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15 August 2011

 
 
 
 
Dear Mr Johnson 
 
Thank you for your Freedom of Information request of 1 August 
 
You requested the following information: 
 
  1, Why has the Jobcentre failed to stop using premium rate 0845 
     telephone numbers? 
      
     2, How much revenue was generated in 2010 by the Jobcentre forcing 
     people claiming benefits to use premium rate 0845 telephone 
     numbers, to contact the Jobcentre. 
      
     3, Why are Jobcentre staff refusing to provide callers with 
     non-premium rate telephone numbers to contact the Jobcentre? 
 
 
Jobcentre Plus is a part of the Department for Work and Pensions (DWP) and is subject to the 
Department’s telephony policy.  
 
DWP policy is that all calls should be free to our 0800 numbers to claim:  
 

 State Pension; 
  Pension Credit; 
 Jobseeker's Allowance; 
 Employment and Support Allowance; and 
 Emergency payments or crisis loans.                                                                                                  
 

It is free to call DWP 0800 numbers from BT landlines.  DWP has secured agreements to 
ensure that it is free to call via nine of the UK’s largest mobile phone operators, representing 
95% of the mobile market.  We are continuing to work with the remaining mobile phone 
providers to negotiate free calls to DWP 0800 numbers. 
 
The Department uses 0845 telephone numbers where its customers call for other reasons, and 
these are calls that typically take less time to resolve. The charges that apply to these calls will 
be set by the customer’s telephone or mobile operator. The 0800 and 0845 numbers are 



clearly signposted to customers for the services that they wish to access and the service is 
organised so that the customer is routed to the best agent to help with their call.   
 
We do recognise that this issue causes some concern for our customers and we will continue 
to look at ways of improving access to our services.  As one step in support of this we have 
adopted a single access number for all Jobcentres.  Customers call a central number (0845 
604 3719) and the operator will identify and then transfer the caller to their local Jobcentre.  
We have retained adviser telephone numbers, which are geographic 01, 02 numbers, and it is 
still possible for customers to contact them directly, rather than via the switchboard. 
 
The Department is currently reviewing our telephony numbering strategy, which currently 
includes the use of 0845 numbers. The Department is committed to providing a service that is 
cost effective to both the customer and the taxpayer, and we are working in conjunction with 
Ofcom to ensure that we strike this balance.  
 
The Department does not use any 087 or 09 premium rate telephone numbers and does not 
receive any revenue from our use of 0845 telephone numbers. 

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-information-

request@dwp.gsi.gov.uk or by writing to DWP, Central FoI Team, 5th Floor The Adelphi, 1-11, John Adam Street, 
London WC2N 6HT. 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.gov.uk 
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