




QAF 1 - Gaining Commitment  
 
Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

Uses active 
listening and 
communication 
skills 
appropriately 
and allows 
claimant time to 
respond 

 Using verbal and non-
verbal reinforcement 

 

 Paying attention to what 
the claimant is saying 
and build upon it 

 

 Showing interest in the 
claimant and their 
situation 

 

 Effective use of silence 
to encourage claimant 
contribution 

 

 Comfortable with 
claimant being silent 

 

 Pace of interview suits 
claimant’s needs 

 

 Talking is balanced 
between Work Coach 
and claimant 

Builds and develops excellent 
rapport. Uses body language and 
tone to help maintain rapport with 
claimant in the context of the work 
search interview. 
 
Keeps conversations clearly 
focussed. 
 
Uses IT discreetly to enable attention 
to be focussed on the claimant. 
 
Holds natural conversations that do 
not follow formulaic patterns. 
 
Sensitively probes to explore 
potential barriers/issues 
 
Active listening generates obvious 
empathy, warmth and interest with 
the claimant.  
 
Provides claimant with accurate and 
relevant information, and checks 
understanding where necessary.   
 
Silence used positively to give 
claimant every opportunity to work 
things through 
 
Discussion is balanced between 
claimant and the Work Coach – both 
listen and talk 

Talks with the claimant not at 
them. 
 
Regularly checks claimant’s and 
own understanding of what is 
being communicated. 
 
Asks probing questions. 
 
Uses appropriate eye contact and 
body language. 
 
Guides conversations to reach 
positive conclusions. 
 
Speaks clearly using plain 
English and no acronyms. 
 
Does not assume claimant has 
knowledge of DWP systems or 
services. 
 
Pitches conversation at a level 
appropriate for the claimant. 
 
Asks open questions however 
can regain focus if the 
conversation is unproductive. 
 
Allows the claimant to lead the 
conversation within reason. 
 
Listens to what is said and uses it 
in the interview. 
 
Silence occurs but little use made 
of it 

Uses jargon and acronyms that are 
not recognised outside DWP. 
 
Poor or inappropriate listening.  
 
Information provided but not 
accurate or relevant to claimant. 
 
Talks at claimant and uses closed 
questions. 
 
Either claimant or Work Coach 
dominated the discussion, blocking 
the other.  
 
Fears silence. Interrupts silence or 
changes subject 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

Questioning is 
focused on 
developing and 
expanding 
claimant 
understanding 

 Reliance on fact 
gathering questions 

 

 Use of challenge and 
assertiveness skills 

 

 Asks questions that 
make the claimant think 

 

 Work Coach 
encourages the 
claimant to gain 
understanding 

Uses balanced and effective 
questioning skills to get the claimant 
to think seriously about their situation. 
 
Uses clearly defined actions, setting 
out what needs to be done by whom 
by when. 
 
Provides direction and is on hand to 
give additional support but does not 
do the claimants’ job for them 
 
Gives realistic advice demonstrating 
good labour market knowledge, work 
patterns, transport, skills and 
qualifications required. Claimants are 
very clear what will be required of 
them in jobs they are applying for. 
 
Claimants are made aware of the 
advantages of using the My Work 
Plan Booklet 
 
Sells any job as better than no job. 
Having challenging conversations to 
steer claimant’s to sectors/roles 
where they will have the best chance 
of finding a job. 
 
Recognises unrealistic goals and 
negotiates with claimant to reassess 
the Claimant Commitment. 
 
Builds a balanced relationship with 
clear expectations. 
 
 

Clearly records expectations in 
the Claimant Commitment.  
 
Communicates expectations 
clearly and checks 
understanding. 
 
Helps the claimant to identify 
workable solutions to individual 
claimant’s problems. 
 
Challenge claimant appropriately 
when evidence indicates they can 
do more. 
 
Sets level of activity at optimum 
for each claimant as an individual 
and communicates their 
expectation for this to be met. 
 
Handles objections effectively. 
Uses appropriate tools and 
methods to monitor and review 
activity i.e. Universal Jobmatch. 
 
Records all expectations 
appropriately and reviews 
regularly. 
 
 

Provides support but does not 
make clear what the expectations 
are. 
 
Tends to mirrors claimant’s 
language to put them at ease 
rather than retaining a professional 
approach. 
 
Allows the claimant to outline their 
expectations of the relationship 
first then discusses how 
appropriate they are. 
 
Dictates terms creating a one-
sided relationship. 
 
Fact gathering questions only and 
no challenge of claimant’s negative 
views 
 

Feedback used 
to encourage 
the claimant to 
talk and 

 Using a range of active 
listening skills 

 

 When claimant speaks, 

Trains the claimant to talk to them 
and increasingly cooperate 

Only summarise Few or little active response to 
what the claimant is saying 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

cooperate makes a point of 
responding in some way 

 

 When claimant speaks, 
makes a point of 
reflecting the 
information back to the 
claimant in some way 

Helps claimant 
to explore and 
develop their 
work focused 
ideas 

 Asking claimant to 
expand on or add to 
summary information 

 

 Seeking claimant’s 
suggestions and ideas 

 

 Taking what claimant 
has said as start point 
and builds on it in some 
useful way 

 

 Suggestions made by 
Work Coach are aimed 
at meeting a need or 
concern the claimant 
has expressed 

Claimant’s understanding and focus 
towards work becomes clearer and 
stronger 
 
Focuses on claimant’s strengths and 
ability to do things for themselves 
 
Helps the claimant work out the 
benefits to them themselves of their 
chosen job goals or course of action 

Work Coach offers some ideas to 
claimant or agrees with claimant’s 
suggestion with minimal 
evaluation 
 
Focuses on gaps in claimant’s 
abilities 
 
Some benefits implied in the 
discussion, but not fully explored 
or checked for realism 

No exploration or expansion 
beyond information offered by 
claimant 
 
Omits any discussion of why a 
person wants to follow a goal or 
course of action 

Summaries are 
used to 
promote the 
purpose of the 
interview and 
maintain the 
work focus  

 Summaries reflect 
content of claimant 
contribution, and help 
develop or shape 
further discussion 

 

 Summaries are 
accurate, concise and 
help to bring together 
key information 

 

 Summaries bring 
together positives and 
possibilities as identified 
by claimant 

Summaries are regular, at key points 
in the interview, take positive parts of 
what claimant has said and builds on 
them 

One or two large summaries 
made 

Little or no use of summaries 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

 

 Summaries move 
towards a realistic 
Claimant Commitment 
based on what claimant 
has said 

Gaining trust, 
including 
showing 
empathy. 

