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Annex A 
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xxxxx@xxx.xxx.xxx.xx

 

Our Ref: 1683

 
 

14 July 2011

Annex A 

 
 
 
 
Dear Mr Paulley 
 
Re: Freedom of Information Request No: FOI 1683 
 
Thank you for your Freedom of Information request received on 20 June 2011. 
 
You requested the following information: 
 
(1) An updated copy of the Customer Compliance Guide 
 
(2) Indication of whether regional management have the power or 
authority to overrule the guidance such that they can empower staff 
to refuse permission for claimants to record compliance interviews, 
contrary to staff guidance. 
 
A copy of this guide is attached. You will notice that deletions have been made in paragraph 4 
of section 2.  

This information has been withheld as it falls under the exemption in section 31 of the Freedom 
of Information Act. This exemption exempts information whose disclosure would, or would be 
likely to, prejudice certain specified law enforcement matters including, but not exclusively: 

• the prevention or detection of crime; 

• apprehension or prosecution of offenders; 

• the administration of justice and  

• the assessment or collection of any tax or duty. 

In applying this exemption the department has balanced the public interest in withholding the 
information against the public interest in disclosing the information. 

 
Regional Management do not have the authority to overrule the guidance on the recording of 
interviews. If a customer indicates that he intends to record a telephone conversation or 
interview and the individual involved is uncomfortable about being recorded, the matter should 
be raised with their line manager who could arrange that another member of staff who is less 
concerned about being recorded can take the telephone call or conduct the interview.' 
 



[bookmark: 2]If you have any queries about this letter please contact me quoting the reference number 
above. 

Yours sincerely,  
 
 
DWP Central FoI Team 
 
 
------------------------------------------------------------------------------------------------------ 

 

Your right to complain under the Freedom of Information Act 

 

If you are not happy with this response you may request an internal review by e-mailing freedom-of-information-

xxxxxxx@xxx.xxx.xxx.xx or by writing to DWP, Central FoI Team, 5th Floor The Adelphi, 1-11, John Adam Street, 

London WC2N 6HT. Any review request should be submitted within two months of the date of this letter.  

 

If you are not content with the outcome of the internal review you may apply directly to the Information 

Commissioner’s Office for a decision. Generally the Commissioner cannot make a decision unless you have 

exhausted our own complaints procedure. The Information Commissioner can be contacted at: The Information 

Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow Cheshire SK9 5AF www.ico.gov.uk 




    

  

  
