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Chapter 4: Work Targeted Interviewing 
1.  This is a summary of the Work Targeted Interview (WTI) structure and its 
application to Jobcentre Plus claimants. It is designed to support the training 
in this technique that is provided by the Personal Adviser Learning Resource 
Centre. It should be understood in the context of the Five Challenges to Work, 
the Customer Assessment Tool, building commitment and the Quality 
Assurance Framework (QAF) for Work Coaches. There is also additional 
advice for managers.  
2.  The term Work Targeted Interviewing is often confused with what used to 
be ‘Work Focused Interviews’. The two are different – but related. It is 
important to understand the difference between the two. 

  ‘Work Focused Interview’ described the type of interview - it was a legal 

term. The term determined WHAT was covered in the interview from a 
benefit point of view, and the conditions under which the interview was 
conducted. 

  ‘Work Targeted Interviewing (WTI)’ refers to the structure of the 

interview – the way in which it is carried out by the Work Coach. WTI 
relates to HOW the interview is organised and progressed by the Work 
Coach to obtain best results. WTI is sometimes known as a PIGEEP 
interview – this is the mnemonic used in training to help Work Coaches 
remember the sequence to be used. 

Why Work Targeted Interviewing as a structure? 
3.  Work Targeted Interviewing (WTI) is the only interview structure which 
internal research has found to consistently produce best outcomes with 
claimants. This is important because some Work Coaches insist on 
conducting interviews in ‘my own way’. However, there is no factual evidence 
that those ways are more effective, or as effective, as a properly conducted 
WTI.  
4.  WTI remains the research based, basic standard for conducting all 
advisory interviews. The principles of WTI are straightforward enough – their 
application may vary according to the claimants. Having said that, an 
interview with a JSA claimants and an interview with an ESA/incapacitated 
claimants, Lone Parent, or Disabled Person will all be recognisably WTI. The 
PIGEEP structure will be used in all of these having been tailored to the 
needs of this claimant. 
5.  WTI is the structure that guides both the Work Coach and the claimants 
through the process of progressing towards work in the most effective way to:  

  meet the needs of the individual as well as the organisation; and  

  help to ensure a good match between people and vacancies (serving 

the needs of employers as well as claimants). 

6.  It has been designed especially for the organisation, to meet our needs 
and match our circumstances. It therefore provides the basic structure for all 
internal advisory interviews. There are other ways to do this, but they take 
more time and are therefore less suitable for the purpose of the organisation. 

How does WTI Work? 
7.  WTI consists of:  



 Preparation. 

 Introduction. 

 Goal definition. 

 Evaluation. 

 Exploration. 

 Planning. 

8.  The first stages (Preparation and Introduction) would be a part of any 
interview structure. It is the GEEP part that is unique to WTI. It is vital, 
therefore, that you are clear about what this means. In short, GEEP stands 
for:  

  G: define the job goal. 

  E: evaluate the job goal. 

  E: explore options (as necessary). 

  P: agree the plan. 

9.  The whole interview is very clearly focused on helping the claimants to 
get suitable work: 

  by starting from the definition of where the individual wants to end up, 

you have a clear direction. When you know where you are trying to get 
to, you stand a better chance of getting there; and  

  when you are clear and specific about the goal, you can have a clear 

and helpful discussion - if either you or the claimants are unclear, time 
will be wasted. 

10. WTI is about being claimants focused, efficient and effective.  

How do you do the WTI process? 
11.  Although for the ease of explanation PIGEEP is presented as though one 
stage has to follow another. However, a WTI is not necessarily sequential as 
the PIGEEP mnemonic implies. A skilled Work Coach does not necessarily 
complete the whole of the ‘G’ process before moving on to ‘Evaluate’ or 
Explore’. In reality, a possible ‘Goal’ may be identified, then some evaluation 
done, then the goal adjusted using some exploration, and some more 
evaluation done - and the ensuing discussion then returns to the ‘Goal’ for re-
appraisal. ‘Goal’ is more like the hub of a wheel around which the whole 
interview revolves and to which all discussion will return. For convenience we 
discuss each stage in sequence below. 

Preparation 
12. First,  prepare yourself before you start the interview, checking any 
existing records and agreed plans or actions. Preparation is particularly 
important in giving you confidence that you can handle the interview 
competently. 

