s Secratary of State
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Tothill Strast
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Bt Hon Sir Qliver Letwin MP
House of Commaons

Q7@e§amary 2018

Thank you for your letter of 22 December 2017 to my predecessor and further email of
21 Februaty on behalf of Mr Andy Pennington of Bridport Citizens Advice regarding
Universal Credit. | apologise for the delay in replying.

I can confirm that no Universal Cradiz Full Sarvice elaims are maintained offiine or
clerically. All of my Department's staff are required to undertake training on the Data
Protection Act when joining the Department. Security E-Leaming is also undertaken
every three years and can be more fredquent with a change of job role.

The Departmant takes data protection very seriously and the increased security
measures on Universal Credit Full Service (Personal Security Numbers, security
questions, memorable information) ensure that a claimant's personal information is
protected. In addition, the Depariment also has Issued detailed guidance to its staff so
they are aware how a claimant’s personal information should be treated and the strict
protocols that are in place as to whom that information should be disclosed.

The main route to access Universal Credit is through digital channels. We actively
encourage people to use the service in a digital manner in every instance but we
understand there are circumstances in which this may riot he possible. Al iobeentres
across the country have free Wi-Fi and there are more than 8,000 computers available
fo support customers who need help with making their claim digitally and applying for
jobs oniine, This provides access to digital channels in gvery Jobeentre for claimants
1o use when they do not have access at home. A freephone telephone helpline and
face to face support are also available for claimants to make and manage a Universal
Credit claim. Universal Support is advice, assistance or suppott from Jobeentre Plus or
local partners to help Universat Credit claimants with managing their claim or award of
Universal Credit which includes accessing and using online saervices. Face to face
support is also available in the Jobeentre for claimants to make and manage a
Universal Credit clalm. The work coach will inform the claimant of their next
appointment and contact details, in case of enquiry. Where needed, the work coach
will provide the claimant with & written note 1o remind them of the date of their next

appointment, especially if the claimant has difficulty using or accessing online
gervices.

However, the Universal Credit Full Service approach to vulnerability reflects the wider
Depariment’s definition in that it seeks to identify individuals who have complex user
neads and who require additional support to enable them o access our benefits and
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