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Dear Mr Hepplestein, 
 
Thank you for your Freedom of Information (FOI) review request, which we received on 
07.12.13.  
 
I am of a senior grade to the person who dealt with your request previously, and can 
confirm that I have carried out an internal review. I am now in a position to respond to 
you. I have given responses below in your request to provide clarity to answers 
previously provided. 
 
1. Are some jobseekers selected on a random basis to be called for an interview? If so what is 
the method used to select jobseekers and what percentage of the total number of jobseekers 
called to an interview make up this randomly selected group?  
Claimants are not selected on a random basis, referrals are made regarding allegations and 
where they meet specific risk criteria. 
 
[The CCO assured me that claimants not only can be but are selected on a random basis and that 
is why I was being given a CCI. She assured me that there was no suggestion of any actual or 
suspected fraudulent activity on my part and that some claimants are selected at random purely 
to check that the circumstances of their claim are still correct. Also, anecdotally, I can say that 
there are many other reports on the internet of a CCI being held purely to check a claimant's 
claim with no regard to fraud or suspected fraud. In light of that please answer my original 
question.] 
 
The original reply is correct. Referrals for Customer Compliance action are made 
following the receipt of a Fraud Referral Form, or following the data matching of 
information held on DWP and other government department IT systems, or because 
the case meets the specified criteria for a referral as a risk case. This has been outlined 
in the guidance which has already been sent to you. 
 
2. Is the jobseeker entitled to know whether he has been selected on a random basis prior to the 
interview?  
See response to Q1 
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[Now needs an answer.]  
 
Please note that as jobseekers are not selected on a random basis this question is not 
relevant. 
 
3. If the jobseeker has been selected on a random basis does he have the right to refuse to be 
interviewed without fear of any sanctions being applied?  
See response to Q1 
 
[Now needs an answer.] 
 
Please note that as jobseekers are not selected on a random basis this question is not 
relevant. 
 
 
6. Is it mandatory to provide documentation such as passport, driving licence, household bills 
etc. as requested in the Customer Compliance Interview letter and if so what is the legal basis 
for this demand (bearing in mind that interviews held over the telephone would not be able to 
access any of this information)?  
There is a need to establish the claimant’s identity before beginning the interview.  The 
documents listed are the standard identification documents accepted by the DWP.  If 
documentation is not available, attempts to confirm identity would be undertaken. 
 
[Can I infer from the answer that it is not mandatory to provide the documentation asked for in 
the CCI letter? Could you elaborate on what other methods would be used to identify the 
claimant?] 
 
If the claimant is not able to provide any documentation requested and the interview is 
being conducted in DWP premises then the CCO will attempt to confirm the claimant’s 
identity using standard security questions and the information held on the department’s 
IT systems. 
 
7. Does the jobseeker have the right to have the full allegation being made against him and the 
basis of the allegation explained at the start of the interview before any other action is taken? If 
not what is the legal basis for this?  
Details of the allegation will form the basis of the interview and normally the interview would 
address the issue at the initial stages. 
 
[I was asking if the jobseeker has the right to have the allegation/s revealed at the start of the 
interview - i.e. can he insist on this if necessary - this hasn't been answered] 
 
Yes, the claimant has to right to have the basis of the visit explained at the start of the 
interview. 
 
9. Does the jobseeker have the right to know the allegation and the basis of the allegation being 
made against him prior to the interview? If not what is the legal basis for this?  
Please see response to Q7 
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[The doesn't answer the question. Can the jobseeker demand to know the allegation BEFORE 
the interview and if not on what legal basis?] 
 
Please see response to Q7 
 
10. Does the Customer Compliance Officer have the right to make copies of any documents 
provided by the jobseeker? Under what circumstances would copies be taken? What is the legal 
basis for doing so?  
Copies of documents are taken to ensure that originals can be retained by the claimant.  If 
copying original documents is not possible or the claimant refuses, a written report of the details 
will be taken. 
 
[I was also asking if the CCO has the right to make copies and the legal basis if so - this hasn't 
been answered] 
 
The CCO does not have a legal right to make copies, however the CCO needs to 
determine the claimant’s entitlement to benefit by providing evidence to a Decision 
Maker. This can be in the form of original documents, copies or within a statement. 
 
11. In lieu of providing the suggested documents for providing proof of identity and address 
would the letter calling the jobseeker to the interview, the jobseeker's signing-on book and, if 
necessary, visual identification by the Jobcentre staff be acceptable instead?  
No, this does not provide a secure level of identification. 
 
