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In England, the 2000-2006 ESF programme
provided around £4 billion to develop
employability and skills. Over four million
people benefited, of whom three-quarters
were in jobs or went on to further learning
after completing their ESF course.

The 2007-2013 programme will
provide around £2 billion, of which
DWP will manage £0.5 billion.
October 2007 saw the start of the
procurement process to let the
contracts to deliver ESF-funded
provision, which will be awarded
by next April and up and running
by June 2008.

The DWP ESF 2007/13 Implementation
Project can be contacted at Level 3 West,
Rockingham House, Sheffield S1 4ER.

Or email:
england.esf2007-2013@dwp.gsi.gov.uk
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Once again, the Government is
making Winter Fuel Payments to help
older people with their heating costs
and reduce the number of cold-
related illnesses and deaths during
the winter months.

People aged 60 or over, on or
before 23 September 2007, who
qualify, should receive a payment
of up to £200 per household.
Households with someone aged
80 or over could get up to £300.

Most people will have to do nothing,
as their payment will be sent to them
automatically.

A payment will be made automatically if:

� during the week of 17-23 September
2007, people were getting a State Pension
or other social security benefit (apart
from Housing Benefit, Council Tax
Benefit, or Child Benefit) or

� they got a payment last year and their
circumstances and contact details have
not changed.

We started to send out payments in
November and will continue throughout
December, up to Christmas. So, some people
will get their payment before others.

2007-2013

The European Social Fund (ESF)
is the European Union’s main
source of financial support to
help Member States fight
unemployment, prevent people
from dropping out of the labour
market and promote training.

It aims to make Europe’s workforce and
employers better equipped to face global
challenges by:

� reducing unemployment

� providing opportunities for people at a
disadvantage in the labour market

� promoting lifelong learning

� developing skills

� improving women's involvement in the
labour market.

Member States and the European
Commission jointly plan the programmes,
which are then run by a wide range of
public and private sector organisations.
In England, DWP ESF Division sets the
guidelines and administers the fund. The
Scottish Executive and Welsh Assembly set
their own guidelines, approve programmes
and administer ESF.

Winter all wrapped up!

European Social Fund Keep Warm Keep Well

If a person has not got their payment by
Christmas, they are advised to call the office
that pays their benefit or State Pension.

Anyone not claiming a social security
benefit or State Pension, who thinks they
may be eligible, can call the Winter Fuel
Helpline on 0845 915 15 15 or visit
www.direct.gov.uk/keepwarmkeepwell
for further information.

All claims for Winter Fuel Payments
must be received by 30 March 2008.

Calls to 0845 numbers from BT landlines
should cost no more than 4p a minute, plus
a 6p set-up charge. Calls through another
phone company, or from a mobile phone,
may cost more.

www.direct.gov.uk/keepwarmkeepwellFurther information

Further information
www.esf.gov.uk

£200 to beat the cold
this winter.
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Personal accounts

DWP Pensions Forum

The improved service should benefit both
parties by speeding up the application
process.

To access the telephone service call
0845 6002 537.

Improved service from

People often fail to act when faced by
making difficult financial decisions.
Government proposals to automatically
enrol workers into a low cost personal
account, or a good quality work-based
pension, will go some way to overcome this.

The Government plans to introduce a Bill in
this parliamentary session, which includes
the following proposals:

� automatic enrolment into a pension
scheme for all eligible employees. People
will have to actively decide to opt out if
they feel that the scheme isn’t right for
them. This should ensure that as many
people as possible are saving for their
retirement, while not forcing anyone to
save if they do not wish to.

� employee contributions of 4% of salary
will be matched by mandatory minimum
employer contributions of 3% on a
specified band of earnings and around
1% from the Government in the form of
tax relief. This will provide a real incentive
to save, and help those on low and
moderate incomes to build up their
pension pot, and encourage people to
take responsibility for their own
retirement savings.

� a simple low cost pension scheme –
personal accounts – for moderate to low
earners without access to a workplace
pension.

