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What lo do when the clsimant answers the call p.1f2

Telephone etiquette

stie 1o Conduct the assessment in 8 co

sround you and that you ar

* e poite ot all times and adcress peaple using ther trie
= Danct et or drink during 2 tekephane call

*  Awcid pizong o daimant an haid

®  HEVER conduct any telephone call from your car

Fhane bs anowered; ¥
Prior to the call

= Have your lagnop set up and ready with access 1o EAS and PIPCS (for 1D verfication)
+ Coen your handsires eamuds 10 waur aNo
= Obeainthe claimant’s telephone numbes fram PIPCS

When making e call

*  The call snousd Take prace T e prescribed Tme
* Withhold your number when you cal
* Do not g your phone number out or tex the dalmant

Click on the links below to see the process for the following droumstances:
it 18 845 when the cismant answers the cal

Mdentification an yerificarian process
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iy whether s companion is present and how s menste sppoTTiess/tompanians

12 dlaimant requests to discuss mew evidence vat the claimant or their official
trish Sen L | interpreing serv

Howta.20d the cal

op tip

Amything written in cyan bius

sz 01D et page for IDEV process
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What to da when the claimant answers the call p.2/7

1. The DA will cantac the ciaimars and ask for the fallowing

* Dateof Birth
*  Full Adcress
* NNO

*  Aernatie telephone rumber

2. Ifthe claimant ansveers wa questions o
e carrect]. You should recard the que
[

TeCtY, OU CBN Brogress with the call (slop & soon a5 they get
ians asked and their answers, in the appointment summary

Ifa caimant can't answer twa af the questions, or I you have any doubits about the validity of the
person you're spesking 10, the call cannct be progressed. Instesd, you should follow the BAL approach
of marking the case & nded not complete’, selecting the ‘Claimant — Suitstle 104 not proviced
option a3 shown below. Please sdd n0tes in the summary Box to explain the resson the aption wis
seleced

Inthe case ot a Ko Fiued Abode (NFA) clsimant with o siternative telephone numaer, their 0.0.8. and
NI ruriber should b given. However, if 8 eltinaen car imiser, Dis are allowed 1o
use health condtions, prescribed medication ete. to confirm IDBN. This i in line with the existing
precess, pre-COVID-19.

Lot 4 IDAV

Claimants must be able 1 answer three cut of five ouestions below, ane of which reds 10 bea High' question.
Cuestions asked and thiir arswers must be recorded within the Sp00iNDTENT summary box

" rotsnawho veitee e chmor " Dwesttion M clmr reents o dicuss g el o the Dt
*  Informatian held in PIPCS e.g. Ardress of GP or ather Health Care *  Home Teleghene number 1. Thank them for reporting they have further evidence
Professional who s treating the claimant
®  Anyimformation which the ciaiman ar 2 Ask them to send the evidence ta DWP/DHC at the spprapriots adcres:
PartZof b eepost RTEL-HAGT L 4 + TR
which wes
»  The claimarr
Inthe case afa Na Foied Abade [MFA} claimant with no altemative telephane number, their 0.0.8 and NI

UMDET $hould be given. Howev L EAVE remamber their NI Fumber, DA are alkwed 10 Lae health
conditions, prescribed medication etc. ta confirm ID&N, This is in line with the exissing process, pre-COVID-19.

clirical reesoning to determine whether the FE would be considered "high value! in fts ikeinood to gve
Informatice peraining T Funcrion. Thés will determine: whether the D shoukd ask them far 3 syncgsts or rot
This can be consicered on a case by case basis

it i unsible 1o provide suitsble D&V, the Dissbiity Assassor must sebct the sppointment cutcome
5 ‘Amtended bt ASSeSS TR Not Complebed 3nd sebect Claman - Sultakie |DV Pat provided, in the 4, Darument i the Further evidence bawc Further Fuidence reo eicphane consutaTion as SO0
Bppointmen dethiied oulcome. All questions asked must be recorded within the appoRRtmEnt summary bax pcteised [ =i fo [
{) Where the further ewicence (5 deemed b he sugporties of the clakm and sefers o functional ahikey ond/ar
severity of condition confirmation. Tike D should dorument o reparted synopsis of the information contoined in
The ewidenice £ wiich canfirmms ossistianes T
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wo e

v AN ve

fatig
1 Whers the further evidence s deemed not 15
impact or severtty of eandition such oz an appommET

