
Implicit Consent WheelDisclosure of
information Dealing with phone calls from representatives 
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Implicit ConsentStart

For further information and full guidance on working with representatives,
follow the link from the DWP Customer Affairs intranet home page.

This is an implicit consent
case. You can disclose

appropriate information.
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Remember never to disclose:
Address, NINO, DOB, Name

of another household member,
bank account details, employee

or ex-employer details.
(The customer will always know these.)
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Do not disclose
any customer
information.

Stage 2:  Are they
in possession of facts

about the claim and is their
enquiry consistent with the

role of a representative?
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For example are they able to    
quote from recent correspondence,
have knowledge of a specific claim,

are asking about progress on
a claim or asking for

an explanation of
a decision.

If we have a valid
up-to-date wrtten 

authority we can disclose    
appropriate information       

provided we are satisfied            
that the caller is who                

they say they are.                       

Stage 1: is the caller in
possession of information

about the customer?
DOB, NINO, Address.

General
information only
can be disclosed.

Do we have valid
written authority?

If the caller is not the customer or appointee,
are they claiming to be a representative
calling on behalf of the customer and

with the customer's knowledge?