A personal accounts delivery authority,
staffed by people with private sector
financial and business expertise will develop,
deliver and manage the scheme.

Independent trustees will have a
responsibility in law to ensure that members’
money is managed responsibly and that
their interests are at the heart of the
organisation.

Around 115 representatives
of organisations who work
with our customers attended
the DWP Pensions Forum on
18 October in London.

Mike O’Brien, Minister for Pensions Reform,
spoke about our agenda for pensions,
progress made and the challenges we still
face. He stressed the importance of working
together with partner organisations to
deliver services in a sensible, joined-up and
accessible way. The Minister pointed to
improvements such as restoring the earnings
link to pensions, increasing State Pension
age in line with life expectancy and ensuring
more people retire on full State Pension.
He went on to explain the next steps, for
example personal accounts (see page 6) and
to emphasise the important role of older
people in society.

Terry Moran, acting Chief Executive of The
Pension Service (TPS) spoke about his first
three months in office and how impressed
he was with staff’s commitment to
customers, their willingness to adopt lessons
learned and their increasingly joined-up
delivery.

Jane Frost of HM Revenue & Customs
explained their strategy for pensioner
customers – 5.2 million of whom pay tax.

John Bisby of DWP gave a presentation
about a new service due to launch on the
Directgov website, on 31 March 2008, which
will allow customer representatives to access
our services via a secure log-in.

Finally, Geoff Ashton from DWP and John
Hannam from Nottinghamshire County
Council gave a presentation on one of the
LinkAge Plus pilots (see page 8) to deliver
joined-up services for older people.

Third party organisations acting on behalf of
customers can now request a pension trace
over the telephone. Previously, customers
themselves only had access to the telephone
service – their representatives had to put
their requests in writing.

– an update

Back in March 2007,
(Touchbase 46) we
told you about a new
pensions system that will
give millions of workers,
currently without access
to a workplace pension
scheme, a cheaper and
easier way to save for
their retirement from
2012.

Further information www.dwp.gov.uk/pensionsreform

Touchbase 46 – March 2007Further information

The Pension Tracing Service



More than 1.6 million 16 year-olds and
migrant workers receive a National Insurance
number in the UK every year. When a new
number card is issued, it is sent with an
accompanying letter. Until recently, this
letter had not been updated for almost
20 years!

HM Revenue & Customs (HMRC)
has now updated the letter and
dramatically improved the
information it provides.

First, they commissioned research with
16 year-olds and migrant workers to find
out what questions they had about National
Insurance.

– delivering better outcomes
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They provide older people with access to a
wide range of more integrated services,
including: housing, transport, health and
social care, work and volunteering
opportunities.

The pilots show clear benefits
for older people, not just in
traditional areas, for example
health and social care, but also
in ways that support their
general independence and
well-being.

While each pilot area has its own distinctive
approaches, there are common themes
across the programme:

� ‘drop in’ type resource centres, providing
single access points to multiple services

� ‘navigators’ – volunteers or paid mentors –
who support vulnerable older people and
help them to access available services and
information provision

� outreach activity to take services out to
those people who, otherwise, would not
access the services they need.

The pilots are making a real difference to
older people, and harness the energy of
local organisations. In Nottinghamshire, the
First Contact Signposting scheme is built
around a simple list of partner organisations
and the services they provide. In a routine
safety visit, a Fire Officer completed a
checklist for one lady, resulting in a falls
assessment, a community alarm, a police
home safety check, and an application for
Disability Living Allowance. After receiving
information on Shopmobility she was also
able to shop in town for the first time in
eight years.

The pilots are being
independently evaluated to
identify good practice that can
be replicated more widely, and
to support the economic case
for joined-up services.

LinkAge Plus pilots are running in eight
local authority areas: Devon, Gateshead,
Gloucestershire, Lancaster, Leeds,
Nottinghamshire, Salford and Tower
Hamlets.

Using the answers to their most frequent
questions, which included such basic ones as:
What is National Insurance? What do I do
with my National Insurance number and
Why do I pay National Insurance? HMRC has
completely revamped the letter into a more
appealing question-and-answer format using
simple, more accessible language.

