“Focus on Functioning”

Handout: Take Home Talking Points on Clarification Calls (version 1.0)
Symptoms DO NOT equal Functioning. If you only have the claimant repeat their allegations to you, what have you clarified?
The Devil is in the Details. If a claimant tells you on the phone that their mental or physical impairment does not prevent them from working, we can’t stop the conversation. We need to also ask questions related to specific functional areas and abilities.
We could try to define anything using “independence, appropriateness, effectiveness and sustainability.” Do you know the location, frequency, intensity & duration? 

No man is an island. People function as individuals that exist in broader environmental contexts. What accommodations or assistance allows them to function the way they do? 
Prepare and then Keep your eyes on the prize: While getting through a phone call quickly can be effective in some cases, it is also efficient to not have to call more than once. Review the available medical evidence prior to the call, prepare notes about what you want to ask about and set specific goals for the phone call. Keeping a note on the system can help you or others “remember” should the claimant call back at a later date.
Observe and report: You can document what the claimant said, but when applicable you can also record the impressions you “observed” on the phone call (respectfully).
Write this down: Regardless of what questions you asked, your best phone call was the one you documented well.
Get “another perspective?” Remember, we all may look at things a little differently.
There will always be inconsistencies (sometimes). One inconsistency does not make malingering (or a swallow a summer). When in doubt ask follow up questions.
So what it sounds like is that you’re saying… that these might be some of the main ideas in the presentation.
Careful! You don’t know where that claimant has been (or where they’re going).

Pay attention to any descriptions of past decompensations in functioning (even prior to AOD) or things which may reflect a good or poor prognosis when talking to them. 

Put your oxygen mask on first. You have to take care of yourself in order to be able to take care of others, and/or deliver good “customer service” to the clt on the phone.
Todd Finnerty, Psy.D.; May, 2010. The files associated with this presentation, including the PowerPoint slides, will be available for download at www.toddfinnerty.com (Note: The provided case evidence is not from a real claimant and the related discussion is hypothetical. Source: www.vtnews.vt.edu/story607.php). 
