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Important Information: 

 
 
 
 
 

Please note that not all job roles are required to 

complete every topic within this module. 

The next page has full details of which topics are 

required by each Job Role. 

The Universal Credit Learning Journey has a full list of 

all the learning modules required for each Job Role and 

the order in which they should be ompleted.   

This can be viewed on the LDO Support Site. 

 

Job Role Learning Required Duration 

Work Coach 

Work Services Manager 

System & Process Support 

Topic 03a 70 minutes 
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Topic 4 – Consideration of claimant 
capability and circumstances – Key 
Messages 

 

 

 

 

 

 

Show Slide 01 – Topic 4 Consideration of claimant 

capability and circumstances – Key Messages   

 

 

 

 

 

 

Show Slide 02 – Topic Aims and Objectives  

 

Aims 
 

The aim of this topic is to ensure you are aware of key 

Universal Credit messages, regarding your role in helping 

claimant’s back to work, with special emphasis on those 

reporting a health condition. 
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Objectives 
 

By the end of this topic, with the aid of any reference 

material, you will be able to state: 

 

 why continuing work coach engagement is so important, 

especially for claimants reporting a health condition 

 how you will set the right balance with requirements that 

keep claimants engaged but which reflect a clear 

understanding of the claimants circumstances 

 some of the skills you will use to identify what additional 

support a claimant needs to ensure their success in their 

preparation for and search for work 

 what tools are available to you, to help you signpost or 

advice a claimant regarding support  they will need to 

help them achieve their goals 
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Introduction 
 

In this topic we will be considering how you will accurately 

consider a claimant’s capabilities and circumstances. 

It is very important this is done not just at the Initial Work 

Search Interview (IWSI) but again at subsequent work 

search interview (WSI). 

This is key to capturing work related requirements that the 

claimant could reasonably be expected to do and should 

form the basis of an, on going, open and honest relationship 

with the claimant. 

Throughout this topic we will be referring to principles and 

behaviours that you are expected to demonstrate during all 

your interventions’ with claimants, regardless of their 

circumstances. 
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To begin, I would like you now to refer to ‘About 

Universal Credit – Initial Work Search Interview and read 

what guidance say’s regarding ‘How to conduct an 

Initial Work Search Interview’. 

For the moment, refer only, to what the aim of the IWSI 

is and what a Work Coach should do to help this 

process. 

 
 
 
 
 

Instruct learners that you will be asking for their 

feedback. 

Allow 6 minutes 

 

 

 

 

 

‘What does guidance tell you about how to conduct an 

Initial Work Search Interview’? 

 

 

 

 

 

 

The aim of the initial Work Search Interview (WSI) is to 

encourage claimants to get into as much work as they 

reasonably can do as quickly as possible.  

To help this process the work coach should:  

 

 motivates and challenges claimants to help them 

identify their needs and skills 

 offers flexible advice and support 

 supports the claimant in developing new skills 

 produce and agree a tailored Claimant Commitment 
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 ensures claimants are able to identify and engage 

third party support see DPT  

 be confident in asking positive, supportive 

questions/language and in taking a positive 

approach keeping claimants engaged and moving 

forward  

 set requirements that will give the claimant the best 

possible prospect of finding paid/ better paid or 

more work 

 make sanction referrals as necessary 

 

Always take into account your claimants circumstances, 

what ever they might be and tailor their work search 

activities accordingly.  

 

 

 

 

 

What circumstances may affect a claimant’s ability to 

undertake work search activities and / or work 

preparation activities? 

 

 

 

 

 

Expected Answers could include the following: 

 Homeless 

 Single parent 

 English is a second language 

 Caring responsibilities 
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 Undertaking a drug rehabilitation programme 

 Learning difficulties 

 Lack of IT skills 

 Claimant has Multi Agency public protection 

Arrangements (MAPPA) restrictions which may 

prevent access to the Internet 

 Can not read or write 

 Health condition 

 

For the purpose of this learning we will use claimants with a 

health condition, as an example to illustrate the messages 

contained within this topic. 

 

 

 

 

 

What % of claimants, in the intensive regime, do you 

think will be reporting a health condition? 

 

 

 

 

 

 

On average 10-13% of claimants, in the intensive 

regime, are reporting a health condition. 

