing on knowledge share to ensure staff are upskilled. 
 

 

3.5 JK remarked that user groups are not always visible or well supported. She was recently 
invited to become a member of the Warwickshire Archive user group but this group is 
neither well known nor advertised. IH advised that as part of the accreditation process 
archives need to demonstrate that they are responsive to users and their needs and can 
submit evidence of their user group work as part of this. 
 

 

3.6 FH asked if there is any guidance for local records offices on making available public 
records which have already been filmed by FamilySearch. Microfilmed records are now 
available online but are restricted to FamilySearch Centres. IH replied that it would be 
necessary to examine the specific archive’s agreement with the firm which digitised the 
records; TNA can provide guidance to archives on how best to construct and review 
contracts to ensure good governance and ensure exclusive periods are minimised. 
Archives often need to balance the income versus accessibility. 
 
FH gave an example of the Archdeacon of Northampton and Peterborough records which 
were microfilmed in 1958 but can only be seen at FamilySearch Centres. IH advised that 
TNA gathers evidence and the experience of the sector had has reviewed provider 
contracts for contracts – they are very varied and not always balanced in the interests of 
the user and archives. IH will share a link on ‘Income Generation Guidance’ from the TNA 
website. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
IH 

 
6 

 
First World War (FWW 100) – update 

 

6.1 COS advised that JC was unable to attend today but would come to the next meeting. 
TNA is exploring how to conclude the commemoration of WW1 in the public programme. 
How to accurately assess the impact of public programming is a key topic in the archive 
sector and the work on WW1 has represented 25% of TNA’s public programme over the 
last few years. The group’s feedback would be welcomed. Suffrage will be a future subject 
for commemoration.  
 

JC 

 
7 

 
Changes to Onsite Printing and Onsite Document Ordering Services 

 

7.1 
 
 
 
 
 
7.2 
 
 
 
7.3 

DP outlined the changes to the ordering service which will be implemented with effect 
from the New Year. The Document Reading Room will continue to be open from 9am to 
5pm or 9am to 7pm Tuesdays to Saturdays The times from which documents can be 
ordered on-the-day will be from 9.30am to 4pm. Reader registration will be available from 
9am to 4pm. 
 
The reason for these changes is to balance resources with the demand for document 
productions. However the number of documents that can be ordered through Advance 
ordering has been increased from 6 to 12. 
 
AS enquired if TNA had information as to the times when users placed orders as cutting 
off the advance order time at 4pm for the next day could impact many of them. DP replied 
that 50% of documents are ordered more than one day in advance.  

 

   
   
   

7.4 DP advised that TNA will be reviewing Bulk Orders soon – the current limit is 15 and TNA 
is looking to increase this which will create a clear distinction between Advanced and Bulk 
Orders. When ordering a document using Advanced ordering each reference is 
individually recognised by the system; under Bulk ordering a range of numbers is used to 
raise the email order. However, all the documents are obtained using the same resource. 
 

 

7.5 DP advised the group that if documents are stored onsite, Bulk Orders require two 
working days to be fulfilled; if they are at DeepStore, orders must be placed before 11 am 
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three working days before required. If they are ordered after 11 am the documents take 
3-5 working days to arrive. 
 

7.6 HL commented that when ordering documents on site the limit is set at 3 at a time with 
users needing to wait for an hour before requesting the next batch. COS advised that a 
user can order the next set of documents as soon as the first three arrive. The overall 
limit is 21 documents per day.  

 

   
7.7 AC enquired what percentage of orders comes back in a day. DP advised that 

approximately 50% or 500 documents are returned with 1,000 to 1,500 held in reserve. 
Tuesdays and Thursdays are the busiest days. 
 

 

7.8 KB advised that she had been told that reserving documents for another day was not 
optimal for their condition. DP advised that whilst the reading room is 5 degrees warmer 
than the repositories, Collection Care have confirmed that they are comfortable for 
documents to be out for up to six weeks as there is evidence that documents can 
recondition themselves on return. 
 

 

7.9 AS enquired if there was any variance in document return rates between the map room 
and document reading room – did the maps have a faster re-shelving time? DP advised 
that readers could assist staff by pre-sorting the documents for re-shelving. As the maps 
are stored nearby the re-shelving time is shorter but more could be done on the pre-
sorting including the use of coloured stickers; DP wants to improve upon this but at the 
moment space is limited in the returns area in the DRR. 
 

