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The fair telecoms campaign was delighted when Secretary of State for Work and Pensions, 
David Gauke, announced to the Work and Pensions Committee that the Universal Credit helplines 
would be switched to Freephone numbers – see this statement. 

DWP made the switch from premium rate 0845 to standard rate 0345 numbers some time ago. 
Calls to these numbers generally incur no call charge, because all 03 numbers are charged on the 
same basis as geographic 01/02 numbers, which most people call within the terms of an inclusive 
call plan or bundle. 

Those who fail to choose an appropriate call plan, or perhaps find that their limited inclusive 
allowance is consumed by unacceptably long wait times on some helplines, incur what we call 
“Penalty Charges”. These are the high charges imposed on calls that could be inclusive but fall 
outside the terms of the customer’s plan. The widely quoted rate of 55p per minute is indeed the 
greatest of these. Our briefing 55p per minute 'Penalty Charges' continue suggests that everybody 
should be helped to understand Penalty Charges and to select the best plan for their needs. 

Our biggest concern 
David Gauke also stated that the use of Freephone numbers would be extended to cover those in 
areas where Universal Credit has not yet been implemented. The notes which follow give details 
on the roll-out of these freephone numbers, most of which has not been publicised. 

There is however likely to be a significant omission – Tax Credits. 

Although generally considered to be a “benefit”, indeed included within Universal Credit when it is 
in force, Tax Credits are actually administered by HMRC, not DWP. It has therefore been stated 
that the undertaking given by David Gauke fails to cover this particular benefit. 

The Government minister responsible for benefits will therefore be seen to have 

misled the people unless the Tax Credits helpline is switched to a freephone number, 

alongside the other benefit helplines. 

Knowing of the difficulty which the Department had in ensuring that all of its 0845 numbers were 
switched to 0345, and having assisted this process, we are concerned that some numbers may be 
missed in implementing the switch to Freephone numbers – see below. 

The Implementation of Freephone Numbers 
It was announced that the Universal Credit numbers would be switched by the end of November 
(if one permits a generous interpretation of some clumsy wording). It was said that the remaining 
numbers would all by switching by “the end of the year”. 

We understand, from sight of an internal message, that this will take place in weekly phases. 

Apart from the initial introduction of the Universal Credit Freephone numbers, there has been no 
formal public announcement by DWP. Advice has however been passed to partner organisations 
and some of this has leaked out. 

It is however fair to report that relevant current web pages have been updated with the new 
Freephone numbers, and a free-to-caller redirection announcement is heard when calling each 
number that has been replaced. 

https://www.gov.uk/government/news/dwp-customer-phone-lines-to-become-freephone
http://www.fairtelecoms.org.uk/docs.html?55cont
http://fairtelecoms.org.uk/blog.html
mailto:david@fairtelecoms.org.uk
http://fairtelecoms.org.uk/
mailto:david@fairtelecoms.org.uk
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Outstanding cases – not publicly acknowledged 

The following benefit helplines have not yet been switched to Freephone numbers, nor has there 
been any acknowledgement that they will be switched before 31 December 2017. 

Helpline Number 

Tax Credits 0345 300 3900 

Tax Credits - text 0345 300 3909 

Tax Credits Agent Priority Line 0345 300 3943 

Bereavement - Textphone 0345 608 8551 

Bereavement - Welsh 0345 608 8772 

State Pension - Textphone 0345 722 4433 

State Pension - Welsh 0345 606 0275 

State Pension Equalisation 0345 600 5362 

DWP Workplace Pension Information Line - Welsh 0345 600 8187 

Debt Management services - Textphone 0345 604 6697 

DWP Workplace Pension Information Line - Textphone 0345 850 0363 

IB Migration 0345 600 8192 

Independent Case Examiner 0345 606 0777 

Provider referrals 0345 604 5406 

Childcare Providers Helpline 0345 300 3941 

Outstanding cases – publicly acknowledged 

A parliamentary written answer on 20 October 2017 confirmed that the following were amongst 
those what would be switched to Freephone. They have not yet been switched. 

Helpline Number 

Child Maintenance 2012 Enquiry Line 0345 266 8792 

The Pensions Regulator Enquiry Line 0345 600 1011 

Child Support Helpline - North West 0345 609 0082 

Child Support Helpline - Midlands 0345 609 0062 

Child Support Helpline - Northern 0345 609 0042 

Debt Management Employer Helpline 0345 600 0685 

Provider Direct Enquiry Line 0345 604 4015 

Child Support Helpline - South East 0345 609 0052 

Child Support Helpline - South West 0345 609 0072 

Child Support Helpline - East England 0345 609 0092 

Employer Direct / Universal Jobmatch Enquiry Line 0345 601 2001 

Child Support General Enquiry Line 0345 713 3133 

Bereavement Support Payment / Benefit Enquiry Line 0345 608 8601 

Debt Management Enquiries 0345 850 0051 

National Insurance Number Enquiry Line 1 0345 641 5008 

Child Maintenance 2012 - N Ireland Enquiry Line 0345 266 8978 

http://www.parliament.uk/business/publications/written-questions-answers-statements/written-question/Commons/2017-10-20/108911/
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The Pensions Regulator Enquiry Line 0345 600 2475 

