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Section 1

FUNDAMENTAL PRINCIPLES OF
SUPPORTED EMPLOYMENT

Section 1: Fundamental Principles of Supported Employment

Section 1:
Fundamental Principles of Supported Employment
1.1

Introduction

1.2

Core Values & Guiding Principles

1.3

Self-Determination

1.4

Informed Choice

1.5

Person First Language

Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Discuss the five principles of Self-Determination.
• Explain the significance of self-determined employment
services.
• Define at least five supported employment core values.
• Identify the essential aspects of informed choice.
• Describe the concept of informed consent at it pertains to
employment services for people with disabilities.
• Summarize the key laws and regulations that led to
inclusive, self-directed services and supports for people
with disabilities.
• Discuss the significance of respectful and person first
language when interacting with and referring to people
with disabilities.

The Elizabeth M. Boggs Center on Developmental Disabilities
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1.1 Introduction: The Purpose of this Workbook
What is the purpose of this workbook?
This workbook will help you develop the necessary skills and abilities needed
to provide effective employment supports for people with disabilities. Readers
can expect to benefit from this workbook in the following ways:
• It will offer you basic knowledge and understanding of quality
employment supports while also introducing you to more advanced
concepts and principles.
• It will provide practical strategies and step-by-step illustrations for
implementing the many proven approaches and empirical based practices
that are presented.
• It will give you numerous examples, suggested activities, and sample
exercises to facilitate and reinforce learning.
How is this workbook designed?
This workbook will take readers through the most probable progression of
employment supports. It is comprised of ten separate sections that address
numerous key supported employment concepts. It begins by examining the
basic premise of work itself by asking the simple yet profound question,
“Why do people work?” From this point, we explore the current state of
employment for people with disabilities followed by a closer look at the
overall development, growth, and current direction of supported employment.
Additional core concepts covered in the ten sections of this workbook include:
• Person First Language
• Roles & Responsibilities of Primary Stakeholders
• Career Planning & Assessment
• Job Development
• Job Training
• Workplace Supports

The Elizabeth M. Boggs Center on Developmental Disabilities
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Many training manuals begin with an in depth historical
perspective about the subject matter. This manual will instead
start by introducing the core values and driving principles that
form the foundation of supported employment; however, historians need
not be alarmed. We have not forgotten about this most important
subject. Section 9 provides a detailed supported employment historical
timeline including significant events that helped develop and shape
employment services for people with disabilities.

While each section explores different subjects and topics, they all
reflect the same fundamental and philosophical values that form the
foundation of this workbook including the following:
• Given the proper supports, work environment, and the desire to work,
all people with disabilities are employable.
• The primary goal of supported employment services is to help
individuals find employment that offers competitive wages in typical
work settings regardless of disability.
• Informed individual choice, self-determination, and person centered
services form the foundation of all professional supports.
• Individuals strengths, abilities, preferences, and interests help to guide
the job search and ultimate work selection.
• The development of a career path that includes future planning, skill
building, and ongoing career exploration, which facilitates the
progression from entry-level positions to higher levels of pay, skill,
responsibility, or authority.

The Elizabeth M. Boggs Center on Developmental Disabilities
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How should this workbook be used?
This workbook will provide practical principles, strategies, and guidance to
professionals providing supported employment services. It can be used as a
training reference, professional resource, or as an agency instructional manual.
When used as a reference, it can help staff develop, rediscover or reinforce job
skills that are critical toward helping people achieve their work goals and
objectives. For the purpose of this workbook, the term employment specialist
refers to supported employment direct support staff. This refers to staff that do
both job development, such as conducting individual assessments and contacting
employers to develop employment opportunities; and job coaches, which
includes training and supporting individuals at their job sites. Some of the
essential job skills for employment specialists covered in this workbook include:

∗
∗
∗
∗
∗
∗

Facilitating Initial Career Planning
Identifying Job Skills and Work Interests
Finding & Approaching Employers
Understanding Confidentiality and Disability Disclosure
Determining the Best Possible Job Match
Identifying the Most Effective Workplace Supports

Some users may find it helpful to read each section beginning with the first
section and completing any suggested activities along the way. Others may
find it more beneficial to read those sections or specific topics that are of
most interest or relevance to their job. Additional content includes suggested
readings, useful internet resources including state, federal and nationally
recognized organizations and helpful forms to use in the field and at worksites.
Lastly, we encourage professionals to use this workbook with an open mind.
The various strategies, principles, suggested activities, and case studies are not
representative of all people with disabilities, types of disabilities, or situations
that one may encounter on the job. However, this manual is written based on
the fundamental philosophy that people with disabilities can and should work.
The core values and guiding principles discussed throughout this workbook
apply to supporting all people with disabilities. It is a thorough and practical
guide intended to help professionals assist people with disabilities in
achieving their employment goals.

The Elizabeth M. Boggs Center on Developmental Disabilities
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1.2 Core Values and Guiding Principles,
Supported employment developed more than twenty-five years ago as an
approach to help people with disabilities obtain competitive employment.
This means that individuals are able to pursue employment of their
choice in community settings of their preference earning wages that are
at least equivalent to workers in the same or similar positions. As
supported employment evolved, it became increasingly evident that it
would represent a distinct alternative to facility-based programs such as
adult training centers and sheltered workshops. 1 One key distinction
between sheltered employment and supported employment was the
principle that “work readiness training” was no longer a pre-requisite for
community employment. 2
Supported employment providers, families, advocates, and most
importantly individuals receiving services would soon identify numerous
other core values that would help define the concept and intent of
supported employment. Some of the most significant and widely
recognized concepts associated with supported employment include selfdetermination, competitive employment, equal wages, community
inclusion, and a focus on capabilities rather than disabilities. These
values largely represented what people felt were absent from facilitybased services. Whereas, sheltered programs focused more on skill
deficits, limitations, and rehabilitation, supported employment
emphasized individual strengths, preferences, skills, and abilities. 3
The roles of these values are critical to the delivery of quality supported
employment services. An organization not guided by the principles of
self-determination, individual choice, competitive employment, and
community integration is lacking the fundamental values that embody
quality employment programs. Table 3.1 on the following page
summarizes these and other essential elements of supported employment.

The Elizabeth M. Boggs Center on Developmental Disabilities
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Table 3.1
SUPPORTED EMPLOYMENT CORE VALUES 4

Value

Description

The individual seeking services is given
choices when it comes to service provider
Informed Choice
selection and type of services provided.
Similar to choice, individuals are provided
control as to where, when, and what services
Control
they receive.
The concept of a career path as opposed to
simply having a job is a defining value among
Careers
quality service providers.
Full inclusion means not only involvement in
the work place but also in other areas of an
Full Inclusion
individual’s life, such as residential
arrangements and community activity.
Identifying and implementing long-term
supports is a critical factor for long-term
Long-Term Supports
employment success.
Use of suitable assistive technology is key to
employment success for many individuals with
Assistive Technology
severe disabilities.
Focus is on the individuals’ wants, needs, and
Self-Determination&
desires, and forms the appropriate services
Person Centered Services
around such information.
Service providers use a total quality
management system to determine if they are
successfully meeting the needs of all their
primary stakeholders. This information is
Quality Assurance
shared with everyone involved in their
supported employment services including the
individual, family, funders, agency employees,
employers, and community representatives.

The Elizabeth M. Boggs Center on Developmental Disabilities
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1.3 Self-Determination
Self-determination has made significant contributions toward
defining and shaping supported employment services for people
with disabilities. It reflects an emphasis on individual control,
choice, and preferences. Simply stated, self-determination is the process
by which an individual understands and advocates for what is most
important to him or her. It is this understanding that helps to guide an
individual support strategy that acknowledges and respects individual
differences and decisions .
Many definitions of self-determination share similar values
and perspectives. The following is a concise meaning of
self-determination that incorporates a number of common
themes found in other definitions.
“Self-determination is a combination of skills, knowledge, and
beliefs that enable a person to engage in goal-directed, selfregulated, autonomous behavior. An understanding of one's
strengths and limitations together with a belief in oneself as
capable and effective are essential to self-determination. When
acting on the basis of these skills and attitudes, individuals have
greater ability to take control of their lives and assume the role of
successful adults.” 5
The self-determination movement became increasingly popular through
the 1990s. Terms such as freedom, choice, authority, involvement
became synonymous with self-determination. Ideas and beliefs that
stemmed from these terms included the freedom to choose your own
path, make your own choices, decide what services and resources you
need and want, control of where you choose to live, and the pursuit of
desired employment.

The Elizabeth M. Boggs Center on Developmental Disabilities
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Eventually, the concepts of freedom, choice, and control led to the
development of five core-guiding principles of self-determination
Five Principles of Self-Determination

1. Freedom to choose a meaningful life in the community.
2. Authority to control resources and services necessary for
individual support needs.

3. Support to organize life-enhancing resources that enable a person
to live and work in his or her desired community.

4. Responsibility for the proper use of public dollars and
recognition of the contribution individuals with disabilities can
make to their communities.

5. Confirmation of the important leadership role those individuals
with disabilities and their families must play in a newly redesigned system and support for the self-advocacy movement.
Today, individuals, families, and organizations all recognize the
importance of self-determination as a key factor in enhancing and
improving the lives of people with disabilities. This is not only true for
where and how people choose to live but also the employment they
wish to pursue.

The Elizabeth M. Boggs Center on Developmental Disabilities
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Understanding Self-Determination:
Sharon’s Story
Sharon was diagnosed with a mental health condition and an intellectual
disability at a very early age. She uses hand gestures and facial
expressions to communicate most of her needs, and also uses a picture
board from time to time. Up until the age of sixteen, she lived with her
parents and two older sisters; however, she then moved into an
institution where she lived for the next eighteen years. While residing
both at home and in the institution, she had little opportunity to express
her individuality or make decisions for herself. When living at home
Sharon’s parents and her sisters did most everything for her. This
included deciding what meals she could eat, clothes she should wear, or
even places she should go. Her family felt this was in her best interest.
Her parents feared that if given the opportunity to make her own
decisions she would make significant mistakes and exercise poor
judgment. When they decided to move her into a state institution, they
made certain to express this concern to the staff. They stated that their
daughter had poor decision-making skills so it would be best to limit
the amount of choices she was given. They concluded that the more
choices provided to her, the more frustrated she would become; hence,
limit her choices, limit her frustration. This approach toward supporting
Sharon continued while she was in the institution.
Approximately six months ago, however, she moved from the
institution into a group home for people with disabilities. Shortly
thereafter, she was referred to a supported employment agency for
assistance in finding community-based employment. Her employment
specialist, Janice, states she is having some difficulty determining what
Sharon would like to do for possible employment. As a possible
solution, Janice would like to bring her to some different worksites so
she can observe various jobs. Sharon also would like to do this but her
parents disagree. They state this would not be a good use of her time,
claiming that it would only confuse her. They suggest bringing her to
one job site that would consist of basic cleaning tasks.

The Elizabeth M. Boggs Center on Developmental Disabilities
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Questions to Consider
How should Janice respond to Sharon’s parents concerns
about visiting different job sites?
What else can Janice do to get to know Sharon better?
How would you encourage Sharon’s family to allow her to become
more independent?
How can you encourage Sharon to be more self-determined?

Self-Determined Employment
Self-determined services are an essential aspect to any
successful supported employment program. It is this
concept that helps drive the employment decision-making
process from the perspective of the individual or job
seeker. Supported employment providers that operate from a selfdetermination model will empower and involve individuals in defining
and achieving their employment goals.
Both the job seeker and the employment specialist benefit when applying
the principles of self-determination in employment supports. It helps
develop a professional relationship based on trust, honesty, and respect.
It encourages and strengthens the lines of communication between the
individual and professional, thus, promoting a more positive and
productive exchange of employment ideas and suggestions.

The Elizabeth M. Boggs Center on Developmental Disabilities
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Supported employment providers, particularly employment
specialists, can promote job seeker self-determination by using the
following strategies: 6

9 Discuss the concept of self-determination with the individual,
including the freedom to make his or her own choice, determine
support needs, employment goals, and resources needed to obtain
those goals.

9 Encourage and respect the person’s decisions even when they differ
from your recommendations.

9 Share your employment ideas and suggestions with the individual
but let him or her make the final decision.

9 Promote and support the individual’s active participation in all
phases of employment services, including career planning and
assessment, direction of the job search, selection, and training.

9 Always ask the person how you can better assist him or her in
achieving work goals and objectives.

Self-Determination: In Michael’s Words
“What people need to realize is that self-determination can be different
things to different people. All people should have the opportunity to be
self-determining, based on what that means for them. They might need
some guidance, they might need some help, but that doesn't mean they
ought to be shut out of opportunities to have their life. Everybody needs
some support at one time or another, I don't care who you are. What's
important is to focus on what you can do, what you are good at and like
to do. When you are getting supported, you have to take the initiative to
tell other people what you want, what you need, and the supports you
will need to live the way you want.”
Michael Kennedy, Self Advocate
Syracuse, NY

The Elizabeth M. Boggs Center on Developmental Disabilities
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Does self-determination make a difference in the lives of
people with disabilities? Numerous studies have shown that
self-determination does have a positive impact on the lives of
people with disabilities . 7,8 Studies have shown that individuals
who scored higher on self-determination scales and surveys experienced
greater self-sufficiency, independence, and community integration.
These individuals were more likely to:
• Express a preference to live outside the family home.
• Move from where they were living while attending high school.
• Open a savings or checking account.
• Be employed in integrated settings.
• Earn higher wages and receive greater job benefits, including
vacation, sick leave and health insurance.
• Experience greater community integration than those
individuals who had lower self-determination scores.

The Elizabeth M. Boggs Center on Developmental Disabilities

12

Section 1: Fundamental Principles of Supported Employment

Activity
Words to Make you Wonder
In 1916, American poet Robert Frost published Mountain Interval, a
collection of writings that included the poem The Road Not Taken.
Read the passage below then answer the questions that follow.
T HE R OAD N OT T AKEN
TWO roads diverged in a yellow wood,
And sorry I could not travel both
And be one traveler, long I stood
And looked down one as far as I could
To where it bent in the undergrowth;
Then took the other, as just as fair,
And having perhaps the better claim,
Because it was grassy and wanted wear;
Though as for that the passing there
Had worn them really about the same,
And both that morning equally lay
In leaves no step had trodden black.
Oh, I kept the first for another day!
Yet knowing how way leads on to way,
I doubted if I should ever come back.
I shall be telling this with a sigh
Somewhere ages and ages hence:
Two roads diverged in a wood, and I—
I took the one less traveled by,
And that has made all the difference.
~ Robert Frost (1874–1963) ~

1. What do the roads in this poem represent?
2. How does this poem relate to the concept of self-determination?
3. As an employment specialist, how do you support someone who
chooses a career direction that is not your recommended path but
rather the road less traveled?
4. How have important people in your life supported your decision to
pursue an unpopular path?
The Elizabeth M. Boggs Center on Developmental Disabilities
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Recommended Resources
Over the past several years, a number of nationally recognized
organizations have formed to help promote and educate the
importance of self-determination, individual choice, and selfadvocacy. These groups include:
y The National Coalition on Self-Determination
www.nconsd.org
y The Center for Self-Determination
www.self-determination.com
y

Self Advocates Becoming Empowered
www.sabeusa.org

These websites provide information and resources about how
people with disabilities can lead more independent, integrated,
self-determined lives.

There’s a difference between being alive and living, living to exist
and existing to live, living a life that is unfulfilled and living life to its
fullest. Choose the latter of all three and happiness is sure to follow.
~Anonymous~

The Elizabeth M. Boggs Center on Developmental Disabilities
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1.4 Informed Choice
Informed Choice is another important term that appears in
the 1998 Amendments to the Rehabilitation Act of 1973.
The concept of informed choice reflects the belief that
individuals with disabilities should be full and active participants in the
development and selection their employment support needs. The goal of
informed choice is to promote and support the self-determination of
individuals as they pursue their employment goals and objectives. The
Amendments expanded options for consumer choice in a number of
ways including:
•
•
•
•

Choice of assessment method.
Choice of employment goal.
Choice of specific job.
Choice of services needed to reach a goal, such as adaptive
technology, accessible transportation or job-site modifications.
• Choice of job coaching services and workplace supports.
• Choice of rehabilitation employment agency.

Rehabilitation counselors, employment specialists, job coaches, and
supported employment agencies promote informed choice when they give
individuals the opportunity to make their own choices when it comes to
employment services. In addition, when a person does not understand the
concept of informed choice, the service provider should provide the
necessary tools and information to teach the individual how to make his
or her own choice. It is important that individuals receive enough
information to identify questions and issues before they can make
informed choices.
“The philosophy behind informed choice is that people with disabilities
should have control over the processes and services that affect their
lives and that those who have control over their own vocational
rehabilitation planning will experience greater job satisfaction than
those who do not.”
~ The Rehabilitation Act Amendments of 1998 ~
The Elizabeth M. Boggs Center on Developmental Disabilities
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Activity
Part I: Informed Choice
The Job Seeker and the Supported Employment Agency
Below is a brief survey to help service providers evaluate the level of informed
choice they offer individuals receiving employment supports. Use the rating
scale after each question to get a general idea of where you and your agency rate
on the topic of informed choice.

