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4 December 2014

 
Dear Ms Sutton, 
 
Thank you for your Freedom of Information request which was received on 6 November 
2014. In that request, you asked a number of questions regarding the Personal 
Independence Payment (PIP) assessment process. 
 
“1) Do your guidelines for the conducting of a "face to face" assessment allow for the private 
providers to do the majority of it by telephone? 
 
2) Claimants were told by Ministers that the "face to face" assessment process was required to 
ensure that people were getting the correct level of benefits and in the majority of cases, only a 
F2F assessment would provide for this. Why then is it being conducted mainly on the phone 
where the HCP has no knowledge of body language, facial expression or indeed physical impact 
on the claimant? 
 
3) We know that the assessment has already been part completed as the questions are not 
asked again at the actual face to face, meaning that the HCP's spend very little time indeed in 
the company of the claimant. This cannot be a fair or even objective assessment of someone? 
Can DWP explain then how it considers this to be a fair and proper procedure? 
 
4) In the above case (and there are in fact several from this one small mental health support 
group) due to the way these assessments are being conducted, is it not true that the claimant is 
in fact being assessed at least TWICE and in some cases three times if they need to make 2 
phone calls to have all the questions answered? The Minister for the Disabled, Mark Harper has 
recently been quoted as saying, "we are making the process and client journey easier". How is 
effectively being assessed three times to get to the same outcome an improvement?  
 
5) Why are the private providers being allowed to conduct their business in this way? I'm sure 
this wasn't part of the tender for the contract and indeed, Capita were reported to be offering the 
majority of their clients home visits. They have the clients files in front of them so why are they 
making these calls and sending people in to a panic when they know categorically that the 
claimant will be ill prepared, unnerved and the likelihood is, their well-being may suffer? 
 
6) Finally, and I think for the safety of vulnerable people with mental health problems and indeed 
anyone that believes, like I do, that this method does not constitute a fair and accurate 
assessment, do claimants have the right to refuse to have the face to face conducted by Capita 
OR Atos over the phone, as this surely breaches the face to face assessment criteria? If they do 
refuse, will this have an impact on their claim, will the file be returned to DWP stating "non-
compliance" and their claim then closed or, as it's not a legal requirement, should we just be 
telling people to withhold their telephone numbers, making it impossible for this totally ineffectual 
method of assessment to take place?” 
 





In response to question 1, there is a guide used by Assessment Providers undertaking PIP 
assessments. Please find enclosed a direct link to this guide, Page 16, para 2.3.5 and Page 
26, para 2.5.2 refers. 
https://www.gov.uk/government/publications/personal-independence-payment-assessment-
guide-for-assessment-providers 

 

The information supplied to you continues to be protected by copyright. You are free to use it for 
your own purposes, including for private study and non-commercial research, and for any other 
purpose authorised by an exception in current copyright law. Documents (except photographs) 
can be also used in the UK without requiring permission for the purposes of news reporting. Any 
other re-use, for example commercial publication, would require the permission of the copyright 
holder.  

 

Most documents produced by the Department for Work and Pensions (DWP) and/or Atos 
Healthcare will be protected by Crown Copyright. Most Crown copyright information can be re-
used under the Open Government Licence (http://www.nationalarchives.gov.uk/doc/open-
government-licence/). For information about the OGL and about re-using Crown Copyright 
information please see The National Archives website -
http://www.nationalarchives.gov.uk/information-management/uk-gov-licensing-framework.htm.  

 

Copyright in other documents may rest with a third party. For information about obtaining 
permission from a third party see the Intellectual Property Office’s website at www.ipo.gov.uk. 

 

With regard to questions 2 and 4. You should note that the Freedom of Information act only 
applies to information held by the Department. The Department is unable, or required, to enter 
into a debate about perception of the PIP assessment process.  

 

In answer to question 3. The assessment was designed with extensive input from disabled 
people and the organisations that represent them. The DWP made a wide range of changes as 
a result of our consultation activity, making the assessment clearer, fairer and more effective. 

 

The DWP consulted closely with an advisory group of independent experts in health, social care 
and disability throughout the design of the criteria, to ensure that they are clear and that they 
allow priority in the benefit to be focused on those who need it most. 
From the outset the Department tasked the advisory group to work in conjunction with the 
Department to design a consistent, transparent and fair assessment. The group was not asked 
to design an assessment that would provide savings; they were asked to help us design a robust 
assessment that would ensure the benefit is targeted on those who face the greatest barriers to 
participating in society. 

 

Continuous improvement remains a key element of welfare reforms – the DWP will continue to 
work with disabled people and their organisations about matters that affect them; to identify 
where things aren’t working as we intended and to assess what improvements we could 
consider to refine our processes. 

 

With regard to question 5 .The DWP manage the PIP contracts robustly. The Department has a 
full set of service level agreements setting out the Department’s expectations for service 
delivery, including quality of consultations, number of days to provide advice to the Department 
and evidence of claimant satisfaction, taken from the Claimant Satisfaction Survey. 

 



In answer to question 6, I have established that the information you requested regarding the 
right to refuse to have a face to face assessment over the telephone by Capita or Atos, is not 
held by this Department. Paragraph 2.5 of the PIP Assessment Guide (see link provided in 
response to question 1) provides information regarding the Health Professional’s role in the 
Paper Based Review. Paragraph 2.5.6 provides information when contacting the claimant and 
paragraph 2.5.11 explains when a face to face consultation is more likely to be appropriate. 
 
If you have any queries about this letter please contact me quoting the reference number above.   
 
Yours sincerely 
 
 
Correspondence Team 
Health Services Directorate 
xxxxxx.xxxxxxxxxxxxxxxxxxxxxx@xxx.xxx.xxx.xx

  

 
------------------------------------------------------------------------------------------------------------------- 
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-information-
xxxxxxx@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. Please remember to quote the 
reference number above in any future communications. 
 
 
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 
 
 




    

  

  