 

The following messages and actions apply to whatever the 

claimant’s circumstances. 
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Show Slide 03 – Claimants with a Health Problem 1/3 

 

If a claimant attends a work search interview with a health 

condition, you provide the claimant with the same level of 

on-going support that you would give to any other claimant, 

taking into account their circumstances.  

At the IWSI you take into account how their health condition 

may affect their capabilities to undertake work search and/or 

work preparation activities. 

Some claimants attending their Initial Work Search interview 

will have a health condition that affects both the work search 

activities they are able to carry out and the type of work they 

can ultimately do. 

Some of these claimants will have already identified ways to 

manage their health condition and their day to day activities, 

taking their health condition into consideration. They may 

also be quite aware of what, if any, limitations their health 

condition places on their ability to carry out work search 

activities or ultimately their job goal. 

Alternatively, some claimants will attend an IWSI, still 

needing additional support, help or guidance about any of 

the following:  
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 how to manage their health condition 

 how to manage/ increase their daily activities 

 what restrictions their health condition may place on 

their work related activities 

 

Later in this topic, we will consider as a group, what support 

you could provide to help the claimant with any of these 

issues. 

To be eligible to claim Universal Credit, at the onset, 

claimants need to be able to do some work and undertake 

work search activities. 
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Show Slide 04 – Claimant with a Health Problem 2/3 

 

All UC claimants, who report saying that they cannot work 

because of a health condition, will remain in the (AWRR) 

intensive regime, where they are: 

 

 in the All Work Related Requirements Regime (AWRR) 

intensive regime 

 attending subsequent work search interviews (WSI) 

 

Claimants will remain in the AWRR intensive regime until the 

outcome of their Work Capability Assessment (WCA) is 

known.  

After this they will either remain in the AWRR intensive 

regime or be found to have either Limited Capability for 

Work (LCW) or Limited Capability for Work Related activities 

(LCWRA). 
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Show Slide 05 – Claimant with a Health Problem 3/3 

 

While they are waiting for the WCA you will work with the 

claimant to identify how their health condition affects their 

ability to look for or prepare for work.  

Early and continuous interventions will identify and set 

activities that reflect their capabilities at all stages and not 

just after the WCA. 

We do not doubt the condition or illness, it’s about finding 

out what the claimant can do, rather than what they can’t do. 

You will be given the opportunity to review this process, in a 

little more detail, later in this topic, when we look at the 

pictorial journey for ‘Claimant reports a health condition or 

Disability’. 
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Importance of Work Coach Engagement 
 

Regardless of claimant’s circumstances, with the right 

support, there is no reason why most claimants could not 

get back to work. 

E.g. Single parents, English as a second language, Carers, 

Homeless, Drug addicts  

 

 

 

 

 

Use the following questions to prompt discussion 

Allow 5 minutes 

 

 

 

 

 

What do you think the benefits are, to the claimant, of 

the Work Coach, supporting them back to work? 

 

 

 

 

 

In what ways do you see it being beneficial to both the 

claimants and the Work Coach that we continue to carry 

out WSIs, even when they report that they are sick? 

 
 
 
 
 

Try to bring out the key messages contained in the 

following two pages. 
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Keeping people in work or getting them back to work more 

quickly, is a key factor in protecting their longer term health 

and wellbeing.  

In the case of claimants with a health condition, a return to 

work is likely to improve their health.  

Using claimants with a health condition as an example, it 

makes sense that we conduct interventions to identify and 

set activities that reflect their circumstances and capabilities 

at all stages of their journey and not just after a WCA.  

The Work Coach must be able to develop a relationship 

where the claimant is comfortable to disclose details of their 

current circumstances, including any health conditions and 

what impact these have on their ability to find and sustain 

work. 

There is no reason why fortnightly face to face interventions 

should not continue, for such claimants, in the majority of 

cases.  

Whilst there will be exceptions, its expected these will be low 

numbers and anyone seriously ill will be placed in NWRR 

group from day one. 

E.G suffering with a life threatening disease, receiving or 

recovering from dialysis or radiotherapy, in hospital or a 

similar institution for 24 hours of more. 
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Any responsible employer will take early action to manage 

sickness absence because it’s right for the individual and the 

business.  

The Universal Credit model reflects that approach so 

ensuring that preparing for a return to work – when the 

claimant is able - is a clear goal from the earliest stage of a 

period of illness.      

As you read in About Universal Credit earlier, one of the key 

things you must do to provide great support is to motivate 

and challenge the claimant to help them identify their own 

needs and assets.  