1.) The individual has a choice of what kind of services they want to receive.
__Always __Sometimes __Rarely __Never
2.) The individual has a choice of which staff they would most like to have
assist in the job search.
__Always __Sometimes __Rarely __Never
3.) The individual has a choice of assessment methods to help determine his or
her employment skills, abilities, and interests.
__Always __Sometimes __Rarely __Never
4.) The individual has a choice to participate in his or her own job search, for
example, calling employers found in the phone book, newspaper, or
internet, going to job clubs, or attending job fairs.
__Always __Sometimes __Rarely __Never
5.) The individual has the choice to accept or reject job offers that
do not match his or her expressed skills, interests, and abilities.
__Always __Sometimes __Rarely __Never
6.) The individual has the choice to allow you either to disclose or not to
disclose any disability related information to employers.
__Always __Sometimes __Rarely __Never
7.) The individual has the choice to express his or her level of service
satisfaction, either formally or informally.
__Always __Sometimes __Rarely __Never

The Elizabeth M. Boggs Center on Developmental Disabilities
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Activity
Part II: Informed Choice – Questions to Consider
The Job Seeker and the Supported Employment Agency

• How did your agency and its services measure up when it comes to
informed choice?
• What was your reaction after looking over the results of your survey?
• Were you surprised with your answers?
• How might you go about improving your services if there were few to
no checks under the "Always" column?
• Based on your survey results, would you want to receive employment
services from your agency?

Recommended Resources
Information contained from this survey is based on the article,
“Evaluating Your Agency and Its Services: A Checklist for Job Seekers
with Disabilities.” 9 The complete article, including additional
employment related surveys, is on the Institute for Community
Inclusion (ICI) website at www.communityinclusion.org.
ICI is affiliated with the University of Massachusetts Boston and Children's
Hospital Boston. Their mission is to promote the inclusion of people with
disabilities through the advocacy of personal choice, self-determination,
and social and economic justice. The website contains a searchable
research database on a variety topics related to people with disabilities
such as school transition, residential services, employment supports,
social security benefits, accessible transportation, and many other key
subjects.
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Informed Consent
Central to informed choice is informed consent. Informed
Consent means voluntarily agreeing to do something or
allow something to happen to you while having or knowing
all the relevant facts and information. In supported
employment, such information includes the nature and purpose of
employment services, associated
…an employment
risks, consequences, and benefits.
One area that is sometimes an issue of specialist cannot disclose
an individual’s specific
informed consent is disability
disability or any
disclosure when job developing. For
information related to
instance, an employment specialist
that person’s disability
cannot disclose an individual’s
without the individual’s
specific disability or any information
informed consent.
related to that person’s disability
without the individual’s informed consent. In order for a person to
make an informed choice, the individual must be fully aware about any
pertinent issues, information, or subject matter.
When informed choice is part of an organization’s mission and
employment services program, this may lead to either informed refusal
or informed consent on the part of the individual. Participants in
employment services should be able to select their specific type and
level of services. These decisions should be based on a detailed
discussion of services, including information of risks and benefits
concerning methods of assessment, job search, employer contact,
disability disclosure, and job training.
Informed consent is an ongoing, interactive process rather than a onetime exchange of information or general agreement. It provides the
individual with relevant information and explanations that will help the
person make educated decisions about whether to begin, end, or
continue participating in any employment related service.
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1.5 Person First Language
Over the past century, terms such as imbecile, idiot,
insane, feebleminded, and mental deficient were used to
describe people with disabilities. 10 These were not slang
terms or informal references but actual terms applied in a
variety of professional settings to refer to people with disabilities. Some of
these settings included healthcare, education, and government, including
legislative and policymaking issues. 11
More informal words and phrases such as the handicapped, invalid, the
disabled, special needs, and mentally challenged became synonymous
with labeling an entire group of people. 12
Over the years, families, advocates, and especially people with
disabilities became more aware of how certain language and words
adversely affected a person’s self-perception as well his or her status in
society. Common societal attitudes and beliefs about people with
disabilities came under greater scrutiny and criticism during the 1940s
and 1950s with the evolution of the disability grassroots movement. 13
Organizations such as the Easter Seals Society, The Arc, and the United
Cerebral Palsy Association began to challenge labels and misperceptions
about people with disabilities in their efforts to advocate for the rights of
individuals with disabilities. 14

“The difference between the right
word and the almost right word is the
difference between lightening and the
lightening bug.”
~ Mark Twain ~
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The Importance of Language and Mental Illness
By Ann Palmer
“A mental health diagnosis is linked to one’s social identity in too
many cases and, in my opinion, is always linked to one’s inner self. I
must emphasize, however, that one has, not is, a mental illness. I
am not my disease. I am not a manic-depressive; I have manic
depression. I am an individual who has bipolar disorder. If there is
such a thing as mental health culture or sensibility, I demand to be
considered first a human being in that culture...”
“Although it has been said that "sticks and stones will break my
bones, but names will never hurt me," I can’t help but believe, from
my own experience, that anyone who has been called a ‘name’ or
otherwise labeled, can feel rejected. This is not how we want to be
called, and, from the feelings it evokes, not the way we want to be
treated”.
Excerpts from “The Importance of Language and Mental Illness” by Anne Palmer, Mental
Health World-Independent Living Center, Buffalo, NY. www.mentalhealthworld.org

What Should We Say? How Should We Say It?
When referring to a person with a disability there are a
couple of important things to keep in mind.
9 As stated previously, avoid disability negative or
stereotypical terms such as invalid, cripple, mentally challenged,
or slow.
9 Avoid use of generalizations such as the disabled, the mentally
handicapped, Downs (for people with Down Syndrome), the
disabled community, the mentally ill, and so on.
9 Avoid using sensational or exaggerated descriptions of a
person's disability for example, “suffers from,” “stricken with”
“a victim of,” or “afflicted with.”
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9 Avoid portraying people with disabilities as overly courageous,
brave, special, or superhuman. For instance, “John’s brave battle
with traumatic brain injury is an inspiration to everyone!”
9 Always use “Person First Language” when referring to a person
with a disability. Do not say Renee is a wheelchair user; instead,
say Renee uses a wheelchair for mobility or simply Renee uses a
wheelchair.
9 Avoid disability related assumptions. For example, do not assume
that someone using a manual wheelchair wants to be pushed from
behind or have a door opened for him or her. Do not assume people
who are blind or visually impaired want you to take them by the arm
and guide them across the street. Never assume; always ask.
9 Avoid being overly sensitive or apologetic for using common informal
expressions when talking to people with disabilities. For example,
saying, "It was good to see you," and "See you later," to a person
who is blind is completely acceptable to most people.
Guideline for Person First Language
Instead of Saying…

Say This…

Handicapped, crippled, disabled
Confined to a wheelchair, wheelchair
bound, bound to a chair

Person with a disability
Person who uses a wheelchair, requires the use of wheelchair, uses a
wheelchair for mobility/ambulation

Deaf/mute, deaf and dumb

Person who has a hearing impairment

Suffering with, sick, ill, afflicted

Person has a disability, person has a diagnosis of

Abnormal, not normal, deformities

A person who has Cerebral Palsy, has some involuntary or uncontrollable
movements/manners, has a muscular or neurological disability
Person who has an intellectual or developmental disability, has Down
Syndrome, has a cognitive disability

Mentally Retarded, Downs, slow, can’t
process things
Special-Ed student, classified student
Non-verbal, can’t speak/talk, mute

Student who receives special education services
Person who communicates using an augmentative communication device,
computer, picture board

He/she is autistic
Normal, healthy, regular person/people
Slow, illiterate, learning disabled, delayed
Blind, can’t see, has no sight
Mentally ill, insane, psychiatric
impairment
Handicapped parking, restrooms
Customer, client, consumer, recipient,
member, person served, our people, my
students, my kids

She /he has autism
People/person without a disability
Person who has a learning disability
Person who has a visual impairment
A person who has a mental health condition
Accessible parking, designated parking/restrooms for people with disabilities
Person’s name (e.g., Hector, Laurie), person with a disability
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Activity
Part I: “Away” with Words
Situation: Amanda is a new employment specialist for a local
supported employment agency. She is providing employment
transition services to high school student named John. Amanda
has been working with John for one week. Below is a case note
she wrote after meeting with John for the first time earlier in the week.

John is a young man who is afflicted with a
neuromuscular disorder. He has suffered from this
illness all his life. Due to the severity of his handicap,
he is confined to a wheelchair. He has been
wheelchair bound ever since the age of eleven. Prior
to that, he used a walker but his crippling condition
made it nearly impossible for him to get around
school. John requires special needs so he attends
classes that cater to students like him.
Surprisingly, he is a happy, well-adjusted young man
despite all the pain and suffering he has endured as
result of this tragedy. He has refused to let this
misfortune cloud or discourage his dreams of
becoming an air-traffic controller like his father,
although the chances of that actually happening are
highly unlikely. I applaud John’s courage and
determination in the face of such adversity and
despair. He is truly an inspiration for everyone!

Solution: This passage contains at least 10 words and/or phrases that
do not reflect person first language or proper disability etiquette. Reread the note and circle those words or phrases that you would change
or eliminate.
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Activity
Part II: “Away” with Words
Now that you have read and edited the passage from the previous
page, using the space below, re-write the case note using a more
respectful, person first language writing style.

Questions to Consider
1. How does Amy’s case note portray John?

2. Why is it important to speak and write using person first
language?

The Elizabeth M. Boggs Center on Developmental Disabilities

23

Section 1: Fundamental Principles of Supported Employment

People with Disabilities are…
People with disabilities are individuals with families, jobs, hobbies, likes,
and dislikes. They have friends, families, colleagues, and co-workers.
They are husbands, wives, daughters, sons, mothers, and fathers and
perhaps most importantly they are people first. A person’s disability may
be an important part of their self-identity, however, it does not define
them. Avoid making the mistake that so many people have made in the
past and continue to make today, which is automatically assume that a
disability makes someone into a champion or a victim. Treat people as
individuals not by their type of disability.
The Language of Us Versus Them
We like things…They fixate on objects
We try to make friends…They display attention-seeking behaviors
We take a break…They display off-task behavior
We stand up for ourselves…They are non-compliant
We have hobbies…They self stimulate
We choose our friends wisely…They display poor peer socialization
We persevere…They perseverate
We love people…They have dependencies on people
We go for a walk…They run away
We insist…They tantrum
We change our mind…They are disoriented and have short
attention spans
We have talents...They have niche skills
We are human...They are.......?
~ Mayer Shevin, educator & disability advocate ~

.
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Recommended Resources
The following websites provide plenty of useful information
and helpful resources about proper disability etiquette and language.
Disability is Natural
www.disabilityisnatural.com
The United Spinal Association
www.unitedspinal.org/disability-publications-resources/disabilityetiquette
The Job Accommodation Network
www.jan.wvu.edu
Office of Disability Employment Policy
www.dol.gov/odep/pubs/fact/comucate.htm
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Section Summary
5 Supported Employment was developed more than twentyfive years ago as an approach to help people with disabilities
pursue competitive employment of their choice in community settings of
their preference.
5 Facility-Based Programs, such as adult training centers and sheltered
workshops, provide vocational training activities in various integrated and nonintegrated employment settings.

5 Important Core Values & Guiding Principles of supported employment are:
y Control
y Careers
y Full Inclusion
y Long-Term Supports
y Assistive Technology
y Quality Assurance
y Informed Choice
y Self-Determination & Person Centered Services

5 Self-Determination is the process by which, an individual understands and
advocates for what is most important to him or her.

5 Informed Choice, similar to self-determination, enables a person to make
choices for him or herself based on knowing all the relevant facts and
information.

5 Throughout history, many Labels and Stereotypes have been associated
with people with disabilities including imbecile, idiot, insane,
feebleminded, mental deficient, and slow. In addition, professionals
sometimes make the mistake and use their own labels when referring to
people with disabilities, such as customer, client, consumer, participant,
recipient, and member.

5 When referring to people with disabilities in any context always use
Person First Language. This means referring to a person with a
disability by name not by a label or a disability. Instead of saying, “I’m
working with a client who’s confined to a wheelchair.” Say, “I’m
assisting John. He uses wheelchair for mobility.” The same is true when
referencing a group of people with disabilities. Instead of saying, “I work
with the autistic.” Say, “I work with people who have autism.”
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Section 2:
The Growth & Development of Supported Employment
2.1

Concept of Supported Employment

2.2

Models of Supported Employment

2.3

Facility-Based Services vs. Community-Based
Employment

2.4

Supported Employment: An Evidence Based Practice

Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Summarize the term Supported Employment as defined
in the 1986 Rehabilitation Act Amendments.

• Identify and describe the four models of supported
employment.

• Explain the difference between facility-based services
and community-based employment including the praise
and criticism of both programs.

• Explain the concept of “continuum of services.”
• List at least three professional organizations or
associations that endorse supported employment as an
effective way to promote, enhance, and integrate people
with disabilities into the workforce.
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2.1 Concept of Supported Employment
The 1986 Rehabilitation Act Amendments defines Supported
Employment as:
(35) (A) Competitive work in integrated work settings, or
employment in integrated work settings in which individuals
are working toward competitive work, consistent with the
strengths, resources, priorities, concerns, abilities,
capabilities, interests, and informed choice of the individuals,
for individuals with the most significant disabilities–
(i)(I) for whom competitive employment has not traditionally
occurred; or
(II) for whom competitive employment has been interrupted or
intermittent as a result of a significant disability; and
(ii) who, because of the nature and severity of their disability,
need intensive supported employment services for the period,
and any extension, described in paragraph (36)(C) and
extended services after the transition described in paragraph
(13)(C) in order to perform such work.

Supported employment is not a one size fits all model for people with
disabilities. Instead, it offers several employment support options based
on individuals unique needs and abilities. These support models are the
Individual Placement Model, Group Placement Model, Mobile Work
Crew Model, and the Entrepreneurial Model. These four models of
supported employment are still recognized and used today. 1 Individuals
may benefit from one or the combination of several of these employment
support models; however, it is important to realize that no one particular
model or type of employment support is the ideal approach for everyone.
Instead, employment supports and interventions should be developed
around the unique needs of each person. 2, 3
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2.2 Models of Supported Employment
Models of
Supported
Employment