Introduction 
13. When you start the interview, do an introduction (again, varying 
depending on the type of interview you are doing), to explain who you are and 
the purpose of this particular interview. The claimants may well have been 
told but that doesn’t mean they necessarily understand it as you do. 
Explaining the specific purpose of this interview avoids misunderstanding and 
potential hostility. It also gives the interview a professional and business like 



manner. You will also be able to give the claimants reassurances that their 
questions and concerns will be dealt with during this process.  

Goal definition 
14. As soon as you can in the interview, find out exactly what sort of job the 
individual feels will be most suitable for them. Be specific, that is, not just 
“plumber”, but what kind of plumber? For claimants close to work this may be 
a simple task. For other claimants, for example, ESA/incapacitated claimants 
or those with a poor work history, establishing a specific job goal may take 
more time. If their initial response is something like “I can’t work because ......” 
(see Five Challenges to Work), then ask what they feel will suit them best 
when this situation improves or changes (unless it is clear that they will never 
work). Reassure them, if necessary, that while discussing this kind of work, 
you will talk about what they need to do, or what needs to change, in order to 
become ready to work. 
15. This combines what they want along with what they feel they are capable 
of doing. This helps you progress towards a job goal that is reasonable and 
achievable, and it gives you something to work with for the next stage. 

Evaluate the job goal 
16. The claimants job goal or aspirations towards one will need evaluating – 
working through what it is that makes them suitable for this kind of job. Have 
they got the skills, knowledge, qualifications and experience, or the potential 
to learn if training is available? This helps you and the claimants to do some 
reality testing: 

  Do their circumstances match the job they want to do? (Or are they 

likely to match when their situation improves?). 

  This brings out the things they would use to sell themselves to an 

employer so it gives useful interview practice as well as checking that 
you have the right job goal for the plan and for matching to vacancies. 

  Can they do what is required of them to get and keep this kind of job? (If 

currently not ready to work, the things required must include the 
preparation they must go through). 

17. If  the  evidence is not available, the goal may be unsuitable, and you will 
need to do some exploring for other options. In effect, you are returning to the 
‘Goal’ stage to establish a more realistic specific goal. 
18. During this stage, you will be clearly uncovering, defining and agreeing 
claimants needs, and working out how they can sort out any problems or 
issues that arise. The time taken to do this will, of course, vary.  
19. Once you have a job goal that matches your claimants and their 
circumstances, then they can be matched to vacancies and everyone has a 
good chance of succeeding. 
20. Some claimants will be much further away from being ready for work than 
others. Disabled people, ESA/incapacitated claimants , and some lone 
parents and partners are examples of claimants groups who may need more 
discussions about how to prepare for work and their initial action plans will 
need to reflect this – for example, having steps concerning rehabilitation or 
work preparation rather than pure jobsearch.  
21. However, they still need to start with a specific job goal, so that their plans 
can clearly be seen to be helping them progress towards it. Any such job 



goals can always be changed later if new facts or circumstances make this 
necessary. 

Explore options (as necessary) 
22. If you have to, consider different job goals or different ways to achieve the 
job goal (in order to find a better match).  
23. Considering options can frequently be very helpful, as you will often know 
about more of these than your claimants, and you can make a real difference 
to their chance of finding a job by giving them new (and better) ideas when 
they are needed. 
24. When you have finished evaluating and exploring, you will have agreed:  

  a suitable job goal; 

  details about how to achieve the goal – what needs to be done; and  

  one or two easier options as a short term measure in case the first 

proves too difficult to find. 

Agree the Plan 
25. If relevant, complete the Customer Assessment Tool to marshal the 
evidence you have gained from the WTI and help you and the claimants 
determine the best course of future activity. Once the claimants job goal and 
their needs are clearly agreed, you will be able to help the claimants draw up 
the plan (in whatever format is used in your role) listing what they have to do: 

  at this stage, the plan is a formality (a summary), as you will have 

discussed all the details already. 

  it will help if you mention in your summary the progress made during the 

interview to help the claimants to feel positive about getting nearer to 
their job goal. 

  the details in the plan will clearly be ones which help the claimants to 

get a suitable job.  