The more ownership a claimant has on their planned return 

to work the more likely they are to succeed. 

In the case of claimants reporting a health condition do not 

over-focus on the health condition itself.  

 
 
 
 
 

Designer Note – Use the next two slides to draw 

together the points made during discussion and to add 

to it, where necessary. 

Information on these slides capture information on the 

last two pages, that you have used to bring out key 

messages, during discussion. 
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Show Slide 6 – Importance of Work Coach Engagement 

1/ 2  

 

 

 

 

 

Show Slide 7 – Importance of Work Coach Engagement 

2/ 2  

 

 

 

 

 

Remember these principles apply for all claimants, 

regardless of their circumstances. 
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Reflect the Diversity 
 

 

 

 

 

Show Slide 08 – Reflect the Diversity 

 

In order to reflect the diversity of your individual claimants, 

you must set the right balance with requirements that keep 

claimants engaged but which reflect a clear understanding 

of the claimant’s circumstances and the challenge that it 

brings to that person. 

 

 

 

 

 

How do we set the right balance? 

 

 

 

 

 

 

We consider all barriers or limitations a claimants 

circumstances has on them and adjust the claimants 

work requirements appropriately. 

 

 

 

 

 

In all circumstances, for all claimants, you always have 

the discretion to tailor their Claimant Commitment and 

work related activities to reflect their current capabilities 

and circumstances. 
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Ask learners to refer to ‘About Universal Credit – 

Diagnosis of claimant capability and circumstances’ 

and scroll down to sub heading ‘Health conditions’ and 

read what it says here. 

Allow 5 minutes. 

Information here, will confirm what sort of work 

requirement adjustments may need to be considered for 

some one with a health condition. 

 

Developing Skills 
 

 

 

 

 

Show Slide 09 – Developing Skills 

 

Only once you have established a claimant’s circumstances 

and capabilities can you go on to identify if the claimant 

requires additional support.  

By support, I am referring to support the claimant may need 

in developing the skills they need to look for, find and retain 

work, for the job goals they have identified to ensure that 

they succeed.  
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Activity – Question and Answer. 

Allow 5 minutes. 

 

 

 

 

 

How might you identify if or what help the claimant 

needs to help develop their skills to look for and find 

work, taking into account their circumstances? 

 

 

 

 

 

 

Listen carefully to what the claimant is not saying 

Listen carefully and make a note of what challenges the 

claimant tells you, that their health condition or 

circumstances will have on their ability to carry out 

work search activities or attend an interview.  I.E. when 

they are telling you about what work search activities 

they can do. 

Use reflective questions that encourage the claimant to 

identify for themselves what additional support they 

need. 
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Facilitator Note – If you have  learners on this event, 

that are unlikely to have previously attended the Adviser 

Skills Workshops, consider having the following 

examples on display, for them to refer to. 

 

E.g. 1  

‘You haven’t said that you could send your C.V to 

prospective employers/ use the Internet to search for and 

apply vacancies, why is that?’ 

Depending on the claimant’s response, go on to ask a 

reflective question that encourages the claimant to identify 

for them self, what help/advice or support they need, to 

enable them to look for and find work. In this example, that 

would be to put together/ send their CVs to prospective 

employers or use the Internet to search for or apply for 

vacancies. 

‘If you had a magic wand / we could arrange it for you, what 

help or support would you ask for, that would enable you to 

send a C.V to prospective employers/ use the Internet to 

search for and apply vacancies? 

E.g. 2 

 ‘You said that you have not got a CV to send to prospective 

employers , what help or support , if any, would you need to 

be able to do this? 
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Positive Relationship 
 

 

 

 

 

What behaviours do you think/ see or feel would help 

you, to develop a relationship of trust at the IWSI, which 

will encourage your claimants to share information. 

 

 

 

 

 

Effective scene setting from day one, about how we will 

continue to work with claimants, including those who 

are reporting sick. 

Being open and honest.  

Explaining clearly what the purpose of the IWSI and 

subsequent WSI is. 

Acknowledging any barriers that the claimants 

circumstances may have on work search activities and 

the claimants progress back to work. 

Working together with the claimant to identify ways to 

address barriers. 

Keeping in regular contact/ good case-loading 

management. 

 

 

 

 

 

Show Slide 10 – Behaviours to help develop a 

relationship of trust. 