Individual
Placement
Model

Group
Placement
Model

Mobile Work
Crew Model

Entrepreneurial
Model

Individual Placement Model
Beginning with the individual model, an employment specialist
helps the individual find a job in the community that best suits
his/her abilities and preferences. The employment specialist
provides initial job coaching services and any necessary follow up
and ongoing support to ensure employment success. The extent of
support is reduced as the employee develops the necessary work
skills and abilities. The individual model offers supported
employees the greatest opportunity for independence and
community integration.
Group Placement Model
The group model differs from the individual model because it
involves a small group of people with disabilities (generally 5-8)
working at a business in the community. One or two employment
specialists from the placement agency usually provide individual
job training and support, although the employer is usually involved
in job training to some extent.
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Under this model, individuals typically work at one location at the
company as a group. Although at times, they may work in several
different locations with each person working on separate jobs. This
type of group model is a scattered or dispersed group. An important
element of the group model is to provide opportunities for
individuals to work with or along side employees without
disabilities.
Mobile Work Crew Model
A small group of individuals with disabilities, usually up to 6,
travels as a work crew operating as a contractual business. The
group usually works at several locations within the community
under the supervision of a job coach. The type of work varies but
may include janitorial and grounds keeping as well as business
services such as copying, collating, and document shredding. The
business pays the agency for these services, and the agency pays the
workers an hourly salary that is not less than minimum wage.
Entrepreneurial/Small Business Model
In this model, the placement agency develops a small business that
employs both people with and without disabilities. Agency staff
provides worksite supervision, but employees hired from outside of
the organization also may provide supervision. The business
operates like any other small business. It generates work and
revenue selling products, goods, and/or services. The small
business is usually located within the community; however, some
agencies may operate the business from the same location of their
main headquarters.
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2.3 Facility-Based Services &
Community-Based Employment
The popularity of supported employment programs continued to
grow throughout the 1980s, 1990s, and into the twenty-first
century. 4 For more than three decades, research has shown the
benefits of integrated employment. 5, 6, 7, 8 Initial pilot programs
proved that, given the proper
…supported employment
supports and workplace setting,
offered employment
individuals with even the most
significant disabilities were able to options to people with
disabilities traditionally
successfully work in community
considered unemployable.
job placements. 9, 10
Many viewed supported employment, especially the individual
placement model, as a welcome alternative to facility-based
services such as day programs and sheltered workshops. Unlike
facility-based programs, supported employment offered
employment options to people with disabilities traditionally
considered unemployable. 11 Yet, despite the clear benefits of
supported employment, the majority of people with disabilities,
especially those with the most significant disabilities, continue to
participate in non-integrated facility-based services, such as
sheltered workshops and adult day centers. 12
As of 2004, participation in facility-based programs
accounted for more than 75 percent of all people with
disabilities receiving vocational services. The remaining
25 percent participated in community-based programs
such
as supported employment. Approximate numbers show
365,000 people with disabilities attending day programs and
sheltered workshops versus 118,000 for supported employment. 13
The next page highlights data from the report, “State of the States
in Developmental Disabilities: 2005.” It looks at other key
comparisons between facility and community-based employment.
The Elizabeth M. Boggs Center on Developmental Disabilities
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S ERVICES & P ROGRAMS :
S TATISTICALLY S PEAKING
• As of 2004, 491,889 people participated in sheltered and
supported employment.
• 256,521 individuals attended an adult day program
• 116,977 attended sheltered workshops.
• 118,391 people participated in supported employment
• 76% of all program participants in the U.S. received services
in non-integrated settings such as day programs and
sheltered workshops.
• Approximately 24% of individuals worked in supported
employment.
• States spent approximately $488 million in federal funding
for segregated day programs compared to $108 million for
supported employment.
• In New Jersey, as of 2004, 9,656 individuals participating in
sheltered and supported employment.
• 1,349 of those individuals, or 14%, were receiving supported
employment services.
Given these figures, one may wonder why supported employment
lags so far behind facility-based programs in both funding and
program participation. However, if we compare the growth trends of
sheltered employment to supported employment, numbers show
supported employment has grown. From 1988 to 2004, research
shows that attendance in sheltered workshops steadily declined
from 131,000 to 117,000 participants. Conversely, supported
employment grew from 21,000 to greater than 118,000. 14, 15 This was
an increase of more than 500% in supported employment program
participation during this same period. These numbers show a
gradual acceptance and expansion of supported employment
services. However, as of 2004, the combined participation in both
day programs and sheltered workshops was 365,000. In addition,
funding for segregated adult day programs was nearly four times
that of supported employment ($488 million vs. $108 million). 16
The Elizabeth M. Boggs Center on Developmental Disabilities
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State of the States in Developmental Disabilities: 2005
For more than 20 years, the U.S. Department of Health
and Human Services along with the Coleman Institute and
Department of Psychiatry at the University of Colorado have
published one of the field’s most comprehensive reports on
developmental disability services. The report compiles, evaluates,
and compares data at both a national and state level. Besides
examining program funding, spending, and revenue it also
assesses residential, community, and employment services. It is
published every other year. To learn more about this report and
other helpful publications and resources go to:
www.cu.edu/ColemanInstitute/stateofthestates/
Facility-Based Services:
Adult Day Programs & Sheltered Workshops
If the goal of supported employment is competitive, integrated
employment, than what is the goal of facility-based services?
Facility-based programs are based on the premise that individuals
with significant disabilities receive pre-vocational training in
order to prepare them for a job in the community. The primary
goal is to teach participants various basic skills deemed essential
to getting a job. The individual usually goes through a continuum
of hierarchical services in preparation for integrated, communitybased employment.
Depending on the individual’s disability, he or she may start the
vocational training process by participating in an adult day
program. Here, the person will take part in a variety of social,
recreational, and educational programs and activities. Once the
person demonstrates the necessary competencies, he or she will
then move on to a more structured, vocational training program
such as a sheltered workshop.
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Typical work activities performed in sheltered
workshops include packaging (e.g., bagging,
wrapping, packaging, and boxing) or mail services
(e.g., collating, stuffing, and sorting envelopes)
product assembly (e.g., office products, furniture, medical and
surgical supplies). The individual must demonstrate certain
requisite skills before he or she can be considered ready for
supported employment. Because of the gradual transition of
training settings, facility-based employment is sometimes referred
to as the continuum of services model, work-readiness model, or
the train-place and support model.
Supporters of these models will argue that not all people with
disabilities, especially those with the most significant disabilities,
are ready for supported employment. Instead, they believe that day
programs and sheltered workshops provide individuals with a
gradual transition toward community-based employment, which is
necessary for determining an individual’s work readiness.

Continuum of Services Model

Adult Day
Program

Sheltered
Workshop

Integrated
Employment
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Activity
What Would You Do?
Situation
You are an employment specialist meeting with Maria, an individual considering
supported employment services, and her parents. Maria graduated from high school a
couple of years ago. She is attending an adult day center and lives with her parents. They
have recently relocated from another area of the state and are now looking for a new
agency for their daughter to attend.
After providing Maria and her parents with an overview of your services, Maria’s father
asks when Maria would be able to begin participating in your adult day program. He goes
on to add, “She’s participated in the day program at the agency she last attended. That
seems to work best for her. She’s with people like her and she gets to do fun things like
arts & crafts, day outings, etc.” You ask Maria what she thinks, and she states that the
program was sometimes very boring. She also states, that at times she did not get along
with some of the other participants. When you ask her if she would consider working in
the community, she quickly replies, “Yes.” adding, “Maybe at the new bookstore that just
opened.”
Her mother states, “The idea of Maria working at a ‘normal’ job is unrealistic. She tried
one job during her senior year at high school but things didn’t work out. She wasn’t even
able to punch in and out correctly, let alone do the actual job that was expected of her.
The day program is just a much better environment for her.”
Suggested Solutions
One of the core principles of supported employment is the following: Given the proper
supports, work environment, and the desire to work, all people with disabilities are
presumed employable. Keeping this in mind, how would you address the following
questions about to Maria’s situation?
Since Maria has expressed a desire to work, how would you respond to her parent’s
concerns and objections about community employment?

What assumptions have Maria’s parents made about their daughter?

What are some things about Maria’s past that you need to learn more about in
order to provide her with the best employment services now and in the future?

What other new information do you need to gather so you can best understand
Maria’s employment goals and objectives?
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2.4 Facility-Based Programs: What do the
Numbers Say?
Those in opposition to facility-based programs base
their arguments on a growing body of research that
shows some of the shortfalls of this vocational service
approach. Over the past twenty years, numerous research studies
have confirmed what many critics of segregated employment
programs have argued, which is, facility-based programs do not
offer participants the same personal, vocational, social, and
financial benefits as supported employment . 17, 18, 19, 20
One of the major criticisms of facility-based programs,
specifically sheltered workshops, is pay rate. Most sheltered
workshops use special wage certificates issued by the Department
of Labor that allows them to pay less than minimum wage. This
wage is referred to as the commensurate wage. Workshop
employees are paid based on their ability to perform in relation to
the performance of a person without a disability.
For example, if an employee produces 50% of what a nondisabled person produces, then they receive 50% of what
that person is paid (i.e., if the prevailing wage for that
job is $8 per hour, the employee receives $4 per hour).
The table on the next page details the different wage
terms and related information.
Over the years, numerous studies have shown that participants in
sheltered workshops earn significantly less money than people in
supported employment. On average, participants in sheltered
workshops earn approximately two to three times less than those
in supported employment. 21, 22 Whereas, some studies have shown
that individuals with disabilities increased their annual earnings
by as much as 500% through participation in supported
employment. 23
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The Wonderful World of Wages
The following is a list of the various wages set forth by US Department
of Labor under the Fair Labor Standards Act as of January, 2008.
New Jersey State Minimum Wage
As of October 1, 2007, the minimum wage paid to hourly workers in the state of New
Jersey is $7.15. Effective July 24, 2009 this wage will increase to $7.25.
Federal Minimum Wage
Nonexempt workers are entitled to a minimum wage of not less than $5.85 per hour
effective July 24, 2007; $6.55 per hour effective July 24, 2008; and $7.25 per hour
effective July 24, 2009. Overtime pay at a rate of not less than one and one-half times
the regular rates of pay is required after 40 hours of work in a workweek.
Nonexempt Employees are hourly paid workers that must be paid at least the federal
minimum wage for each hour worked and given overtime pay of not less than oneand-a-half times their hourly rate for any hours worked beyond 40 each week.
Exempt Employees are workers excluded from minimum wage, overtime regulations,
and other rights and protections afforded to nonexempt workers. Employers must pay
a salary rather than an hourly wage for a position for it to be exempt. Typically, only
executive, supervisory, professional, or outside sales positions are exempt positions.
Commensurate Wage
Special sub-minimum wage (wages less than the Federal minimum wage) are paid to
workers with a disabilities in work centers or sheltered workshops. Exact wage
amount is based on an individual’s productivity, also referred to as piece-rate in
proportion to the productivity of experienced workers who do not have disabilities
performing essentially the same type, quality, and quantity of work.
Prevailing Wage
The wage paid to experienced workers who do not have disabilities performing
essentially the same type of work that people with disabilities are performing in
sheltered workshops. The prevailing wage is used as a base wage to help calculate the
commensurate wage.

To learn more about wage and hour regulations visit the Department of Labor,
Employment Standards Administration Wage and Hour Division at:
www.dol.gov/esa/whd/flsa
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Besides the issue of earnings, facility-based programs have been
subject to numerous other criticisms. Further research has shown a
decrease in the occurrence of inappropriate behaviors for individuals
in non-sheltered work settings compared to sheltered work
environments. 24 One study in particular showed a significant
improvement in the areas of adaptive behavior, community
participation, social and vocational skills, and financial responsibility
for individuals who transitioned from a sheltered employment setting
to community-based employment. 25
Additional studies have shown other pitfalls associated with
sheltered employment programs, including absence of adequate
varieties and quantities of work, low-challenge assembly work,
job training unrelated to any current demand occupations, and lack
of community integration. 26 Another significant criticism directed
toward sheltered workshops is the low percentage of participants,
typically less than 5 percent, that actually transition from
sheltered employment to supported employment. 27, 28
Although sheltered workshops are often criticized, one cannot
discount the significant impact they have had on vocational
rehabilitative services. For more than three quarters of a century,
facility-based programs have formed the foundation of
employment services for people with disabilities. In fact, of all
vocational programs, sheltered employment, and day programs are
still the most widely used today. Over the years, facility-based
programs such as sheltered workshops have provided vocational
services to tens of thousands of people with significant
disabilities.
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These programs provided many individuals a welcomed alternative
to the confines of traditional institutions, especially during the
1970s. Day programs and sheltered workshops offered individuals
the opportunity to engage in a variety of activities including
social, educational, recreational, and vocational. However,
through the years, the one thing they have struggled with most has
been finding people community-based employment. This is where
supported employment enters the vocational rehabilitation picture.
Supported Employment: Not without its Flaws
As we have seen through research, supported employment offers
many advantages to people seeking alternatives to facility-based
programs. However, supported employment has received its share
of mixed reviews. Some have argued that supported employment
has fallen short when it comes to expanding employment
opportunities for people with disabilities. There are those who feel
that supported employment is just a “slight upgrade” from
sheltered work environments. 29 Several critics, including families
and participants, have argued that supported employment programs
have fallen short in a number of employment areas. Some issues
raised include the following:
• Under-employment
• Low paying positions
• Unsatisfying work
• Dead-end jobs
• Little to no possibility for advancement
• Limited worksite integration with employees without

disabilities
• Minimal development of workplace social networks
• Lack of full-time employment opportunities
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These and other similar supported employment criticisms are not
typical of the overall field, but rather those organizations that
have failed to implement quality supported employment services.
The personal, social, and economic benefits for the nearly 120,000
people who have received supported employment services are
undeniable. As highlighted below, many organizations have
acknowledged the positive impact that supported employment can
have on a persons life.

Supported Employment Endorsement
Many federal organizations, state agencies, advocacy groups, and private
foundations have endorsed the use of supported employment as an
effective way to promote, enhance, and integrate people with
disabilities into the workforce. Some of those include the following:
y Us Department of Labor’s Office of Disability
Employment Policy
y President’s New Freedom Initiative
y American Association of Intellectual and Developmental
Disabilities
y Society for Human Resource Management
y National Business Service Alliance
y US Business Leadership Network
y US Chamber of Commerce
y The Surgeon General
y National Alliance for the Mentally Ill
y National Institute of Mental Health
y Substance Abuse and Mental Health Services Association

Facility-based programs will continue to play a significant role in
vocational rehabilitation services. However, supported
employment will have the greatest impact when it comes to
improving peoples lives through integrated, competitive
employment.
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Section Summary
5 Supported employment (SE) is defined in the
Rehabilitation Act Amendments of 1986 as competitive work in
integrated work settings or employment in integrated work settings in which
individuals are working toward competitive work.
5 Supported employment offers several employment support options based
on individuals unique needs and abilities. These SE support models are
the Individual Placement Model, Group Placement Model, Mobile Work
Crew Model, and the Entrepreneurial Model.
5 Over the past twenty-years, research has shown that supported
employment has grown. However, these same studies show that the
majority of people with disabilities continue to attend facility-based
programs such as adult day centers and sheltered workshops.
5 Facility-based employment is sometimes referred to as the Continuum
of Services Model, work-readiness model, or the train-place and support
model, since individuals progress through a gradual transition of
employment support models based on their development of requisite
work skills and abilities.
5 New Jersey State Minimum Wage as of October 1, 2007, is $7.15.
Effective July 24, 2009 this wage will increase to $7.25.
5 Federal Minimum Wage is $6.55 per hour effective July 24, 2008; and
$7.25 per hour effective July 24, 2009. Overtime pay at a rate of not less
than one and one-half times the regular rates of pay is required after 40
hours of work in a workweek.
5 Nonexempt Employees are hourly paid workers that must be paid no
less than minimum wage.
5 Exempt Employees receive a fixed salary, instead of an hourly wage,
regardless of how many hours worked.
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Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Discuss the important role work has in a person’s life.
• Describe at least five reasons why people choose to
work.
• Explain the positive impact that working has on a
person’s life.
• Explain the reasons why people would choose not to
work.
• Describe the concept of “quality of life indicators.”
• Identify at least three quality of life indicators for
people with disabilities compared to people without
disabilities.
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3.1 Road to Employment Success
Michael’s Road to Employment
In celebration of a successful one-year anniversary at his job,
Michael enjoyed a night out with family, friends, and co-workers.
As a full-time Automation Technician at a computer technology
firm, Michael’s primary work responsibility is to ensure that the
computerized automated assembly line machinery operates
efficiently with minimal errors. By observing LED color coded
indicators, he can detect errors in equipment based on its
mechanical, electrical, hydraulic (water-powered), and pneumatic
(air- or gas-powered) operations. Throughout the sprawling
72,000 square foot building, he oversees in excess of 500
computerized automation devices daily.

Prior to his job as an Automation Technician, Michael’s life was quite
different. As an individual with both developmental and physical
disabilities, he spent the better half of his adult life in a variety of
therapeutic settings including physical and occupational therapy. In
addition, he participated in several recreational programs, such as art
therapy, music therapy, and even aquatic therapy.
Throughout this period, he also attended a sheltered workshop
performing basic assembly line work at sub-minimum wage. This was
Michael’s way of life, and at the time seemed to be a fulfilling life.
Between the numerous programs, recreational activities, not to
mention time spent with his family and friends, there never seemed to
be a dull moment.
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At about the same time Michael’s brother Robert also was
living quite the busy life. Not more than three months after
returning home from college with a degree in business, he
got a job at large accounting firm in New York City. Shortly
thereafter, he moved out of his parent’s home and into a studio apartment
in Manhattan. As Michael and his parent’s began to see less and less of
Robert, Michael began to think more and more about his own life. This
led him to ask the question, “When will I be able to get a job so I can
move out and have my own apartment? Then I’ll be able to do some of
the things that my brother does, like buy nice clothes, own a new
computer, and maybe even get tickets to go see a New York Yankees
game with friends.”

Michael began to inquire more
Michael’s parents knew that the
and more about getting a “real
wages from his sheltered workshop
job” and perhaps eventually his
would not enable him to buy the
own apartment.
things he wanted to buy, let alone
get his own apartment. Furthermore,
the notion of him working in the community and perhaps living in his
own apartment was an idea they gave little thought. His parents
assumed that Michael was content with his current life. However, it
became increasingly clear to them that this was not the case.
His parents realized that Michael’s highly structured and somewhat
sheltered life was not contributing to his growth and development as an
adult. Michael and his support network eventually came to the mutual
decision that it was time for a significant change. They discussed the
importance of living a more independent and self-sufficient life in the
community. Everyone agreed that work would be one very important
factor toward helping Michael fulfill his goal of greater independence.
Hence, Michael’s road to employment began.
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3.2 Why Do People Work?
If you were able to ask each of the nearly 144,000,000 (2006) people
working in the United States why they work, you probably would hear
many different responses. 1 The fact is, people work for a variety of
reasons. Over the years there have been numerous books, research,
theories, and professional publications that have explored the concept
of work . 2,3,4,5 The book, “What Color is Your Parachute,” by career
expert and author Richard Nelson Bolles, listed the following reasons: 6
Some of The Most Common Reasons People Work
• Make Money

• Do something with my life

• Provide for myself

• Obtain health insurance

• Help to support my family

• Go on vacations

• Pay my rent or mortgage

• Develop new skills

• Become a great leader
• Buy a new car

• Learn about my interests,
skills, and abilities

• Challenge myself

• Have a mission in life

• Earn others respect

• Have the necessary
resources to enjoy
leisure activities with
friends, families, and
colleagues

• Help others
• Become a CEO
• Home ownership
• Purchase things that I need
such as food, water, clothing,
etc.

• Develop a sense of
accomplishment
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Activity
How Important is *Work in Your Life?

• Using the table below, in the first column list the top ten reasons
you work beginning with the most important.
• In the second column, write down the top ten reasons why you would
not want to work.

The Top Ten…
Reasons to Work

Reasons Not to Work

1.

1.

2.

2.

3.

3.

4.

4.

