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JSA(IB) Income-based Jobseeker’s Allowance 
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MA Maternity Allowance  

MID Mortgage Interest Direct  

NFD Not for Destruction  
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PA Put Away  

PCA PCA – Parliamentary Commissioner for Administration, now called PHSO – 
Parliamentary Health and Service Ombudsman 

PHSO PHSO – Parliamentary Health and Service Ombudsman (previously PCA – 
Parliamentary Commissioner for Administration 

POD Pensions and Overseas Benefits Directorate, now called IPC 

POG Printed Output Guide 

PRP Permanent Retention Post 

PVP Potentially Violent Persons  

REA Reduced Earnings Allowance  

SDA Severe Disablement Allowance  

SF Social Fund 

SFCS Social Fund Computer System 
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SSMG Sure Start Maternity Grant 
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Back to guide contents 
Benefits Document and Data Retention Guide 

Glossary 

Claim file For the purposes of this Guide a claim file is any holder in which 
the claim form and any retained documents are filed, i.e. the 
casepaper, General Benefit Unit (GBU), plastic wallet or file.  

Clerically maintained Clerically maintained cases are those, which are not input to, or 
maintained on, a computer system. This includes cases that are 
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cases registered and maintained on the Personal Details Computer 
System (PDCS) for personal details, but all other aspects of the 
case are dealt with off-line. 

This does not include cases where payments may be made 
clerically but are input at a later date. 

Customer Feedback For the purposes of this Guide, Customer Feedback includes; 
Customer Complaints, “Thank you” correspondence from either 
the customer or their representative, and the DWP response. 

Data For the purposes of this Guide, data is any information the 
department holds that is NOT paper, and is relevant to: 

 The customer and/or 

 Their claim/application to benefit, pension, allowance or 
credits. 

Decision An outcome decision, as defined in Decision Making and 
Appeals (DMA) guidance.  

Documents For the purposes of this Guide, documents are any papers the 
department holds which are relevant to:  

 the customer, and/or  

 their claim to benefit, pension, allowance or credits. 

This may also include system-generated information other than 
main file prints and full record prints. 

Ephemeral 
documents/data 

Documents that are not classified as supporting the 
claim/application. 

Exceptions For the purpose of this Guide, exceptions are cases which are 
identified and noted as Not for destruction. 

FARIO File and Retrieval Information Online. 

 

A software package which provides on-line web enabled 
functionality with real-time visibility of all files. 

 

For further information please visit the dedicated FARIO Website 

Full review For the purposes of this guide, a full review is one where a 
check is made to verify every aspect of a customer’s claim, to 
make sure the correct level of benefit is in payment. Full reviews 
are undertaken in: 

 Income Support 

 Jobseeker’s Allowance, and 

 Pension Credit. 

 Employment and Support Allowance 

 

A specific review which checks only one or two aspects of the 
claim will not authorise the destruction of supporting documents, 
except for Carer’s Allowance. 

 

For more information on reviews see Reviews in the benefit-
specific areas of this Guide. 

Put away (PA) The definition of the term PA is not the same for all benefits. For 

http://intralink/1/corp/sites/finance/ced/recordsstorage/index.asp
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PA definitions and the action to take when the PA stage is 
reached, see the benefit-specific areas of this Guide. 

Supporting documents Documents which: 

 contain information on which a decision has been based, 
and/or 

 determine the amount, destination and place of payments, 
and/or 

 are required for security or accuracy checks. 

System For the purposes of this Guide, there are 2 types of system: 

 Legacy 

 Other electronic media 

Back to guide contents 
Benefits Document and Data Retention Guide 

About this guide 
1. Background 
20. Audience 
40. Retention Policy 
70. Reviews 
90. Put Away or Dormant Documents/data 
110. Exception cases 
130. Sub files   

Background  
1. To help benefits staff to identify what documents/data should be retained, for how long and 
exceptions to this a Benefits Document and Data Retention (Benefits DDR) policy was 
developed. In whatever format information is held, retention periods are determined by the 
need to keep it. 

