
Employment and Support Allowance, New Style 

Employment and Support Allowance & Universal Credit – 

Coronavirus - COVID-19 Update 

Telephone Work Capability Assessments (WCAs) 

On 17 March 2020 we suspended all face-to-face assessments for 3 months to protect 
vulnerable people (and assessment centre staff) from unnecessary risk of exposure 
to COVID 19.  
 
Since then, Health Care Providers (HCPs) have been trying to undertake paper based 

assessments for any in-flight or new WCA referrals. From Monday 4th May 2020, 

Assessment Centres will be able to supplement paper based scrutiny with telephone 

assessments for certain claimants. This will – initially - be a very small trial.  

Every referral will still go through the paper based file work process and if Support 

Group/LCWRA can be recommended it will then return to Decision Makers as per BAU 

process. If the customer’s case cannot be cleared at this point it will be considered for 

a telephone assessment. 

WCA appointments in MSRS will still show as face-to-face appointments but will 

actually be telephone appointments. 

Action by Assessments Centres  

Telephone Assessment Process: 

 An ESA 50/UC 50 will be sent for any referrals made (with the exception of 

SRTI, as now).  

 If suitable, the assessment provider will arrange a telephone appointment with 

the claimant. This might be via an initial call or a telephone assessment 

appointment invitation letter. 

 If the claimant does not wish to partake in a telephony assessment the case will 

be paused until face-to-face appointments return or until evidence needed for 

a paper based assessment can be gathered via another route.  

 A claimant can ring the HCP to re-schedule the appointment if they are unable 

to attend. 

 If the claimant agrees to the assessment the HCP will call them at the arranged 

date and time. 

 If the claimant does not answer within three attempts, claimants will remain on 

their current award until we are able to conduct a face-to-face assessment or 

gather the evidence needed for a recommendation to be made via another 

route.  

 HCPs will only give a SG/LCWRA recommendation outcome from the 

assessment. Cases that do not meet this will be paused and await resumption 

of face-to-face assessments or until we can gather the evidence needed for a 

paper-based assessment. 

When a recommendation can be made by the HCP: 



Where the HCP recommends that a claimant satisfies the criteria for LCWRA/Support 

Group, including Severe Condition cases, the case will be returned to DWP for a 

decision. Business as usual decision making action should then be followed. 

Where a Terminal Illness referral has been made and this has been confirmed by the 

HCP, these cases will be returned to DWP. Business as usual decision making action 

should then be followed. 

When a recommendation cannot be made by the HCP: 

Steps have been put in place to ensure that claimants do not receive any adverse 

decisions as a result of this new process. 

If a claimant does not engage or make themselves available for a telephone 

assessment, either the first or the rescheduled one, the case will stay with the 

Assessment Provider until such time as they are able to conduct a face-to-face 

assessment or gather the evidence needed for a paper-based assessment. 

The Assessment Provider will not issue a BF223 and they will not flag the case as an 

FTA in MSRS if the customer does not answer the call, as this would push the case 

back to DWP. These cases will be retained by the Assessment Provider. 

If, following the telephone assessment, the HCP is unable to make a recommendation, 

claimants will receive a letter advising them they will remain on their current award 

until we are able to do conduct a face-to-face assessment or gather the evidence 

needed for a full report via a different route.  