5.

5.

6.

6.

7.

7.

8.

8.

9.

9.

10.

10.

*

For this particular activity, the term work does not refer to a specific job but rather the
concept of work itself. For example, someone may have a reason why they do not want to
work at a specific job such as too long of a commute; however, the idea of working in
general is important in the person’s life.
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Things to Think About

• On a scale of 1 to 10, where do you rank the importance
of work in your life?

• Does your work help define you as a person and if so,
how?

• As you look back on your own professional life, have
your reasons to work changed based on certain factors
over time such as age, family, or living arrangements.
Like most people, it probably was not too difficult to come up with a
list of reasons why you work. In fact, the most difficult part of this
may have been narrowing down the list to just ten reasons. However,
thinking of reasons not to work is considerably more challenging. For
many people, the idea of not working, especially between the ages of
16 to 64, is a difficult one to imagine. The prospect of working for a
living contributes greatly to our transition into adult life. From early
adolescence through adulthood, careful consideration, thought, and
planning goes into our career decision-making and job selection. 7
Working for Living
In our society, working is one of the most fundamental functions in a
person’s life. 8 For the majority of us, it is the means of financial
stability, self-sufficiency, professional growth, and development. It
provides purpose and structure to our day and fulfills us with a sense
of accomplishment, personal satisfaction, and self-respect. It enhances
our communication, socialization, and community skills. In short,
work is a way of human life.
Looking at all the positive reasons why people work, it is
hard to imagine explanations for why people would not
work. Yet, an average national unemployment rate of 4.7%
as of 2007, tells us that not all people are working. 9
Do these non-workers simply not want to work, or there significant
underlying issues that are preventing them from working?
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3.3 Reasons Not to Work
In 2004, the U.S. Census Bureau examined the subject of why people
do not work in a research study appropriately titled, “Reasons People
Do Not Work.” This same study was initially done in 1996. 10

According to the US Census Bureau studies, the main reasons why
people between the ages of 16 to 64 were not working included:
Early retirement
Attending school
Chronic illness or disability
Laid off
Taking care of someone else
Not interested in working
A couple of key findings from this study most pertinent to the
employment of people with disabilities included the following:

• Besides early retirement and attending school, chronic
illness and/or disability was one of the top reasons people
were not working.

• Some of the people with disabilities who were not working
but wanted to work were part of a group known as
“Discouraged Workers.” This term refers to people who want
to work but are not actively seeking employment because
they feel no jobs are available for them.

• This may help to explain the small percentage, less than
7.5 %, of people with disabilities in NJ that were not
working but were actively looking for work. 11

• Some people with disabilities who reported not working
attributed it to workforce economic reasons such as lay
offs, while others stated involuntary non-economic reasons,
including inability to find work due to their disability or
inability to conduct a job search because of a disability.

• Less than 5%, of all individuals who reported not working
indicated they were not interested in working.
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This study, although not directly designed to assess the
employment of people with disabilities, does shed some light on
the subject. Most revealing is the relatively small percentage of
people, disabled or not disabled, reporting that they were not
interested in working. The fact is majority of people in society
want to work including people with disabilities. In a 2004, a
National Organization on Disabilities (N.O.D.)/Harris Poll survey,
revealed that of the nearly 70% of people with disabilities not
working almost two-thirds (63%) preferred to work. 12

3.4 Employment for People with Disabilities
In the introduction of this section, we highlighted the brief story
about Michael and his job as an automation technician. At first, his
story did not seem so unusual. The idea of people working,
socializing, setting and achieving personal goals, and essentially
living their adult lives would seem to be quite ordinary. However, as
we learned more about Michael’s story we realized that it was neither
ordinary nor similar to most adults his age.
He obtained his first full time job at the age of thirty-eight. This new
job also marked the first time in his limited work history that he was
earning more than minimum wage. Prior to that, the majority of his
work experience was in a sheltered workshop where his average
paycheck was $37 a week. Michael’s road to employment was a long
and winding one, but ultimately he found success. Yet, for the
majority of people with disabilities in the United States, an ending
like Michael’s story is the exception rather than the rule when it
comes to employment.
As of 2006, approximately 23 million working age
Americans between the ages of 16-64 had a disability. 13 Of
those 23 million, approximately 16 million, or nearly 70%
were unemployed.
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The average unemployment rate for people with disabilities over the past
twenty years has remained between 60% and 70% despite the fact that
more than two thirds of people with disabilities who were not working
wanted to work. 14 When it comes to basic quality of life indicators,
besides employment, there remains to be a substantial gap between
people with disabilities compared to those without. On average, if you
are someone with a disability living in the United States, you are more
than three times as likely to be unemployed, living in poverty, have
limited transportation options, and have less post-secondary
education versus people without disabilities. 15
Things to Think About
Why do you think there is such a difference in the unemployment
rate between people with disabilities and people without disabilities?

What do you think are some of the main reasons why people with
disabilities who want to work are not working?

What would you recommend to people with disabilities who want to work
do to increase their chances of getting a job?

What would say to employers who are hesitant about hiring someone with a
disability?

How can you, as a supported employment professional, assist someone
with a disability in finding a job?
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3.5 New Jersey: People with Disabilities in the
Garden State
Similar to most other states, the quality of life for people
with disabilities living in New Jersey continues to be a
critical issue. According to the 2006 New Jersey
Disability Status Report, there are still large gaps
between quality of life indicators for people with
disabilities compared to those without. Some of the most
significant across the state are highlighted below.

New Jersey:
Critical Numbers 16
• As of 2006, approximately 496,000 or 9.7% of the
5,111,000 working-age people (21-64) living in NJ
reported having one or more disabilities.

• There was a 41.9% employment gap between working age
people with disabilities and working age people without
disabilities.

• More than double the amount of people without disabilities
(57.8%) was working full-time/full-year as opposed to
working-age people with disabilities (22.1%) working fulltime/full-year.

• The median household income of working-age people (1664) without disabilities was $86,400 versus $49,300 for
working-age people with disabilities.

• The poverty rate was more than three times higher among
working-age people with disabilities than working age
people without disabilities.
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Recommended Resources
Specific data helps people gain a greater understanding of
critical issues faced by people with disabilities.
Numerous resources are available to provide up to date disability
statistics and figures. Several of the most common are listed below.

• Disability Statistics (Cornell University)
www.disabilitystatistics.org
Cornell University’s Rehabilitation Research and Training Center
on Disability Demographics and Statistics manages this website. It
provides several useful reports including its annual Disability
Status Report.

• US Census Bureau
www.census.gov
The US Census Bureau maintains an extensive statistical database
on a many population categories and trends including disabilities.
The Census Bureau conducts a variety of questionnaires and
surveys with households and businesses. Survey frequency varies
from once a decade to every month, quarter, and year. Some of
these surveys include the American Community Survey (ACS), The
Survey of Income and Program Participation (SIPP), and The
Current Population Survey (CPS).

• The National Organization on Disability (N.O.D.)
www.nod.org
Since 1986, N.O.D. has collaborated with the global market
research company Harris Interactive Inc., Harris Poll, to conduct
periodic surveys of Americans with disabilities. Communities,
businesses, and government have used these surveys to gain a
better understanding of the issues experienced by people with
disabilities in the United States.

• Bureau of Labor Statistics
www.bls.gov
Similar to the US Census Bureau, the Bureau of Labor Statistics
gives various employment related information including wages,
benefits, employment rates, and workplace safety.
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Section Summary
5 Research has shown that besides earning a paycheck, people
work for a variety of reasons including self-worth, self-confidence,
purpose or direction in life, and to learn about personal skills, abilities, and
potential.
5 Similar studies have shown the reasons why people do not work to
include early retirement, attending school, chronic illness or disability,
laid off, taking care of someone else, or not being interested in working.
However, of all individuals who reported not working, less than
5 percent indicated they were not interested in working.
5 As of 2006, approximately 23 million working age Americans between
the ages of 16-64 have a disability. Of those 23 million, approximately
16 million, or nearly 70 percent are unemployed and more than twothirds of people with disabilities that are not working reported that
they wanted to work.
Pathway to Employment Success!

This way
to Work..

You’re hired!
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Section 4: Roles, Responsibilities, & Expectations

Section 4:
Roles, Responsibilities, & Expectations
4.1 Job Seeker
4.2 Employment Specialist
4.3 Supported Employment Agency
4.4 New Jersey Funding Agencies
4.5 Family & Friends
4.6 Employer
Section Appendices:
Appendix A: DDD 2007 SE Standards Manual
Appendix B: APSE Quality Indicators
Appendix C: APSE Ethical Guidelines
Appendix D: APSE Competencies
Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Describe the primary stakeholders with whom the employment
specialists will need to work with and collaborate.

• Explain the role of the job seeker in the employment planning process.
• Identify strategies for increasing an individual’s participation in career
planning.

• Define the term Self-Advocacy including the 5 “B’s” of Self-Advocacy.
• Summarize the employment specialist’s role as a job developer, job
coach, advocate, and consultant.

• Describe the quality indicators that make up a “best practices” supported
employment provider.

• Explain the employer’s responsibility when interviewing, hiring, and
employing people with disabilities.

• Explain the concept of cultural awareness and its significance in the
delivery of supported employment services.
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Roles, Responsibilities, & Expectations
M any people with disabilities are happy to know that there are programs

and services designed to assist them in pursuing their employment goals
and objectives, such as the Division of Vocational Rehabilitation, OneStop Career Centers, supported employment providers, and the Social
Security Administration. However, as we will soon see in Darren’s case,
sometimes these services can have the unintended effect of presenting
additional employment barriers to the individual.
As we examine the various key roles and responsibilities of those
involved in the supported employment process, we will discover that it is
not just local, state, and the federal government that holds the majority of
responsibility. The job seeker has one of the most significant roles when
it comes to pursuing employment and identifying a career path. In
addition, the individual’s family, including their attitudes, supports, and
beliefs can also have an impact on the employment outcome. Lastly, we
cannot forget about the employer as we identify and describe the
different supported employment roles and responsibilities in this section.
The story on the next couple of pages highlights one individual’s
supported employment experience. While reading the story, pay close
attention to the various supported employment players and their roles,
responsibilities, and perceived expectations.
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Darren’s Dilemma:
Dates, Delays, Dejection!
Darren, Job Seeker – Darren is a 23 year old young man
who has a moderate traumatic brain injury. He uses a
motorized wheelchair for mobility, has recently graduated
with an Associates Degree in Broadcast Communication,
and is eager to get a job in this field.
Vanessa, Vocational Counselor– Darren’s Vocational Counselor is
optimistic but has told him to keep an open-mind when it comes to his work
goals and objectives.
Mr. & Mrs. Richards, Darren’s Parents – Darren’s parents are not
enthusiastic with his career choice. They believe it will be quite difficult for
their son to obtain a job in this particular field, especially due to his
physical and cognitive disabilities.
Here 4U, Inc., Supported Employment Agency – A supported employment
provider in Darren’s local community. Their agency mission statement
reads, “Helping people with disabilities achieve their employment goals and
objectives.”
Terrance, Employment Specialist – Terrance has been an employment
specialist with Here4U, Inc., for about a year. He is known for establishing
good relationships with the people he assists; however, some individuals
and their families have complained about the length of time it typically takes
him to find people jobs.

Sylvia, Supported Employment Director – Sylvia is a dedicated,
hardworking employee but has to work hard to keep up with the daily
demands of her job. She has worked her way through the ranks, going from
par- time job coach to her current position a sa director.
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Monday, March 31st- At a recent meeting with his Vocational Rehabilitation
Counselor, Darren states that he is interested working full-time as a
Communication Broadcast Technician. Vanessa agrees that this is a viable career
path given Darren’s job skills, preferences, and education. She tells Darren that
the SE Director of Here 4U will contact him within the next couple of days to setup an initial appointment. She explains that the organization provides
employment services, including job development and job coaching.
Friday, April 11th - Nearly two weeks later Darren gets an apologetic call from
Sylvia, the SE Director at Here 4U, Inc. She expresses her regret for not
contacting him sooner but states that their agency has been very busy, adding that
the earliest she can meet with him would be towards the end of the following
week. Darren agrees to meet with her although he is feeling a bit dejected due to
the added wait.
Thursday, April 17th – Darren and his parents arrive at the organization for his
10:00am meeting with Sylvia. At 10:25 Sylvia comes out to greet them. She
apologizes for the wait, stating that she was caught up in another meeting. After some
brief introductions, she informs them that Darren’s wheelchair is too wide so they
will have to meet in the office lobby instead of one of their private meeting rooms.
She begins to explain the agency’s supported employment services and tells Darren
that she would like to gather some basic background information about his disability,
vocational experiences, living arrangement, and prior education. Sylvia states that
some of the questions are a bit personal, but are a necessary part of their initial client
intake assessment.
Darren’s parents express some concern about the level of privacy in the lobby area.
Sylvia assures them that they typically use the lobby area as an alternate location for
client meetings. She further adds that it is quiet so they do not have to be too concerned
about privacy issues. At the conclusion of the intake assessment, Sylvia informs Darren
that Terrance, one of their employment specialists, will be contacting him within the
next week or so to set up a time so they can meet to discuss his work goals. She states
that this would normally be done the same day, but Terrance is on vacation this week.
Before they leave, Sylvia gives Robert and his parents her business card and an agency
pamphlet, which summarizes their programs and services. As they exit the office,
Darren expresses his gratitude to Sylvia and Here4U, Inc. for agreeing to help him in
his job search process.
Wednesday, April 23rd -Darren gets a call from Terrance to set up a job search
meeting date. They agree to meet on Terrance’s next available date, the following
Tuesday on April 29th.
Tuesday, April 29th - Terrance and Darren meet to discuss Darren’s work goals.
Since Terrance was not at the initial meeting, they spend the first hour or so
reviewing the intake assessment information. After discussing some work related
topics, Terrance asks Darren if he has any relevant contacts or resources that he can
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use to start the job search. Darren mentions the Satellite Broadcasting and
Communications Association of America (SBCA). He tells Terrance that it is the
industry’s national trade organization, which can be accessed via their website.
Terrance informs Darren that he does not have internet access at the agency; however,
he tells him when he gets some time he will go to the local library to get some more
information about the organization. Enthusiastic to begin his new career, Darren asks
Terrance how long it might take to find him a job. He states they typically find people
jobs within a couple of weeks, but since his field is so specialized, it may take longer.
He tells Darren that he will keep him up to date on the job search progress.
Monday, May 5th – Nearly two weeks have passed since Darren met with
Terrance, so he decides to give him a call to see how things are going with the job
hunt. Unfortunately, Terrance is not in, so he leaves him a message.
Tuesday, May 13th – Approximately one week later, Darren receives a call back
from Terrance. He tells Darren that the job search is going a bit slow, but that he
is working on a few job leads. He tells Darren he will contact him in a couple of
weeks or sooner if something comes up.
Several more weeks go by, and Darren has yet to hear back from Terrance. He expresses
to his parents that he is feeling a bit frustrated about how slow things are going. His
parents tell him that he needs to be patient, reminding him how difficult it was going to
be to get a job in that field. Over the next several weeks, Darren periodically contacts
Terrance to inquire about the job search. Terrance replies that he has not been able to
come up with any job leads. He proceeds to tell Darren that he has not come across any
newspaper job ads in the field of media or broadcast communication, but he will continue
to keep his eyes open. Darren asks if he was able to visit the broadcast communication
website he suggested. Unfortunately, Terrance explains that the library is currently
updating their computers so he has not been able to visit the website yet.

Wednesday, June 24th – After several more weeks go by, Darren finally
receives the call from Terrance that he has been so eagerly awaiting.
Terrance states that he has some good news. He tells Darren that he has lined
up a potential job interview in a related field. He informs Darren that it is a
part-time retail sales position with a local electronics and appliance chain
store. Darren, states that it doesn’t really have anything to do with broadcast
communication. He tells Darren that the position will enable him to work in
electronics selling multi-media equipment such as audio and visual
equipment. He adds, that although this job is indirectly related to his field of
interest, it would be a good place to start. He further states that, “We all have
to start somewhere...” and that “at least you’ll be making money instead of
just sitting home.” He mentions that it pays minimum wage, but after a
successful completion of a 90-day probationary period, he will receive a
seventy-five cent pay increase. Darren tells Terrance he wants to talk it over
with his parents first and then he will get back to him.
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After hanging up with Terrance, Darren proceeds to explain the position to his
parents. His parents tell Darren that it has been several months since their initial
meeting with Sylvia and Terrance from Here 4U, Inc. They tell him that if that is
what they were able to come up with during that period then that must say
something about the limited job opportunities in that field. Both his parents agree
with Terrance, Darren’s Employment Specialist, stating that it is better than
nothing, even if it’s only part-time work. After giving it some more thought Darren
reluctantly calls Terrance back telling him he will go on the job interview even
though it’s not really what he initially wanted to do. Terrance assures him that he
made a good decision. He tells Darren that he will contact the employer to set-up a
date for the interview.

Questions to Consider
1. How did Sylvia and Terrance fail to meet Darren’s expectations about
their organization and their supported employment services?

2. If you were Darren’s employment specialist, what would you have done
differently to help him achieve his employment goal?