How long does all this take? 
26. The time it takes can vary according to the type of interview you are doing. 
The part that varies the most is the evaluation stage. In some interviews 
(especially very short reviews) you have little time for this while in others 
(such as caseload interviews) you will have much more time. You can adjust 
what you do to fit the time available, but ensure you always:  

  know what the specific work goal is; and  

  include an element of evaluation, even if it is only one or two questions.  

27. Evaluating  is  probably  the most important stage and the part where you, 
as the interviewer, have an opportunity to make a difference. If you miss out 
evaluation, you risk making no difference and no progress. 

What sort of skills do you need in order to do WTI effectively? 

Listening  
28. This includes asking purposeful questions and then working carefully and 
constructively with the answers.  



Confronting  
29. This is a type of listening skill. It means discussing any issues that appear 
to be a problem or inconsistent. First, you need to pick up on the issues 
(especially during the evaluation) and then you need to talk about them to sort 
them out. 
30. When you listen effectively, the important problems will usually become 
clear. 
31. These issues can be all sorts of things, needing a wide range of solutions 
(new goals, other sources of help, moving house, more determination, signing 
off). Often, therefore, you will need to prompt your claimants to go to other 
people for help for example, to sort out housing, domestic, personal or 
financial problems. Ignoring these may mean that your claimant is unlikely to 
get work. 

3rd Party Interviewing Technique 
32.  Where you ask the claimants to think about something from another 
relevant person’s point of view, particularly useful when looking at what an 
employer might be looking for in an employee. Claimant s can then measure 
themselves against the employer’s requirements. It encourages the claimants 
to consider how they appear to other people.  

Unlocking the Goal Technique  
33. If the jobseeker has difficulty identifying alternative or 'fall back' options, a 
useful way of exploring them is to use the 'unlocking the goal technique'. This 
involves finding out what jobseekers like about their ideal or chosen goals and 
using this to explore other options. For example, you may ask: “What is it 
about being a dental assistant that particularly interests you?” or “Why do you 
especially enjoy being a care assistant?” Then you can ask “What other jobs 
can you use those skills for?” Or you can say “Let’s look at what other jobs 
would use those skills (involve those interests etc).” 

Pull Style of Influencing 
34. Encourage claimants to work out for themselves what they need. This 
way, when suggestions are made by the Work Coach, they can be geared 
towards what the claimants believes they need – and what they are motivated 
to work on. This is more likely to gain their commitment. 

Industrial and Occupational Knowledge 
35. This should be applied only at relevant points in the interview to help the 
claimants where they don’t have the information or to challenge them if 
they’ve got it wrong. Don’t presume that you know more than the claimants 
about their job goal, but confront if necessary using questions rather than 
statements.  

Local Labour Market Information 
36. Use this appropriately to help the claimants identify and evaluate job 
goals, and to help seek out potential employers etc. 
37. Talk to your manager if you feel you need more training or development in 
any of these areas. 



What can you achieve through the use of WTI? 
38. The outcome of WTI is that you end up with a job goal, which has been 
clearly defined and you have ensured that it is suitable for the claimants and 
their circumstances, for example, their skills and potential, and the labour 
market where they live. 
39. You will have:  

  ensured that they are actively involved in the process, working out for 

themselves what they need as well as what they want; 

  agreed a clear plan of what they need to do to satisfy any needs 

identified, and solve any problems; and  

  helped the claimants to make progress, ensuring that they work steadily 

(and as quickly as possible) towards a job.  

How does WTI fit with the other things we have to do? 
40. To work effectively with claimants, you need WTI at the centre of what 
you do. You are interviewing them to help them get work, so their specific job 
goal needs to be the main focus. Everything else can fit around WTI. The 
claimants needs to feel that you are working with them, to help them to 
succeed (get a job). However, you need to avoid: 

 doing things to them, or being too directive.  

 doing things for them unless absolutely necessary as this carries the 

two dangers of reducing ownership and generating dependency. 

  making administrative procedures the main focus of the interview. Fit 

them in unobtrusively. 

