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About ITS 

ITS have been in the business of providing training courses for the public and private sector since the last century.  We pride ourselves on 
producing top quality training courses and delivering them in a way that you like.  In addition to our well known courses in investigation, we 
run a full selection of investigation and personal development training, as well as offering course design, team building and executive 
coaching packages. 
 

Some things you might not know about ITS courses 

 The price you see is the price you pay – no travel and subsistence costs added on, nothing extra for materials.  Try asking some other 
trainers what their true costs are! 

 There is unlimited after-care.  If you want advice from us a week, a month or even years after the event, just get in touch – there’s no 
charge, it’s all part of the service. 

 We’ve got two administrators in the office, which means you can talk to someone about your training, or get advice, from 9 to 5, 
Monday to Friday.  In urgent cases, you can normally get hold of Mike on his mobile (07905 275 656) between 8 and 6.   

 We’ve all done the job, in non-arrest situations, so we all know (for example) how PACE applies when there’s no custody officer to hand. 
 

How to create an ITS training course 

Start with an idea (probably from a client – after all, they’re the ones at the sharp end) and spend a day or so researching the idea with 
colleagues and others in the industry, to see if a training course is the best solution.  (Sometimes it’s not – maybe a briefing or a mail-out 
would be better.)  If the answer is yes, spend about another day pulling together everything you can find on the subject and sifting out the 
rubbish.  Try not to get too frustrated at internet search engines that keep sending you to on-line pharmacies and link farms. 

Now write a course plan – decide on exactly the best order in which to set out the material.  Consider how tricky each piece of information 
might be to retain and decide on the most appropriate method of delivery for each section.  Run the plan past your colleagues, and past a 
couple of investigators.  Make significant changes.  Drink coffee and eat cake for energy.  Come up with mnemonic acronyms, and silly 
rhymes that might help the memory.  Giggle to yourself over the rude one.  Drink more coffee and rewrite it to keep it clean. 

Make coffee for everyone in the office (you might need their assistance later) before starting to plan your handouts.  Try to slip in a couple of 
spelling mistakes at this stage – it gives the proof reader* something to do.  Make sure that you’ve included all the information that delegates 
need.  Realise that four of the pages have slipped over onto the next page.  Swear, drink more coffee, and fiddle with layout and font sizes 
until you can’t see straight any more.  This stage might take a couple of days or so.  Never mind, the caffeine will keep you going. 

Now write a trainer’s brief (more coffee?) and do your best to include all the questions that delegates will ask.  This is another good time to 
canvass opinion.  Your colleagues will tell you all the awkward questions that they can come up with, except one .  Finish off by making up 
flip-charts, laminates, and other aids that will help the delegates.  More coffee.   

Now dry-run the course.  At this stage, colleagues will ambush you with the question that they failed to mention earlier.  Sulk a bit, until 
someone makes you coffee.  Take feedback, make changes … now all that’s left is to accredit the course, write and QA some tests, produce 
feedback sheets, get it all proof read … 
   

And finally … 

Our training is developed for you.  That means you have to tell us what you like, what you’d like changed, what courses you need ... so 
please get in touch.   
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… or possibly longer if he forgets to switch it off… 
* Previously bribed with coffee.  Try adding a Belgian bun if she says she’s busy. 
 That’ll be ten pence in the swear box please! 

 Keep reading – we’ll get to that. 
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Managing a conversation

Investigative Interviewing :

 Consider the objectives of the interview and structure a 
plan to reach them.

 Set the scene with the interviewee and create the right 
environment.

 Understand the different question styles and how and 
when to introduce evidence.

 Recognise when and how to close an interview.

 Understand how to assess the performance of the 
interviewer and the value of the information gathered.

© ITS Training (UK) Ltd 2001 - 2019

P.E.A.C.E. 

