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[bookmark: 1]Department for Work and Pensions (DWP) 
Central Freedom of Information Team 
 
xxxxxxxxxxxxxxxxxxxxxxxxxxxxxx@xxx.xxx.xxx.xx 
 
Our reference: IR 374 
Date: 1 August 2014 
 
Dear D McManus 
 
Thank you for your Freedom of Information (FOI) review request, which we 
received on 30 July 2014.  
 
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. 

In your original request, you provided a complaint scenario and asked if the 
claimant would be entitled to compensation and how this would be calculated. 
In response, we explained that if, as a result of a complaint, DWP accepts 
there has been a service failure, we can consider financial redress (known as 
special payments). We referred you to our policy and guiding principles on 
financial redress by providing a link to the document on the government 
internet pages (Gov.UK). 

You have now asked us: With regards to how the compensation would be 
calculated, could you please provide the information or a more direct link to it? 
 
Whilst I am content that your original request was dealt with in accordance 
with DWP guidelines for FoI requests, you might find the following helpful:  
 
Page 13 of the guidance we referred you to in our earlier response ‘Financial 
redress for maladministration’ explains that there are three categories of 
payment we can consider if we have maladministered a person’s case. 
Category 1 relates to a loss of benefit, category 2 relates to actual financial 
loss or costs which the individual might have incurred. If we accept we have 
caused the loss or costs, then we would look to address this by reimbursing 
the actual sum lost or the additional costs incurred..  Category 3 relates to 
consolatory payments, which can be made to address non-financial impacts 
such as gross inconvenience or other impacts on a claimant’s well-being. 
There is no tariff for consolatory payments. These are discretionary payments 
which look at the impact any maladministration has had on the individual. As 
such, each case needs to be considered on its own merits.  
 
If you believe that DWP has maladministered your case and that you might be 
due some form of financial redress, please make a complaint. Our complaint 
procedures are explained on Gov.UK.  
 
I hope this is helpful but if you have any queries about this letter please 
contact me quoting the reference number above.   
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Yours sincerely 
 
 
 
DWP Central Freedom of Information 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 
 




    

  

  
