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Context

We are moving into a period of time when we will be using telephone calls to gather filework evidence and for 

assessments of some specific customer groups.

The programme is designed to support you and you enhance the soft skills that you will use in telephone 

assessment calls to compensate for the loss of  the observational element of face to face assessments.



Learning Outcomes

By the end of this programme you will:

Be aware of how you can adapt your transferable skills in face to face assessment to providing effective telephone 

assessment to our customers

• Be able to use a range of enhanced auditory and oral communication skills to compensate for the loss of 

observational skills when holding an assessment

• Apply a call structure to your telephone assessment calls assessment

• Be confident in applying the  security and compliance checks required at the start of each call 

• Be confident in closing the telephone assessment with appropriate follow up procedures



Workshop Rollout

Workshop 2
Part 1 -The 

Call
(1 hour 45 

mins)

Workshop 2
Part 2 C- The 

Call 
(1 hour 20 
minutes)

Workshop 1
Preparation

( 2 hours)



Your Transferrable Skills

Face-to-Face Assessment Telephone Assessment

Transferable

You are all highly skilled clinicians that have a fantastic set of skills that can be utilised to complete 
telephone assessments, lets have a look at what skills are transferable

• Listening skills
• Rapport building
• Empathy
• Communication Skills
• General observation skills
• Questioning skills
• Clinical observation skills
• Clinical experience
• Compassion
• Customer Care

Transferable

Transferable



Workshop 1
Preparation



Preparation

We are going to break the preparation stage into 3 key areas:

Your Surroundings
Systems and 

Documentation
Winning 
Mind-set



Your Surroundings

Preparing your surroundings is essential when making calls 
outside of our usual working environment, things to consider:

1. Set up a designated work station
2. Minimising noise interruptions such as Washing 

Machines/Dishwashers etc.
3. Find a quiet room – remember confidentiality
4. Maintaining a tidy workspace
5. Complete a Desk Assessment
6. Are you able to move freely and comfortably
7. Is the room well lit and at a comfortable temperature
8. Are you in a comfortable seating positon
9. Have a glass of water on hand
10. Make sure your mobile phone is in a different room on silent



Systems and Documentation

The next preparation steps are around the set up of systems and the 
relevant documentation needed to achieve the best results during 
your calls:

• Do you have the call structure to hand?
• Have you reviewed all the evidence available to you?
• Are you familiar with the mandatory security checks for 

identification?
• Have you logged into the required systems?
• Is the equipment plugged in to a power supply?
• Is your system due any updates that could launch during a call?
• Test your headset/handset and ensure the sound is working both 

ways
• Is your signal strong in the room you have set up in?



Winning Mind-Set

✓ Have a clear focus and plan for each day

✓ Write a daily to do and preparation checklist

✓ Set yourself some small goals for each day

✓ If working from home prepare yourself much as you 
would if going into the Assessment centre – getting 
dressed as if for work can be really beneficial and 
separate your visible working time from your personal 
time

✓ Know when to step away from your work station

✓ Ask for support when needed

✓ Stay in conversation with your colleagues

***Lets try a personalised checklist now*** 



Emotion Contagion

• In these difficult and challenging times all of us, to some degree or another, are moving through the 

bereavement curve as we face restrictions and changes to our way of life, liberty and a loss of community. 

This can trigger strong emotions in each of us.

• Emotional contagion is the phenomenon of having one person's emotions and related behaviours directly 

trigger similar emotions and behaviours in other people. Emotions can be shared across individuals in many 

different ways both implicitly or explicitly.

• In the company of someone else who is displaying the same emotional response that we are feeling then 

emotional contagion can happen.



Preparing to deal with emotional contagion

You can prepare yourself for the enhanced emotional states of customers that you might find yourself dealing 

with by:

• Regular daily resilience techniques and activities to strengthen your emotional stability 

• Good self preparation before calls

• Regular self scanning to check your personal state of wellbeing

• Breathing and focusing exercises

• Ensuring you have the release valve of someone you can talk to after a particularly difficult call 



HALT Self Care

Always do a personal scan/check and be aware of HALT – being 

Hungry, Angry, Lonely (alone, feeling unappreciated or unloved), Tired 

We can’t avoid some of them and on bad days all of them!!! But do a 

quick mental scan and do what you can during the day or before the 

next call. 

• Drink plenty of fluids

• Eat regularly to keep your energy levels up

• Speak briefly to a colleague

• Call a friend during a break

• Stretch out

• Grab a breath of fresh air

• Take a brisk walk at lunchtime

• Get a good nights sleep



The Effects of Posture – Self-validation Theory

• Your posture can have a significant effect on your self-evaluation of 
your emotions and how positive, confident and in control you are 
feeling.

• Experiments have been run looking into this theory

• Results from studies proved in favour of the self-validation theory. 
Participants' attitudes when placed in a hunched posture reported 
were more likely to feel stressed compared to participants who 
assumed a relaxed position.