 Sets expectations for 
intervention and 
outcome 

 

 Outlines the claimant’s 
requirements and 
undertakes appropriate 
contract-setting type of 
discussion to develop 
Claimant Commitment 

 

 Explain the process of 
the interview 

 

 Acknowledges the 
claimant and their input 

 

 Empathises with the 
claimant but remains 
work –focussed. 

Uses positive language and 
enthusiastic conversation to build 
claimant’s confidence. 
 
Helps the claimant develop a realistic 
Claimant Commitment and explains 
the advantages of them using the My 
Work Plan Booklet 

Work Coach ensures a safe and 
appropriate environment, taking 
claimant’s circumstances into 
account  
 
Demonstrates respect by treating 
the claimant as an individual. 
 
Has an open mind to the 
information the claimant is 
supplying. 
 
Understands barriers and seeks 
ways to overcome them. 
 
Honest yet constructive about the 
strengths and weaknesses of the 
claimant’s job search. 
 
Is approachable and available via 
a range of methods. 
 
Helps the claimant to maximise 
use of UJ positively selling the 
benefits. 
 
Is always honest and open. 
 
Is professional and not 
condescending to claimants. 
 
Respects personal situations and 
respects cultural differences. 
 
Discusses real scenarios to 

Makes unrealistic promises to 
claimants. 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

provide evidence of successful 
activities. 
 
Tackles difficult conversations 
and treats claimants with respect. 
 
Refreshes themselves on the 
claimant’s situation before each 
contact. 
 
Is professional in appearance and 
behaviour. 
 
Conveys belief in the claimant’s 
abilities and likely success. 
 
Challenges constructively. 

Maintaining 
claimant 
motivation. 

 Previews Claimant 
Commitment where 
available 

 

 Negotiates best 
activities to move the 
claimant on 

 

 Reviews activities 
undertaken and makes 
logical next steps with 
claimant 

 

 Builds on the claimant’s 
questions through 
active listening 

 

 Encourages the 
claimant and picks out 
positive messages 

 

 Checks and reviews the 
claimant’s goals 

 

Communicates a passion to want to 
genuinely help the claimant. 
 
Praises the claimant as steps are 
achieved. 
 
Good body language throughout the 
interview. 
 
Takes an interest in and responds 
positively to claimant’s interests. 
 
Works creatively to make job 
searching interesting. 
 
Creates a spirit of partnership around 
the intent to get the claimant back to 
work. 
 
Uses appropriate motivational 
techniques. 
 
Use questioning techniques to get 
claimants to find their own solutions 

Provides a personalised service, 
previewing to check what has 
happened previously. 
 
Agrees tasks for claimants and 
self and follows up on them. 
 
Explains the claimant journey in a 
way that is meaningful to the 
person. 
 
Regularly has honest, open 
conversations with claimants. 
 
Communicates positive feedback 
when appropriate. 
 
Works hard to build rapport. 
 
Recognises and utilises 
claimant’s strength. 
 
Treats claimant as an individual. 
 

Work Coach doesn’t check 
previous steps. 
 
Dictates terms creating a one-
sided relationship. 
 
Treats claimants no differently  
 
Lacks interest in claimant’s 
progress and doesn’t motivate 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

 Establishes steps that 
the claimant can do to 
work towards their 
goals 

 

 Encourages the 
claimant to think and to 
try things out for 
themselves 

and develop their plans. 
 
Conveys belief in the claimant’s 
abilities and likely successes. 
 
 

Supports claimants when they 
suffer setbacks, (i.e. rejection 
letters), encouraging the claimant 
to learn from these. 

Helps claimant 
develop an 
effective, 
claimant 
focused and 
deliverable 
Claimant 
Commitment 

 Claimant Commitment 
is progress based 

 

 Activities are owned by 
the claimant 

 

 Desired outcomes from 
each activity are 
considered and 
evidence required to 
show achievement is 
discussed 

 

Claimant understands how the 
agreed steps and activities on the 
Claimant Commitment will move them 
closer to work 
 
Explains to the claimant the 
advantages of using the My Work 
Plan Booklet to record their progress 
in looking for work 
 
IT is used towards the end of the 
interview to record what the claimant 
has said/agreed. 
 
 

Clear SSMART Claimant 
Commitment developed and 
owned by claimant.  
 
Work Coach and claimant agree 
a Claimant Commitment  
 
IT used to record what has been 
discussed. 
 
Claimant understands 
consequences of not carrying out 
the activities 
 
Claimant understands the 
evidence required to show 
achievement 

Unrealistic Claimant Commitment.  
 
Claimant Commitment set without 
claimant involvement. 
 
IT used inappropriately throughout 
the interview 

Setting 
expectations: 
claimant fails to 
achieve 
activities 
agreed  
 

 Does claimant have 
unrealistic 
expectations? 

 

 Are claimant’s job goals 
achievable? 

 

 Has claimant 
considered all 
opportunities for work?  

 

 Has claimant taken 
necessary steps to find 
work or improve 
chances of finding 

Uses sanctions in a way that 
motivates rather than threatens. 
 
Clearly illustrates points by providing 
the claimant with relevant examples 
of when sanctions will be imposed. 
 
Uses positive language and 
enthusiastic conversation to boost 
confidence. 
 

Identifies claimants with 
ineffective job search. 
 
Diagnoses why job search is 
ineffective and reviews with the 
claimant. 
 
Explains clearly why any sanction 
actions are being taken. 
 
Checks the claimant understands 
sanction reasoning and handles 
any objections. 
 
Outlines what the claimant needs 

No exploration or expansion 
beyond information offered by 
claimant 
 
No action taken to remind claimant 
of their responsibilities. 
 
No DMA/fraud referral action taken 
when claimant’s actions are in 
question 
 
 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

work? to do to get back on track and 
avoid further sanctions. 
 
Identifies claimants potentially 
committing fraud. 
 
Make appropriate fraud referrals. 
 

Consider if 
conditionality 
has been met, 
challenging 
where 
appropriate. 

 Checking claimant’s 
Universal Jobmatch 
(UJ) account for 
relevant activity. 