Child Maintenance 2012 - Employer Enquiry Line 0345 266 9658 

The Pensions Regulator Enquiry Line 0345 600 0707 

Pension Tracing Service 0345 600 2537 

Child Support Helpline - Northern Ireland 0345 608 0022 

State Pension Enquiry Line 0345 301 3011 

Child Support - Employer Enquiry Line 0345 713 6010 

The Pensions Regulator Enquiry Line 0345 600 5666 

Child Maintenance 2012 - Belfast 0345 600 1063 

NI Department for Communities - ESA Enquiry Line 0345 602 7301 

National Insurance Number Enquiry Line 2 0345 603 0526 

Switched numbers – no advice given 

The following numbers have been switched, although we are not aware of any advice having been 
given of this. 

Helpline Old number New number 

Disability Living Allowance—Third Party 0345 900 0121 0800 121 6179 

Maternity Allowance - Welsh 0345 608 8674 0800 169 0296  

National Insurance Number Allocation Unit - Textphone 0345 600 0644 0800 141 2438 

National Insurance Number Allocation Unit - Welsh 0345 602 1491 0800 141 2349 

Switched numbers – expected, but no advice given 

The following numbers were included in the written answer of 20 October 2017, but there has 
been no advice of the fact that the switch has been completed. 

Helpline Old number New number 

Benefit Cap Enquiry Line 0345 605 7064 0800 169 0145 

Switched numbers – advice given privately 

DWP partner organisations have been advised of the following numbers being switched. 

Helpline Old number New number 

Universal Credit Housing Escalation Enquiry Line 0345 266 0041 0800 328 3844 

Universal Credit  Sanctions Line 0345 600 3081 0800 328 9744 

Universal Credit  Live to Full Service Transfers 0345 606 9970 0800 328 7844 

Universal Credit /WA Welsh Line 0345 600 3018 0800 328 1744 

Universal Credit Text phone 0345 600 0743 0800 328 1344 

Performance Measurement 0345 266 1232 0800 328 2144 

Payment Resolution Service - Third Party Payments 0345 600 2859 0800 328 0128 

Payment Services – Customer contact 0345 600 2865 0800 328 0172 

http://www.parliament.uk/business/publications/written-questions-answers-statements/written-question/Commons/2017-10-20/108911/
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Industrial Injuries Disablement Benefit Enquiry Line 0345 758 5433 0800 121 8379 

National Insurance Number Appointments 0345 600 0643 0800 141 2075 

State Pension & Pension Credit Enquiry Line 0345 606 0265 0800 731 0469  

Attendance Allowance & DLA 65+ Helpline  0345 605 6055 0800 731 0122  

Carer's Allowance 0345 608 4321 0800 731 0297  

Future Pensions Enquiry Line 0345 300 0168 0800 731 0175  

International Pensions Enquiry Line 0345 601 0008 0800 731 0341  

Winter Fuel for non-benefit customers 0345 915 1515 0800 731 0160  

DWP Warm Home Discount Scheme  0345 603 9439 0800 731 0214  

SP/PC Changes, Enquiries Textphone  0345 606 0285 0800 731 0464  

Carers Allowance Textphone  0345 604 5312 0800 731 0317  

Workplace Pension Information Line  0345 600 1268 0800 731 0372  

Future Pensions Textphone  0345 300 0169 0800 731 0176  

Debt Management Enquiries 0345 850 0293 0800 916 0647  

Switched numbers – advice has made it into the public domain 

An image covering the following new numbers has been widely circulated around social media. 
Although there is no acknowledged source for this information, it is NOT fake news. 

Helpline Old number New number 

Benefit Enquiry Line 0345 608 8545 0800 169 0310 

Jobcentre Enquiry Line 0345 604 3719 0800 169 0190 

Social Fund Enquiry Line 0345 603 6967 0800 169 0140 

Personal Independence Payment Enquiry Line 0345 850 3322 0800 121 4433 

Disability Living Allowance Enquiry Line 0345 712 3456 0800 121 4600 

Industrial Injuries Disablement Benefit 0345 603 1358 0800 121 8379 

Maternity Allowance Enquiry Line 0345 608 8610 0800 169 0283 

Access to Work Enquiry Line 0345 268 8489 0800 121 7479 

Disability Living Allowance - Motability 0345 602 0197 0800 121 6379 

DWP Online Helpdesk 0345 604 3349 0800 169 0154 

Switched numbers – the only ones formally announced by DWP 

The following numbers were covered by a DWP news release on 29 November. 

Helpline Old number New number 

Universal Credit Live Service 0345 600 0723 0800 328 9344 

Universal Credit Digital Service Centre 0345 600 4272 0800 328 5644 

This information 
This information was correct at the date of publication. Please advise of any omissions or errors 
that may be found. 

https://pbs.twimg.com/media/DRASLujWsAAMeba.jpg
https://www.gov.uk/government/news/free-helplines-for-universal-credit-claimants

