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Employment and Support Allowance (ESA) Underpayments
We promised to provide a further update on the progress DWP is making in
delivering a number of the recommendations contained in your committee's report on
ESA published in July 2018. I have also taken the opportunity to respond to your
letter of 17 November requesting further detail on the two recommendations, 4b and
6b which we did not accept. I will address each point in turn starting with your
recommendation regarding the Department's management culture.

PAC Recommendation 2: The Department should, by the end of October 2018,
write to update the Committee on the additional changes it has put in place to
address a management culture which does not proactively and systematically
act on intelligence from its front line and fully address mistakes when they
first occur.
The Department agreed with the Committee's recommendation and expects to have
new processes and procedures in place by April 2019.
We are improving and re-launching the channels that enable frontline teams to ask
questions, raise ideas and make suggestions. This feedback will be triaged and
systematically considered, with frontline staff being told what will be done with their
suggestion. The insight derived from this feedback will be regularly reviewed by
senior managers and fed into Service Design teams.
As well as these feedback mechanisms, we are also working to develop the culture
of the Department, so that colleagues feel encouraged to raise questions and
concerns through their line management chain. To support this I am championing
visible leadership, encouraging all leaders to be visible in front line operations,
engaging with teams and discussing the work they do. This approach provides a
direct line of feedback from frontline staff to senior leaders. It is replicated in the
Department's new intranet, with elements of social media functionality that allows