 

 If no UJ evidence 
available, asking 
claimant for alternative 
evidence to prove 
conditionality. 

 

Work Coach and claimant thoroughly 
examine work requirements and 
evaluate whether reasonable in the 
claimant’s circumstances 
 
Work Coach challenges the claimant 
where appropriate 
 
Claimant is left in no doubt as to their 
requirements 
 
Work Coach considers if referral to 
specialist help is needed if claimant’s 
circumstances require it 
 

Some examination and 
exploration of the requirements of 
the job but little focus on 
claimant’s circumstances 
 
Some challenges made  

Little or no attempt to evaluate the 
details of the job or step towards a 
job 
 
No challenges made 
 
 

Consider digital 
jobsearch 
activities - has 
claimant 
registered for 
UJ? If not 
consider if 
mandating is 
required. 
 

 Does Work Coach 
inform claimant of 
benefits of registering 
with UJ. 

 

 If applicable, is claimant 
asked why they haven’t 
registered for UJ? 

 

 Does Work Coach 
consider the use of a 
jobseeker’s direction if 
claimant refuses to 
register? 

 
 

Work Coach fully discussed the use 
of UJ with claimant 
 
Work Coach questions reasons why 
claimant has not registered for UJ 
and discusses these reasons 
 
Work Coach issues claimant with a 
jobseeker’s direction to register on UJ 
and warns of consequences of failing 
to register. 

Work Coach discussed the use of 
UJ with the claimant. 
 
Work Coach seeks to gain 
commitment from claimant 
regarding UJ. 
 
Work Coach warns claimant 
about the possibility of directing 
claimant to register via a 
jobseeker’s direction 

Work Coach mentions UJ but does 
not follow up. 
 
Work Coach mentions claimant 
registering on UJ but does not 
reach conclusion 
 
No further action taken regarding 
claimant registering on UJ 

Consider if 
Labour Market 

 Work Coach explores 
to an appropriate level 

Work Coach discusses with claimant 
their responsibilities and the use of 

Work Coach mentions the use of 
sanctions and Labour Market 

No mention of Labour Market 
Decision Maker referral to claimant 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

Decision Maker 
referral is 
appropriate and 
take relevant 
action. 
 

whether conditionality 
has been met 

 

 Work Coach clearly 
discusses the 
consequences of not 
meeting conditionality 

 

 Claimant left with no 
uncertainty over 
consequences  

 

 Action taken if 
appropriate  

sanctions and possible loss of 
benefits 
 
Work Coach always takes timely 
Labour Market Decision Maker action 
when it is appropriate. 
 
Claimant fully informed of what 
sanction action may apply 

Decision Maker referrals 
 
Labour Market Decision Maker 
action taken  

 
No action taken when required 

 



QAF 2 - Work Targeted Interview skills  
Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of 
some of the following: 

Preparation  Ensures a safe an appropriate 
environment taking into account 
claimant’s circumstance 

 

 Reviews claimant records 
 

Time managed effectively to allow 
thorough claimant focused 
preparation 
 

Relies on paperwork at hand 
and reads it before interview 

Little or no preparation evident  

Introduction  Introduces self 
 

 Explains purposes of interview 
and explains what will happen 

 

 Checks claimant’s 
understanding of interview 
purpose and invites input 

 

 If appropriate, considers waiver 
of deferral 

 

Professional and business-like tone 
set for interview  
 
Claimant fully understands purpose 
of the interview 
 
 

Explanations given Misses critical elements of 
introduction 

Goal  
Definition 

 Moves to goal identification as 
soon as possible and keeps this 
focus 

 

 Asks claimant about work/job 
goals/aspirations (even though 
for some people they may be a 
long way off) 

 

 Individual circumstances and 
barriers identified 

 

 Encourages claimant to make 
job goals as specific as possible 
(even though this may be just a 

Clear, specific goals established that 
can be productively evaluated in 
relation to steps towards finding and 
keeping a job  
 
Work Coach and claimant thoroughly 
examine work requirements and 
evaluate against the claimant’s 
circumstances 
 
Work Coach explains the advantage 
of using the My Work Plan Booklet 

Job goals identified or 
clarifying discussion of 
possible job goals  
 
Some examination and 
exploration of the 
requirements of the job but 
little focus on claimant’s 
circumstances 

No clear job goal identified or 
work related discussion 
 
Little or no attempt to evaluate 
the details of the job or step 
towards a job 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of 
some of the following: 

hope or ideal for when/if things 
improve) 

 

 If claimant is unclear about the 
job’s tasks and activities, helps 
them to work out how to find out 
more and the importance of 
doing so 

 

 If appropriate, helps claimant to 
redefine work/job goals to 
match goal tasks and activities 
to own abilities 

 
When having to return from 
evaluation to this stage: 
 

 If necessary, helps claimant to 
reformulate job goals to better 
match between job 
tasks/activities and personal 
abilities 

 

 Helps claimant to reformulate 
goal if not good match with local 
labour market 

 

 If necessary, encourages 
claimant to identify alternative 
job goals 

 

Evaluation of 
potential job 
goal  

 Discusses the steps involved in 
working towards job goals 

 

Thorough investigation of the job 
goals or steps to job  
 
Maintains a positive and realistic 

Job goals or step to work 
examined but little use made 
of labour market information, 
barriers, specialist 

Minimal evaluation of job goals 
 
Steps to achieve job goals not 
discussed, or are woolly and 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of 
some of the following: 

 Helps claimant demonstrate 
suitability of main goal and 
alternatives in light of claimant’s 
abilities 

 

 Helps claimant evaluate job 
goals in light of local labour 
market reality 

 

 Encourages claimant to 
consider job goal in line with 
personal circumstances and 
abilities  

 

 Helps claimant identify what 
support they might need to 
achieve goals 

 

 Helps claimant identify skills in 
relation to specific job goals 

 

focus bearing in mind any claimant 
barriers 
 
Realistic work options or steps 
towards work are agreed  
 
Work Coach explains the advantage 
of using the My Work Plan Booklet 

knowledge with little 
challenge to the claimant 
 
 

unclear 
 
No challenge of claimant’s 
suitability to achieve job goal 
 
No use made of labour market 
information, barriers, specialist 
knowledge with little challenge to 
the claimant 
 