41. A worked example to illustrate the use of WTI with someone furthest away 
from employment - the first challenge to work can be found in Chapter 3, 
paragraph 5.  
42. Work Coaches may find it difficult to discuss work with claimants who may 
say they are not well or who have caring responsibilities. This will often lead 
claimants to believe that employment is unrealistic for them. 
43. It is very important to remember that you have flexibility in how WTI is 
applied to different claimants. Although the basic approach will be the same, 
the detail will vary with individual claimant’s needs and circumstances e.g. 
whether they are claiming JSA or ESA. 
"Usually it’s easy to identify a job for a JSA claimants. It's harder with some 
JSA claimants who have a poor work record or a drug habit or something like 
that, but at the end of the day we're still talking about jobs they can apply for. 
With an ESA claimants there's a lot to talk about before we even get to that 
stage - for me it is progress if we can agree that they will start to think about 
work they might like to do and which fits with their abilities. I've met people 
who have been labelled - and who label themselves - as 'unable to work' for 
so long they can't get their heads around the idea that they might work. So 
having a chat with them with the aim of helping them to see that they might be 
able to get a job is real progress! “Jean - Work Coach 
44. When you are clear and specific about the job goal or direction the 
claimant’s wants to move towards you can have a clear and helpful 
discussion. If either you or the claimant is unclear, time will be wasted. 



Preparation 
45. First,  preparation for the interview should involve checking any existing 
records and previously agreed plans or actions. You may also wish to have a 
brief ‘handover’ conversation with the Financial Assessor. Depending on the 
claimants circumstances, think about how best to raise the topic of 
employment and suitable ways of presenting this to the claimants. 
"I find it helps me to get the best from an ESA interview if I take a minute or 
two to think about the claimants and their situation - that's particularly 
important with an ESA claimants - I need that minute to change gear from 
thinking about vacancy submissions and JSA approach. There may be no 
point in thinking about a submission with an ESA claimant, you have to think 
about the small steps that they can take before they are even able to think 
about actually looking for a job. The preparation time really helps me to get 
my 'ESA' head on". Geoff - Work Coach  
 
"I find the case files (ES 18) useful to read through, and any reports from 
Social Workers or their benefit application". Don - Work Coach 
 
“I asked our DEA how she got ready for an interview and it was really helpful 
to me for an ESA interview. It really helps in advance to know about the 
claimants and their chances of actually getting a job - maybe they have a 
problem that can be tackled by local provision, maybe not. If I'm prepared with 
that background it helps me to get a bit of rapport going and I know how far 
we can realistically go in the interview, I know what a good outcome is. It may 
be that a good outcome is that they agree to come back for another chat, or 
maybe we can refer them to some sort of provision to help them, say, gain a 
bit of mobility or identify some kind of job they might want to do and we can 
talk about that and how to move that along a bit at our next chat". Surinder - 
Work Coach 

Introduction 
46. At the start of the interview, you should explain who you are and the 

purpose of the interview. For an ESA claimants, this might mean: 

  checking with the claimants if they are considering work in the near 

future, or what needs to change to be able to move in the direction of 
work at a future point. This will allow you to see how they can help the 
claimants to do this – or help to make sure they are linked in to any 
available help that will support them in this process; and  

  your role is to help people move towards work. For people who are 

ready to accept job offers, ‘work’ means specific jobs or vacancies. For 
ESA/incapacitated claimants, ‘work’ may be a general occupational 
area to aim for and to draw up plans to achieve or to work towards.  

47. In the claimants eyes they may have just come into the office to maintain 
their claim for benefit. You know however that it may still be possible for the 
claimants to do some form of paid employment or voluntary work. For some it 
may mean full time work one day, while for others it may involve part-time or 
short-term jobs.  
48. A good introduction will explain the purpose openly and that the purpose is 
for the claimants benefit. Another way to view it is that the service being 