Prepare TOPICS

Engage and Explain

Account

Closure

Evaluation 

© ITS Training (UK) Ltd 2001 - 2019

A Well Planned Interview…

If you’ve planned :

 You will be confident in your interview ;

 You will be efficient, covering only the topics you need to ;

 You can use Conversation Management properly ;

 Your interview will be easier to understand ;

 The interview will be quicker ;  and 

 Any summary or transcription will be shorter and easier to 
write. 
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Rapport

Rapport is the key to all effective communication.

Being in rapport with another person allows you to get much 
closer to understanding them, and them to get much closer 
to understanding you. 

Things that work :

 Use their language

 Match their body position

 Dress like they do

Because people like people who are like themselves!

© ITS Training (UK) Ltd 2001 - 2019

It’s (Not) All About You

 Making it less personal

 The further away from a situation a person feels, the 
less connected they are and the more objective.

 We often talk in ‘second position’, as it’s more comfy.

 “You make mistakes, everyone does!”

 Help them to second position.  

 “What do you think I should do if I wanted to change the 
procedures?

© ITS Training (UK) Ltd 2001 - 2019

Account, Clarify & Challenge 

 Ask, don’t tell ;  listen, don’t speak.

 Set frames and shut up!

 More open than open…

 Closed can be good.

 Stop, go, steer… 

© ITS Training (UK) Ltd 2001 - 2019
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Question Styles

 Positive

 Open (“who...?” “what...?” “where...?” “when...?” “why...?” “how...?”)

 Closed (leads to “yes” or “no”)

 Dubious

 Mirror (reflects their answer as a statement with a rising tone)

 Echo (repeats their answer as a statement with a rising tone)

 Negative

 Leading (statement followed by, “...didn’t you?” or similar)

 Multiple (“When did you do X, who was with you and where did it happen?”)

 Limited alternative (“Did you move out more or less than six weeks ago?”)

© ITS Training (UK) Ltd 2001 - 2019

The Best Question

 Instruction to speak

 “Tell me about that!”

 Invitation to speak 

 “Would you like to tell me about that!”

Both are delivered with the same falling tone of voice, ensuring 
that they are perceived as directions not questions.

© ITS Training (UK) Ltd 2001 - 2019

Better than Open

 “How long have you been responsible for H&S?”

 Presumes that they’ve ever been the responsible person and 
suggests that they still are...

 “What were you doing that meant you couldn’t follow the 
procedures?”

 Presumes that something (outside their control) meant that they 
couldn’t follow the procedures...

In both cases, this gives them a clue about what to say to ‘get 
out of gaol free!

© ITS Training (UK) Ltd 2001 - 2019
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Better than Open

 “How long have you been responsible for H&S?”

 “What were you doing that meant you couldn’t follow the 
procedures?”

 “I’m interested in the H&S responsibilities in this company, tell 
me about that!”

 “I’m interested in your reasons for not following the 
procedures, would you like to tell me about those!”

© ITS Training (UK) Ltd 2001 - 2019

Conversation Management 

Set the frame 
(topic) and… Account  

“Tell me about…”

 
Link Probe

“Earlier you said…” “Tell me more about that”


Summary

“So, what you’ve said is…..”

Cheat :  “Earlier you 
didn’t mention…”

© ITS Training (UK) Ltd 2001 - 2019

Driving an Interview

“Earlier you 

said…”

“Earlier you 
didn’t mention…”

Clutch Brake Accelerate

Summary :

“So, if I’ve got this 
right, what you’ve 

said is…”

Closed questions

Mismatching 

No eye contact

Passive listening

Instructions to 
speak / open Qs

Matching 

Eye contact

Active listening

© ITS Training (UK) Ltd 2001 - 2019
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Course Title Conversation Management Duration Two Days Interviewing 

Aim 

How do you get someone to talk to you?  How do you make sure that you cover all the things 
you wanted to?  What’s the best way to ask a question?  How do you decide what things to ask 
about and when?  How do you know if they’re telling you the truth?  How do you keep control of 
the interview? 

Knowing the answer to these things will make the difference between just an interview, and 
quality interview by a trained interviewer.   