0¥ 03 It 085 Aat rafer 10 funcionol
. The D4 should dacument *_cue ta the nature of
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i How to end the call
bﬂ.pl ta Desktop Ald - Telephone Assessments
Aclosing statement should be used when ending the telephone assessment, to advise the claimant of the next
How to Identify whether a companion is present and how to manage appointess/companians steps. End the consultation as you would normally, thank the claimant for their participation and ask if they have
y further questions. Please advise the claimant that their report will be sent to the DWP/DIC for consideration
as normal. Lot 2 and lot 4 clesing statements differ in relation to DWP/DFC consideration,

Lot 2 closing statement r.e. DWP timescale: 7 will now send a written report of your assessment to the

Department for Work and Pensions, They’ll write to you ance they've mude a decision on your PIP claim. You
sheuid hear from them within 8 weeks but this can be longer if they need any further information to make their
decision. You don't Aeed to contact them during this time uniess any of your details have changed"

Lot 4 closing statement r.e. DIC timescale: T will now send @ written report of your assessment to the Department
for Communities. They'Il write to you ance they've made @ decision on your PIP ciaim. You don't need to contact
them during this time unless any of your details have changed”

What to do when the claimant does not answer the call

nal information
wars booked for XX ) taday. To c ays with progr
Ispeak with you, so [ wi time — all 10 min

ane

Call attempt 2: Call back at time stated in voice mail or 10 minutes after first call if un
Give @ minimum of 12 rings (or when the voicemail invokes). I claimant does not answer do not leave any
additional voicemails during attempt 2.

Call atrempt 3: Call back 10 minutes after second call.
invokes). If able leave the following voicemail:
rm ot be 1w speak to
14 or Lot g

In the event of FTA appointments (Failed to Attend). please also ensure you document the following in the
appointment summary box:

1A Telephone consultation attempted due to business continuity strategy. Antempted call at *insert times® on
telephone number 000 and there was n response [voicemail left)

1B. Telephone consultation attempted due to business continuity strategy. Attempted call at *insert times* on
telephone number 000 and the number did not connect {no voicemail facility)

The DA must then take a screen shot of their call history and send this immediarely via email to their line
manager with the subject fine “FTA PIP2X)0000("

2. ‘Appointee requested claimant to be supparted by another on their behalf, who when artempted, cannot be
contacted. DA confirmed call will need to be rescheduled and requested they call enquiry centre to confirm

individuals name and telephone details to enable special instructions to be added for next DA, number give:
NOTE: Lot 4 the official appointee must be present. Both Lots: A corporate appointee can be substiuted.

A artempt
a third party wish 1o
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NEW British Sign Language (B5SL) interpreting service
We have
community. This service

that provides much needed assistance to claimants from the deaf
tered BSL/English

snched a video relay ser

and rey

s operated by SignVideo and is staffed by fully qualifi

Interpreters

B5L claimants will be able to use this service to contact our Enguiry Centre or to contact a DA at the time of their

assessment
A summary of how this will work:

1. The BSL clalmant will contact SignVideo (instructions will be provided in their appointment letter).

2, The claimant will inform the SignVideo interpreter that they wish to call Capita regarding their PIP claim/for
their assessment

3, The SignVideo interpreter will then connect the claimant to the Enquiry Centre Agent or DA.

4. The call proceeds as normal, including ID&V, via the interpreter.

n be found on Totara. Ses

urse se