offered could help the claimants to develop a vision of a different future. The 
Work Coach will not be pressurising them, the purpose of the interview should 
not be hidden. The claimants should also be invited to talk about their 
expectations from the interview, if they wish. 
“The introduction to the interview sets the whole tone of what goes on. If you 
do it well then everything that follows is a bit easier; for an ESA interview, if 
you prepared well that helps, it helps to have remembered this is an ESA 
interview and a submission is not likely to be a realistic outcome. A good 
introduction is based on: 
- raising the topic of work early on, for example ‘I’m here to help you review 
where you are in relation to your circumstances and moving towards gaining a 
job’ - make sure they understand that this is probably a long term goal 
- having an effective agenda to manage the interview - preparing realistic 
outcomes and possible sources of support needed helps a lot. Preparation 
also helps you to avoid generalising and stereotyping, helps you treat the 
claimants as a very specific individual needing very specific and individual 
support". Work Coach discussion - London. 
49. Sometimes, after the introduction or initial questions about a possible work 
goal, the claimants may feel that they are so far off being ready for work that it 
is not realistic to discuss work possibilities at this time. It may also be 
apparent that a waiver or deferral may need to be considered if it is clearly 
not an appropriate time for the claimants for example, someone who is 
recently bereaved, or, if an interview is not likely to be of any assistance at 
this point in time. If this is the case, you will need to agree with the claimants 
when it may be appropriate to have a future interview and terminate the 
conversation. The Work Focused Interviews for Lone Parents and Other IS 
Claimant s Guidance, Chapter 2 explains the reasons when a WFI may be 
waived or deferred. 

Goal definition 
50. Although an ESA claimant is not required to work, our role is to help them 
see the possibilities as we would still like them to move towards work with our 
support. This means it is a much more provisional process. It is about 
creating a vision of what they might do, and how they might get there. 
Through doing this, you will be able to help them decide what help they need, 
and how they can get it. You can help them to have an attractive and positive 
goal to aim for, even though it may be quite a long way off. 
51. It is important to remember that this discussion is not about pushing an 
unready claimant towards a specific vacancy. Claimant s who have not 
worked for a long time may only have a vague idea of the type of work they 
might like to do ‘one day’. With more discussion it should be possible to 
sharpen and focus the claimants’ vague ideas into occupational areas, and 
then into specific jobs. 
"I have seen ESA/incapacitated claimants become distressed when they have 
been treated like a JSA claimants - they feel pressured into working when 
they don't feel able to. It's that idea they have that cannot work ever again that 
we are really up against and it can be a long process to turn them around to 
believe in themselves. 
 



You really have to vary how you present things to the individual claimants - 
some are happy to talk about work they would like to do, but don't believe they 
can ever work again - my job is to help them change that point of view. Others 
are genuinely terrified they are being forced to work when they consider 
themselves unable to - that can make some aggressive. It's really important 
that you make it clear that it is made up of small steps towards working 
eventually”. Work Coach discussion 
 
"ESA/incapacitated claimants often don't think about themselves as working - 
they label themselves as 'unable to work'. You may have to be very gentle in 
how you get them to think about work, it can frighten them. I find that asking 
about their interests and pastimes can be a good start point - maybe they like 
meeting people, maybe they like working with their hands. I can use those 
sorts of things to help them suggest some general sorts of work - we can talk 
about their limitations as part of that so we have a clearer picture of possible 
work areas". Work Coach 
 
"I think it's important that they suggest the work area - my job is to help them 
do that for me". Work Coach 
52. A successful outcome may be to have agreed that a further discussion 
with a specialist Work Coach is useful, or it may be to have the claimants 
identify some actions they can take to think more fully about work they may 
like to do.  

Evaluate the job goal  
53. Some claimants will be much further away from being ready for work than 
others. Disabled people and some lone parents are examples of claimants 
groups who: 

  may need more discussions about how to prepare for work; and  

  will have steps in their action plans concerning rehabilitation or work 

preparation rather than pure jobsearch.  

54. However, they still need to start with a specific job goal, so that their plans 
can clearly be seen to be helping them progress towards it. Any such job 
goals can always be changed later if new facts or circumstances make this 
necessary.  
“I had a useful chat with one ESA claimants which ended with him identifying 
a couple of possible work areas he was interested in. I suggested he spent a 
bit of time finding out about the jobs in those areas and what they might 
involve. We then had a chat about how he could find out more and suggested 
he came back to tell me what had found out. He came back a couple of weeks 
later and we then had a chat around what he found, we sharpened up his job 
goals in that interview and then thought about how to tackle some of his 
barriers to working" We're still meeting and moving him towards work - slow 
and steady". Work Coach 

