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Department for Work and Pensions (DWP) 
Central Freedom of Information Team 
 
xxxxxxxxxxxxxxxxxxxxxxxxxxxxxx@xxx.xxx.xxx.xx 
 
Our reference: FOI 3313 and FOI 3314 
 
Date:  1 September 2017 
 
Dear Amanda2713 

 

Thank you for your Freedom of Information request received on 8 August 2017. You 
asked: 
 
FOI 3313 
 
Today, 8th August '17 I attempted to find out the state of my sons claim for ESA. His 
13 week assessment period officially ended the beginning of May. We are now into 
August, 3 months later. 
 
He had his health assessment done weeks ago & despite several phone calls (all I'm 
guessing premium rate) I have heard nothing else. My son has autism & I am his 
appointee. Waiting so long to hear whether or not my son has been assigned to the 
support group or not is very stressful & worrying. He is a very vulnerable young man 
& never goes out unsupported.  
 
Today once again i telephoned & was on the line waiting to be put through to the 
ESA for 25 minutes before my call was finally answered. I hope the call was 
recorded as it was the patronising attitude of the call handler that I wish to complain 
about. Though in the circumstances a complaint about the length of time my sons 
assessment for ESA has taken would also not go amiss. 
 
I looked up your complaint options, in the C21st no mention of an email? Or instant 
chat facility? Just a snail mail address & telephone numbers. I have also taken the 
call handlers name & his managers name, am I expected to phone back the same 
number/place to make my complaint about that place?? 
 
I also wish to make a complaint about the time waiting on the line to be put through. 
And to request a refund of the phone charges, especially as the call handler drew out 
the call further when he had no new information to tell me. 
 
FOI 3314 
 
My sons 13 week assessment officially ended at the beginning of May. Its now 3 
months later & I still do not know if he is to be assigned to the support group or not.  
 
I am his carer & appointee, my son has autism. I have made several calls to the ESA 
but am always told nothing yet been updated on their screen. My son had his health 
assessment weeks ago. 
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DWP Response: 
 
Personal information about a third party is treated as exempt information under 
section 40(2) of the Freedom of Information (FoI) Act 2000. This is because access 
to personal information is treated under the provisions of the Data Protection Act 
1998 and can only be released to you where such disclosure would not breach that 
person’s right to privacy. 

 

DWP maintains the following policy on disclosure of personal information: 

 

"All personal information held in social security records is regarded as confidential. 
Information will not normally be disclosed to third parties without the consent of the 
person concerned. Information may normally be disclosed without consent to meet 
statutory requirements; to comply with a court order; to prevent duplication of 
payments from public funds; or where there is a compelling public interest in making 
the disclosure." 

 

All disclosures made by DWP, in order to be considered authorised must be able to 
demonstrate that at least one of the above criteria apply. Any disclosure must have a 
sound legal footing and comply with the Data Protection Act 1998 Principles. 

 

Under the FoI Act, DWP is not obliged to confirm or deny that it holds personal 
information about third parties, but in any event, even if was held, the Department 
would not disclose personal information to you. 
 
Moreover as your request is a complaint it would fall outside the remit of a freedom 
of information request to answer. In order to have your complaint answered correctly 
you will need to contact your local Jobcentre who will pass your correspondence 
onto the appropriate Complaints Resolution Team.  
 
To find your local jobcentre you can use the following link. 
 
https://www.gov.uk/contact-jobcentre-plus 
 
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-
xxxxxxxxxxxxxxxxxxx@xxx.xxx.xxx.xx or by writing to: DWP, Central FoI Team,  
Caxton House, Tothill Street, SW1H 9NA. Any review request should be submitted within two months 
of the date of this letter.  
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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.org.uk/Global/contact_us  or telephone 0303 123 1113 or 01625 545745 

 




    

  

  