3. How could Terrance have done a more effective job of developing
employment contacts more relevant to Darren’s interest?
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4.1 The Role of the Job Seeker
The person with a disability plays a significant role in the
supported employment process. One term that best describes the
ideal role of the job seeker is a Self-Advocate. The United State's
national self-advocacy organization S.A.B.E. Self Advocates
Becoming Empowered describes self-advocacy as the following:
• People with disabilities should advocate for equality.
• People should advocate for the right to make their own decisions
and choices.
• People should advocate for their own rights, responsibilities, and
chances to speak up and empower themselves.
• People should advocate for the right and ability to make new
friendships and renew old friendships just like everyone else.
• People should advocate for the ability to take chances and risks and
be able to learn from their mistakes like everyone else.
In Darren’s example, greater self-advocacy skills would have helped
him communicate his feelings more effectively concerning
employment related decisions. The concept of self-advocacy goes
beyond employment. It encompasses all facets of an individual’s life,
including independent living, self-sufficiency, education, recreation,
socialization, and community participation. Other key concepts of
self-advocacy referred to as “The 5 B’s of Self Advocacy” include the
following. 1
1. Be Self-Confident but Not Arrogant
2. Be Informed but Not a Know-It-All
3. Be Assertive but Tactful
4. Become a Person Who is a Good Self-Advocate
but not a Self-Centered Person
5. Be Persistent but Not Demanding
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One of the greatest outcomes of self-advocacy is the development of a
person’s self-confidence. Individuals who grow more self-confident
develop a greater sense of self worth, appreciation for their own skills
and abilities, and feel comfortable expressing their interests,
preferences, and opinions. 2
Individual Responsibility: A Matter of Accountability
Individual responsibility further defines the job seeker’s role in the
employment process. Key responsibilities include:
•

Basic understanding of career and life goals including
immediate or short-term work goals as well as long-term
employment aspirations.

•

Attend scheduled appointments and activities.

•

Be an active partner in the job search.

•

Be respectful of staff and other professionals who are involved
in the employment services process.

•

Advocate on behalf of yourself when the direction or decision
for employment services differ from your expectations and
desires.

•

Be an informed consumer by knowing what you want and need
in a particular service provider, such as their area of expertise,
methods of job development, average time it takes to find
someone a job, number of employment specialists employed.
Also, consider the geographic region that the agency primarily
serves, and methods or resources used to assess a job
candidates employment skills, abilities, and interests.

•

Express the desire and willingness to want to work, whether
verbally or through other means of self-expression, such as
non-verbal gestures, body language, picture boards, or
augmentative communication devices.
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4.2 The Role of Direct Support Staff
Supported employment direct support staff includes employment
specialists, job coaches, and job developers. Over the past fifteen
years, research has helped to identify and evaluate roles and
responsibilities and core competencies required of SE direct support
staff. 3,4,5,6,7 The combination of theory, research, and application has
helped to define the following categories of staff roles and related
competencies.
1. Supported Employment Basics
2. Career Planning and Assessment
3. Marketing and Job Development
4. Job Training and Workplace Supports
5. Ongoing Supports
In addition to these specialized field-related skills, direct support staff
including job coaches, (those that train employees), job developers,
(employees conducting job searches), and employment specialists,
(staff that do both job training and job development), should also have
certain practical job skills.8
The following page highlights the most commonly identified roles,
expectations, and competencies associated with both the specialized
and practical job skills for supported employment staff. A
comprehensive list of supported employment staff competencies and
agency guidelines is included in the appendices at the end of this
section beginning on page 115.
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Role of Direct Support Staff
Supported Employment staff should possess a basic understanding of
the following supported employment related areas:
• Person first language
• Person-centered services
• Roles and responsibilities of the supported employment team
including the job seeker, his or her family, employment
specialist, and state agencies
• Department of Labor and Wage & Hour Regulations
• Sheltered employment versus community-based employment
• Career assessments and information gathering methods in
order to learn about the individual
• Local labor market trends
• Effect earnings have on Social Security benefits
• Methods of job development and establishing business
relationships
• Employment and disability disclosure
• Job accommodations
• Job coaching strategies and workplace supports
• Accessible transportation services
• Use of natural workplace supports
• Positive behavior support for addressing challenging
workplace behaviors
• Career path considerations, including opportunities for
promotion, new work responsibilities, or job changes
• Good organizational and time management skills
• Effective oral and written communication skills
• Ability to work independently and collaboratively
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Perhaps one the more succinct, yet accurate depictions of the
supported employment professionals diverse role is summarized best
in the illustration below.

The Many Roles of an Employment Specialist

Good Listener

Student

Magician

Fortune Teller

Salesperson

Educator

Coach

Judge

Cheerleader

Negotiator

Team Player

Risk Taker

For a detailed list of supported employment staff competencies and
organizational quality indicators please refer to the following
appendices at the end of this section.
Appendix B: APSE Quality Indicators
Appendix C: APSE Ethical Guidelines
Appendix D: APSE Competencies
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Recommended Resources
Employment specialists, job coaches, employment consultants, and job
developers, as well as supported employment program managers, are a part of a
larger workforce known as Direct Support Professionals (DSPs). Over the past
ten years, there has been a greater emphasis on the overall professional
development and advancement opportunities for DSPs. Listed below are several
key resources to help DSPs develop and improve their job skills and to learn
more about their profession.
APSE: The Network on Employment
www.apse.org
APSE: The Network on Employment is a membership organization that was formed in
1988 as the Association for Persons in Supported Employment. It’s primary goal is to
improve and expand integrated employment opportunities, services, and outcomes for
persons experiencing disabilities.

New Jersey Association for Persons in Supported Employment (NJAPSE)
www.njapse.org
NJAPSE is the state chapter of the national APSE organization, Network on
Employment. The NJ website offers numerous helpful supported employment resources
and links.

The College of Direct Support (CDS)
http://info.collegeofdirectsupport.com
The CDS website offers users a variety of unique and very useful features including an
online curriculum, blog, certification program, and related publications and resources.

Research and Training Center on Community Living
http://rtc.umn.edu/dsp/
The Research and Training Center on Community Living at the University of Minnesota
maintains a comprehensive research, training, and technical assistance program for
direct support workforce development. The RTC DSP workforce development program,
its staff, and various partners are work to find creative solutions to the workforce
challenges of recruitment, retention, and training.

National Alliance for Direct Support Professionals
www.nadsp.org
The NADSP is a coalition of organizations and individuals committed to strengthening
the quality of human service support by strengthening the direct support workforce.
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4.3 Supported Employment Providers
Ideally, supported employment programs will offer individuals a
variety of services and supports including vocational assessment,
individualized job search, job interview preparation, on-site job
training, and follow-up support. These services form the foundation of
supported employment programs and are what contribute toward an
individual’s achievement of successful competitive employment. One
important factor when determining the quality of services provided by
an agency is the reported level of satisfaction by the person receiving
services. Other significant indicators of a quality supported
employment provider include: 9,10
• Individual choice and Self-Directed services
• Respect and dignity for people receiving services
• Competitive employment is the goal
• Services are integrated with other treatments and supports such as
mental health care
• Individuals have the opportunity to pursue work interests of their
choice
• Individuals have control of their own resources
• Providers encourage and support a person’s career growth and
skill development even if it means quitting a job to pursue
something different
• The organization routinely assesses their quality of services
through the development and implementation of a total quality
management system (e.g., service satisfaction surveys, focus
groups, service exit interviews, open forums)
• Staff conduct customized job searches and job placements
according to individual preferences, strengths, and work
experiences
• Follow-along supports are available to the individual if and when
they are needed
• The organization offers other resources and information for the
individual, especially for services it may be unable to provide
• Services are accessible to all people with disabilities
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Quality supported employment providers adapt and adjust to each
individuals unique support needs, desires, and interests. For example,
one person may wish to have his or her family involved in the
employment planning and development process, while another may
not. An individual may want to have a job coach accompany him or
her to a job interview or provide on-site job coaching, yet another
person may choose not to involve the job coach.
What’s Wrong with This Picture?
Ari has been receiving supported employment
services from Access to Employment, Inc. He has been searching
for a job as a security guard and eventually wishes to pursue a career in
transportation security. Through the help of his employment specialist,
Tariq, they have submitted numerous employment letters of inquiry,
mailed out resumes, attended job fairs, and directly contacted area
companies specializing in security and protection management services.
Finally, it seems all their hard work and diligence has paid off! One of the
areas largest firms contacted Ari and asked him to come in for an
interview.
The interview was set-up for the following week, which gave Ari adequate
time for him and his employment specialist to engage in some interviewing
practice and preparation. Due to cognitive processing difficulties, Ari
asked that his employment specialist accompany him to the job interview.
The interview day came and went and Ari did wonderful! In fact, the
supervisor was so impressed with Ari’s interview he called him the very
same day and asked that he come in for a second interview. Ari shared
the great news with Tariq. He explained to him that the position he would
be applying for would be the overnight shift and would include weekend
work, but he added that was fine with him.
Unfortunately, his employment specialist stated that would not be
possible, adding that he would not be able to provide initial job coaching
services as discussed with the employer since he only works Monday
through Friday 8am until 4pm. By the expression on Ari’s face, Tariq
could tell that he was devastated. Tariq went on to assure Ari that they
would just have to continue searching for a job that offers more
traditional working hours, adding “besides who wants to work overnights
and weekends?”

The Elizabeth M. Boggs Center on Developmental Disabilities

71

Section 4: Roles, Responsibilities, & Expectations

Questions to Consider
The previous story illustrates how a supported employment
provider can adversely impact an individual’s work goals and
objectives. Here are some questions to consider in the case
of Ari.
• How did Tariq’s decision affect Ari’s employment objective?
• How could Ari have responded when Tariq stated he was unable
to provide job coaching services for him?
• How should Tariq have handled the situation if he knew he
would be unable to provide extensive job coaching services?
• As a “best practice” supported employment provider, what core
values and guiding principles did Tariq and his organization fail
to demonstrate?

Service Orientation & Overview
In the case of Ari, several things should have taken place prior to even
meeting with Tariq or accepting supported employment services from
Access to Employment, Inc. This goes back to all parties understanding
one each other’s roles and responsibilities. Before the supported
employment provider meets with the job seeker, they should have received
the necessary referral information from the primary referring agency such
as a letter or purpose of referral, up-to-date personal history, and any other
evaluations and documents that describe the individuals’ employment
goals and objectives. In addition, the agency and employment specialist
should be aware of any needed accommodations prior to the meeting. Such
accommodations may include a sign language interpreter or appropriate
wheel chair accessibility.
When the employment specialist meets with the individual and perhaps
their family and/or advocates, they should be prepared to discuss how
their agency’s programs and services could benefit the individual. An
effective way to communicate this information and other important topics
is with an Agency Supported Employment Services Handbook .
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When developing a handbook, an agency should ensure that they offer
this information in a variety of accessible formats such as large print,
CD/DVD, alternate language or different reading comprehension
versions as well as picture oriented versions for individuals who do
not communicate verbally or for those with developmental disabilities
that are more significant.
A typical Employment Services Handbook may include the following sections:
•
•
•
•
•
•
•
•
•
•
•

Agency Overview
Supported Employment Program Overview
Methods of Program Referral
Program Eligibility Requirements
Program Denial & Termination Procedures
Program Re-Entry Procedure
Agency Grievance Policy
Role & Responsibility of the Employment Specialist
Role & Responsibility of the Job Seeker
Client Rights
Service Acceptance Agreement

Hiring the Right Staff
In business, it is said that a company is only as good as its employees.
The degree of quality and overall value of goods and services
produced are directly correlated to the employees working for the
company. This basic, yet essential business tenet is also true for
agencies that provide supported employment services. The
organization must not only recruit highly skilled, dedicated
professionals, but they must also hire individuals that share the
agencies mission, values, and guiding principles.
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Most importantly, staff must believe in the
The recruitment,
fundamental and philosophical core values of
training, and ongoing
supported employment, which is that given the
development of direct
support staff is a
proper supports, workplace environment, and
critical role of the
the desire to work, all individuals with
supported
disabilities are employable. Today, with the
employment provider.
growing emphasis on integrated communitybased employment instead of segregated work
programs, it is imperative that agencies recruit and hire employees
that can perform job functions essential to helping people with
disabilities achieve their employment goals and objectives. In
addition, organizations must also provide employees with the
necessary resources, training, and guidance needed to provide quality
supported employment services and to offer opportunities for
professional growth and development.

Beyond the Basics:
Service Providers Understanding of Cultural Awareness
The National Center for Cultural Competence (NCCC) has embraced
the following definition and conceptual framework of cultural
competence. According to NCCC, Cultural Competence requires that
organizations have a defined set of values and principles and
demonstrate behaviors, attitudes, policies, and structures that enable
them to work effectively cross-culturally. Organizations should have
the capacity to:
1.
2.
3.
4.

Value diversity
Conduct a cultural and diversity awareness self-assessment
Manage the dynamics of difference
Acquire cultural knowledge and adapt to diversity and the
cultural contexts of the communities they serve
5. Incorporate all aspects of the above in policymaking,
administration, practice, service delivery
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The Commission on Accreditation for Rehabilitation Facilities (CARF),
a national accreditation organization that surveys the quality of services
offered by community-based organizations, has acknowledged the
importance of cultural and diversity awareness issues.
Each of CARF’s accrediting divisions, including supported
employment and community-based services, applies standards that
address sensitivity to racial, ethnic, and cultural beliefs of the persons
receiving services. Listed below are several recommended resources
for non-profit and human service organizations that are intended to
help agencies provide quality services to people with disabilities.
Recommended Resources
The Commission on Accreditation for Rehabilitation Facilities (CARF) www.carf.org

CARF is an independent, nonprofit accreditor of human service providers for a variety of services
and programs including senior care, behavioral health, child and youth services, medical
rehabilitation, employment, and community services.

The New Jersey Center for Non-Profits www.njnonprofits.org

Through advocacy, education, capacity building programs and member services, the Center gives NJ
non-profits the knowledge and tools they need to pursue their missions more effectively,
strengthening non-profits as individual organizations and as a community.

Alliance for the Betterment of Citizens with Disabilities www.abcdnj.org

The Alliance for the Betterment of Citizens with Disabilities (ABCD) is a New Jersey-based
organization dedicated to improving the lives of people with multiple physical and developmental
disabilities.

The Institute on Community Integration http://ici.umn.edu

The ICI, a University of Minnesota affiliated program, oversees the development of curricula for
the College of Direct Support from start to finish. It is dedicated to improving community services
for people with developmental disabilities, and their families, as well as advocating for the
professionals who support them.

American Network of Community Options and Resources (ANCOR) www.ancor.org

ANCOR is a nonprofit trade association representing private providers who provide supports and
services to people with disabilities. ANCOR is distinguished in this industry by its balance of leading
practices, resources, and advocacy for member agencies and the people and families whom they
serve and support.

New Jersey Association of Community Providers www.njacp.org

For more than twenty years, the mission of The New Jersey Association of Community Providers
(NJACP) has been to assist member agencies as they provide quality supports and services for
people with disabilities.
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4.4 Role of New Jersey Government
Federal, state, and local governments have a significant role
when it comes to providing employment services for people
with disabilities. At the state level, numerous agencies
assist individuals with many employment related services and
programs. The primary New Jersey state agencies that can assist
individuals in achieving their employment goals and objectives are
listed on the next several pages.

Division of Vocational Rehabilitation Services (DVRS) 11
The New Jersey Division of Vocational Rehabilitation Services
(DVRS) provides services that enable individuals with disabilities to
find jobs or keep their existing jobs. Individuals with disabilities can
go to their local DVRS office for career guidance and job placement
assistance. DVRS services include vocational evaluation, extended
vocational assessment, assistive technology, vocational skills training,
therapeutic recommendations including physical, occupational, and
speech therapy, as well as counseling services. There are eighteen
DVRS offices located in New Jersey that are divided into northern,
central, and southern regions. To learn more about DVRS services or
specific locations contact their central office at:

DVRS Central Office
135 East State Street, 3rd Floor
P.O. BOX 398, 08625-0398
609-292-5987
609-292-2919 (TTY)
http://lwd.dol.state.nj.us/labor/dvrs/DVRIndex.html
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Division of Developmental Disabilities (DDD)
The Division of Developmental Disabilities provides a
variety of disability related services to more than 35,000
people in New Jersey. Services include case management,
residential, family support, guardianship, day programs, and supported
employment. To learn more about specific DDD services and
programs contact their main office at:
Division of Developmental Disabilities

P.O. Box 726
Trenton NJ, 08615-0726
(609)987-0800
www.state.nj.us/humanservices/ddd/index.html
The 2007 DDD Supported Employment Standards Manual is included
in Appendix A of this section. It provides a detailed description of the
roles and responsibilities for supported employment providers
receiving DDD funding. It also contains a useful supported
employment flow chart that outlines the funding agency decisionmaking process for supported employment services.