2. Benefits legislation covering the maximum review and appeal time limits was the main 
determining factor for the retention periods but it is also necessary to achieve assured, 
effective and efficient control of documents and data, and also to take into account the 
requirements of the Data Protection Act (DPA).  

3. Adherence with this guide ensures compliance with the DWP Benefits Data Retention 
Policy. This policy is also owned by Information and Records Management Services and 
ensures that whatever the format of the information held, benefit staff need only refer to one 
source, the Benefits DDRG.  
4. This guidance is media independent, and covers all aspects of document and data 
retention. This includes; 
 clerical/paper files 

 system data 

 scanned images 

 PDF’s 

 HTML 

 recorded telephone calls 

 portable storage devices, including CD’s, DVD’s, portable hard drives, USB keys, 
laptops/notebooks, Pocket PC, Palm, Blackberry 

 X-rays 

 e-mails 

 video 

 other storage devices, including MP3 players, iPods and mobile phones 

This list is NOT exhaustive. It will evolve with the technology. 
5. The Department retention policy for benefit-related documents is based on the need to 
deliver an effective service and to maintain control of the millions of documents it holds. The 
policy also takes into account the requirements of the DPA, which places responsibility on the 

http://intralink/1/lg/aciinf/dro/pages/dwp_m139612.asp
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Department to determine retention periods for the documents it holds. Documents cannot be 
retained indefinitely just in case they may be needed. 
6. The retention policy takes into account other issues such as Fraud. (see para 111 for a 
fuller list) Where Fraud has been identified the case can then be treated as an Exception, and 
the documents will not be destroyed until at least 14 months from when the exception is lifted. 

7. The DPA does not specify retention periods. It is for each organisation to do this so it is 
important to remember that when deciding what documents/data to retain or destroy. We are 
applying DWP Benefits Document and Data Retention Policy and not the DPA. 

8. The Benefits Document and Data Retention polices apply to all the benefits listed in this 
guide and staff must apply them correctly. 

9. Enquiries about Benefits Document and Data Retention policy should be made to: 
Information and Records Management Services 
Building 102 
Heywood Stores 
Manchester Road 
Heywood 
OL10 2PZ 

IRMS Enquiry Helpline 01253 330 275 

Fax 01253 330 201 

e-mail DWP Information & Records Management Services 
Courier address: HEYWOOD CSB 

10-19 Back to guide contents 

Audience 
20. These procedures should be brought to the attention of staff involved with the following 
benefits: 

 

Section of Guide Benefits covered by or included in this section 

Disability Living Allowance 
and Attendance Allowance 

Disability Living Allowance (DLA) 

Attendance Allowance (AA) 

Carer’s Allowance Carer’s Allowance (CA) 

Vaccine Damage Payments (VDP) 

Carers Credit Carer’s Credit (CC) 

Incapacity Benefit and 
Severe Disablement 
Allowance 

Incapacity Benefit (IB) 

Severe Disablement Allowance (SDA) 

Employment and Support 
Allowance  

Employment and Support Allowance (ESA) 

 

Maternity Allowance Maternity Allowance (MA) 

Industrial Injuries Scheme 
Benefits and Compensation 
Payments 

Industrial Injuries Disablement Benefit (IIDB) 

Reduced Earnings Allowance (REA) 

Industrial Death Benefit (IDB) 

Exceptionally Severe Disablement Allowance (ESDA) 

Pneumoconiosis, Byssinosis, and Miscellaneous Diseases 
Benefits Scheme 

The 1979 Act – Pneumoconiosis etc (Workers Compensation) 
Act 1979 

The 2008 Diffuse Mesothelioma Scheme 

Analogous Industrial Injuries Scheme (AIIS) 

Workmen's Compensation Supplementation 

mailto:information&xxxxxxxxxxxxxxxxx.xxxxxxxx@xxx.xxx.xxx.xx
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Constant Attendance Allowance (CAA). 

