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Dear Glenys Harriman, 
 
Thank you for your Freedom of Information request received on 27th June 2018.    
You asked: 
 
Thank you for providing training documents on helping UC customers with complex 
needs 
(https://www.whatdotheyknow.com/request/request_for_training_documents_f#incomin
g-1116634 ) 
 
However I have been unable to find in these, or other documents / regulations / 
procedural guidance, the answer to this specific issue. 
 
How is a claimant who is unable to use the internet (either because of mental or 
physical disabilities, or other limiting factors such as isolated rural location with no 
internet, or through having been legally barred from internet access) given assistance 
from DWP in managing their online claim? 
There is plenty of information about help with claiming online, but I cannot find anything 
that explains how such a claimant would be given assistance from DWP to check their 
journal for notifications (or receive notifications in a different format), check their award 
details, communicate with their work coach, etc.  
Not everyone can easily obtain an appointee (and in some cases this would not be 
possible or appropriate); not everyone has friends/family to assist. I cannot believe that 
DWP would do regular home visits. 
 
Please provide the regulations or guidance that describes who would provide this 
assistance and procedurally how it would work. 
 
DWP Response 
 
I confirm that the Department holds no recorded information to answer your request. 
However, to be helpful you may find the following explanation useful. This has however 
been provided outside our obligations under the Freedom of Information regime 
  
There will always be people for whom engaging with us digitally is not a feasible 
proposition. As a result, a Freephone telephone helpline and face to face support are 
also available for claimants to make and manage a Universal Credit claim. Where 
needed, the Work Coach will provide the claimant with a written note to remind them of 
the date of their next appointment, especially if the claimant has difficulty accessing or 
using online services. A home visit can also be arranged to support a claimant in 
making their initial claim and completing any other administrative tasks required to 
ensure the claimant receives the correct payment on time. 
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Visiting officers are available for vulnerable claimants. Many legacy benefits require a 
visit to a jobcentre to complete a claim. Once a claim is underway it can be maintained 
by Freephone. 

As the information you seek is not held by the Department we will not be processing 
your request further. 
 
If you have any queries about this letter please contact us quoting the reference 
number above. 
 
Yours sincerely,  
 
 
DWP Strategy 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, 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.gov.uk 
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