[If a single utility bill is acceptable as a form of ID (it is because that's what I used and was one 
of the options in the CCI letter) then why would the letter calling the jobseeker to interview 
from the DWP itself, no less, not suffice? They both have the jobseekers name and address on 
them and the jobseeker would have to be at that address to receive both] 
 
To ensure that both DWP and the claimant’s personal data is retained securely it is 
DWP policy to confirm the claimant’s identity using corroborating evidence from a third 
party source wherever available.  A letter issued to the claimant by the DWP does not 
provide this level of corroboration. 
 
12. The jobseeker has the right to be accompanied at the meeting and to record the meeting. 
Please explain why these two legal rights are not communicated to the jobseeker prior to the 
interview.  
In line with all other DWP interviews, the claimant can be accompanied and record the meeting 
but it is not DWP practice to include this in the letters sent to claimants. 
 
[The question has not been answered. It may not be DWP practice to inform the jobseeker (we 
already know this) but I am asking WHY it is not DWP practice to inform the jobseeker of these 
two crucially important rights along with any legislation, guidelines, legal advice or other 
documentation to support the answer] 
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As the Customer Compliance interview is not an Interview Under Caution and therefore 
not conducted under the provisions of the Police And Criminal Evidence Act 1984, 
there is no legislation which requires the department to advise the claimant in advance 
that they can be accompanied by an appropriate adult or record the interview.   
 
However, the claimant can be accompanied to the meeting to provide support and to 
aid their understanding of the questions being put to them or record the interview to 
provide a copy of what was discussed.   
 
13. Is there a mandatory requirement to notify the interviewer prior to the meeting that the 
jobseeker will be accompanied or that they will be recording the meeting? Is video recording the 
meeting allowed?  
There is no requirement for the claimant to notify that they will be accompanied.  DWP restricts 
the videoing of face to face meeting to private interview room only to protect other claimants’  
personal information. 
 
[I also asked if there is a mandatory requirement to notify prior to the meeting if recording will 
be done - this hasn't been answered]      
 
No, there is no mandatory requirement to notify prior to the meeting if recording will be 
done. 
 
15. Can the person accompanying the jobseeker be a professional adviser such as a solicitor? 
Can the professional answer for the jobseeker?  
Yes, the claimant can be accompanied by a professional adviser, however the professional 
cannot answer for the claimant, unless they are acting in an interpreter capacity. 
 
[If the professional adviser cannot answer for the claimant can you elaborate on what the role of 
the professional adviser would be (other than as an interpreter)?]  
 
That would be for the individual claimant and their professional advisor to discuss and 
decide. 
 
17. Given the stress and anxiety that being called for a Customer Compliance Interview can 
engender ( an internet search will indicate that it is a potential fraud investigation) why when the 
jobseeker has been selected randomly for interview is the jobseeker not informed in the 
Customer Compliance Interview letter?  
Please see response to Q1 
 
[Please refer to my annotation in question 1 - this now needs an answer] 
 
Please note that as jobseekers are not selected on a random basis this question is not 
relevant. 
 
 
18. Where it becomes clear that the allegation is unsubstantiated and/or malicious does the 
jobseeker have a right to obtain from the DWP any and all information provided to the DWP 
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which forms the basis of the allegation, including any information which would help identify the 
person/s making the allegations? If yes what is the procedure for doing this?  
Any request for personal information will need to be made under Data Protection Act (DPA) 
Subject Access Request (SAR) process.  Under DPA any third party information can be 
redacted. 
 
[This only partially answers the question. Does this mean that the DWP can and would redact 
any information that might reveal the source's identity for the circumstances described in this 
question?] 
 
Yes, this is correct. 
 
22. If a home visit is requested can the jobseeker refuse this and not risk a sanction as a 
consequence? If not what is the legal basis for enforcing a home visit? Can the jobseeker accept 
the home visit but conduct it on the doorstep, i.e. not allow the Customer Compliance Officer 
into their house and not be subject to a sanction for doing so?  
Yes, the claimant can request that the interview takes place at a DWP office premises, instead of 
their home.  Customer Compliance Officers do not have right of entry, therefore if the jobseeker 
wishes to conduct the interview in the open, this wherever possible, will be accommodated. 
 
[Just to be fully clear can you confirm that if the claimant is sent a letter asking for a home CCI 
visit then the claimant is at liberty to refuse this and instead insist on an office visit and there 
would be no repercussions of any kind?] 
 
Yes, this is correct. 
 
I hope this is helpful but 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 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 
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