Interviewing is an exciting subject and one that you can never stop learning about.  You want to 
get the most from your interviews, but just how do you do this?  How do you gain a person’s 
trust and probe for the reliable truth from them whilst keeping close control of where the 
interview is going? 

Prerequisites None  

NB :  This course forms part of a formal qualification and includes delegate assessment during the course. 

Outcomes Content 

Understand the principles of the PEACE system of 
interviewing 

 What is PEACE? 
 Interviewing styles 
 Personal vs. formal 
 Openness 

Be able to plan and carry out effective PEACE 
interviews 

    
 

 
  

 Bringing the interviewee into the interview process
 Creating an atmosphere of trust & explaining the

process
 Planning what to cover vs. lists of questions 

Know how to manage an interview to obtain good 
quality information 

 Their Account rather than your questions 
 The Conversation Management cycle 
 Using evidence during an interview  
 Challenge or clarify – the difference and the similarities 
 Differing methods of challenging 
 Ending the interview 

Understand the importance of evaluating the 
product of an interview and your performance 

 Evaluating planning and performance  
 Looking at areas for improvement 

Book this course now : 

Cost Price Code E 

To book this event 
Tel: 0330 022 8262 

e-mail: bookings@its-training-uk.com 
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Course Title Psychology of Interviewing Duration 
Three 
Days 

Advanced 
Investigations 

Aim 

If you interview people on a regular basis, you’ll understand how it can sometimes be a real 
challenge!  You want to build trust, engage with the interviewee, get the best information from 
them and spot when they might not be telling the truth.  It’s easy to see that the most important 
skill is to be able to get inside the interviewee’s head.   

Don’t come on the course unless you want to master rapport building, learn how you can 
change language to your advantage, read patterns of behaviour and even tell how the 
interviewee is recalling memory.  

Don’t just settle for good, become a first class interviewer.    

Prerequisites 
It’s important that delegates have experience of interviewing, though not necessarily Under 
Caution – so long as they’re comfortable talking to people! 

Topic Outcomes Content 

Prepare 
To explore the reasons for, and uses 
of, the PEACE model of investigative 
interviewing. 

 The PEACE model 
 Why does it work? 
 Planning for the interviewee, not just the 

interview 

Engage and 
Explain 

To understand what rapport really is 
and how it drives an interview.  

 What is ‘Rapport’? 
 Calibration and how to get good at it 
 Matching, Pacing and Leading  
 What are ‘Predicates’?  
 Transactional analysis  
 Representational systems 

Account 
To have a number of different options 
for getting at the true story. 

 Cognitive interviewing 
 Reframing 
 Conversation management 

Clarify and 
Challenge  
 
Closure 

To learn a number of new techniques 
for spotting lies, challenging 
inconsistencies and still leaving them 
happy. 

 Eye movements 
 Non-Verbal Leakage 
 Lying 
 Breaking rapport 

Evaluation 
To explore the psychology of what you 
did during an interview. 

 Hot buttons 
 Non-verbal leakage 
 Three options for change 
 Mental rehearsal 

Book this course now : 
Cost Price Code H 

To book this event 
Tel: 0330 022 8262
e-mail: bookings@its-training-uk.com

 



Well done for reading this far (unless the event is still going on in which case, 
stop messing around and pay attention!) 
   

Once you’ve finished this course, you might like to carry on and get a 
Professional Qualification (PQ) or spend a bit more time on improving your 
interviewing. 
 

If the PQ sounds fun, have a look here : 
http://www.its-training-uk.com/index.php/quals/qualsinvestigations/  
 

If you’d like a great interviewing course, visit this page : 
www.its-training-uk.com/InformationSheets/Psychology%20of%20Interviewing.pdf   
 

If you ever need a bit of advice, email me :   
auntie@its-training-uk.com  
 

…and thanks for choosing    

 
 
 
 

    - we know you’ve got a choice and we’re grateful that, 
this time, it was us! 
 

Auntie 
 