• Ensure you can sit in an upright but relaxed position with no hunching 
up of your shoulders –use a headset to ensure you don’t hunch your 
shoulder to support your phone.

• Try some power posing at the start of each day 



Smiling Affects Your Vocal Tone

When you smile while talking, your voice 

automatically sounds more positive and 

friendly. Don’t believe it? Try saying 

something negative while smiling. You’ll 

notice that your tone is more upbeat and 

positive than if you were saying it with a 

straight face or a frown. 

A Positive Attitude Is Infectious

When you make a point to be 

positive during a phone interaction, 

the person on the other end of the 

line often takes your cue. Starting 

with a smile helps you achieve that.

Smiling is a Great Mood Booster

Studies have shown that even forced 

smiling can trick your brain into feeling 

happy and boost your mood. Smiling 

spurs a chemical reaction in the brain, 

releasing specific hormones, including 

dopamine and serotonin, that are 

known to improve mood. 

Its all in the smile…



Winning Mind-Set - Breathing

Deep breathing is one of the best ways to lower stress in 
the body. This is because when you breathe deeply, it 
sends a message to your brain to calm down and relax. The 
brain then sends this message to your body. ... Breathing 
exercises are a good way to relax, reduce tension, and 
relieve stress.

Intentional breathing - Simply put it involves taking slow, 
deep, full breaths for a number of counts, holding them for 
a number of counts and releasing them fully for a number 
of counts repeatedly for about ten minutes. 



Reading

We would like you to carefully study the 
Telephone Call Structure document (and 
have it to hand tomorrow) and complete 
the Communications Style Questionnaire

We will debrief you on your results 
tomorrow



Workshop 2
The Call
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Telephone Call 
Structure



Step 1 – Beginning the call

Introduce yourself:

“I’m  ……………from the Centre for Health 
and Disability Assessments and I would 
like to speak to Mr/Mrs/Miss/Ms etc. 
(Use Full Name of claimant)”

Security:

A positive identification of the claimant 
should be sought and this would normally 
be three sources of identification: 
• The claimant DOB
• The claimant  NINo
• The claimants  postal code. 

If you are uncertain that the person to 
whom you are speaking is the claimant, 
terminate the call.

Explain why the telephone call is being 
made:

“I am one of the Healthcare 
Professionals providing advice to the 
DWP on your claim to benefit, I need to 
get some details about your health 
problems and how they affect you day 
to day is this ok?” 

Are you somewhere where you can hold 
a private conversation and not be 
overheard?

Please be reassured that you will not 
lose your benefit as a result of this call.”
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Steps 2 and 3

Empathetic Listening and 

Building Rapport



Communication Styles

You will soon notice that 
the customer will respond 

more fully and easily to 
your questions
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Is your style Visual?
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Adapting your language

• Do you see what I’m saying

• I see what you mean

• Lets look at…..

• I want to build a picture

• Just imagine

• Describe….

• Picture this

• How does that seem to you….

• I want to get an overall picture of….

• What have you noticed……

• Add some clarity

You and your style

• You take a lot of information in from visual 

cues – facial expressions, body language

• You will need to really focus on developing 

attentive listening skills and questioning to 

fill in the visual gaps

• You must be aware of not letting your eyes 

wander to notes or something in your 

view as you may be easily distracted by 

something you can see



Is your style Auditory?
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Adapting your language

• How does that sound to you
• Does that sound about right
• I’m going to ask you….
• I hear what you are saying
• Talk to me
• Tell me what’s going on, etc.
• Describe….
• Lets discuss
• Clear as a bell
• Your comments are important..

You and your style

• You take a lot of information in from 

auditory cues – the words and phrases the 

customer uses

• You are very aware of silences and what 

has not been said

• You can be distracted by noises in your 

area or in theirs and by the clarity of the 

telephone line

• Be aware of the language you use

• You may find it easier as you will not miss 

the visual or atmospheric elements as 

much as others 



Is your style Kinaesthetic?

Adapting your language

• How does that feel to you
• Uncomfortable
• I sense that
• Walk me through that again?
• One step at a time
• Let’s get started
• Lets establish some ground rules
• What impression did that make
• How hard was that…
• Did that touch a nerve…

You and your style

• You take a lot of information in from 

sensing someone’s emotional state and 

the emotive words they use, or silences 

• You are very aware of your environment -

noise, light, heat, comfort – if these are 

not right they can distract you

• You are naturally empathetic but can also 

get caught up in emotional contagion

• Focus on questioning to make up for lack 

of sensory cues



Step 2 Empathetic Listening

Empathetic

Attentive

Selective

Pretending

Ignoring

The Five Levels 
of Listening

BOTH

YOU



Empathetic Listening

To achieve empathic listening:

• Slow down 

• Be patient 

• Talk less and listen more

• Repeat back what was said to ensure you don’t 
overlook anything.

• Do a short recap of what you have discussed, what 
approach you are suggesting, and any follow up on 
your part or the others part that is needed. 