Exploration of 
Options 

 Encourages/helps claimant to 
specify tasks and activities 
involved in job goals to see if 
they fit with personal 
circumstances 

 

 When new or alternative goals 
are needed, discusses a wider 
range of options and defines 
new job goals so that evaluation 
can be done to check suitability 

 

 When different ways to achieve 

Creative, positive and realistic work 
focus maintained that gives claimant 
new or alternative options  
 
Builds claimant ownership 
 
Claimant committed to job goals and 
takes responsibility for steps to 
achieve 
 
Work Coach explains the advantage 
of using the My Work Plan Booklet 
 
 

Alternative job goals and 
implications explored but 
little or no use made of 
labour market information, 
barriers, specialist 
knowledge etc 
 

Little or no exploration of 
relevant options or poorly 
focused exploration 
 
 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of 
some of the following: 

a job goal or move closer to 
work are needed, discusses 
options to find the best ways 

 

 Discusses “fall-back” options for 
alternative choice of job goals, 
making sure there is evidence 
to confirm suitability 

 
 

Planning  Helps claimant to summarise 
and record key actions 
necessary to achieve goals (as 
discussed during evaluation) 

 

 Helps claimant identify steps to 
overcoming work relevant 
issues arising from their 
circumstances 

 

 Ensures claimant understands 
the Claimant Commitment and 
has ownership of it 

 

 Undertakes any relevant 
advocacy  

 

 Ensures claimant knows what 
will happen next and confirms 
any monitoring arrangements 

Effective and efficient SSMART 
Claimant Commitment drawn up 
which has full claimant ownership 
and buy in 
 
 

SSMART Claimant 
Commitment created 
 
Claimant understands 
consequences of not 
carrying out the activities 
 
Claimant understands the 
evidence required to show 
achievement 

Poorly focused, non SSMART 
Claimant Commitment drawn up 
 
Claimant has complied rather 
than committed 

 



QAF 3 - Applying Specialist Knowledge  
 

Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

Identifies any 
significant 
difficulties of 
claimant 
beyond those 
presented 
initially 

 Identifies any 
difficulties/health 
condition/disability 

 

 Gauges significance of 
difficulties in relation to 
finding and keeping a 
job 

 

 Draws out the specific 
difficulties as they 
affect THIS claimant  

Thorough exploration of the 
claimant’s situation and 
circumstances as they relate to the 
world of work 

Accepts the presenting problem 
as the only difficulty 

Little attention given to difficulties 
claimant might face 

Helps claimant 
to identify any 
specialist 
support 
necessary to 
achieve the 
work goal 

 

 In light of job goal 
requirements, tasks 
and activities, and in 
light of claimant’s 
abilities and 
circumstances, helps 
claimant to identify 
specialist support 
needed to find or keep 
a job 

 

 Consideration of steps 
towards work in light of 
claimant’s abilities and 
circumstances 

 

 Refers claimant to 
specialist support 
appropriately 

 

 If relevant, helps 

Specialist support identified, 
 
Work Coach offers support and 
advocacy. 
 
If claimant’s agreement cannot be 
achieved voluntarily then use of 
jobseeker’s direction should be 
considered if appropriate 
 
Work Coach informs claimant of 
consequences of failing to comply 
with any direction. 
 
Work Coach fully explains the 
sanction process & levels 

Support identified but claimant left 
to sort it out 

Additional support from specialist 
colleagues or external agents not 
considered 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for role’ 
evidence but not enough. It will 
also include evidence of some of 
the following: 

claimant to make best 
use of specialist advice 
in progress to work 
goal. 

 

 If relevant, agrees with 
claimant how to act 
effectively as advocate 
with potential 
employers 

 
 
 



QAF 4 - Non Interview Activity Skills  
 

Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following: 

Continuous 
Personal 
Development 

 Actively seeks to develop role 
 

 Makes use of blended approach 
to learning 

 

 Self motivated in developing 
themselves 

Very proactive in developing and 
maintaining relevant skills and 
knowledge 

Takes part in arranged 
sessions 

Little/no personal development 
activity 

Specialist 
Knowledge:  
Current Level 

 Sound understanding of the 
issues related to their role 

 

 Sound understanding of the 
barriers relevant to their claimant 
group 

Excellent Satisfactory Incomplete 

Specialist 
Knowledge: 
Developing and 
Maintaining  

 Actively seeks to develop 
knowledge 

 

 Structures in place to develop 
and maintain knowledge 

 

 Developing knowledge built into 
work schedule 

Extensive activity Some activity No activity 

Specialist 
Knowledge:  
Practical 
Application  

 Ability to use specialist 
knowledge to help claimant in 
moving closer to employment 

 

 Routinely builds use of specialist 
knowledge into interview 

 

 Routinely builds use of specialist 
knowledge into support for 
claimant 

Applies own specialist knowledge 
regularly 

Applies own specialist 
knowledge occasionally 

Relies on claimant’s specialist 
knowledge 

Networking:  
Internal 

 Knows who’s who, their remits 
and responsibilities 

 

Makes effective use of working 
relationships with wide range of 
internal colleagues 

Makes effective use of 
working relationships with 
some internal colleagues 

Unable to make effective use of 
working relationships with 
external colleagues 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following: 

 Sound working relationships with 
relevant colleagues 

 

 Proactive in maintaining and 
developing working relationships 

 

 Networking planned and 
managed 

Networking:  
External 

 Knows who’s who, their remits 
and responsibilities 

 

 Sound working relationships with 
relevant colleagues 

 

 Proactive in maintaining and 
developing working relationships 

 

 Networking planned and 
managed 

Makes effective use of working 
relationships with wide range of 
external colleagues 

Makes effective use of 
working relationships with 
some external colleagues 

Unable to make effective use of 
working relationships with 
external colleagues 

In Work 
Support Activity 

 Contact with specialists, 
providers 

 

 Details positive support offered 
 

 Keeps suitable records and “hot 
spots” 

 

 Arranges meetings with claimant 
or employer/provider 

 

 Ensures claimant, employer and 
provider know they are available 
for support 

Works effectively and proactively to 
anticipate and action help necessary 
to keep claimants in work 

Offers follow up activity to 
help claimants stay in work 

Little/no activity to help claimants 
stay in work 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following: 

Marketing  Seeks opportunities to promote 
Jobcentre Plus services 

 

 Uses/develops own resources 
for marketing services to 
claimants 

 