The new letter has been tested by
the public, including ‘new to work’
and migrant workers, and has
received very positive feedback.

More work is underway to identify further
improvements in the way that HMRC delivers
National Insurance numbers and guidance to
its customers.

www.dwp.gov.uk/opportunity_age/linkage/pilots.aspFurther information

LinkAge Plus pilots, sponsored by DWP, bring together central government,
local authorities and other organisations to deliver joined-up services for
older people that are focused on local needs and aspirations.

Understanding National Insurance numbers
Everyone who works, claims benefits or receives a state pension must have a National Insurance

number to ensure their tax, National Insurance Contributions and entitlements are correct.

for older people

Shawn Turner on 0207 147 2274Further information

Good news – the web-based
forecasting service should be
available again, for all to use, in
Spring 2008. DWP expects that other
forecasting services will be available
to all again by Autumn 2008.

The Pension Service is unable to provide
customers who reach State Pension age on
or after 6 April 2010 with a full State
Pension forecast because they are updating
their computer systems to reflect the new
State Pension rules.

Meanwhile, these customers can access a
personalised retirement planning service, for

example, to find out how many qualifying
years they have or for information about the
new rules. Customer feedback on this
temporary service has been very positive.

Information on State Pension changes is
available at www.thepensionservice.gov.uk
– follow the reform links.

Customers who reach State Pension age
before 6 April 2010 can request a State
Pension forecast as normal – from the online
service, by calling the Future Pension Centre
on 0845 300 0168, or by writing to them at
Tyneview Park, Whitley Road, Newcastle
Upon Tyne NE98 1BA.

State Pension forecasts
LinkAge Plus
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The helpline – 0800 012 1656 – will be
available until March 2008 and is part of the
‘now let’s talk money’ campaign to help
financially excluded people access the kind
of financial services that most of us take for
granted.

Sadly, financial exclusion is a reality in many
areas of the UK. Often, people have to make
impossible choices between paying bills and
feeding their children or themselves, and
face the anxiety of debt and pressure from
loan sharks.
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During 2007, the campaign has not only
targeted financially excluded people
themselves – with radio and press
advertising, direct mail and newspaper
articles – but also local organisations who
can help them.

‘now let’s talk money’ is enabling
charitable and voluntary groups,
housing associations and local
authority staff to point people in the
direction of advice on things like
debt, affordable credit and the
benefits of credit union savings, or
basic bank accounts and how to
open one.

‘now let’s talk money’ This is a much-needed service because
financially excluded people often:

� don’t know where to go for financial
advice before things get out of control

� aren’t aware that affordable loans are
available, so they often borrow from very
high-cost lenders

� think they can’t open a bank account
because they have no official
identification. So, they pay more to access
their cash, can’t take advantage of direct
debit discounts for things like gas and
electricity payments, and often find it
hard to get a job.

Over the summer, the ‘now let’s talk
money’ campaign ran a series of
events around the country where
organisations could find out about
the campaign, network and meet
their local ‘now let’s talk money’
Stakeholder Manager.

There are 13 Stakeholder Managers across
England, Wales and Scotland, seconded from
CABs, credit unions and housing associations
etc. Stakeholder Managers are working
closely with organisations in regular contact
with financially excluded people – for
example, with local housing providers, credit
unions and Moneylines, to promote
affordable credit to tenants.

Stakeholder Managers can provide an
organisation’s staff with training, which will
help them to identify those people most in
need of support, and encourage them to
seek advice by signposting them to local
sources of help.

There is a way out. Call 0800 012 1656 
to find out who you can talk to locally for free and 

confidential advice about your money worries.
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How you can help

If you or your organisation deal with people
with money worries you could help by:

� advertising our free helpline 0800 012
1656 to those customers who need further
advice on where to go for affordable
credit, information about banking or free,
face-to-face money and debt advice.
Callers with hearing difficulties can use
the textphone service on 0800 731 1114.