Income Support Income Support (IS) 

Jobseeker's Allowance Contribution-based Jobseeker's Allowance (JSA(Cont)) 

Income-based Jobseeker's Allowance (JSA(IB)) 

Back To Work Bonus (BTWB) 

Child Maintenance Bonus (CMB) 

Automated Service Delivery (ASD (JSA)) 

Social Fund Budgeting Loans (BL) 

Crisis Loans (CL) 

Community Care Grants (CCG) 

Sure Start Maternity Grant (SSMG) 

Funeral Payments (FP) 

Winter Fuel Payments (WFP) 

Cold Weather Payments (CWP) 

Pension Credit Pension Credit  

State Pension State Pension (SP) (previously called Retirement Pension 
(RP)) 

Graduated Retirement Benefit (GRB) 

Widow's/Bereavement 
Benefit 

Widow's Pension (WP) 

Widowed Parents Allowance (WPA) 

Widows Pension (WP) 

Widowed Mother's Allowance (WMA) 

Widow's Payment (WP) - lump sum 

Bereavement Benefit (BB) 

Bereavement Payment (BP) 

Bereavement Allowance 

Winter Fuel Payment Winter Fuel Payment 

21-39 Back to guide contents 

Document and Data Retention policy 

Document/data classification 
40. To help you comply with the DWP Benefits Document and Data Retention Policy, simple 
classifications have been developed. 

41. You must examine all clerical documents and data relating to a case as you action them, 
then classify and note them under one of the following two categories: 

 supporting documents/data, or 

 ephemeral documents/data. 

Supporting documents/data 
42. Supporting documents/data are those which support a decision and: 

 contain information on which a decision has been based, e.g. claim and review forms, 
and/or 

 determine the amount, destination or place of payment, e.g. copies of current wage slips 
and change of post office or address notifications. 

Documents/data required for security and accuracy checks are also classified as supporting. 
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Ephemeral documents/data 
43. Any documents/data that do not fulfil the criteria for supporting must be classified as 
ephemeral, and can be destroyed after a minimum of 4 weeks, unless the business needs to 
keep it for longer. e.g. 

 MF37s 

 A51s, and 

 BF136As 

Scanned images and original documentation 
44. Any document/information that DWP has agreed are to be scanned, i.e. scanned images, must follow the current 
document and data retention policy. They are either “Supporting” or “Ephemeral”, and the agreed retention period for the 
benefit concerned applies. Providing that the scanned image is “legally admissible”, in line with British Standard BSI 
PD0008:2004 then, the original document can be considered for destruction.  

ALL original documentation can be destroyed 4 weeks following scanning, unless identified as a “valuable”. This 4 
week period can be extended due to business need, and in liaison with Information and Records Management Services. 

The only exception is for Winter Fuel Payments (WFP). From 4th July 2011 a new supplier will be scanning WFP 
documentation. The intention is that the images will be transferred into DWP’s infrastructure. Details of the retention of 
originals documents will be issued, following discussions with the supplier. 

Data kept on CD/DVDs and other media that can’t be printed off 
45. This data which includes, X-Rays must still be classified. Such data must be stored in a 
controlled environment, and so cannot be sent to Heywood for storage. Businesses who 
decide to store such data must ensure that it is stored correctly, to ensure the integrity of the 
data throughout the period that it is needed for, which can in some cases be many years. In 
addition, businesses have responsibility to ensure that the data is managed, which includes 
the need/ability to migrate the data to new formats, as IT changes. The National Archives 
suggests that this may happen approximately every 5 to 7 years, and so you must plan for 
this. 

You should bear in mind that data held in portable storage devices degrade over time. These 
will need to be managed effectively to ensure that they remain readable and usable over 
time. 