 Able to make “opportunistic” 
links to other Jobcentre Plus 
services 

Works effectively and proactively to 
promote Jobcentre Plus services 

Takes part in arranged 
activities 

Little/no activity to promote 
Jobcentre Plus  

Case 
Conferencing 

 Able to identify appropriate 
claimants for case conference 

 

 Presents a balanced view of 
claimant at case conference 

 

 Responsive and seeks ideas 
from case conference 

 

 Sees ideas through and gives 
feedback to case conference 
participants 

Proactively identifies and arranges 
case conferences where necessary 

Participates in case 
conference activities 

Little/no case conference activity 
present 

Caseload 
Management 

 Builds case management into 
overall time management activity 

 

 Organises workload and 
resources to meet the 
anticipated needs of claimant 

 

 Ensures they have a repertoire 
of approaches to focus on 
individual claimant needs 

Caseload is managed to maximum 
effectiveness 

Basic effective caseload 
management 

No active caseload management 

Advocacy: with 
colleagues on 
behalf of 

 Comfortable advocating on 
behalf of the claimant and 
approaches respected by others 

Routinely works effectively as an 
advocate with colleagues 

Able to work effectively as an 
advocate when necessary 

Seldom works effectively as an 
advocate 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following: 

claimant  

 Knows who to influence and 
uses appropriate assertion to 
press the claimant’s case 

Advocacy: with 
employers or 
specialists on 
behalf of 
claimant 

 Comfortable advocating on 
behalf of the claimants and 
approaches respected by others 

 

 Knows who to influence and 
uses appropriate assertion to 
press the claimant’s case 

Routinely works effectively as an 
advocate with claimants 

Able to work effectively as an 
advocate when necessary 

Seldom works effectively as an 
advocate 

Labour Market 
Information: 
current 
knowledge 
level 

 Knows way around current LMI 
systems 

 

 Knows key employers needs 
 

 Has extensive network of 
contacts and good working 
relationships 

Excellent Satisfactory Poor 

Labour Market 
Information: 
Developing and 
maintaining 

 Development of LMI built into 
time management and 
development activities 

 

 Proactive in developing contacts 
 

 Maintains systematic contacts 
list to develop LMI 

 

 Uses appropriate activities to 
develop LMI 

Extensive activity Some activity No activity 

Labour Market 
Information: 
Practical 
application 

 Makes sound links between LMI 
and claimant’s job goal 

 

 Makes sound links between LMI 
and claimant’s barriers 

 

 Uses LMI to identify 

Applies own specialist labour market 
information 

Applies own labour market 
information occasionally 

Relies on claimant’s labour 
market information 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ as 
appropriate, plus substantial evidence 
of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following: 

opportunities for advocacy on 
behalf of the claimants 

Labour Market 
Decision 
Making and 
Appeals 

 Knowledge of when it is 
appropriate to raise a sanction 
doubt 

 

 Aware of types of different 
sanction doubts 

 

 Aware of the information and 
evidence required for each doubt 
referral 

 

 Aware of when referrals will be 
cancelled 

Routinely demonstrates a good 
working knowledge and applies it 
consistently during interviews 

Demonstrates a satisfactory 
knowledge and applies it 
occasionally during interviews  

Demonstrates little or no 
knowledge or understanding  
 
Rarely uses the available 
sanctions 

 
 

 

 



QAF 5 – Work Coach Role & Knowledge  
 

Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ 
as appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following:: 

Work Coach 
roles and 
responsibilities 

 Knows own role and responsibilities 
 

 Aware of roles and responsibilities of 
other roles 

 

 Understands the interdependence of the 
various roles 

 

 Able to identify which role is most 
appropriate for individual claimant 

 

 Aware of other Jobcentre Plus roles 
which impinge on the Work Coach role 

 

 Knows how the Work Coach role 
functions within the wider Jobcentre Plus 
remit 

 

Demonstrates a sound working 
knowledge of own role and the role 
of others and appreciates how 
these fit the wider Jobcentre Plus 
remit 

Knows own role but has a 
limited awareness of how this 
role inter-relates with other 
roles and other Jobcentre 
Plus activities 

Demonstrates little or no 
understanding of their role and 
how it inter-relates with other 
roles and other Jobcentre Plus 
activities 

Benefit 
Regulations/ 
Legislation and 
conditions 

 Understands the basic benefit 
entitlement conditions, in that a claimant 
must: 

 satisfy either the contribution 
conditions for JSA; and/or the 
conditions for income based JSA; 

 not be engaged in remunerative work 
or involved in a trade dispute; 

 be capable of work; 

 not be receiving relevant education;  

 be under pensionable age; and 

 be in Great Britain. 
 

 Understands the implications of relevant 
benefit entitlement legislation 

 

Routinely demonstrates a good 
working knowledge of benefit 
entitlement conditions 
 
Routinely demonstrates a good 
working knowledge of all the 
relevant legislation and the impact 
on employment.  
 
Demonstrates a good working 
knowledge of the conditions 
associated with a wide range of 
benefits and how to use these 
effectively with individual claimants. 
 
 
 

Demonstrates a satisfactory 
understanding of benefit 
entitlement conditions  
 
Demonstrates a satisfactory 
understanding of benefit 
related legislation and its 
impact on employment 
issues.  
 
Understands the 
conditionality associated with 
claiming benefits. 

Demonstrates little, patchy or no 
understanding of benefit 
entitlement conditions 
 
Demonstrates little, patchy or no 
understanding of employment 
issues, generated by relevant 
benefits related legislation  
 
Has little or no knowledge of the 
role of conditionality for claiming 
benefits. 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ 
as appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following:: 

 Knows how to establish whether claimant 
satisfies the conditions for receipt of 
benefit 

 

 Understands the duty of Jobcentre 
Plus/DWP within that legislation 

 

 Understands the meaning of fraud when 
claiming benefits and how to take 
appropriate action 

 

 Understands the action to take on 
doubtful claims to benefit and how to 
make referrals to Decision Makers 

 

Labour Market 
Conditions 

 Understands the basic labour market 
conditions, in that a claimant must: 

 be available for employment; 

 have entered into a JSAg which 
remains in force; and 

 be actively seeking employment 
 

 Knowledge of when it would be 
appropriate to raise a sanction doubt and 
when it would be not appropriate 

 