� joining our network of organisations
who can help.
By registering with the campaign at
www.nowletstalkmoney.com you can get
in touch with your local Stakeholder
Manager, get guidance on common issues,
links to partner organisations, and
information on how others are helping to
tackle financial exclusion. Once you’ve
registered, we can then direct financially
excluded people in your area to contact
you for help and advice.

The Government
has launched a
free phone service
to help people on
low incomes find
organisations in
their area that can
help them with
their money
worries.

Stakeholder Manager, Helen Aynsley
launches the ‘now let’s talk money’
campaign in London
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April 2008 will see all local authorities
introduce LHA – a new way of working out
Housing Benefit for private sector tenants.
LHA will apply to anyone making a new
claim for Housing Benefit as a private sector
tenant, on or after 7 April 2008. It will also
apply to current private sector tenants who
change address on or after 7 April 2008.

The key objectives of LHA are to improve:

Fairness – similar amounts are paid to
tenants with similar circumstances

Choice – tenants are allowed to choose
between price and quality of
accommodation

Transparency – it is easier for tenants to find
out what allowance they might get before
they commit themselves to a property and
for landlords to find out in advance how
much rent could be covered by LHA

Personal responsibility – tenants will take
responsibility for budgeting for, and paying,
their own rent

The Integration Loan Scheme,
introduced on 11 June 2007, is a
Home Office initiative for asylum
seekers who have been granted
refugee status or humanitarian
protection (and their respective
dependants) in the UK.

The scheme provides people with an
interest-free loan to buy essential
goods and services – linked to
housing, employment, training or
education – to help them integrate
into UK society.

It was introduced at the same time as back-
payments of Income Support, Housing
Benefit and Council Tax Benefit were ended,
and will be funded from the savings made.

The new loan scheme is not retrospective.
Only those granted leave to enter or
remain as a refugee, on the grounds of
humanitarian protection or their respective
dependants after 11 June 2007, can apply for
a loan.

Financial inclusion – tenants are encouraged
to have their housing payments paid into a
bank account and to set up a standing order
to pay the rent to their landlord

Administration/reduce barriers to work – as
a simpler system, LHA helps to speed up the
administration of housing payments giving
tenants more confidence, when starting a
job, that any in-work benefit will be paid
quickly.

We have developed and tested a
communications toolkit for local
authorities, building on best practice
from the Pathfinder and Second
Wave Groups. The toolkit contains
factsheets and letter templates for
local authorities to send out to
tenants, landlords and welfare
rights organisations during the
run-up to April 2008.

Local Housing Allowance

Further information lhaadviceline@dwp.gsi.gov.uk

The Integration

The Border and Immigration Agency of the
Home Office will handle applications for
loans and decide who is eligible and the
amount to be awarded.

DWP will pay the loan through a finance
team based in Debt Centre Trafford, while
our Debt Centre Washington will recover
payment through deductions from Income
Support, Income-based Jobseeker’s
Allowance and Pension Credit.

Deductions will be subject to normal third
party deduction rules on individual and
maximum amounts. Other methods of
recovery will be used where customers do
not receive benefits, in accordance with
established DWP guidelines for other debts
and overpayments.

Further information
john.oxenham@dwp.gsi.gov.uk

Loan Schemeupdate

Increase in write-off limit for overpayments
Following a review of our write-off limit for
overpayments of pensions and benefits, and
with Treasury agreement, we are increasing
the limit from £40 to £65, to reflect current
costs. The £40 limit was introduced in May

2002, and based on the costs of calculation
and recovery at that time. No adjustment
for rises in pay, prices or benefit rates has
been applied since. The change will be
implemented by the end of the year.

lynn.d’arcy@dwp.gsi.gov.ukFurther information

The Department for Work and Pensions is extending the Local
Housing Allowance (LHA) across Great Britain, following a
two-stage pilot of 18 Pathfinder and Second Wave Groups.



The campaign is targeting cities with the
highest concentration of non-compliant,
non-resident parents together with the
highest levels of debt. Parents who had not
been paying previously have already been
getting in touch to arrange payment – and
avoid the consequences of not paying for
their children’s upkeep.