The Commission for the Blind and Visually Impaired (CBVI)
The Commission for the Blind and Visually Impaired coordinates and
provides preventive, rehabilitative and assistive services to people
who are blind or visually impaired or at risk of becoming so. Services
include, but are not limited to, eye health screenings and assessments
for adults and children, educational and vocational rehabilitation,
annual sleep-away camping for children who are blind or visually
impaired, and referrals to other services, as required.
CBVI Administrative Office

153 Halsey Street, 6th Floor
Post Office Box 47017
Newark, NJ 07101
(973) 648-3333
www.state.nj.us/humanservices/cbvi/index.html
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The Division of Mental Health Services (DMHS)
The Division of Mental Health Services coordinates and provides
community-based supports, like counseling, emergency screening,
case management, employment supports, and residential and day
program services and, if necessary, in-patient care for people with
mental health conditions. To find out more about DMHS contact their
main office at:

Division of Mental Health Services
50 East State Street
P.O. Box 727
Trenton, N.J. 08625-0727
1-800-382-6717
www.state.nj.us/humanservices/dmhs/index.html

For a complete listing of state agencies contact information,
including local and regional offices refer to the DDD 2007

SE Standards Manual in Appendix A of this section.
Web-Worthy Resource
NJ Helps-www.njhelps.org
NJ Helps is a comprehensive online
resource provided by the New Jersey
Department of Human Services. It
provides information and links to a
wide range of programs and services to
assist individuals, families and
communities in New Jersey.
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4.5 Involvement of Family & Friends
Participation of an individual’s immediate family members, extended
family, as well as friends, mentors, and other significant people in a
person’s life play a critical part in the employment process. As we saw
with the example of Darren, his parents had a significant impact on his
employment choices and career path direction.
In Darren’s case, his parents, even though their intentions were
sincere, tended to overlook what was most important to Darren, and
instead focused on what they felt was most important for him. 12 The
most significant role of family members, friends, and others close to
the person is to be supportive and understanding of an individual’s
employment goals and objectives. They also can help the individual
make informed and educated decisions when it comes to identifying
employment goals and objectives.
I Want to Be the Next American Idol!
When Dolores was asked what type of work she would like to
pursue, she replied with a great deal of excitement and
enthusiasm, “I want to be the next American Idol!” Her parents,
siblings, and friends told her that was impractical and not a “realistic
work goal,” to which Delores replied, “You guys never support me! Every
time I say I want to be a singer on American Idol you tell me it’s
unrealistic. Well that’s what I want to do.”

Questions to Consider
1. In what ways can you assist Dolores’s family and friends to be
supportive and understanding of Dolores’s goals?
2. How can you support or encourage her goal of wanting to become a
contestant on American Idol?
3. Looking at the bigger picture, how can you support her career ambition
of becoming a professional singer?

4.6 The Role of the Employer
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Employers are responsible for adhering to all applicable federal and
state laws, regulations, and standards regarding employment,
including disability specific rules. Below are some of the key areas for
employers to consider when hiring or employing people with or
without disabilities. Employers MUST:
•

Provide a non-discriminatory work environment as defined by
the Equal Employment Opportunity Commission.

•

Provide appropriate leave of absence benefits as outlined in the
Family Medical Leave Act.

•

Ensure that employees are working in a healthy and safe
environment as outlined by the U.S. Department of Labor’s
Occupational Safety & Health Administration.

•

Provide a readily accessible workplace environment for job
applicants and employees with disabilities as described in the
1990 Americans with Disabilities Act and the 1973
Rehabilitation Act.

•

Consider and provide a reasonable accommodation, if a job
applicant or current employee requests one.

•

Provide a workplace that is non-discriminatory, nonthreatening, non-hostile, and non-retaliatory for all employees.

For employers, complying with these and other employment related
regulations, allows job candidates with disabilities an equal
opportunity at employment. Everything including the initial job
posting, job application, pre-employment testing, job interview,
formal job offer, and subsequent employment are all essential steps in
the employment process for people with or without disabilities. It is
the employer’s role and responsibility to ensure that these steps are
equally accessible and available to job applicants with disabilities.
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Section Summary
5 One of the most important goals of supported employment
is competitive employment for people with disabilities. Identifying the
right job for the right person is not an easy task for anyone.
5 When it comes to assisting someone with obtaining employment, it’s
sometimes best to use a team approach. For supported employment, this
should (or may) include involving one or more of the following key
players:
The Job Seeker
The Employment Specialist
The Supported Employment Provider
DDD Case Manager
DVR Counselor
Family and/or Friends of the Job Seeker
The Employer
5 One very important role of the job seeker is to be a Self-Advocate.
As a self-advocate, the individual speaks up for him or herself when it
comes to his or her wants, needs, and preferences (e.g., job selection).
5 The employment specialist fulfills several important roles, such as
providing work assessments and career planning activities, supported
employment marketing and job development, job coaching, and
facilitating workplace supports.
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The New Jersey Department of Human Services
Division of Developmental Disabilities

Vision Statement
Children and adults challenged by developmental disabilities will have opportunities to live their own lives,
participating fully in their communities to live as independently as possible; to work meaningfully; to have
meaningful relationships with family and friends.

Mission Statement
To partner with individuals who are challenged by developmental disabilities to establish across all
settings, a system that maximizes each individuals ability to express his or her preferences and desires
and their ability to self direct his or her services and supports to the greatest extent possible. The Division
will provide leadership for and effectively manage the design and equitable delivery of high quality,
outcome based, culturally competent, person centered services and supports.
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SECTION-I: Introduction
The New Jersey Division of Developmental Disabilities supports the principles that people with developmental disabilities
shall pursue meaningful and productive lives and achieve full integration and inclusion in society through relationships and
work, in an individualized manner, consistent with the unique strengths, resources, priorities, concerns, and abilities of each
individual.
The Division recognizes that success in service delivery requires creative and innovative policy changes which have
important implications for service development. The Division offers sincere thanks to the members of the Supported
Employment Manual Revision Committee. It is through your tireless efforts and dedication that this manual was made
possible.

1. Purpose and Scope
“Standards for Supported Employment Services 2007” establishes standards for the provision of supported employment
services to people with developmental disabilities. It replaces the former “Supported Employment and Day Program Manual”
that went into effect July of 2002. Supported Employment Service Providers funded through DDD will follow the provisions
set forth in Division of Vocational Rehabilitation Services, N.J.A.C. 12:51-8 in addition to the “Standards for Supported
Employment Services 2007”.

2. How to Use the Manual

The Standards are divided into sections as outlined in the Table of Contents. The information is structured in a table format.
Beginning in Section IV- Standards page 14, the first column from the left in the table, indicates if the information within that
section is either a Standard, a Policy and/or Procedure, a Form, or an Appendix, and is respectively identified as; S, PP, F,
and A. The second column on the left within the table identifies the section. For the purpose of this manual the following
applies;
a Standard must be adhered to in all Supported Employment programs. Standards shall also be incorporated into
any policies and procedures that may apply to that particular section.
a Policy & Procedure refers to policy and procedures that must be developed by the service provider.
a Form refers to a Division-approved or mandated form that must be used by the service provider. All forms can be
found in the Appendix section of the manual. The forms are numbered for ease of reference in the Appendix
section.
an Appendix refers to attachments at the end of the manual that provide information and other documents referred
to in the manual. The appendices are numbered for ease of reference.

3. Monitoring
The Division of Developmental Disabilities is responsible for conducting audits of Supported Employment Service providers
who are under contract with by the Division to assure compliance with the principles, guidelines and minimum standards set
forth in this manual.
This manual can be found on the DDD website at:
http://www.state.nj.us/humanservices/ddd/index.html.
The Division suggests the website be checked regularly for updates to the manual and changes in policy and procedure.

New Jersey Department of Human Services, Division of Developmental Disabilities
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4. Supported Employment Background

In 1985, the Division of Developmental Disabilities (Division) established Supported Employment (SE) as an alternative to
conventional day programs for any Divison-eligible individual who expressed a desire to become employed. Initially,
emphasis was placed on the movement of individuals from extended employment and adult day services into communitybased jobs with supports from an employment specialist/job coach.
In 2003, the Division revised the manner in which services and supports were being delivered by adopting a self-directed
approach to service provision. With this approach, services and supports are built around the individual promoting choice,
which in turn fosters independence, integration, individualization, and productivity within the community for each person,
while honoring the individual’s cultural background and diversity.
In keeping with the concept of self-direction, the Division’s Supported Employment Services enable individuals to find jobs
that suit their aspirations and abilities, teach the skills necessary to perform the job, and provide ongoing support to maintain
and strengthen the individual in competitive employment. Thus, fulfilling the mission of ”Real Jobs” with “Real Pay” for
individuals with developmental disabilities.

5. Supported Employment Vision Statement
“All individuals have the capacity and right to work competitively in an integrated setting.”

6. Supported Employment Mission Statement
The Division believes that all individuals with a developmental disability, while receiving the self-directed supports they
need, can fulfill their employment aspirations and achieve social and economic inclusion through employment opportunities.
DDD further believes that all individuals with developmental disabilities are entitled to the same competitive wages, work
conditions and career development as their co-workers. In other words, “Real Jobs for Real Pay.”
The Division will ensure that agencies which provide supported employment services meet the quality and standards
necessary to fulfill the support and training needs of individuals with developmental disabilities so they can obtain and
maintain employment as well as develop a career path that meets their individual aspirations and abilities.

New Jersey Department of Human Services, Division of Developmental Disabilities
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Section II

Overview of Supported Employment Services

1. BASIC TERMINOLOGY
Case Manager

A Division employee who is responsible for the linking and coordination of services across family,
agency and professional lines to develop and attain goals and objectives embodied in the Service
Plan. The role of the case manager involves monitoring and advocating for the individual’s needs with
the individual and/or the parent or legal guardian and family’s participation.

Community Care Waiver
(CCW)

The federal program that allows the Division to claim reimbursement for a portion of the cost of
residential, day program, and some related services, when they are provided to DDD eligible persons
who are also Medicaid eligible. The services must be provided in accordance with the Service Plan.

Competitive paid work

Work performed by an individual with a disability on a full-time or part-time basis, in an integrated
setting, for which the individual is compensated, in compliance with the Fair Labor Standards Act. The
expectation in Supported Employment is that the supported employee’s wages are equal to those
earned by non-disabled workers in the same business.

Continuous Quality
Improvement Plan

A written description of a dynamic system of recurring assessment, measurement, and program
change designed to improve the quality of services.

Developmental Disability

A severe, chronic disability of an individual which:
• is attributable to a mental or physical impairment or combination of mental and physical
impairments;
• is manifest prior to the age of 22;
• results in substantial functional limitations in three or more of the following areas of major life
activity: self care, receptive and expressive language, learning, mobility, self-direction, and
capacity for independent living or economic self-sufficiency; and
• reflects the need for a combination and sequence of special interdisciplinary or generic care,
treatment or other services which are of lifelong or extended duration, and are individually
planned. A developmental disability includes but is not limited to severe disabilities attributable
to mental retardation, autism, cerebral palsy, epilepsy, spina bifida, and other neurological
impairments where the above criteria are met NJSA 30:6-3(a).

Division Circular

A document issued by the Assistant Commissioner of the Division, outlining policies, standards, and
procedures of the Division that may be applicable to service providers under contract with and/or
regulated by the Division.

Employment Specialist/Job
Coach

A trained employee of a service provider, who is responsible for providing employment training to an
individual with a severe disability. Employment specialist/job coach functions may include job
development, task and position analysis, matching of job and individual characteristics, job placement,
advocacy including the fostering of worker/coworker relationships, transportation training, family
support related to employment, and monitoring of worker’s progress and employer satisfaction. The
employment specialist/job coach assists the individual in learning the job and meeting employer
expectations, and may be responsible for providing long term, individual/community supports that
follow the intensive training phase, and retraining, if necessary.

Essential Lifestyle Plan

A written description, utilizing person-centered thinking, of what is learned about a person and what is
important to them which is incorporated into a plan for delivering services and supports.

Guardian

A person who has qualified as a guardian of the person or estate of a minor or incapacitated individual
pursuant to a court appointment, but excludes one who is merely a guardian ad litem. NJSA 3B:1-1.
Goal
A long-range employment outcome, usually expected to be achieved within one to five years and
stated in measurable terms so that their attainment can be determined. Goals are:
• person-centered and
New Jersey Department of Human Services, Division of Developmental Disabilities
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• written to reflect the intent and direction of the Service Plan as well as the desires of the
individual
• broad in nature,
• realistic,
• based upon assessed needs and capabilities, and
• attained through the use of behavioral and/or service objectives.
Individual Habilitation Plan

A type of service plan that is developed with the individual which:
• specifies prioritized goals and objectives being pursued by the individual;
• reflects the desires of the individual and the means by which those desires may be achieved;
• identifies a continuum of skill development that outlines progressive steps and the anticipated
outcomes of services
• reflects the supports and services needed to achieve the stated goals,
• encompasses all relevant components, such as an education plan, a behavior modification
plan, a program plan, a rehabilitation plan, a treatment plan and a healthcare plan
• varies in complexity according to the needs, capabilities and desires of the person,
• addresses all major needs identified and prioritizes them.

Interdisciplinary Team (IDT)

A group that consists of the individual receiving services, the plan coordinator, the legal guardian, the
DDD case manager, the parents or family member (at the preference of the person served),
advocates and friends, those persons who work most directly with the individual served, and
professionals and representatives of service areas who are relevant to the identification of the
individual’s needs and the design and evaluation of programs to meet them. The individual may
identify additional persons who shall be invited to attend and participate.

Integrated Work Setting

A job site in which most employees do not have a disability, and where an individual with a disability
interacts on a regular basis in the performance of job duties with non disabled employees.

Objective

A short-range employment outcome, usually accomplished within one year, related to the stated goal.
For individuals in the intensive or follow-along phase of Supported Employment, an objective must:
• be stated in a way that is both observable and measurable;
• state the conditions under which it will be attained; and,
• indicate an objective measure of the level of performance.
• be consistent with the Intervention Plan & Service Log (Section VII-Forms- Form –F (1)

Outcome Management Report

The results of quality improvement processes (e.g., assessment, data collection, etc.) presented in
report form for administrative review, decision-making and the development of “action plans” to make
changes designed to improve quality.

Reasonable accommodation

The modification or adjustment to the job application process that enables a qualified applicant with a
disability to be considered for the position such qualified applicant desires; or to the work environment
or to the manner or circumstances under which the position held or desired is customarily performed
that enables qualified individuals with disabilities to perform the essential function of that position; or
that enables a covered entity’s employee with a disability to enjoy equal benefits and privileges of
employment as are enjoyed by its other similarly situated employees without disabilities.

Self Advocacy

Ongoing training and support in self-expression, assertiveness, and education regarding one’s rights
and responsibilities.

Service Plan

The written individualized habilitation plan consistent with the requirements of NJSA 30:6D-10 through
12, developed with the individual and/or his or her legal guardian, and the IDT. It is an outcomebased planning tool that at a minimum, identifies each individualized program, support and/or service
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requested by and provided to the individual for which the individual demonstrates a need. It identifies
the person and/or agency responsible for its implementation. The complexity of the Service Plan will
vary according to the individual’s interests, preferences and needs. The Service Plan format must be
Division approved but can be chosen from various types of plans, as determined by the requirements
of the specific program, service, or support, and can include but is not limited to the following types of
plans: Individual Habilitation Plan (IHP), Essential Lifestyle Plan (ELP), Self Determination Plan (SDP)
and Individual Service Plan (ISP).
Supported Employment

Competitive employment in an integrated setting, or employment in which individuals are working
toward competitive employment, consistent with the strengths, resources, priorities, concerns,
abilities, capabilities, interests, and informed choice of the individuals with ongoing support services
for individuals with the most significant disabilities.
• Competitive means employment in an integrated setting in which the employee is paid at or
above minimum wage and the employee is performing the essential job function with or without
accommodation and meeting the needs of the employee and employer and promoting the goal
of economic self-efficiency.
• Integrated means the degree to which any person would interact in the community typical for
that position.

Transition Services

Services provided during the period of time in which an individual is making a significant change from
school/educational services to other environments that might include post secondary education, adult
services, jobs or community living.

Unusual Incident

Any event involving an individual served by the Division or a service provider in which:
• there is an indication or allegation of criminal action, injury, negligence, exploitation, abuse,
clinical mismanagement or medical malpractice; and
• there is a major unforeseen event, (e.g., serious fire, explosion, power failure) that presents a
significant danger to the safety or well being of individuals served, and/or employees; or, a
newsworthy action or event.