 Aware of the different types of sanction 
doubts 

 

 Aware of the information/evidence 
required for each doubt referral 

 

 Aware of when referrals will be cancelled 
 

Routinely demonstrates a good 
working knowledge of labour market 
conditions and applies it 
consistently during interviews 
 
Demonstrates good understanding 
of when to raise a sanction doubt 
 
Consistently includes all required 
information/evidence for each doubt 
referral 
 
 

Demonstrates a satisfactory 
understanding of labour 
market conditions and applies 
it occasionally during 
interviews  
 
Demonstrates a satisfactory 
understanding of when to 
raise a sanction doubt 
 
Includes relevant 
information/evidence for each 
doubt referral  
 
Demonstrates awareness of 
guidance changes affecting 
conditionality and acts 
appropriately 

Demonstrates little, patchy or no 
understanding labour market 
conditions 
 
Rarely uses the available 
sanctions 
 
Does not include relevant 
information/evidence in the doubt 
referral 
 
Referrals are often cancelled by 
the Labour Market Decision 
Maker 
 
Is not up-to-date with current 
guidance 

Labour Market 
Information/ 
Industrial and 

 Knows local and adjacent area 
employers and the range of employment 
opportunities they offer 

Demonstrates as working practice a 
good working knowledge of local, 
adjacent and national employers 

Demonstrates a good working 
knowledge of local 
employers, their needs and 

Rarely demonstrates knowledge 
of local employers, their needs or 
the requirements of the jobs 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ 
as appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following:: 

Occupational 
Knowledge 

 

 Understands the demands of a range of 
occupations relevant to the local labour 
market 

 

 Understands the potential impact a 
claimant’s circumstances may have on 
them finding work 

 

and their different job requirements  the requirements of jobs 
available locally.  
 
Demonstrates little knowledge 
of adjacent areas, national 
employers etc 

available in their local area.  
 
Demonstrates no knowledge of 
adjacent areas, national 
employers etc 

Employment 
Related 
Legislation 

 Understands the employment issues 
under relevant legislation 

 

 Knows how to safely challenge 
discriminatory behaviour from 
employers/claimants 

 

 Knows what action to take when a 
question of discrimination arises 

 

 Understands the processes that lead to 
discrimination both intentionally and 
unintentionally 

 

 Understands the needs of different 
cultures and diversity within society and 
the workplace 

 

 Understands the rules on disclosure of 
information 

 

 Understands DWP’s diversity and 
equality policy 

Demonstrates a good working 
knowledge of all the relevant 
legislation and their impact on 
employment.  
 
Routinely demonstrates an 
understanding of diversity and 
equality issues and best way to 
handle them and the needs of 
different cultures 

Demonstrates a satisfactory 
understanding of employment 
related legislation, diversity 
and equality, the needs of 
different cultures and how to 
handle them effectively. 

Demonstrates little, patchy or no 
understanding of employment 
issues, diversity, equality and the 
needs of different cultures  

Programmes 
and Support 

 Understands the range and detail of 
additional support available to claimants 
through Jobcentre Plus 

 

Demonstrates an excellent working 
knowledge of the programmes and 
support available through Jobcentre 
Plus by making a wide range of 

Demonstrates a good 
understanding of the support 
available through Jobcentre 
Plus. 

Demonstrates little understanding 
of the support available through 
Jobcentre Plus by using a 
‘blanket’ approach to most 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ 
as appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following:: 

 Understands the range and detail of 
support available to claimants through 
programmes and provision 

 

 Understands eligibility/suitability criteria 
of Jobcentre Plus programmes and 
provision 

 

 Understands and implements the referral 
procedures to programmes/provision 
appropriately  

 

 Understands the range and detail of 
support available through external 
partners 

referrals tailored to the individual 
need.  
 
Demonstrates an excellent working 
knowledge of the support available 
externally.  
 
Keeps in mind budget constraints. 

 
Demonstrates a good 
understanding of the support 
available externally 

claimants 
 
Doesn’t tailor support to the 
needs of the individual 
 
Demonstrates little or no 
knowledge of external support 
available.  

Information 
Technology 
systems 

 Understands how to use the intranet to 
keep up-to-date with changes to relevant 
areas of work 

 

 Understands how to use internet 
information and opportunities on behalf 
of claimants 

 

 Understands how to use IT systems 
accurately to record actions with 
claimants so that all results are captured 

 

 Understands how to manage own diary 
to ensure all interviewing times are 
available for appointments 

 

 Understands how to input, locate, 
interpret relevant information on 
appropriate IT systems 

Demonstrates a good working 
knowledge of all relevant IT support 
available, how to input data 
accurately and how to interpret it 
effectively for the claimant 
 
Proactively seeks out information 
on any changes that may affect 
their work area and shares with 
colleagues 
 
 

Demonstrates a good working 
knowledge of how to use 
most IT, input data accurately 
and interprets on behalf of the 
claimant 
 
Checks intranet regularly for 
details of any changes that 
affect their work area 

Has no confidence in using IT 
equipment and does not know 
how to input data or interpret it 
accurately 
 
Does not use to the intranet to 
keep up to date with changes 

Management 
Information 

 Understands the aims, vision and values 
of DWP 

 

Routinely demonstrates a good 
working knowledge of the role of 
DWP, its performance measures, 

Demonstrates a satisfactory 
understanding that 
management information is 

Demonstrates little or no 
knowledge of the role of 
Jobcentre Plus, its performance 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ 
as appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following:: 

 Understands how customer service is 
measured 

 

 Understands how Work Coach 
performance/activity is measured 

 

 Understands performance management  
 

how they are measured and the 
impacts their role can have the 
performance of others.  
 
Understands their role and 
responsibilities in ensuring 
management information is 
gathered accurately. 

important and how to 
accurately provide that 
information 

measures or how they are 
measured 
 
Has little knowledge of how to 
collect the relevant data needed. 

Digital Support 
Services 

 Understands the DWP measures to drive 
up digital services usage 

 

 Understands which digital services are 
available 

 

 Understands that using digital services 
should be the first option for claimants 

 

 Understands how to recognise 
opportunities to promote digital services  

 

 Uses/develops own resources for 
promoting digital services to claimants 

 

 Explains to claimants that self-service 
using online channels is the preferred 
route 

 

 Recognises any barriers to their claimants 
in using/accessing digital services  

 

 Recognises when claimants need 
additional help to access digital services 

 

 Understands how to advise claimants on 
how to access our digital services through 
GOV.UK 

 

Demonstrates a good working 
knowledge of all Digital Services 
available.  
 
