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1) In law, what training, expertise and employment status are 
     Decision Makers required to have to make decisions over state 
     benefit payments? Specifically, can decisions be made by any 
     individual NOT on a DWP contract of employment and if so, it what 
     circumstances? 
 
Decision makers receive the necessary and appropriate training for the 
benefit on which they will be making decisions. As with any job expertise is 
developed overtime through practice, remedial and supplementary training 
and the simple passage of time. There is no specific legal basis for this. But, 
of course, there is detailed and complex law underpinning all benefits which 
forms the basis for the training and learning and development undertaken by 
decision makers. They do not have any specific employment status other than 
their job description as a decision maker. 
 
The law, section 2 of the Social Security Act 1998, does provide for the 
contracting out of decision making. It has not been exercised.    
      
 2 In addition to the legal requirements, does DWP also apply  further 
stipulations as a matter of policy? 
 
The Secretary of State has, in the form of the Decision Makers’ Guide, 
provided a plain English interpretation of the law to help decision makers 
reach their decisions. This should be followed unless the facts of the case 
dictate otherwise. 
 
Each benefit has also produced its own operational guide.   
      
3) How does DWP measure the performance of DMs to (as in any other 
     profession) ensure accuracy and consistency in decision making? 
     Specifically, are comparisons made against what are regards as 
     ‘norms’? 
 
The Pensions Service 
 
The Pension Service monitors the accuracy and consistency through internal 
checking of performance against its own guidance. An independent checking 
strategy is in place and performed by staff in the national Accuracy Support 
Team (AST) and checking officers at each Pension Centre. 



 
All decision making staff are subject to a minimum number of checks - where 
DMs fail to meet a minimum standard, Performance Improvement Plans are 
developed, agreed and  implemented. Work is monitored to evaluate 
improvements made. 
 
Disability Benefits 

 
 DMs performance in relation to accuracy and consistency in 

decision making is measured through checks completed by the 
national Accuracy Support Team [AST]. These independent 
checking results determine the DLA Financial Accuracy rate. 

 Checks are also undertaken by local Benefits Centre Quality 
Support Officers /  Checkers. 
 Check outcomes are recorded and monitored, and results used 

by Line Managers to identify trends and performance issues for 
individual DMs. 

 Line Managers carry out regular 1-2-1 People Performance 
reviews throughout the year, and assess the DMs performance 
around quality / accuracy in relation to the accuracy benchmark 
standards set in People Performance Key Work Objectives. 

  
Jobcentre Plus 
 
JCP has both an appeals and a decisions Quality Assurance Framework in 
place designed to check for a consistent quality approach to all decisions and 
appeals. In the exceptional circumstances where their work cannot be brought 
to an acceptable standard, disciplinary action is considered 
 
 4) Does DWP track the decisions for individual DMs that are subsequently 
reversed either through reconsideration or a formal appeal hearing? 
 
Pension Service 

 
There is nothing formal in place as the reconsideration and appeal process 
often uncovers information that may have been unavailable to the original DM.   
A process of systematic checking is a reliable way of ensuring that The 
Pension Service achieves consistent, fair decision making. 
 
Disability Benefits 
 
DWP does not nationally track every decision for individual DMs that are 
subsequently reversed either at reconsideration or an appeal hearing.  
However, Benefits Centres have quality feedback mechanisms in place to 
ensure that original decisions changed internally at reconsideration or appeal 
stage [with the same evidence considered by the "first tier" new claim DM] are 
discussed with the original DM and reasons for changing the decision 
explained. 

 



Jobcentre Plus 
 
Where Tribunals have allowed an appeal information is fed back to the 
original appeals writer for their on-going performance improvement. 
      
 5) Is this information fed back to the DMs? 
 
Pensions Service 
The Pension Service (TPS) has rigorous systems in place to ensure 
consistent decision making, albeit not that suggested by the FOI request. 
Consistency and fair decision features as part of the  Independent Checking 
process, additional evidence is requested where any balance of probability 
decision making is not supported by relevant evidence. Results and check 
findings are fed back, communicated to DMs and considered in DMs 
performance reviews. 

 
Where the outcome of Upper Tribunal decisions clarifies regulations in such a 
way as to alter established conventions of decision making, TPS acts to 
change the guidance available to DMs, and communicates bulletins to make 
sure DMs are aware of the change. 
 
Disability Benefits 
 
Please see Q4 above. 

 
Jobcentre Plus 

 
As explained above, the Tribunal feedback goes initially to the appeal writer 
but if the decision was so flawed, or it is deemed necessary to go back to the 
original decision maker then it will do so. 
 
 