Variance

Written recognition by the Division that the program has complied with the intent of a standard in a
Division-approved alternative manner

Waiver

The temporary suspension of a standard that is granted in writing by the Division.
2. MODELS OF SUPPORTED EMPLOYMENT
Individual Placement Model
A person with a disability is assisted in locating a job in a community business which meets his/her
abilities and preference. Training is provided on the job site in job skills, work related behaviors and
social skills by an employment specialist/job coach. As the employee gains skills and confidence, the
employment specialist/job coach gradually spends less time at the worksite. Support is never
completely removed. The employment specialist/job coach is always available to the employee or
employer for re-training for new assignments, assistance in dealing with new or challenging
behaviors, supplying periodic consultation and orientation with co-workers and employers.
Group Placement Model
A small group of people with disabilities (generally 5-8) is trained and supervised among employees
(Enclave)
who are not disabled at the host company’s work site. Persons in the enclave work as a team at a
single work site in a community business or industry. Initial training, supervision, and support are
provided by a specially trained on-site supervisor, who may work for the host company or the
placement agency. Another variation of the enclave approach is called the “dispersed enclave.” This
model is used in service industries (e.g., universities, restaurants, and hotels). Each person works on
a separate job, and the group is dispersed throughout the company.
Mobile Crew Model *
A small crew of persons with disabilities (up to 6) works as a distinct unit and operates as a selfcontained business that generates employment for their crew members by selling a service. The crew
works at several locations within the community, under the supervision of a job coach. The type of
work usually includes janitorial and/or grounds keeping duties. In this model, people with disabilities
New Jersey Department of Human Services, Division of Developmental Disabilities
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work with people who do not have disabilities in a variety of settings, such as offices and apartment
buildings.
Entrepreneurial Business
Within a small business, there may be up to six employees with disabilities, but not more than the
Model *
number of employees without disabilities. The small business operates like any business, generating
work and paying employees from revenues received. The small business is located within the
community.
*For Individuals participating in Mobile Crew and/or the Entrepreneurial Business service model, service providers must follow the
standards found in the Adult Training section of the Standards for Adult Day Programs, 2007 manual unless otherwise specified in the
Annex A.
3. PHASES OF SUPPORTED EMPLOYMENT
Pre-Placement Phase
Pre-placement activities that assist an individual with a disability to secure a job match in an
integrated work setting with competitive wages. The following pre-placement activities may or may not
always be considered billable hours. Activities include but are not limited to the following:
A
Intake is the collection of information, usually including history, interests, preferences, skills,
knowledge, strengths, support needs, travel skills, etc., about the individual with a disability
in order to facilitate a job match for completion of the employer proposal.
B
Assessments- the process of documenting, usually in measurable terms, knowledge, skills,
attitudes, and beliefs. Types of assessments are as follows:
1
Achievement Testing - Standardized tests that assess a person’s knowledge and
skills acquired through learning. They are often scored in terms of grade level (e.g.,
reading, spelling, math, history, etc.).
2
Aptitude Testing - Standardized tests that assess a person’s ability or potential to
learn or do some type of activity that does not necessarily reflect their interest (e.g.,
mechanical aptitude).
3
Career Interest Testing - Most often “paper-and-pencil” inventories that predict the
kinds of activities or careers that people may enjoy doing. It encompasses
preferences for specific work activities, occupations, or work reinforcers that are
likely to arouse motivation and create feelings of satisfaction
4
Functional Assessment - Functional assessment goes beyond standardized
testing by incorporating activities and tasks to identify the strengths and needs of
the individual. Functional Assessment’s provide information about the specific skills
the individual can and cannot perform in relationship to his/her disability as he/she
develops a vocational plan. Often the focus and type of FA will depend on the
disability
5
Psychological Testing - A comprehensive battery of tests, assessments and
clinical interviews for the purpose of diagnosis, psychological treatment, and/or
vocational planning. Information regarding personality, vocational preferences,
intelligence, and learning styles is often included.
6
Situational Assessment/ Job Sampling - An evaluation process conducted in an
integrated competitive work setting to determine interests, preferences, skills,
knowledge, strengths, support needs, etc. *Please note that situational
assessments and job sampling must be in compliance with the Wage & Hour
Regulations as referenced in Section VI- Appendices: Appendix A-2..
7
Vocational Evaluation - A comprehensive process that systematically uses work,
either real or simulated, as the focal point for assessment and vocational
exploration, the purpose of which is to assist individuals in vocational development.
Vocational evaluation incorporates medical, psychological, social, vocational,
educational, cultural, and economic data into the process to attain the goals of
evaluation. (Dowd, 1993, p. 29)
8
Work Sample - A well-defined work activity involving tasks, materials, and tools
which are identical or similar to those in an actual job or cluster of jobs. It is used to
assess an individual’s vocational aptitude, worker characteristics, and vocational
interests. (Vocational Evaluation and Work Adjustment Association, 1975, p.55).
New Jersey Department of Human Services, Division of Developmental Disabilities
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C

Career Development & Exploration– A process in which individuals examine their
interests and experiences in order to identify their career values and match these values to
job or occupational characteristics. The career selection is incorporated into a
comprehensive plan of action to assist the individual in achieving the career or job objective.
D
Job Touring– Visiting various job sites to observe the work environment and the job
responsibilities.
E
Job Shadowing– Observing an employee performing his/her specific job duties as he/she is
performing those duties.
F
Job Development – Utilizing assessment information to target jobs available in the local
labor market and link the individual with a disability with job opportunities consistent with
his/her interests, abilities, and identified work goal. Some activities may include meeting
with employers, proposing a potential employee to the employer, job carving, job
restructuring, improving marketability of the person seeking employment, addressing
employment match barriers, etc.
G
Job Matching –Identifying work related areas and safety concerns that will need to be
addressed in order for the individual to gain/maintain employment (i.e., expected
performance, employee performance, intervention plan) by using the top 3 columns of the
Intervention Plan & Service Log. Developing a plan includes job modifications, job
restructuring, or training, to address each area needing improvement and identifies the
person(s) responsible for implementing that plan.
H
Job Carving - The act of analyzing work duties performed in a given job and identifying
specific tasks that might be assigned to an employee.
Reporting: Services provided as part of the pre-placement process, typically funded by DVRS or CBVI, are not considered to be a
Division billable service unless prior authorization is received from the Adult Training/Supported Employment (AT/SE) Regional
coordinator.
Intensive Training Phase
The initial activities after placement, typically characterized by one-to-one job coaching provided to an
individual at the work site which, are designed to help facilitate the acquirement of the physical,
intellectual, emotional and social skills needed to maintain employment. As the individual receiving
support gains these necessary skills, the intensity level, and frequency of on-site support typically
decreases. The following intensive training activities may or may not always be considered billable
hours. Activities include but are not limited to:
A
Job Modifications– altering or changing the work environment/work station or providing a
tool/jig.
B
Job Restructuring– the addition, deletion, or sequence change of a job task(s) or changing
the rules of the position.
C
Training – breaking down the steps of a job task to be performed and providing instruction
using techniques which include prompting and cues.
D
Establishing Natural Supports– supports from supervisors and co-workers occurring in the
workplace to assist employees with disabilities to perform their jobs, including supports
already provided by the employers for all employees. These natural supports may be both
formal and informal, and include mentoring, supervision (ongoing feedback on job
performance), training (learning a new job skill with a co-worker), and co-workers socializing
with employees with disabilities at breaks or after work. The use of natural supports
increased the integration and acceptance of an employee with a disability within the
workplace.
E
Travel Training – Training conducted by an employment specialist/job coach, typically
during the intensive phase, designed to enable the individual to travel as independently as
possible, to and from an employment site. Travel training includes but is not limited to the
following:
• learning to use public transportation
• developing carpooling arrangements
• developing other transportation arrangements specific to the needs of the
New Jersey Department of Human Services, Division of Developmental Disabilities
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individual.
F

Fading- The process an employment specialist/job coach uses to gradually decrease
supports on the job site and increase the person receiving service’s independence. The
fading out process begins as soon as job coaching begins by establishing natural supports,
decreasing the physical proximity of the job coach when providing supports, decreasing the
level of prompting used to assist the person receiving services in completing tasks, and
decreasing the amount of time the job coach spends on the job site.
Reporting: Services provided as part of the intensive training process , typically funded by DVRS or CBVI, are not considered to be
Division billable service unless prior authorization is received from the Adult Training/Supported Employment (AT/SE) Regional
Coordinator.
FOLLOW ALONG PHASE
Activities that occur after the pre-placement and intensive training phase are completed. It is during
this phase which the job coach provides support services needed on an ongoing basis to support,
maintain and strengthen a person in competitive employment. Activities include but are not limited to
the following:
• On-site consultation
• Re-assessing employment situations
• Establishing interventions for new tasks as assigned
• Career advancement
• Problem Solving
Job Specific Support
Skill or resource interventions occurring on or off the job site that are directly related to enabling
individuals to perform job tasks and meet job responsibilities. These interventions can be provided by
a variety of qualified individuals, including, but not limited to, employment specialists/job coaches, coworkers, and family members. The establishment of natural supports is critical to the inclusion of a
supported employee in the workplace.
Individual/Community Support Skill or resource interventions occurring off the job site, designed to address the individual’s living,
learning, recreating and social spheres that affect his/her ability to continue working; including, but not
limited to, transportation, money management, time management, personal hygiene and health,
communication, and socialization. These interventions can be provided by a variety of qualified
individuals, including, but not limited to, employment specialists/job coaches, co-workers, neighbors
and family members. * Individual/Community Supports may typically be considered direct time or
billable with the Division however, the above mentioned examples may or may not be billable with
DVRS.
Reporting: Services provided as part of the follow-along process, will be documented on the Intervention Plan & Service Log. Hours
should also be reflected under the follow-along phase of the SE Monthly Data Report.
Replacement Phase
Job development activities followed by a short period of intensive training to find and learn a new job
that meets the individual’s employment goals/objectives. This is available to someone who
• has lost a job for which he or she has been receiving Division follow along services
• has expressed interest in career development
Reporting: To receive funding through Division for replacement hours prior authorization from the Adult Training/ Supported
Employment (AT/SE) Regional Coordinator is required.

4. INSTRUCTIONAL TEACHING TECHNIQUES
Job Site Analysis

Systematic Instruction

The systematic study of a specific job that is conducted by observing a worker performing his/her job
and making note of the tasks and duties performed by the worker as well as determining the skill,
educational, and experience requirements necessary for the job and the safety and work culture of the
environment in which this job is performed.
A process of planning and implementing instruction, in a natural work environment. Steps include
identifying the content of the work routine, conducting situational (job sampling) assessments, and
using the information from the assessments to target specific instruction. An individualized
instructional program is planned and implemented. Step by step and overall progress are monitored
regularly.
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Task Analysis
Training Strategies

Process of breaking down individual work tasks into discrete components in order to organize an
activity to be learned into sequential, teachable steps, and determine appropriate strategies for
instruction.
The variety of techniques utilized by a job coach or employer to assist a person receiving services in
learning the job tasks. These strategies include, but are not limited to, the following:
A
Direct verbal cue – Directions that provide exact, specific instructions and are spoken to
the individual.
B
Gestures - Physical movements used to encourage the start, continuation, or end of an
action.
C
Indirect verbal cue - A spoken suggestion to the individual that alludes to the desired task
and cues him/her to perform that task. Often, these cues are in the form of a question that
triggers the individual to do the task.
D
Modeling – The most natural form of instruction, modeling is demonstrating each task of
the sequence to the individual.
E
Modifying skills or activities – Altering the common chain of task sequences or activities
so the individual can complete the tasks more efficiently or effectively.
F
Pictures/Written instructions – Pictures, written checklists, or graphics used to provide
the individual with a reminder of the steps of the task.
G
Prime – Hand-over-hand, ongoing physical assistance to an individual to help him/her
complete the action.
H
Prompt - Brief or intermittent physical assistance to an individual to cue the next step of a
job task or guide the completion of the action.
I
Shadow – Following the individual to provide assistance as needed.
J
Systematic instruction – Using a task list to develop a step-by-step or task-by-task
routine for the individual.
K
Visual cue – Changing the appearance by labeling, tagging, or numbering.
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Section-III

Interagency Agreement & Coordination with DVRS & CBVI

1

In accordance with the Interagency Agreement between the Division of Developmental
Disabilities (Division), Division of Vocational Rehabilitation Services (DVRS) and the
Commission for the Blind and the Visually Impaired (CBVI):
A
An individual who is not currently receiving supported employment services and has
expressed an interest in supported employment shall be directed to first contact the
Division of Vocational Rehabilitation Services (DVRS) for vocational assessment.
The pre-placement phase and intensive training phase activities are funded through
DVRS. Individuals who are blind or visually impaired should be referred to CBVI.

2

Interagency
Agreement

Coordination with
DVRS & CBVI

B

Ensure that a statement issued by the local DVRS or CBVI office, certifying that
DVRS/CBVI resources are either unavailable or have been exhausted is included in
each individual’s record (see Section VII- Forms: Form F-3.

C

Utilize DVRS/CBVI resources to cover pre-placement activities and intensive
training unless otherwise documented in the individual’s record.
Utilize Division funding for follow-along support.

D

All providers of SE services shall become familiar with the Interagency Agreement
contained in Section VIII, Appendix A-1.

E

Employment services provided under the Division contract shall be authorized by
the Adult Training/Supported Employment (AT/SE) Regional Coordinator.

A

All Division contracted supported employment service providers must be DVRS
and/or CBVI vendors for SE services.

New Jersey Department of Human Services, Division of Developmental Disabilities
Standards for Supported Employment Services (12-3-2007)Section 4: Appendix A

13
96

DIVISION OF DEVELOPMENTAL DISABILITIES
STANDARDS FOR SUPPORTED EMPLOYMENT SERVICES

Section-IV
Code

Standards
Chapter 1- Administration

S

1

Policy & Procedure
Manual

A

S

B

S
S
S
S
PP

C
D
E
F

PP
PP

PP
PP
S

2

Program Description

A

S
S,A

3
4

Annex A
Continuous Quality
Improvement

A
A

S

B

The service provider shall develop and implement a manual of written procedures to
ensure that the service delivery system complies with the standards governing
supported employment services for individuals with developmental disabilities.
1 The procedures shall be reviewed annually and revised as necessary.
2 Each procedure shall be designed in accordance with the practices and
principles of person centered planning and shall be consistent with the
organizational structure and management philosophy of the service provider.
3 Each policy and procedure shall be designed in accordance with applicable
Division Circulars
To ensure consistency, each procedure shall include
1 Title
2 Purpose
3 The steps required to complete a task or action
4 Reporting and recording requirements
5 Assignment of staff responsibilities
The procedure manual shall be available and accessible for staff use
All staff shall be able to describe procedures they routinely implement
The procedure manual shall be available for review by the Division
The service provider shall maintain a procedure manual containing the following:
1 Unusual Incident Reporting in compliance with DC #14 “Reporting Unusual
Incidents” ( http://www.state.nj.us/humanservices/ddd/dc14.htm )
2 Investigations in compliance with DC #15 “Complaint Investigations in
Community Programs”
3 Abuse, neglect or exploitation, including:
i A written statement prohibiting abuse, neglect or exploitation
ii Reporting procedures
iii Specific agency investigation procedures
4 Complaint/grievance resolution procedures for individuals receiving services,
which shall have a minimum of two levels of appeal, the last of which shall
involve the executive director
5 Life-threatening emergencies in compliance with Division Circular # 20A “Life
Threatening Emergencies”
6 Personnel (refer to Chapter 2 for standards)
An approved Program Description will be kept on file consisting of:
1 Cover Sheet
2 Agency Information
3 General Description of Population
4 Narrative Information
5 Pertinent Job Descriptions
6 Table of Organization
7 Additional Provisions with Signature
8 Specific Site Information
A current copy of the approved Annex A renewal will be maintained on file.
The program must develop and maintain on file a Continuous Quality Improvement
Plan (CQI Plan), which shall be submitted annually to the Division in accordance with
Division Policy on contract renewal and CQI. (See Section VI- Appendices- Appendix
A-4.
The program must, the first year following the implementation of its CQI Plan, and
annually thereafter, develop and maintain on file an Outcome Management Report.
This report shall be submitted annually to the Division’s Regional Quality Assurance
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S

S

C

5

Accreditation

designee for approval.
The Outcome Management Report shall be in accordance with Division CQI Policy
and minimally include the following elements;
1 Measurable goals and objectives
2 Goal/objective data analysis summary
3 Goal/objective Progress/Barrier summary
4 Action Plan to address Barriers

All supported employment providers under contract with the Division are required to
obtain and maintain CARF or equivalent accreditation for standards relating to SE
services.
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Section IV
Standards
Code Chapter 2- Personnel

S
S

S
S
S
S
S
S
S
S
S

S

S

S

S
S
S

1

Legal
Compliance

2

Minimum Staff
Qualifications

Personnel practices shall comply with all applicable Federal, State and local laws, ordinances,
rules, and regulations pertaining to employment including but not limited to civil rights, retirement
plans or social security, minimum wages, hours and worker’s compensation.
Provider Agency staff shall meet the minimum qualifications set forth herein. Qualifications shall be
documented either in the employment application, resume, reference check or other personnel
document:
A
The Provider Agency’s Executive Director or equivalent shall have:
1 A Bachelor’s Degree or
2 A high school diploma and five years experience working with people with
developmental disabilities, two of which shall have been supervisory in nature.
B
The Supported Employment supervisor responsible for the operation of the program
shall have:
1 An AA degree in a related field from an accredited college or
2 A high school diploma and five years of experience in occupational areas similar to
those being offered at the program. Any combination of college or technical school
may be substituted for experience on a year for year basis.
3 Knowledge and understanding of developmental disabilities and associated
functional limitations; and
4 A clear understanding of the demands and expectations in business and industry.
C
Professional Employment Specialist/Job Coaching staff shall:
1 Be at least 18 years of age and
2 Have an AA degree in a related field from an accredited college or
3 Have a high school diploma and three years of related experience
4 Have a knowledge and understanding of developmental disabilities and associated
functional limitations; and
5 Be familiar with the demands and expectation of business and industry.
D
Except as otherwise provided in the Rehabilitation Convicted Offenders Act (N.J.S.A.
2A:168A-1 et seq.), no provider shall employ any person who has been convicted of any
of the crimes identified in DC # 40 “Background Checks”.
1 The Provider shall have an established process for ensuring new employees and
direct service volunteers are fingerprinted on hire and existing employees and direct
service volunteers are re-fingerprinted in accordance with DC # 40 “Background
Checks”.
2 A Provider shall not employ any person who has been adjudicated civilly or
criminally liable for abuse of a person with developmental disabilities receiving
services from the Department or served in a day program/service regulated by this
chapter.
E
Prior to hiring any staff or utilizing a volunteer who provides services to individuals on a
planned basis, the Provider shall secure:
1 A signed application for employment from each bonafied applicant, indicating the
applicant’s name, address and telephone number, education, and disclosure of the
presence or absence of criminal convictions and civil or criminal liability for abuse of
a person with a developmental disability
2 The Provider shall check and document a minimum of two work references or, if not
available, a minimum of two personal references
3 The provider shall establish a system for verifying the licenses and driving records,
including obtaining their driver abstracts; of their employees who operate vehicles
which transport service recipients.
F
Upon employment, staff members shall receive, sign and date a current job description
which, at a minimum, shall include the following:
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S
S
S
S
S