 

  

Q
u

e
s
ti

o
n

P
o

w
e
rP

o
in

t



 
 

WS017       November 2016 

v11.5     Page 23 of 35 

 

WS017 – Initial Work Search Interview  

 
 

 

Managing the Claimant 
 

 

 

 

 

Show Slide 11 – Managing the Claimant 1/ 2 

 

As a Work Coach, you will need to consider carefully when it 

is right to “listen” and when it is right to make a “supportive 

challenge”.  

You will need to establish the claimant’s job goals/career 

interests and aspirations, both short term and long term, to 

help with selling the benefits of paid work, including to those 

claimants with a health condition. 
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Activity – Question and Answer. 

Allow 5 minutes. 

 

 

 

 

 

What type of questions might you ask, to determine 

both what and how realistic your claimant’s job 

goals/career interests and aspirations are? 

 

 

 

 

 

Ask open questions that encourage the claimant to 

reflect on their own abilities and aspirations.  

Ask reflective questions that encourage the claimant to 

identify for them selves how realistic their job goals and 

aspirations are. 

Ask challenging questions to identify if the claimant will 

need support to achieve their goals, be they work or 

personal aspirations. 
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Facilitator Note – If you have learners on this event, that 

are unlikely to have previously attended the Adviser 

Skills Workshops, consider having the following 

examples on display, for them to refer to. 

 

Open Questions  

‘What changes in your current circumstances would you like 

to see happen over the next 6 months?’ 

‘What do you see yourself doing in 6 months time that you 

are not doing at the moment?’ 

‘What are your career interests/ type of work are you looking 

for? 

Reflective questions 

‘So, you say you would like to have more confidence to be 

able to …, what do you think will help you to be able to do 

that? 

‘So, you would like to be able to afford to go on holiday with 

your husband/ child / get the extension done, how do you 

plan to make that happen? 

At this point you may have to start again if the claimant 

identifies they are not being realistic or, alternatively, ask 

them why they think that they are being unrealistic, as it may 

be something that we can help them with. 
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Challenging Questions 

‘You say that you would like to work as a System analyst, 

what skills/ work experience/ qualifications do you have, that 

would help you to get this type of work?’  

‘If you do not have a job, how will you be able to afford to 

….?’ 

 

Enabling Condition Management 
 

Claimants will require different support, depending on their 

circumstances. 

To deliver this help, you will need to have either direct 

knowledge or be able to sign-post or draw upon sources of 

advice, depending on the circumstances or health condition.  

We will look at what tools you have available to help you do 

this, at the end of this topic.  
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Show Slide 12 – Managing the Claimant 2/ 2 

 

You will need to be able to support the claimant in identifying 

a series of activities that can be seen as stepping-stones to 

work.  

This may include recognising when the right approach is to 

tackle the isolation some claimants face, to use either or 

both social activity to build confidence or voluntary work as a 

preparation for employment. 

E.G Single Parents/ Carers/ Claimants with a health problem  

Additionally, you may also need to reflect on and help 

claimants address other issues that can impact their 

prospects of work:  

E.G overall employment record, skills needs, caring 

responsibilities 
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Claimant Commitment 
 

We will be discussing Claimant Commitments in much more 

detail, later in this module. 

However, it would be useful to discuss the Claimant 

Commitment now, in the context that we are speaking off . 

 

 

 

 

Show Slide 13 – Claimant Commitment 1/ 2 

 

Ultimately, as a Work Coach you must be able to provide the 

claimant with a robust and adjusted Claimant Commitment 

that accounts for their health and other issues but keeps 

them active in their work search / work preparation, so 

meeting the requirements of the relevant conditionality 

regime and moving them closer to work.  

E.g.  

Work Coach interviews, skills assessment, training, work 

experience, job interviews in some cases. For some this 

may be focusing on managing their circumstance/condition.  

This may mean small but regular reviews to delivery steady 

progress, in the same way an employee may utilise a 

phased return to work.   

Ideally the claimant commitment should be updated at every 

appointment. 
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Why might you update the claimant commitment at 

every appointment? 

 

 

 

 

 

Claimant circumstances change. 

Claimant health condition improves/ worsens. 

Claimant has completed one task, e.g. reviewed/ 

researched how they might better manage their health 

condition/ been in contact with support groups to find 

out what support is available to them based on their 

circumstances and now are ready to consider what 

other work related activities they could carry out. 

