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Issue: 
 
There has been a noticeable increase in the number of complaints being recorded within 
DWP about providers / contractors. This may be an indication that complaints are being 
incorrectly recorded.  
 
This briefing note is intended to help you recognise and deal with provider complaints in an 
appropriate manner. 
 
Background: 
 
The new provider complaints process (see Annex A) was introduced in April 2011, for all 
new or renewed contracts.  The process is how being extended, on a voluntary basis, to 
contracts which pre-date April 2011.  
 
Providers are required to have an appropriate complaints process in place, and the 
claimant is expected to follow that process. This process will probably include an 
escalation route to a senior manager in the provider organisation for a review.  
 
Work Programme, Mandatory Work Activity, Work Choice, Jobcentre Plus Support 
Contract, European Social Fund phase 3 and Community Action Programme are all 
contracts that require the provider to handle their own complaints. 
 
If the customer remains dissatisfied after completing the provider’s complaints process 
they will be treated as if they had exhausted the DWP complaints process and will be able 
to escalate their complaint directly to the Independent Case Examiner’s service (ICE).  The 
ICE will investigate a complaint against a provider in the same way as that of any other 
DWP business and report on performance annually.   
 
Misdirected provider complaints: 
 
If a claimant contacts DWP to complain about their provider you should advise them to 
take up their complaint with their provider.  
 
Do not record this as a complaint about DWP service. The provider will record the 
complaint when they receive it. 
 
Exceptions: 
The only exceptions to this are - 
 

  ‘Mixed’ complaints - If a customer makes a complaint about the service of both the 

provider and DWP, called a ‘mixed complaint’, then DWP take ownership of it and 
co-ordinate the response. A contribution from the provider would need to be 
obtained so that one joined up response is provided to the customer. Escalation of 
the issues would be split so signposting within the response would need to reflect 
this. More information about mixed complaints is available in the Handling 
Feedback about Contracted Provision guide. This should be recorded as a 
complaint about DWP, based on the element that relates to DWP. It should not 
be recorded as a complaint about a provider.  
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  Potential fraud/ abuse - If the customer contacts JCP about what appears to be 

potential fraud or abuse by the provider. This should not be directed back to the 
provider. Details should be passed to the Third Party Provision Management team, 
so they can be investigated. This should not be recorded as a complaint. 

 
 
 

  Benefit sanctions - If the customer is unhappy about a sanction to their benefit, 

due to their participation or attendance on provision. These should not be directed 
back to the provider. The customer should be given information on the 
reconsideration and appeals process. This should not be recorded as a 
complaint. 

 
 

  Policy/ legislation - If the customer is unhappy with the policy or legislation for 

their provision, this is not classed as a complaint (it doesn’t relate to the service 
received) – however, it does require a response. The DWP Briefing Hub is useful 
when providing responses to policy/legislation issues. The response should not 
include an escalation paragraph as we do not escalate these cases. Further 
information on how to handle dissatisfaction with policy/legislation is available. 
Where possible, it should be captured as a ‘policy issue’ on either the 
Feedback Handler database (for those operating the 2 tier complaints 
resolution process) or local feedback recording databases. 

 
 

 

For more information about handling complaints about providers please see the Handling 
feedback about Contracted Employment provision guidance that is available. 
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ANNEX A  
 
Provider complaints process 
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