Explore options (as necessary) 
55. If you have to, consider different job goals or different ways to achieve the 
job goal (in order to find a better match).  
56. Considering options can frequently be very helpful, as you will often know 
about more of these than your claimants, and you can make a real difference 



to their chance of finding a job by giving them new (and better) ideas when 
they are needed. 
"When the claimants is exploring some job goals and thinking them over it can 
be very important for you to have asked them to think over two or three 
different things - I have had a couple of claimants  who were exploring one job 
goal and getting more and more fixed on that as something to do but then 
they found that their personal circumstances prevented them doing those 
jobs. All it did was to reinforce the idea that they were not fit to work. I now 
talk this over with people up front and warn them that they need to think about 
several job goals in case on is not suitable. It stops a lot of problems cropping 
up later on”. Work Coach 
 
"I've found out a lot about different sorts of work that I didn't know before - that 
comes from having to know what might be involved in a given type of work so 
that I can assess whether the claimants job goals are do-able by them. It’s 
best if I can get the claimants to find out about what such jobs involve and 
then we talk it over later on. I can help them with how to find out". Work 
Coach 
 
“I had one claimants who had been on IB for some time - he had always 
worked with his hands and been very active but couldn't do that any more. 
When we talked about areas of work he still had 'active work with hands' as 
his goal - I think he was wanting life to be how it had been before. I had to 
help him think something else that could use the skills he had but took 
account of what he was physically able to do".  Work Coach 
57. When you have finished evaluating and exploring, you will have agreed: 

  a suitable job goal (which may be for some time in the future ) and steps 

towards it; and  

  one or two easier options as a short term measure in case the first 

proves too difficult to find.  

Agree the Plan 
58. If relevant, complete the Customer Assessment Tool to marshal the 
evidence you have gained from the WTI and help you and the claimants 
determine the best course of future activity. Once the claimants job goal and 
their needs are clearly agreed, you will be able to draw up the plan (in 
whatever format is used in your role) listing what they have to do. The plan for 
sick and disabled claimants will often need to focus on actions which are more 
related to rehabilitation needs than traditional jobsearch activities. For 
example, people may need to do one or more of the following kinds of 
activities (if/when they feel they are able, and taking account of any advice 
their doctor has given them) and as relevant to their work intentions: 

  do whatever the doctor or other professionals have recommended;  

  take a walk, cycle or do a little gardening (or other physical activities) 

every day to build up strength and fitness; 

  spend some time each day at their home computer (or one in a library) 

to get used to sitting to do this kind of thing;  

  spend some time reading everyday to build concentration; 



  take note of what they can do, and what they can’t do, so they can use 

this information as they firm up their work goals, as they move nearer 
to work; and  

  take a special note of their strengths (that they can use to sell 

themselves at an interview), and find ways to overcome or get around 
anything that may be a ‘weakness’ or problem at work.  

59. At this stage, the plan is a formality (a summary), as you will have 
discussed all the details already. It will help if you mention in your summary 
the progress made during the interview, to help the claimants to feel positive 
about getting nearer to their job goal. In cases where the claimants has made 
it clear it has not been acceptable to discuss work possibilities due to their 
current circumstances you can still record what the claimants needs to do e.g. 
continue with the active medical treatment they are having. Their plans may 
be very simple and very tentative. The process is as much about sowing 
seeds, and giving them something constructive to think about and work 
towards. 
"I had a claimant on IB who had sat at home for years. It was quite something 
for him to get to the jobcentre. We had a long chat about this and agreed that 
it would help him if he could get out a bit more and I suggested he came to 
the Jobcentre Plus office to use the facilities once a week. He was willing to 
give it a go - he took a small step and I was able to talk to him more often". 
Work Coach Discussion 
 
"It’s always good to have ESA/incapacitated claimants  do something positive 
they can feel is helping or is a bit of an achievement for them - even very 
simple things can be a big thing for some. It's like success builds on success”. 
 
"It's really useful to have something at the end of the interview that the ESA 
claimants can do, but which is easy for them to do so they can achieve 
something. Someone who hasn’t thought about work for years could maybe 
find out a bit more about certain jobs".  Work Coach discussion 

How long does all this take? 
60. The time it takes can vary according to the type of interview you are doing. 
The part that varies the most is the evaluation stage. In some interviews 
(especially very short reviews) you have little time for this while in others 
(such as caseload interviews) you will have much more time. You can adjust 
what you do to fit the time available, but ensure you always: 

  know what the work goal or direction is; and  

  include an element of evaluation, even if it is only one or two questions 

because evaluating is probably the most important stage and the part 
where you, as the interviewer, have an opportunity to make a 
difference. If you miss out evaluation, you risk making no difference 
and no progress.  