Claimant previously indicated issues or problems in 

their home circumstances that they have now 

addressed. 

 

Remember, scene setting from day one at the IWSI is vital.  

It is particular important that the claimant should know the 

process if they become sick and their responsibilities with 

regard to contact and attendance at Work Coach interviews 

etc. This is to ensure we don’t lose any valuable momentum 

we have achieved before they become ill, we don’t want to 

start again when our progress is halted. 

You will now have a few minutes now, to review this process 

for claimants reporting they are sick.  
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It would be a good idea to make a note of where you can 

find this information, for future reference, to ensure you 

always provide your claimants with up to date advice.  

 

 

 

 

 

Ask learners to refer to ‘About Universal Credit – 

Pictorial Journeys’ and scroll down to sub heading 

‘Claimant reports a health Condition or Disability’. 

Allow 5 minutes. 

 

 

 

 

Show Slide 14 – Claimant Commitment 2/ 2 

 

The aim is not drive DMA here but drive activities and 

continue momentum as much as possible towards work. 

Doing nothing – is not productive for anyone and risks 

slippage further away from the labour market. 

None of this is unreasonable, we all have to manage our 

attendance at work and we are all responsible for our own 

attendance and recovery journey. 
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Please note the following ‘About Universal Credit’ guide 

reference, so that you can refer to this in future. 

‘Initial actions when a claimant reports sickness, 

change of general practitioner, healthcare practitioner 

and/or sickness’ 

This gives clear instruction about what to do from day 1, 

when you will receive a task notifying you of the 

reported illness. 
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Support for the Work Coach 
 

Work Coaches need awareness of both non health related 

and health-related provision, available locally, to help the 

claimant prepare for labour market activities.  

This will include an awareness of contacts and referral 

criteria for the following: 

 

 Health charities, support groups, on-line forums on 

particular conditions. 

 Condition management programmes with claimants 

engaging with others in similar situations; building 

confidence through group sessions or one-to-one 

support. 

 Voluntary work options and community groups allowing 

structured activities that can help build claimant’s 

confidence in their abilities. 

 Contracted-out provision particularly the Work 

Programme or specialist disability programmes such as 

Work Choice. 

 Specialist support – “coaching the coach” case 

conferencing, training, building relationships with local 

organisations; any specialist support to help Work 

Coach manage claimants with complex employment 

needs. 
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 Case conferencing – with Work Service Manager and 

other work coaches sharing good practice and 

experience 

 

In the previous topic we referred, in general, to ’signposting’. 

 

 

 

 

Show Slide 15 – Signposting the Claimant 

 
Where your claimant needs further help, you are not, 

necessarily, expected to have all the answers. However, 

where you can not directly advice the claimant, you are 

expected to signpost them to sources of information or 

organisations that could offer them suitable support or 

advise. For example: 

 

 Citizens Advice Bureau 

 National Domestic Violence Helpline 

 Housing Associations 

 Health Charities 

 Support Groups for additional help with drug/alcohol 

misuse 

 Support Groups/ forums for additional help and advice 

for specific health conditions 

 

The ‘District Provision Tool’, available locally, will help you to 

do this.  
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If you do not know where this can be found yet, ask a 

colleague when you are back in the office. 

There is also additional learning available for you to book on 

to, that will provide you with detailed advice, regarding, 

amongst other things:  

 

 Drugs and Alcohol Awareness  

 Mental Health Awareness 

 Support for citizens to get a job 

 Supporting Vulnerable People 

 Disability Awareness 

 

 

 

 

 

 

Refer the participants to H.O 2 Additional Learning 

Available  

 
 
 
 
 

To draw together all the messages delivered in this 

topic, ask learners to refer to the following Hand out. 

 

 

 

 

 

 

Refer the participants to H.O 3 A Work Psychology 

Perspective 
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Module Summary 
 

 

 

 

 

Show Slide 16 – Module Summary 

 

In this module you have learned: 

 

 why continuing work coach engagement is so important, 

especially for claimants reporting a health condition 

 how you will set the right balance with requirements that 

keep claimants engaged but which reflect a clear 

understanding of the claimants circumstances 

 about some of the skills you will use to identify what 

additional support a claimant needs, to ensure their 

success in their preparation for and search for work 

 what tools are available to you, to help you signpost or 

advice a claimant regarding support  they will need to 

help them achieve their goals 
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