Recorded Telephone Conversations 
46. Where, in conjunction with Information and Records Management Services the business has 
introduced recorded telephone conversations, for example as a replacement for signed paper 
documents, the recorded conversation constitutes evidence of entitlement to the claim or, to the 
decision of disentitlement.  The voice data must be retained on a system and follow procedures, 
which are compatible with the British Standard for Legal Admissibility and Evidential Weight of 
Information Stored Electronically (BIP 0008).  

Voice data which supports a decision and contains information on which a decision has been based 
and /or determines the amount, destination or place of payment, must be retained as Supporting 
Data, in accordance with the benefit specific sections of the guide.  
47.  Where the information given during recorded telephone conversations is used to electronically 
complete a claim form, which the customer signs and returns; the claim form becomes the 
supporting evidence.  Upon receipt of the signed form, the record of the telephone conversation 
becomes ephemeral and can be destroyed in line with other ephemeral documentation/data.   

48. On occasions where telephone conversations are monitored for training purposes only, 
any recordings do not constitute evidence of entitlement or a decision to disentitlement, and 
therefore should not be treated as Supporting evidence.   

Reclassification of documents/data needed for checks 
49. When a document/data previously classified as ephemeral is needed for a check: 

 reclassify it 

 note it with the date of the most recent decision (or SF application number), and 

 retain it as a supporting document/data, unless your procedural guidance has specific 
retention periods. 

For guidance on mandatory checks see Business Control System (BCS) guidance 
Note – Please check with your procedural guidance for the relevant retention periods. However, if there are no 
retention periods, then the retention guidance for checks above should be followed. 

http://intralink/1/lg/aciinf/dro/pages/dwp_m128051.asp
http://intralink.link2.gpn.gov.uk/1/corp/sites/bcs/guidance/dwp_t669355.asp
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Retention of scan reports 
50. The retention period for scan reports may vary. Scans are usually issued with a circular or 
bulletin giving the retention period and advice line contact numbers. If no retention period is 
given, contact the appropriate advice line. 

Retention of printed output reports 
51. This guidance also applies to printed output that relates to an individual customer. 
Continue to follow current procedures for output that relates to more than one customer, e.g. 
work available reports, direct payment schedules. Benefit staff should refer to their system 
guidance. Examples include; 

 IS Printed Output Guide (POG)  

 ESA JSAPS POG 

 JSA Payment System POG  

 DLA/AA POG  

 IIDB POG 

 PDCS Single Source of Guidance (Pension Credit POG & State Pension POG now included within SSG) 

Main file prints, record prints and copy records 
52. Continue to follow current procedures for dealing with:  

 main file prints (JA70150 DPA) retain for 14 months from date of print only. 

 record prints (full and partial), and 

 copy records. 

Potentially Violent Persons documents/data 
53. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached links; Retention of PV Documents- and Rehabilitation of Offenders Act.  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

54-69 Back to guide contents 

Reviews 

Definition of review 
70. For Benefits Document and Data Retention purposes, a full review (as defined in the 
Glossary) is one which checks and verifies every aspect of a claim/application (excluding 
mortgage and/or home improvement loans), to make sure the correct level of benefit is in 
payment. A specific review which checks only one or two aspects of the claim/application 
(e.g. annual savings check) will not authorise the destruction of documents/data, except for 
Carer’s Allowance (CA). 