Making
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The campaign supports the CSA’s three-year
Operational Improvement Plan – already
delivering radical improvements to client
service. Now in its second year, the plan will
focus on compliance and collection: making
more non-resident parents pay what they
owe and getting more money for more
children.

As of September 2007, 674,000
children are benefiting from
maintenance payments arranged
by the CSA.

Advertising carrying the message, ‘Act now,
or we will’ is a serious reminder that the
CSA is more determined than ever to use
its powers to track down parents avoiding
paying child maintenance and force them
to pay.

How to contact the CSA

Clients can contact the Child Support
Agency on 08457 133 133.

More information on enforcement
measures and the current
enforcement campaign can be found
at www.csa.gov.uk

Following successful pilots in
Newcastle and Sheffield, the
campaign has now been
launched in six other cities
so far – Nottingham,
Birmingham, Manchester,
Cardiff, Liverpool and
Glasgow – supported by
advertising and positive
media coverage.

In addition, parents who owe child
maintenance have been receiving letters as
a direct reminder of the money they owe.
If they do not get in touch with the CSA as
a result, they receive a phone call as a final
warning before enforcement action is taken.
Letters to non-paying parents during the
pilot in Sheffield saw 76% of those
contacted getting in touch with the CSA as
a result of this warning.

The CSA always looks to establish an
arrangement with a non-resident parent
for the payment of maintenance. However,
there are cases where tougher action is
required, including:

� court action which can result in a fine of
up to £1,000 if a non-resident parent
refuses to provide information, driving
licence confiscation for up to two years,
or even imprisonment

� deducting money direct from a non-
resident parent’s earnings

� bailiffs seizing a non-resident parent’s
personal property to pay any child
maintenance owed

� freezing money in a non-resident parent’s
bank or building society account

� forcing the sale of a property or other
assets so the money owed can be
recovered.

more parents pay
child maintenance

A hard-hitting enforcement
campaign by the Child
Support Agency (CSA) is
making more parents pay
the maintenance they owe
for their children.

Call the CSA now on 0845 600 2423 or visit csa.gov.uk

If you’re trying to avoid paying child maintenance, your time’s running out. Act now or we will.

EVERY DAY 37 NON-PAYERS HAVE THEIR CASES 
PASSED ON TO BAILIFFS
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Legislation for a new organisation,
the Child Maintenance and
Enforcement Commission, is still
being considered by Parliament.

As we highlighted in our last edition, the
Commission will replace the Child Support
Agency (CSA) and marks the beginning of
a new system of child maintenance.

The Commission will place more emphasis
on parents taking responsibility for their
own arrangements for the payment of
child maintenance, backed up by further
enforcement powers if they fail to do so.
This includes enforcing the surrender of
passports and imposing curfews on non-
paying parents.

A key part of the overall package of
support proposed to be offered by the
Commission will be an information and
support service, from late 2008 onwards,
for all separated or separating parents, to
help them think through their options and
make maintenance arrangements best
suited to the needs of their families.

The recruitment of the Chair and the
Commissioner is underway and it is
anticipated they will be in post when the
Commission is established.

Royal Assent for the formal creation of the
Commission is anticipated in Spring 2008,
after which the work of the Commission is
expected to begin.

In the meantime, the CSA remains
committed to improving its performance
still further, making more difference for
more children.

The Child
Maintenance and
Enforcement Commission

The focus group identified the following key
points:

� accessible systems – particularly for
vulnerable customers

� competent and well-trained staff – who
are on the customer’s side

� meeting broader needs effectively –
customers should not have to make
multiple calls or contact different
agencies

Customer insight

volunteers
DWP

CSA
leaflet review

The Child Support Agency (CSA) is
launching a new information sheet, An
introduction to child maintenance and the
Child Support Agency, in January 2008.
And in a first for the CSA, it will give an
overview of its services in seven different
languages.