 

7.10 JK commented that the 4pm cut off time could be problematic especially for late night 
openings. KB concurred – there is insufficient time to order documents on site and 
ordering one document often leads to needing to order another.  TG replied that some 
users will need to review their approach to ordering; the increase in the advance order 
limit from 6 to 12 documents will assist but if users need more than 12 documents then 
bulk ordering is available. CB commented that this change will need to be communicated. 
DP advised the changes will be made available on the TNA website and COS advised 
the group’s feedback will inform the communications.  
 

 

7.11 AC enquired if consideration had been given to extending weekend hours. DP advised 
that as genealogical research is now conducted on line, visits from Family History 
Societies have declined and demand has therefore reduced. COS advised that this had 
been discussed but extending hours would have required TNA to amend its level of 
service. 
 

 

7.12 DS commented that the advance order form on the Discovery site often shows documents 
as being unavailable. DP advised that the advanced order form does not have the 
capacity to recognise if a document is available, this is more likely to be because the 
description on Discovery is for a non-orderable unit, such as an item within a piece. The 
form is being updated this year to feature a wish list and basket. Having located a 
document on Discovery, users can click on it to populate the form to capture the 
reference. JK and AS welcomed this.  
 

 
 
 
 
 

7.13 DP updated the group on the changes to onsite printing. From 11 December TNA will no 
longer provide a dedicated self-service print facility or self-service camera stations for 
users.  These changes are being driven by the difficulty in covering the costs of these 
services as suppliers pass on machine costs (e.g. for adopting machines to take new 
coinage). Similarly, the costs of paper printing are not being recovered as revenues are 
declining year on year. The removal of paper will make invigilation more straightforward. 
 
For records viewed digitally on site, users will be able to download images and send them 
via email for free. For original documents users can use their own camera or phone to 
take images which will remain as a free service.  
 

 

7.14 AS commented that this topic has generated a lot of concerned debate on the User Forum 
but noted that the record copying facility will still provide paper copies.  
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7.15 JK remarked that printing documents onto an A3 sheet can give a better output than a 
digital download. As it is not possible to edit a pdf download would there be an option for 
users to have an image instead? DP advised there will be the facility to create jpeg files 
and that TNA will provide guidance on how to take copies – there will be instructions by 
terminals and staff will be trained to help. The Map room manager has reviewed the 
proposal in relation to large documents to ensure the quality of copies will viable. 
 

 

7.16 JK requested a summary note and FAQ to help communicate the changes to the forum. 
 

DP 

7.17 HL asked whether money on cards would become unavailable in January. DP replied that 
this is correct and that notices to this effect would be put up soon regarding any balances 
remaining.  
 

 

 
8 

 
Delegate submitted items.  
See Appendix 1. 

 

 
9 

 
Paper updates on digitisation and cataloguing 
See Appendix 1, points 8.5 and 8.7 

 

 
10 

 
Any other business. 

 

10.1 Structure of UAG. HL advised that a question had been raised at the workshop in March 
with regard to extending the duration of membership from 4 to 5 years’ service.  COS 
replied that it was felt that 4 years was already a lengthy commitment and that with the 
improved induction process, members should have gained a good understanding of the 
workings of TNA. It was agreed to carry this forward for discussion at the next meeting.  
 
It was agreed to include an organisation chart in the member’s pack. 

 
 
 
 
 
 
COS 

  
Next meeting: Tuesday 5 December 2017 12.00-14.30 
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Appendix 1.  Responses to delegate questions. 
 

8.2 
JK 

Feedback on new TNA website homepage 
 
LO advised that those who filled out the survey were primarily researchers, 75 % of which had 
used the website before. Interestingly there was a strong international representation with 
around 25% based outside the UK in a variety of countries. Overall there was a positive 
response to the homepage changes.  64% agreed or strongly agreed that the language was 
clear. 73% agreed or strongly agreed details of opening times and how to plan a visit were easy 
to locate. User testing and statistics also showed that the main research buttons (Discovery, 
research help and online collections) were clear; the website statistics for these has remained at 
least constant since the homepage changeover.  
 

 

8.3 
JK 

Update on War Diaries crowdsourcing exercise. 
 