• Be specific about how you will follow up, what you 
will do, and what the he can expect and when it will 
happen.



Lets discuss…
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Have you ever been on a 
telephone call and the 
other person is clearly 

distracted and not paying 
attention to your 

conversation?
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Repeat back 

Step 3 Building rapport

Ask how they wish to be addressed 
as, e.g. Mrs Smith, Lisa Smith, Lisa, 

Grow a temporary relationship with 
the customer



Rapport and Communication

Remember in face to 

face meetings 55% of 

communication is 

visual and non-verbal 

– so on the telephone 

you need to maximise 

your verbal and 

auditory skills  



Question Structures:
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T
E
D

Can you tell me about …… (Open)

Can you explain that in a bit more 
details…… (Probing)

Describe that to me…… (Specific)



Mental Capacity

With your clinical experience do you feel the customer 
has the mental capacity to continue with the call?

Yes NoContinue 
with the call 
and ask the 
customer if 

they feel 
they are ok 
to continue

Re-arrange 
the call for 

another 
day/time

Step 4
Then make a decision on 
whether the customer 
has the current mental 
capacity to continue
with the call



Step 5 - Set expectations of the call structure, estimated duration and purpose

The correct setting of expectations is a vital part of a good customer experience.

There is a trap that many people fall into – which is to tell the customer what they want to hear, rather than what is 

likely to happen.

It is more important to “under commit and over deliver” than it is to “over commit and under deliver”.  By setting the 

correct expectations, you can take control of the call and improve the service from the customers perspective.

What will be covered 
today – call structure

Reason for the call Estimated call length
What may be the options 

after the call



Step 6

Medical Conditions

Condition 
history(ies)

Social / Occupational 
History

Typical Day

Continue with the structure of your call – the Assessment

The Assessment should follow the same structure 
as a Face-to-Face Assessment. 

Please refer to the guidance for telephone 
assessments.

Give the caller time to pause, process the 
question, and answer. 

You may need to give them additional time to 
respond.



The Escalation Cycle



Defusing Techniques

What defusing techniques or statements do you use in face to face 
assessments – can you transfer these to a telephone assessment?



Step 7

Finish the call in the same way as you would a face-to-face assessment

Thankyou 
for your 

time today

We have now 
finished your 
assessment 

Next steps…

Is there 
anything else 
I can help you 

with today?

Closing the call



Step 8/9 Ask if the customer requires any further help and support currently
Thank the customer for their time and set expectations for next steps

Ask Yourself
If one of your family 

members had received this 
call, would you be happy 

with the service they 
received?



Step 10  - Follow Up

• If any UCB issues have been identified during the call but you have been able to complete the call – follow the normal UCB 
process

UCB

• If you believe a UE1 is required, ensure you have explained this to the customer and obtained consent, where possible. 
Refer to the UE1 guidance located on the intranet for full scope. 

• For any unexpected findings that did not require immediate action - follow UE1 guide.

Unexpected Findings

• If any Safeguarding issues have been identified during the call – follow the Safeguarding process and raise with your QAL

Safeguarding

• Any welfare issues during COVID 19, social isolation, lack of basic essentials and concerns for vulnerable customers may 
require a follow up – use guidance from QAL support

• If a claimant reveals details such as extreme financial difficulties where the DWP may be able to assist, please notify the 
DWP – follow the procedures outlined in “Protocol for Illness VCC” available on the knowledge library. 

Welfare



Step 11 Post Call: If you feel effected by the call

If you feel particularly affected by the call, please 
take a couple of minutes to yourself, have a brief 

walk around, stretch out, take a few deep breaths, 
make a drink, complete the call emotionally before 
stepping into the next (if this isn’t helping, please 

contact your line manager for support)

Remember
These are unprecedented times and you need to 

look after yourself to be able to look after our 
customers.



Toolkit of resources

• Please see the toolkit that accompanies this programme

• All resources can be accessed easily

• Resources cover the communication skills elements of the programme

• Most are on Percipio – please see the colleague page for details on how to access your Percipio account if 
you have not already done so

• Other resources include on-line articles and TED Talks



Self-development and Action Planning

• Please take some time to reflect 
on what we have covered in this 
programme and any lightbulb 
moments

• Do remember to maximise the 
toolkit for further resources

• Your facilitator will be available 
to provide further support on a 
1:1 basis

• As you gain more experience 
with this new way of conducting 
assessments note your own 
successes and best practices and 
share these with your colleagues 



Learning Outcomes Revisited

By the end of this programme you will:

Be aware of how you can adapt your transferable skills in face to face assessment to providing effective telephone 

assessment to our customers

• Be able to use a range of enhanced auditory and oral communication skills to compensate for the loss of 

observational skills when holding an assessment

• Apply a call structure to your telephone assessment calls assessment

• Be confident in applying the  security and compliance checks required at the start of each call 

• Be confident in closing the telephone assessment with appropriate follow up procedures


