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Is DWP legitimately processing personal information when assessing eligibility for Jobseekers Allowance (JSA) over the phone*?
A customer recently raised concerns about DWP asking for ‘large amounts’ of information over the phone prior to being offered an interview to further discuss eligibility for JSA. This included bank details. More information is available here about how to claim JSA.

How DWP uses information and why they collect certain information for certain purposes can be viewed at Jobseekers Allowance.

Potential JSA claimants follow a clear process when phoning DWP:

Step 1:

· DWP staff (in a call centre), conduct a detailed telephone interview. Their PD is collected to assess potential JSA eligibility. Personal data will include previous employer details; income; savings; family circumstances’ partner’s income and employment (if their partner is in full time employment they are ineligible to claim); housing arrangements; any medical conditions; and eligibility to reside in this country.

· JSA is means tested so there is a very high level of detailed information requested from callers. This often surprises applicants.

· This ‘preparation’ part of the JSA application process saves time. It wouldn’t be practicable to do this at (face to face) interview stage as it would take too long.

Step 2:

· Customer attends an interview at a Jobcentre and provides supporting evidence to enable assessment for JSA to continue.

· Evidence from the telephone interview is also discussed and the customer informed of the full assessment process and what Universal Jobmatch entails. If it’s determined during the telephone interview that the applicant is ineligible for JSA then their personal information will be retained in line with DWP’s retention policies. A formal ‘entitlement decision’ is issued to the applicant (unless the applicant withdraws their application during the telephone interview). Applicants have a ‘right of appeal’ and therefore this means DWP would need to retain their personal information in line with their retention policies.

*This particular enquiry related specifically to a telephone application for JSA. DWP does offer an online facility but similarly detailed information is requested as part of the application process.
