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Dear Mr Johnson,  
 
I am writing in response to your review request received on 15 August 2011. 
An internal review has been carried out by someone of a more senior grade 
than dealt with previously.  I am now in a position to respond to you. 
 
I can confirm that the Department for Work and Pensions (DWP) does not 
receive any revenue from using 0845 numbers.  When considering the 
telephony numbering strategy for the Department, we strive to achieve the 
right balance between meeting customer needs and using taxpayers’ money 
effectively.  We have previously decided not to offer the 0800 free call service 
for all our lines, as this would add considerable cost for the taxpayer.  
Therefore, we limit this to our benefit claim lines, where calls tend to be 
longer. 
 
For most other services, we still use 0845 numbers, rather than 01 and 02 
geographic numbers.  Use of 0845 numbers helps us to provide a more 
efficient service because calls can be answered anywhere in the country and 
be directed to an appropriately skilled agent, irrespective of where the call 
originated.  This enables customers’ calls to be answered more quickly, 
reduce customer call backs and successfully control the high volume of calls 
received (Jobcentre Plus handles over 56 million calls per year).  However, for 
customers with a live claim, geographic numbers of personal advisers within 
Jobcentre Plus Offices are provided.  
 
We are aware of possible financial difficulties that calling DWP could cause 
some customers, and so, we will also offer to call back a customer calling our 
services, if asked, or if concerns are raised over the cost of the call.  The 
Department also provides “Customer Access Phones” in a large number of its 
Jobcentre Plus offices.  Customers can use these ‘Customer Access Phones’ 
to make benefit claims or pursue job applications and do not have to pay 
when using these facilities.  
 
We have considered changing our 0845 numbers to 03; 03 numbers do allow 
the same facilities offered by 0845 to route calls across the country.  In that 
respect, we have compared the cost of 0845 and 03 calls by a range of 



service providers.  To date this has shown that the majority of our customers 
would be worse off if we switched from 0845 to 03.  
 
We do recognise that there is some complexity on what charges are made by 
different service providers and that there is no consistency on whether 0845 
calls are more or less expensive, as much depends on the contract.  As part 
of addressing this, the Department is actively contributing to an OFCOM 
numbering review.  We understand the review is due to be completed at the 
start of 2012 and we await their findings and any recommendations.     
 
Apologies if this response is not what you were looking for, but if you have 
any further 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 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 
 




    

  

  