What additional skills do you need when working with those 
furthest from work? 
61. You need the same skills as for all WTI. You may find that it’s necessary to 
confront firmly held beliefs about inability to do any kind of work. In addition 



you need to pick up on the issues (especially during the evaluation) and then 
you need to talk about them to sort them out. When you listen effectively, the 
important problems will usually become clear. These issues can be all sorts of 
things, needing a wide range of solutions (new goals, other sources of help, 
moving house, more determination). 
62. Often, therefore, you will need to prompt your claimants to go to other 
people for help for example, to sort out housing, domestic, personal or 
financial problems. Ignoring these may mean that your claimant is unlikely to 
get work. 
"The main thing I found difficult with ESA/incapacitated claimants was that I 
had to change how I did my interviews. When you do JSA interviews all the 
time you tend to get a bit of a patter and a set way of doing things. That 
doesn't work with ESA/incapacitated claimants and it really brought me up 
sharp when I found that the things I usually did were not having the same 
effect!" 

 

"You are really listening for hints about how to turn things around and aim to 
work – ESA/incapacitated claimants are often used to seeing themselves very 
negatively and they do label themselves as 'unemployable' and so on. I found 
I had to listen really hard for hints that I could pick up and work on - things 
they liked to do, things they missed about working, that sort of thing. I could 
use those as seeds to talk about". 

 

"There's a whole lot of other support services you need to be aware of and 
know about if you are to deal well with ESA/incapacitated claimants. There 
may be a lot of problems to deal with before you get to the usual JSA type of 
problems - you have to prepare the ground before you can start to do the 
usual jobsearch type of advising. If you don't know those agencies and 
sources of support and so on you will be stuck". Work Coach discussion 
63. It is because of the uncertainties in whether or when the claimants will be 
ready to look for work that you need to conduct the interview in a gentle 
manner. You need to discuss the possibilities for future work openly but gently 
and provisionally. The appropriate ‘questioning techniques’ are important. 
By using open questions you will encourage the claimants to open up and 
reveal as much information as they feel comfortable with. 
64. By using empathy, you should demonstrate an interest in helping the 
claimants, and ability to put the claimants at ease so that they can participate 
fully in the process. WTI is a flexible approach, and skilled use of WTI will take 
the claimants through the necessary process in a streamlined and 
professional manner.  
"Working with ESA/incapacitated claimants is PIGEEP in slow motion". 

 

"You can't talk about getting back to work with someone who doesn't think 
they will ever work again, it's daft to try. You have to get them thinking that 
they can work again and talking about working and jobs I find is the best way 
to do that. That's PIGEEP isn't it? - get a work goal and then tackle how to get 
there". 

 

"We talk about treating JSA claimants individually don't we, but we don't. They 
all get a very similar sort of interview and after a bit it becomes automatic for 



you. That doesn't work for ESA - they are usually so convinced they cannot 
ever work that you have to listen really hard for the clues you can pick up on. 
You have to get them to tell you they can work. It's very different to the 
sausage machine JSA”. Work Coach Discussion 

What might be the outcome for those furthest from work? 
65. The ultimate outcome of the WTI process for ESA/incapacitated claimants 
is that you end up with a specific job goal (which may be long term). Work in 
itself is not compulsory therefore, following the WTI, a successful outcome 
could be any steps the claimants agrees to take on a voluntary basis which 
may move them closer to a job goal such as: 

  agreeing that work might be a possibility in the future;  

  signing up to caseloading (e.g. through the Flexible Interventions 

element of the Jobcentre Plus offer); 

  agreeing to take action themselves; 

  accepting future contact;  

  gaining an understanding of financial support available to find and retain 

work; and  

  agreeing to take up training opportunities. 

66. WTI, when successfully conducted, is an opportunity to explore work, 
interests, abilities, options and challenges, and encourage the claimants to 
take steps voluntarily. You will have: 

  ensured that they are actively involved in the process, working out for 

themselves what they need as well as what they want; 

  enabled the claimants to make an informed choice about whether to do 

anything on a voluntary basis;  

  agreed a clear plan of what they need to do to satisfy any needs 

identified, and solve any problems; and  

  helped the claimants to make progress. 
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