71. Full reviews are undertaken in: 

 Income Support 

 Jobseekers Allowance, and 

 Pension Credit 

72. See Reviews in the benefit-specific sections of this Guide for more information on 
reviews. 
73-89 Back to guide contents 

Put away or dormant documents/data, including system 
information 
90. With the exception of Social Fund (SF), Industrial Injuries Scheme Benefit (IISB) and 
Carer’s Allowance (CA), you must destroy all put away (PA'd) or dormant documents/data 
after 14 months unless they are: 

 marked or identified as exceptions (see Exception cases in this section of the Guide for 
further information), and/or 

 clerically maintained cases (see the benefit-specific sections of this Guide for further 
information), and/or 

http://intralink/jcplus/guidance/codes/gap_pog/index.htm
http://intralink/1/jcp/guidance/bus_del/a-z/ESA%20SRG%20JSAPS/04%20ESA%20JSAPS%20Printed%20Output%20Guide/index.asp
http://intralink.link2.gpn.gov.uk/1/jcp/guidance/bus_del/a-z/jobseekers%20allowance/jobseekers%20allowance%20system%20guidance/index.asp
http://intralink/1/dcs/guidance/dlaaaguidance/printed%20outputs%20guide/index.asp
http://intralink/1/jcp/guidance/bus_del/a-z/Industrial%20Injuries%20Disablement%20Benefit%20Guidance/19%20Printed%20Output%20Guide/index.asp
http://intralink/2/pension/applications/ssg/master_procedures.htm
http://intralink/1/corp/sites/hr/nonpolicy/ohsd/managingincidents/DWP_D050305-11.asp#P273_22634
http://intralink/1/corp/sites/hr/nonpolicy/ohsd/managingincidents/DWP_D050305-12.asp#TopOfPage
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_m139666.asp


 relating to the Personal Capability Assessment or Work Capability Assessment (see 
benefit specific section of this guide for further information) 

91. For more information on PA or dormant cases, see “Claim reaches PA stage” or “Claim 
reaches dormant stage” in the benefit-specific sections of this Guide. 

92. The destruction periods are “Media Independent”, and covers all aspects of document 
and data retention. This includes: 

 clerical/paper files 

 system data 

 scanned images 

 PDF’s 

 HTML 

 recorded telephone calls 

 portable storage devices, including CD’s, DVD’s, portable hard drives, USB keys, laptops/notebooks, Pocket PC, 
Palm, Blackberry 

 X-rays 

 E-mails 

 Video 

 Other storage devices, including MP3 players, iPods and mobile phones 

This list is not exhaustive. It will evolve with technology. 

93-109 Back to guide contents 

Exception cases 
110. There are exceptions to the Benefits Document and Data Retention policies that can 
apply to one or more benefits. Identify cases which are exceptions and note them as Not for 
destruction. 

111. The most common cases for each benefit, which you should identify as exceptions ( ) 
and note as Not for destruction, are shown in the following table: 

10 
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112. When you identify a case as an exception, you must: 

Type of 
exception 

DL
A 

/AA 

CA CC IB 
/SDA 

ESA MA IISB JSA IS SF SP WB 
/BB 

Pension 
Credit 

WFP 

Fraud 
              

Overpayments               
Appeals               
Civil  

Proceedings               

Debt 
Management 
(Compensation 
Recovery) 

    

 

          

Recovery from 
Estates               
Criminal Cases 
Review 
Commission 
Interest 

    

 

          

Special 
Payments               
Parliamentary 
Health and 
Service 
Ombudsman 
(PHSO) Cases 

    

 

          

Customer 
Feedback               
Special Rules 

(DS1500)               

Cases Subject to 
a Regional 
Benefit 
Review/Risk 
Assurance 
Division 
Performance 
Measurement 

    

 

          

Independent 
Case Examiner 
(ICE) cases   

              

 mark as Not for destruction:  

 the claim file, and 

 any appropriate sub-files  

 set any system indicator, and/or note all relevant non-paper data sets and data bases 
etc. 

Responsibility for taking this action is outlined in Exception categories in the benefit-specific 
sections of this Guide. 

113. The marking on claim file, either document or data should be removed when: 

 all action is complete, or 

 the specialist area no longer has an interest in the case. 

If the file no longer supports a current decision or a decision made in the previous 14-months, 
the file should be destroyed 14-months after removing the exception marker. 

11 
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In relation to the Pensions scanning solution, Pension Credit cases are retained for 64 
months, before destruction. 

