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Dear Mr Lindley 

 

Thank you for your Freedom of Information (FoI) request received on 23 April. 
You asked:  
 
1. Dear DWP Strategy Freedom of Information, Concerning Mandatory 
Reconsideration in your reply you explain that you for-fill your obligation to the 
appellant rights by making a phone call to enable them to gain a fair access to 
the Reconsideration process , If this is so i expect you are able to provide a 
proper evidential proof of any such inter action with the appellant  & show 
what legitimate methods you employed to initiate such a set of phone 
communication's ? 
 
There is a pre-determined process for contacting the claimant by phone (and 
in some cases alerting him to the forthcoming contact using a text message). 
Whether this is successful or not, the action taken is fully documented. This is 
included in the appeal response. 
 
2. What method you used to ensure that the person you were communicating 
private , confidential information to was the actual person it was meant for [ 
how did you verify the appellants identity by phone]? 
 
We employ a number of security questions. If any are answered incorrectly 
then the phone call is terminated. Further attempts are made, but if there is no 
success then the application - if having been made in writing - will be 
considered on the written evidence. Of course, if the decision maker requires 
further information from the claimant before he can make a decision then he 
would write. 
 
3. What if the appellant hasn't a phone to enable you to ensure he receives all 
the rights to participate in the reconsideration process that entitled to him? the 
ability to participate in a process that's outcome is potentially life changing? 
 
If the claimant does not have a phone or cannot be contacted by phone, then 
the MR decision is made on the paper evidence.  
 
4. What methods does your department take to ensure that its actions are 
proportionate ,legal , lawful & necessary for the good of society? 
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The MR process, whether it has involved a successful phone call or not, is 
decided according to law. The claimant is given the opportunity to have an 
incorrect decision corrected at an early opportunity – much better for him/her 
than having to wait for an appeal hearing. And, of course, this is much 
cheaper which is in the taxpayer’s interest.    
 
5. In the above situation, what are your methods to ensure that the appellant 
has What law, statute or guidelines allow? 
 
Mandatory reconsideration itself was introduced by the Welfare Reform Act 
2013. In debates in Parliament it was said that the phone call would play an 
important role in ensuring that claimants are given the opportunity to discuss 
their disagreement with a decision maker. We make every effort to reach the 
claimant but this is not always possible. The phone process is not set out in 
law but is a process laid out in internal guidance. DWP staff are aware of it 
and know they must comply with this requirement.    
 
6. You claim to decide reconsideration issues by your phoning Appellants can 
this be proven by a recording procedure? Or have you secure methods to 
identify who ever your department phone ? 
 
See above. 
 
7. Are you able to prove your statements &  Who the phone conversations 
from your department where with?  especially as you put so much store on 
these phone call for-filling all your legal obligations to the appellant concerning 
fairness? 
 
See above. 
 
8. Does this mean according to your department it for fills all its legal civil & 
human rights protection & obligations to claimants who are appealing because 
of benefit termination via the mandatory reconsiderations process being 
based on a phone call to person that cant even be proved to be the appellant? 
 
The process meets all legal requirements in securing justice for the claimant. 
A decision made by the Secretary of State has been disputed and 
reconsidered with the claimant, wherever possible, playing a full part in that 
process. 
 
9. When appellants have made it clear to the department that the appellant 
has no access to a phone how is it that the same facts are used to prove the 
appellant has had access to the M.R.P. & the rights of the appellant have 
therfore been protected? 
 
First, it is the claimant who initiates the MR process. So he/she has the 
opportunity to identify which aspects of a decision s/he disagrees with, gather 
his/her thoughts and make their case. S/he can do this by phone or in writing. 
Of course where a discussion with a decision maker occurs it may help clarify 
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explain that s/he can provide further evidence – in which case the decision 
maker will wait before making his decision. If there is no phone call then as 
explained above the decision will be made on the evidence provided.   
 
10. How can you use unidentefied phone conversations to peaple you cant 
prove are the appellant as any sort of evedence in your submissions? 
 
See above on how we ensure we talk to the correct person. 
 
11. Isnt this wrong in law & your own rules? 
 
See above. 
 
12. How can you use phone conversations as evedence when you are unable 
to prove who is having such conversation?, 
 
See above. 
 
13. Do you believe saying go see C.A.B. is forfilling the role of  Access to 
justice?  I request any legal support for your position regarding the legal rights 
of appellants through the Mandatory Reconsideration Period? 
 
The CAB and other welfare rights organisation are well versed in social 
security law and can provide expert help. But claimants have unfettered 
access to justice whether they seek other help or not. 
 
14. What if the appellants has had no phone communication which is in 
contradiction to the  review stating that phone communication had happened i 
presume that this would be a relevant difference in fact & that the truth would 
be relevant to the outcome of the reconsideration what methods are in place 
to ensure that the truth can be determined? 
 
If there is no phone discussion then this will be made clear in the appeal 
response sent to the Tribunals Service. It will never be suggested that one 
took place if it did not.  

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 
 



[bookmark: 4]If you are not happy with this response you may request an internal review by e-mailing 
xxxxxxxxxxxxxxxxxxxxxxxxxxxxxx@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.  
 
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 




    

  

  