Motivates and advises claimants on 
how to access online services 
 
Shows the claimant how to use the 
services, signposting to internet 
access outlets and to internet skills 
advisers as required. 

Demonstrates a satisfactory 
working knowledge of Digital 
Services available.  
 
Advises claimants how to 
access and use the services, 
signposting to internet access 
outlets and to internet skills 
advisers as required. 

Demonstrates little knowledge of 
the digital services 
 
Has no confidence in advising 
claimants on how to use the 
services, where to find internet 
access outlets or where to refer 
them to find support to use them. 



Skills Area 
 

Activities to consider Best practice 
This will include all of ‘OK for role’ 
as appropriate, plus substantial 
evidence of the following: 
 

OK for role Development need 
This will include some ‘OK for 
role’ evidence but not enough. It 
will also include evidence of some 
of the following:: 

 Understands how to ‘show and tell’ 
claimants how to use digital services  

 

 Understands how to influence and 
motivate claimants to use digital services  

 

 Understands how to refer/signpost 
claimants to internet access outlets and 
internet skills providers 

 
 

 



Chapter 7: Quality Assurance Framework (QAF) for Work 
Coaches 

Introduction 

1.  It is essential that our Work Coach services are effective, efficient and of 
consistently high quality. The Quality Assurance Framework (QAF) for Work 
Coaches provides a framework of standards to help us assess the performance of 
our Work Coaches. Observing Work Coaches during interviews and assessing their 
performance against an agreed set of standards helps us reward and recognise 
good performance and identify any areas for improvement.  
2. This guidance supports the training on QAFs provided by the Personal Adviser 
Learning Centre. The QAF is only one part of a package of guidance designed to 
support the advisory intervention process. It should be understood in the context of 
the:  

 Work Focused Interview,  

 Five Challenges to Work,  

 Work Targeted Interview structure,  

 Customer Assessment Tool; and  

 building commitment.  
There is also additional advice for managers.  

The five Quality Assurance Frameworks 

3. The QAF covers the following five areas: 

 QAF 1 - essential skills for gaining commitment and helping claimants to think 
things through for themselves. 

 QAF 2 - work targeted interviewing (PIGEEP) skills and the structure of the 
interview. 

 QAF 3 - appropriate use of specialist knowledge.  

 QAF 4 – non interview activity skills essential for maintaining an effective 
service. 

 QAF 5 - the knowledge that Work Coaches need in order to carry out their job. 

Why is the QAF important? 

4. Using the QAF is important for the following reasons:   

 Claimant Commitment - The QAF standards support the development of 
Claimant Commitments that are realistic and achievable, that are regularly 
reviewed and have been fully bought into by the claimant.  

 Relationship with performance - The QAF standards encourage Work 
Coaches to develop effective interview techniques. This makes best use of 
available resources and every contact with the claimant; Claimant 
Commitments are fit for purpose; provision is used more effectively; the 
overall relationship with claimants is improved; goals are more readily 
achievable as relevant issues are addressed and discussed.  

 Customer service - The QAF supports the knowledge, skills and experience 
a Work Coach needs to have to help claimants conduct active, effective and 
persistent jobsearch and move towards sustained employment.  

 Work Coach development – The QAF provides a set of standards against 
which all Work Coaches can be measured objectively. Using the QAF, 
managers have a structured method of identifying areas where Work 
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Coaches need to develop skills and knowledge, agreeing actions to address 
these needs and then measuring the progress made towards them.  

 Good practices - The QAF can identify good practices which can be shared 
with other Work Coaches. 

 Performance and development - Completed QAF observations and the 
associated feedback are useful sources of supporting evidence in the people 
performance process. 

Responsibility for using the QAF 

5. Work Services Managers are responsible using the QAF to observe their Work 
Coaches. Managers should work with individuals to identify specific elements of the 
Work Coach role to be reviewed or developed.  
6. Other people who may use the QAF: 

 people who coach or mentor Work Coaches could use the QAF to measure 
their Work Coach’s progress. 

 Learning Development Officers (LDOs) will find the QAF a useful source of 
reference on work targeted interviewing, interviewing skills, interview 
standards and non-interview advisory work. 

 Work Coaches undertaking peer observation for their own development. 

Frequency 

7. As a minimum, one QAF observation per Work Coach should be carried out per 
month. This will vary according to the skills and experience of the Work Coach.  
8. Inexperienced Work Coaches, those new to the role and those with clear 
development needs, should have more frequent observation until they are producing 
evidence at the ‘Best Practice’ level. Work Services Managers may also wish to 
carry out more frequent observations/discussions with experienced Work Coaches 
to identify good practice. 
9. Managers may wish to follow the same claimant through a number of interviews 
with the same Work Coach, starting with the Initial Work Search interview and then 
also observing subsequent Work Search interviews. This will allow the Manager to 
observe the progress the Work Coach is making with the claimant and make a better 
assessment of the relationship.  

How the QAF works  

10. Evidence is gathered during interview observation and in discussion with 
individual Work Coaches. The Work Services Manager and Work Coach then 
discuss how the Work Coach performed in comparison with the standards contained 
within the QAF. The performance levels are: 

 ‘Best Practice’ - the Work Coach has demonstrated an ability way above that 
expected as a minimum requirement. This includes all of the ‘OK for role’ 
standards.  

 ‘OK for Role’ - the Work Coach has demonstrated that they can carry out the 
specific activity to the required standard. This is adequate for the role and 
shows the Work Coach is performing as well as required for the activity. 

 ‘Development need’ - the Work Coach hasn’t yet met the required standard of 
behaviour for this particular activity. The Work Services Manager and Work 
Coach should jointly work out a way to improve the individual’s performance. 



How to use the Quality Assurance Frameworks– a step by step 
guide  

11. It is the manager’s or observer’s responsibility to ensure the following are 
completed: 

Decide what 
areas of the 
QAF to review 

Choose which area(s) of the QAF you want to review. 
 
For portfolio evidence (QAFs 4 & 5), you might want to 
review a whole QAF. For observation evidence, only one 
or two elements of the QAF should be chosen. Not only is 
it unlikely that all elements will come up in one interview, it 
is also unrealistic to expect a Work Coach to be able to 
cover everything in the QAF in one interview. 
 