TNA currently have War Diaries online for Infantry and Divisional troops, including the Field 
Ambulance, which fits with our FWW medical theme within our public programming. We continue 
to have good engagement from volunteers in the Operation War Diary. We have an average of 4 
volunteers/per hour classifying diaries. Volunteers have completed 845,567 classifications and 
tagged 144,497 subject categories. The user forum on the OWD site is active. It is a popular way 
for people to exchange information and insights on what they have found. 
 
In January we took part in Transcription Tuesday, run by ‘Who Do You Think You Are?’ 
Magazine. 
http://www.whodoyouthinkyouaremagazine.com/transcriptiontuesday. More than 300 readers 
signed up to take part. 57 people chose to work on Operation War Diary, with lots of positive 
feedback. 
 

 
 

 
 

 

8.4 
JK 

TNA Library and e-Library.   
 
 

http://www.whodoyouthinkyouaremagazine.com/transcriptiontuesday
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COS advised that a new Head of the Library had just been appointed. A tour of the library would 
be provided to the group at the next meeting.  

FA 
 
 

8.5 
& 
8.7 
KB 

Cataloguing. Why have there been no cataloguing updates at recent UAG meetings? Has 
cataloguing declined? 
 
There are no new completed projects to update the UAG on, so there will be no report this time. 
That does happen from time to time – as some of the cataloguing projects are quite extensive 
and may run over a number of months or even years if they are in phases. 
 
At any time, a number of projects to enhance existing catalogue data are taking place across 
TNA. Between April 2016 and March 2017 we added 1,399,852 descriptions to Discovery, with a 
ratio of 6% new accessions to 94% of catalogue enhancement work. We put significant 
resources into enhancing our existing data, improving less adequate descriptions and 
cataloguing historic backlogs. Established guidelines and standards are used to ensure the 
quality of enhancements meets TNA and user requirements. 
 
Cataloguing priority is not given to records depending on whether they are consulted in the Map 
Room or the RER. Cataloguing priorities cut across chronologies and document typologies. 
Records that do not reach a threshold of data adequacy are given a higher priority. The 
Discovery Board governs which cataloguing and digitisation projects are approved.  
 

 

8.6 
KB 

Document ordering issues – Map room users.  
 
KB has frequently witnessed the confusion caused by new Map Room users at the Document 
Counter. Despite patient and courteous advice given by the staff there, this arises from folio 
numbers not being included in the order when the record-set is large. The order is subdivided 
into several boxes and the users are unprepared for choosing 'Part 1', 'Part 2' etc., as this 
information is not included in the item description. In addition the carrying of heavy boxes can be 
problematic, especially for users with limited mobility. Would there be a means of flagging the 
‘Part’ number in item descriptions with links for pre-ordering, or is the cost for such an update 
prohibitive? 
 
While a considerable amount of work has been completed on itemising catalogue entries, many 
documents produced to the Map Room are either not itemised or are produced by the box due to 
the fragile nature of the material inside. Boxes that are labelled only as parts, were originally 
marked so that repository staff would know that there was more than one box to produce (and 
return). The final box for a number normally has the appendix "end" after the part number. When 
we return parts of documents we cannot make the document available to order again until all of 
the parts have been returned. In an ideal environment cataloguing could identify the individual 
items within each box and make them individually orderable. 
 
Sometimes the catalogue will provide a clue as to the correct box for the reader to select (e.g. if 
it is when at the Map Room counter) but as a default we will normally offer the first part of any 
document if the reader is unsure. 
 

 

8.8 
JK 
 
 

Printers.  

Discussed under 7.13-7.17 above. 

 

8.9 
JK 
 
 
 
 
 
 

Discovery issues.  Have there been changes to Discovery recently that would affect search 
results for war diaries? 

The work on other archives' content hasn't changed functionality – there is some back office 
functionality which enables archives to upload new content and some older content may have 
been removed on request.  Nothing has changed in Discovery that would affect these records. It 
is possible that the Catalogue team have been updating entries. 

 

8.10 
JK 

Document pre-order limit.  Can the advanced orders cut-off be moved to 10 am the same day? 

Same day advances are effectively on-demand orders. The two methods of ordering are handled 
separately and differently, and are mutually exclusive. We could not operate an overlap whereby 
advances and on-demand orders were placed for production on the same day. In addition to 
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raising the number of advance orders we have also tried to raise the profile of the service so that 
anyone finding a reference within discovery has an "Advance order" button visible next to the 
descriptive field. Onsite at TNA we have added a message on the DORIS ordering screens 
promoting the advance order service.  
 

 