Eleven of the CSA’s new scheme leaflets
are also being revised as part of the DWP
leaflet review programme. These will be
ready for use from early 2008, with revised
old scheme leaflets available during May
2008.

Disability and Carers Service
would like to say a big thank
you to all of the organisations
and staff who took part in
Community 1000 during
October.

Following the success of the DCS scheme, it
has been decided to roll out a similar scheme
across the whole of DWP.

The leaflet review programme aims to
improve the consistency and quality of
information in DWP leaflets and provides
all our businesses with the opportunity to
standardise the way they communicate
with clients, for example when using
alternative formats.

Copies of the information sheet and
revised leaflets will be available to
download from www.csa.gov.uk

� the right decision made at the right time

� good quality communication.

Now we would like to know what you think.

Do you agree with these key points,
or think others are more important?
Which of the key themes above are most
important to you, and why?

Please email your views to:
corporatecustomeraffairs@dwp.gsi.gov.uk

We look forward to hearing from you!

DWP’s customer insight team met with a focus group of
representatives of intermediary organisations to ask them –
What do customers want?

Community 5000 will aim to give
5,000 days to voluntary and
community organisations by July
2008, and provide an opportunity
for staff from across DWP to help
out at a local voluntary or
community organisation linked to
our customers.

If you or your customers would like to be
involved, or to find out more, contact:
community.5000@dwp.gsi.gov.uk



They are based on the proposals in the
White Paper, Stronger and Prosperous
Communities (October 2006), which came
into effect in the Local Government and
Public Involvement in Health Act 2007.

Local Strategic Partnerships (LSPs) – in which
local authorities work with other public
sector organisations, businesses, and the
voluntary and community sectors – are key
to these arrangements.

LSPs are best placed to
understand local people, local
places and local problems.
And aim to demonstrate that
more gets done if local people
work together.

LSPs identify the priorities that are
important at a local level. They then
negotiate a Local Area Agreement (LAA)
with their Government Office (who act on

DWP and new local partnership arrangements
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The report includes the action plans
published by each part of the Department
in December 2006, together with details of
progress made since then, and any new
actions that have been identified.

To read the reports, visit
www.dwp.gov.uk/aboutus/equalityschemes

Printed copies and alternative formats are
available on request – see online reports for
order details.

DWP Equality Schemes
Progress Reports

behalf of central government in each
region). This LAA will include up to 35
targets for improvement which, in turn,
are selected from 198 national indicators.

National indicators include DWP-led
indicators on worklessness, child poverty,
later life, efficient administration of Housing
Benefit, and health and well-being at work.

The new partnership arrangements give local
authorities more flexibility to spend money
from central government and the freedom
to be more innovative.

For DWP, our local partners, and the
professionals who work with us, these
arrangements represent a new way of
working. They also provide a major
opportunity to make a difference to the lives
of many disadvantaged people whom,
working alone, central government would
find hard to reach.

Forum update

The DWP Welsh Annual Forum will be held
in Cardiff on 7 February 2008

The DWP Ethnic Minority Forum will be held
in London on 6 March 2008

The DWP Disability Forum will be held in
Manchester on 16 April 2008

There are new local partnership arrangements
between central government, local government
and its partners that might affect your customers.

In the meantime, if you would like to be
added to our database to be notified of
future events, or wish to receive a report
of these meetings, please email
jill.gillatt@dwp.gsi.gov.uk

Further information Andrew Milton, Regional Area and Strategy Team, Level 2,
The Adelphi, 1-11 John Adam Street, London WC2N 6HT

E: andrew.milton1@dwp.gsi.gov.uk

The public consultation on our specialist
Disability Employment Services, including
proposals to reform the Job Introduction
Scheme, Work Preparation and WORKSTEP,

is due to be launched before the end of the
year. Check the consultation section on our
website for details:
www.dwp.gov.uk/resourcecentre/
consultation_papers.asp

Disability Employment Services
Review of

At the end of November, we published a document setting out
our first annual progress reports on disability and gender, our
2007 annual progress report on race, and an update on our
commitment to other aspects of diversity.




