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Dear Mr Johnson, 
 
I am writing in response to your email received on 26 September 2011. An internal review has 
been carried out by someone of a senior grade than dealt with previously.  I am now in a 
position to respond to you. 
 
In your email you explained in your experience our procedures are not being followed as: 
 
1) Local Jobcentre staff refuse to provide telephone numbers, and refuse to call back, or, if 

they do agree to call back, then no call is received. 
 

And you ended with a question: 
 
2) I close with this simple question; Why can't you just give out the local telephone 

numbers? 
 
Having concluded my review, I am satisfied that we responded correctly to your original 
request for information and confirm that staff in local Jobcentres were correct in not giving out 
local telephone numbers.  However, I would like to reaffirm that geographical numbers for 
personal advisers, who are based in Jobcentre Plus offices, are given to customers with a live 
claim to working age benefit.  We will also offer to call back customers using our 0800 or 0845 
services, if asked or if concerns are raised over the cost of the call.  
 
Regarding your Mystery Shopper findings; if you wish to take this matter up you should contact 
your local Jobcentre providing as much detail as you wish so that we can investigate this.  

I am sorry this is not the response you were looking for, but if you have any queries about this 
letter please contact me quoting the reference number above.   

Yours sincerely,  
 
 
DWP Central FoI Team 
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