The important thing is to use the QAF logically and 
accurately – it has to make sense to both Work Coach and 
Work Services Manager and be gathered in digestible 
amounts. 
 

Discuss with 
the Work Coach 
before the 
interview or 
discussion 

Discuss/agree with the Work Coach which areas of the 
QAF are to be reviewed.  
 

Gathering 
Observation 
evidence 

Before any interview, the Work Coach will need time to 
ask the claimant if it’s OK for you to observe the interview. 
 
Evidence must be gathered before a judgement on 
standard is made. Standards must be determined based 
on the evidence seen during the interview, or gathered as 
part of the portfolio, rather than evidence gathered to 
defend a pre-determined standard.  
 
The observer will need to have good knowledge of the 
skills and activities required for the parts of the QAF being 
used. Evidence can be recorded in whichever way suits 
the manager. A template is available, but a blank record 
sheet can also be used to enable evidence to be 
recorded. A brief note of the evidence should be recorded. 
 
Using the QAF, look at each activity and judge, based on 
the evidence, the Work Coach’s behaviour in relation to 
the standards. The standard which most closely reflects 
the Work Coach’s behaviour should be identified. 
 
Mark the form as appropriate ‘Best Practice’, ‘OK for Role’ 
etc. 
 
It’s not always possible to demonstrate all behaviours in 
every interview. Managers will need to judge whether 
something was missed out in error, or because it would 
genuinely have not been appropriate. This applies 
whether it is the application of a skill, or knowledge, or 
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missing parts of the process. 
 
Identify any factors beyond the Work Coach’s control 
which may have an impact on how the interview is 
conducted. 
 

Gathering 
Portfolio 
evidence (QAFs 
4 and 5) 

The Work Coach will need time to gather their portfolio 
and both the Work Coach and Work Services Manager 
may have held informal discussions prior to the formal one 
to determine what is and is not sensible evidence.  
 
The Work Services Manager should lead a discussion 
around the evidence the Work Coach has.  
 
At the 1 to 1, the Work Coach and their Work Services 
Manager should go through each of the activities on the 
skills list they have identified as relevant.  
 
The Work Services Manager looks at each activity and, 
based on the evidence, forms a judgement on the Work 
Coach’s behaviour in relation to the standards.    
 
Identify any factors beyond the Work Coach’s control 
which may have an impact on how the discussion is 
conducted. 
 

Feedback Immediately after the interview (or at most within 2 days), 
discuss the results briefly with the Work Coach. There 
may be reasons for omissions/actions which only become 
apparent through the following discussion; however the 
‘ratings’ are evidence based and must not be changed. In 
this scenario, make a note of the discussion, and take this 
into account when discussing next steps. 
 

Additional guidance on the discussions on Quality Assurance 
Frameworks 4 and 5  

12. QAF 4 has been designed to recognise non-interview activity. Before using QAF 
4, both the Work Coach and the Work Services Manager should have a clear 
understanding of the Work Coach role, as not all the activities on QAF 4 may be 
relevant to all Work Coaches.  
13. Unlike QAFs 1-3, QAF 4 is completed through 1 to 1 meetings between Work 
Coaches and their Work Services Manager. Work Coaches should agree which of 
the activities are appropriate to them with their Work Services Manager. This could 
be done at the time objectives are set.  
14. QAF 5 recognises the Work Coach’s knowledge and shows any gaps. It should 
be used the same way as QAF 4 with the expectations being agreed up front 
according to the role and the evidence based on discussion. 
 
 



 Decision Making and Appeals Referrals Checklist

Instructions Contents 

Purpose 
The check is designed to make sure all referrals are error-free and contain all the information needed 
to make a decision efficiently and effectively.  
 
Who should do the check? 
It is recommended the check is carried out by the Manager appropriate to referral - Work Services 
Manager/Advisory Team Manager for Work Coach/Adviser referrals and Performance Team Leader 
for Assistant Work Coach/Assistant Adviser referrals.  
 
In sites where DMA SPOCs conduct this sort of check already, the checklist will support that activity 
without the need to directly involve managers. However, feedback from the check must be made to 
the relevant managers to inform discussion at 121s. This provides flexibility while ensuring robust 
checks are undertaken.  
 
Frequency 
Managers must check 100% of all cases being referred to Labour Market Decision Makers.   
 
Speed of checking 
As well as making sure all referrals are of good quality, referring cases to a Decision Maker promptly 
remains a priority, especially intermediate decisions where the claimant’s benefit has been 
suspended. So those cases must be prioritised in the checking process to avoid delay in referring.  
 
How to use the checklist 
The checklist can be completed electronically or the stencil can be printed and completed by hand. 
The claimant's NINO, manager's name and staff member's name should be recorded at the top of the 
sheet for identification and performance management purposes.  
 
The top 6 checks on each sheet are things that each referral must have in order for it to be processed. 
Getting these right is important - if any of these are wrong the referral will be cancelled immediately.  
 
To enable the manager to conduct the check, the person making the referral will need to email the 
DART stencil to their manager or person doing the checks, rather than submitting directly to the AO 
Decision Maker or Decision Maker team. Clerical referrals can be passed directly to the manager for 
checking.  
 
If no errors are found, the checker should send the referral to the Labour Market Decision Marker or 
AO Decision Maker, copying to the adviser/Work Coach. If any errors are found, these should be 
recorded on the check sheet and returned to the adviser/Work Coach for remedial action to be taken. 
Individuals will need to correct any errors and, where appropriate, resubmit the referral for checking. 
Once referrals have passed the check, they can be submitted to the Decision Making teams as 
normal. 
 
Feedback 
Feedback is an important part of improving the quality of referrals, so completed check sheets should 
be returned to the person making the referral, along with any feedback to enable them to improve their 
own performance. Check sheets for cases that fail the check only need to be retained for as long as 
they are needed to inform 1-2-1s and address the identified development need. For referrals that have 
passed the check, check sheets do not need to be retained, but managers must ensure individuals 
receive feedback on good performance.   
 
Data security and storage 
Hard copies of completed check sheets can be retained within an individual's personnel records for 
performance management purposes. However, completed sheets must not be saved 
electronically. This is because they contain secure data about our claimants. 
 

Intro 
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