114. For more information on the benefit-specific exceptions, see “Claim identified as an 
exception” in the benefit-specific sections of this Guide. 

Clerically maintained cases 
115. Some benefits also have special Benefits Document and Data Retention arrangements 
for clerically maintained cases. Where this applies, details are given in the benefit-specific 
sections of this Guide. 

Temporary exceptions and embargoes 
116. Temporary restrictions are sometimes placed on the destruction of some benefit 
documents. Details and appropriate action are usually issued in bulletins and circulars, which 
will temporarily supersede the Benefits Document and Data Retention policy in this Guide. 

117. ALL embargoes MUST be discussed and agreed with Information and Records Management Services before 
implementation. 

Customer Feedback 
118. As the initial contact may be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid embarrassment and contradictory information being 
given. As it may be difficult to predict which contacts may be followed up at other levels, all MPs correspondence, 
Customer Feedback and the Departments response should be retained for periods in line with those for supporting 
documents/data. 

Special Payments come under Financial Redress for Maladministration. Details can be found in the Special Payments 
Guide. These files should be retained intact and filed as supporting evidence and retained for a minimum of 14 months. 

119-129 Back to guide contents 

Sub-files 

Retention policy 
130. You can find the document retention procedures for fraud files and overpayment files 
and documents in the Fraud Procedures and Instructions (FPI) manual and Overpayment 
Recovery Guide (ORG). They are not affected by the procedures in this Guide. 

131. Specialist sections should maintain sub-files (if used) in line with the detailed procedures 
in this Guide. 

Maintenance of sub-files 
132. Taking their own organisation and current practices into account, local managers should 
decide how and when live sub-files should be examined to ensure compliance with the Data 
Protection Act (DPA) 1998. However, they should be examined at least annually, to make 
sure data is removed if there is no longer a business need to retain it. 

133. The specialist area is responsible for maintaining the sub-file and for either: 

 returning PA'd sub-files to the relevant section for linking with the original claim file, or 

 retaining and destroying the PA'd sub-files at the end of the appropriate retention period. 
Enquiries about the destruction of records 
134. Where documents/data have been destroyed in line with the Benefits Document and Data Retention Policy See 
Appendix 1 for recommended lines to take. 

135. Where documents/data have not been destroyed in line with the Benefits Document and Data Retention Policy and 
may have been destroyed in error (either partially or fully) See Appendix 2. Data Protection Officers should also refer to 
the Subject Access Request Guide. 

Other Retention Policies 
136. For Child Support Agency (CSA) Document Retention Guidance - click here 

137. For HR retention schedule - click here  

138- 1499 Back to guide contents 

Copyright 2011 Information and Records Management Services 
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http://intralink.link2.gpn.gov.uk/1/jcp/guidance/bus_del/a-z/special%20payments%20guide/index.asp
http://intralink.link2.gpn.gov.uk/1/jcp/guidance/bus_del/a-z/special%20payments%20guide/index.asp
http://intralink/1/jcp/guidance/bus_del/a-z/Fraud/index.asp
http://intralink.link2.gpn.gov.uk/1/corp/sites/sharedservices/guidance/Overpayment%20Recovery%20Guide%20(ORG)/DWP_D070016-23.asp
http://intralink.link2.gpn.gov.uk/1/corp/sites/sharedservices/guidance/Overpayment%20Recovery%20Guide%20(ORG)/DWP_D070016-23.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_T488607.asp
http://intralink/1/lg/aciinf/dro/pages/dwp_T488607.asp
http://intralink/1/lg/aciinf/dro/pages/DWP_m179119.doc
http://intralink/1/lg/aciinf/dpfoi/dp/sars/dwp_d028720.asp
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http://intralink/1/corp/sites/hr/lifeevents/datahandling/datahandling/tools/Retention%20Schedule/DWP_D041070.asp
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