S
S
S
S
S
S
S

3

Staff Training

1 A position statement that documents overall job responsibilities
2 A list of specific duties
3 The minimum qualifications
4 The positions supervised if applicable
5 The reporting supervisor title
G
On change of position or revision of job description, staff members shall receive, sign
and date a copy of their new job description
H
Upon Employment, and prior to working directly with individuals served, direct service
staff shall submit a written statement from a licensed physician indicating that he/she is
cleared to begin work
1 Such a statement shall be based on a medical examination conducted within the six
months immediately preceding the employee’s starting date with the Provider.
At a minimum the following Staff Training shall be provided to SE supervisors and employment
specialist/job coaches (direct support staff), documented on the Orientation Checklist (Section VIIForms: Form A-2) and maintained in the employee’s personnel file:
A
Within 120 days of employment each direct services staff member shall successfully
complete the New Jersey Pre-Service Training. Documentation of successful completion
shall be maintained in the employee’s personnel file. Pre-service training shall, at a
minimum, address the following:
1 Overview of Developmental Disabilities
2 Preventing Abuse and Neglect
3 Standard First Aid Training
4 Cardio Pulmonary Resuscitation (CPR) Training
5 Employment Specialist/Job Coach series of trainings offered through the Elizabeth
M. Boggs Center or Regional Rehabilitation Continuing Education Program
(RRCEP) or other Divison approved training provider.
B
Direct support staff shall receive training on DC # 20A Life Threatening Emergencies
C
Direct support staff shall not assume sole responsibility for an individual served unless or
until they have current certification in CPR/ First Aid.
D
Direct support staff shall submit documentation of successful completion of recertification
in First Aid and CPR in accordance with the recertification time frames established by the
certifying agency (i.e. Red Cross).
E
Direct support staff shall receive an overview Prevention of Blood borne pathogens
including use of Universal Precautions.
F
Direct support staff shall receive training on Unusual Incident Reporting and investigation
procedures.
G
Direct support staff shall receive an overview of the agency’s mission, policies and
procedures.
H
Direct support staff shall receive an overview of the Service Plan (Individual Habilitation
Plan (IHP), Essential Lifestyle Plan (ELP)) and their responsibilities for development,
implementation and documentation.
I
An orientation to Supported Employment shall be conducted for all Employment
Specialists/Job Coaches prior to independently performing job duties. The orientation
shall include but not be limited to the following elements:
1 Supported Employment History & Philosophy
2 Supported Employment Definitions/Terms
3 Person First Language and Avoiding Labels
4 Overview of Job Description/Requirements
5 Overview of the Supported Employment Process which shall include the following
components;
i
Review of the Division of Developmental Disabilities Standards for Supported
Employment Services Manual
ii
Review of DVRS SE Regulations (if Applicable)
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iii
Review the Interagency Agreement (See Appendix)
iv
Funding Sources
v
Pre-placement Phase
vi
Intensive Training Phase
vii
Follow Along Phase
viii
Overview of services provided by SE vendors
6 Overview of Resources
i
Training/Technical Assistance
ii
Review Resources from the Division of Developmental Disabilities Standards
for Supported Employment Services Manual (Section V)
7 Field Work Orientation shall consist of :
i
Pairing up new Employment Specialist/Job Coach with supervisor, trainer, or
another Employment Specialist (who has successfully completed all required
trainings and excels in their work performance) to shadow intensive and
follow-along visits with individuals served
ii
Pairing up new Employment Specialist/Job Coach with Job Developer (who
has successfully completed all required trainings and excels in their work
performance) to shadow contacts with employers and the job development
process, if applicable
iii
Introducing Employment Specialist/Job Coach to entire caseload and
employers
* For assistance in developing your agency’s orientation process for supported employment staff, you may request Technical
Assistance. (Please see the Resource section (Section V, pages 26-27) of this manual for a list of technical assistance and training
providers.
S
I
All supported employment staff shall annually review with their supervisors,
(documentation of reviews shall be maintained in the employee’s personnel file) the
following:
A
1 Division’s Personal Rights Document (See Section VI- Appendices: Appendix A-3)
2 Emergency Procedures
3 Responding to Life Threatening Emergencies
J
The Provider Agency may conduct, at its discretion, additional training programs i.e.
defensive driving, mental health and behavioral needs.
S
K
The service provider shall conduct staff meetings on a regular basis
S
1 Minutes of staff meetings shall be maintained on file at
the program site.
S
4 Professional
All supported employment staff, including supervisors, shall annually attend at minimum, 2
Development
professional development trainings or seminars which are relevant to supported employment.
Documentation of training shall be maintained in the employee’s personnel file. These
trainings may include but are not limited to technical assistance or training from the following
sources:
• The Boggs Center
• RRCEP
• The Arc of New Jersey
• APSE- The Network on Employment
• Division of Developmental Disabilities Lecture Series
(Additional training sources may be found in the Resource section (Section V) of this manual.)

S

5

Staff Personnel
File

*The completion of approved Employment Specialist/Job Coach series of trainings count toward
the fulfillment of professional development trainings.
A
The Provider Agency shall acquire and maintain on file for all current direct support
employees, the following documentation in accordance with the standards delineated in
this section in addition to any requirements established by Federal or State employment
laws and regulations.
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1
2
3
4
5
6
7
8
9
10
11
12

S

B

Signed applications
Documentation of each employee’s qualifications
Copies of licenses for professionally credentialed staff and Consultants
Receipt for fingerprinting on hire and subsequently every 2 years
Documentation that reference checks were completed
Signed and dated job descriptions
Written physician statement of medical clearance completed at time of hire
New Jersey Pre-Service Training certificates
Employment Specialist/Job Coach Series trainings certificate
Initial First Aid certification and renewal certificates
Initial CPR certification and renewal certificates
Records of orientation provided noting the topics covered and including signed
dated acknowledgement by the employee receiving and the person(s) providing the
orientation.
13 Signed certification of receipt of training in “Responding to Life Threatening
Emergencies” (Danielle’s Law)
14 Dated records of completion of specialized trainings including signatures of the
trainer and trainee
15 Dated records of initial training and annual review of pertinent policies and
procedures signed by the trainer and trainee
16 Copies of current driver’s licenses for all employees who drive vehicles which
transport service recipients
The service provider shall have in place a system for the regular review and evaluation of
employee performance
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Section- IV
Standards
Code
Chapter 3- Service Delivery
1

Follow Along Supports

2

Assignment/Designation
of Plan Coordinator

3

Service Plan
Development

S
S
S

S
S
S

S
S
S
S

An individual, who has been determined eligible to receive services through DDD, has
applied for the Community Care Waiver (CCW) and has successfully completed the preplacement and intensive training phases through DVRS or CBVI shall be eligible to receive
follow along support services funded through the Division. Follow-along supports shall be
provided on an ongoing basis to support, maintain and strengthen a person in competitive
employment.
A
Follow Along services include but are not limited to the following activities;
1 Job Specific Support
2 Individual/Community Support
B
The employment specialist/job coach shall have at the minimum one face to face
contact per month with the served individual, unless otherwise defined and agreed
upon in the Service Plan by the IDT.
C
The employment specialist/job coach shall maintain an Intervention Plan & Service
Log form (Section IX-Forms; Form A-3) for each individual served. Each contact shall
be documented on the Intervention Plan & Service Log form.
1 The Intervention Plan and Service Log shall be:
i Maintained in the individual client file
ii Available for review by the Division’s AT/SE Regional Coordinator or
designee
iii Available at the time of the Service Plan meeting for review
The assignment/designation of the plan coordinator shall follow DC #35 & DC # 52 with the
following exception;
A
When the individual has only supported employment goals stated within their Service
Plan the Division case manager shall be assigned the role of plan coordinator.
1 The employment specialist/job coach or designated supported employment staff
shall attend the annual Service Plan meeting.
2 The Division case manager shall ensure that the Service Plan is completed on
an annual basis.
A
A service plan shall be developed or modified at least every 365 days in accordance
with Division Circular #35. The Service Plan shall:
1 Include career planning
2 Identify and address barriers to employment
3 Incorporate information from formal and informal assessments
4 Include input from stakeholders including family, friends, colleagues, employers
5 Document the supports which shall be provided by the supported employment
agency
6 Be modified when a major change occurs in relation to the :
i Achievement or lack of achievement of goals, objectives
ii Availability of services, programs or supports
iii Changes in the individuals physical condition, cognitive functioning, needs or
preferences
B
The individual served shall participate in the service plan process.
C
The staff providing supported employment services shall participate in the
development of the service plan.
D
The provider shall provide employment supports as stated in the service plan.
E
If the individual’s service plan identifies the need for services not provided by the
supported employment provider, the individual shall be referred to other entities to
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S

S

4

Advocacy and Rights

5

Complaints

6

Direct Time & Billable
Hours

7

Follow Along Services

S
S
S, A
S
S

S

S
S
S
S

S
S

S
S

obtain the services. Referral shall be documented in the individual’s record.
F
The service provider shall complete formal and informal assessment(s) (vocational
assessments) which identify individual preference and support needs. The
assessment(s) shall :
1 Be reviewed annually
2 Initialed and dated at the time of the review
3 Be incorporated into the SP
A
The provision of services and support shall demonstrate recognition that people with
disabilities have the same rights as other citizens
B
Individuals receiving services shall be
1 Informed of their rights upon entering the program and
2 Informed of their rights in a manner which is
understandable to the individual receiving services
3 Provided a copy of the Division’s Personal Rights document (See Section VIAppendices: Appendix A-3)
4 Informed annually of the provider’s grievance procedure
for appealing agency decisions
C
A copy of written acknowledgement that the above have been explained and
understood shall be signed and dated by the individual and the provider
representative upon admission to the program and annually thereafter.
1 Documentation shall be maintained in the Individual
Record
D
The provider shall be responsible for utilizing a Human Rights Committee in
accordance with N.J.A.C. 10:41-4, DC #5 Human Rights Committee
The Division shall have the authority to investigate any complaint received regarding a
contract or program
A
The service provider shall cooperate with the Division on any investigation
Billable hours shall be documented on the Intervention Plan and Service Log form (See
Section VII-Forms: Form F-1) and shall be reflected on the Supported Employment Monthly
Data Report (See Section VII-Forms: Form F-2).
A
Employment specialists/job coaches shall meet the minimum hours of service
standards;
B
The service provider shall seek new eligible referrals through DVRS or CBVI as the
support hours existing caseload decline.
Direct time and billable hours for follow along support services funded through the Division
shall include but not be limited to the following ;
A
Attending meetings such as Service Plan Meeting, Inter-Disciplinary Team Meetings
(IDT), and/or Access Link Interviews
B
Regular visits (or phone calls) with the person receiving services and/or to
discuss/identify changes to his/her employment situation. Questions to consider may
include but are not limited to the following:
1
Are there new tasks to be completed?
2
Is there a new supervisor involved?
3
Are there matters off the job site that may be affecting his/her success on the
job site?
C
Referrals to additional resources that can assist aspects of the person receiving
services outside of employment
D
Scheduled visits and unannounced spot checks to:
1
Observe the areas identified as objectives on the Service Plan and areas being
addressed on the Intervention Plan & Service Log,
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S

E

S

F

S

G

S

H

S

I

S

J

S

K

2
Assess progress in those areas and
3
Ensure that the interventions are still working successfully.
Discussions/meetings (in person or via phone calls) with the supervisor/employer to:
1
Identify areas in need of improvement,
2
Address any concerns with or on behalf of the person receiving services,
3
Advance the person receiving services career by seeking additional hours, new
responsibilities, a salary increase, a promotion, etc.
Working with a new supervisor to facilitate training techniques, communication,
assignment of tasks, accommodations, etc.
Assisting the person receiving services in establishing relationships with co-workers,
fitting into the work environment by participating in work related events, etc.
Encouraging self-advocacy, skill development, or assisting with advocacy, related
specifically to the employment of the person receiving services, with or on behalf of
the person receiving services as needed.
Attending Service Plan meetings to provide information regarding employment
related goals and objectives and share employment related progress made since the
previous meeting.
Assist the person receiving services in job developing other employment avenues
related to reaching his/her career goals
Employee/employer training which is documented in the Intervention Plan and
Service Log.
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Section-IV
Standards
Code
Chapter 4- Record Keeping and Reporting
S

1

Individual File

A

S

B

S

C

S

D

S

E

S

F

S

G

S

H

F
A

F

S, F

2

Intervention Plan &
Service Log

A

B
S, F

S

3

Supported Employment
Monthly Data Report

A

B

An individual file shall be maintained for each individual receiving day services.
1
The file shall be legibly marked with the individual’s name or unique identifier.
The individual’s service file shall be maintained in compliance with relevant Division
Circulars related to confidentiality and privacy
The file shall be maintained at the supported employment office unless otherwise
stated in the approved Program description.
An individual shall have access to his or her records unless contra-indicated and
documented
The individual’s file shall contain, at a minimum, documents for the current year and
two (2) years prior.
Older documents shall be maintained by the agency in compliance with Division
Circular #11, “Record Retention and Destruction”
All documentation in the individual’s record shall be:
1
Legible
2
Dated
3
Authenticated by the signature and title of the person making the entry
Each individual’s day service file shall include the following:
1
Verification of referral to Division of Vocational Rehabilitation Services (DVRS)
2
Documentation that DVRS Services have been completed or are no longer
available. (See Section VII- Forms: Form F-3)
3
Service Plan (See Section VI- Appendices: Appendix A-5)
i The service provider shall maintain a copy of the individual’s current Service
Plan in the individual’s file.
ii The service provider shall maintain a copy of the individual’s previous year’s
Service Plan in the individual’s file.
4
Intervention Plan and Service Log (See Section VII-Forms: Form F-1)
i The service provider shall maintain a copy of the individual’s current
Intervention Plan and Service Log in the individual’s file.
5
Relevant Correspondence, pertinent to the person being Served
6
Consent Forms, where applicable, including but not limited to:
i photo release
ii health screenings
The service provider shall document each specific service provided to the individual
or on behalf of the individual on the Intervention Plan and Service Log (See Section
VII-Forms: Form F-1). All entries on the log must be:
1 Completed after each contact
2 Legible
3 Dated
4 Maintained in the individual’s file
5 Available for review by the AT/SE coordinator or Division case manager
At minimum one face to face contact per month shall be documented on the
Intervention Plan and Service Log, unless otherwise defined or agreed upon in the
Service Plan by the IDT.
The service provider shall prepare and submit a Supported Employment Monthly
Data Report to ((See Section VII-Forms: Form F-2):
1
The Office of Community Care Waiver (OCCW) and to,
2
The Division AT/SE Regional Coordinator at the appropriate regional office
The Supported Employment Monthly Data Report shall:
1
Accurately reflect the services provided to individuals receiving Division
services.
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S, F

4

Online Attendance *

A

Be delivered, either electronically or in hard copy, to both DDD offices, no later
than the tenth day of the month following the reporting period. For example, the
January report will be due no later than the tenth day of February. (If paper
copies are submitted, the original will be sent to the OCCW, and a copy will be
sent to the Regional Office.)
3
Not include SE services funded by other agencies (e.g. DVRS and CBVI).
4
Be maintained in an active file for three years.
The monthly attendance sheet shall be submitted electronically to the Division by the
15th day of the following month.
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Section V

Supported Employment Resources
STATE RESOURCES
Department of Human Services (DHS)
WEBSITE
http://www.state.nj.us/humanservices
Division of Developmental Disabilities (DDD)
WEBSITE
http://www.state.nj.us.humanservices/ddd/html
Central Office
Mailing Address:
P.O. Box 726
Trenton, NJ 08625-0726
(800)-832-9173
Northern Region
Bergen, Passaic & Hudson Counties
(973) 977-4004

Morris, Sussex, & Warren Counties:
(973) 927-2600
Upper Central Region

Essex County
(973) 693-5080

Somerset & Union Counties
(973) 324-2000
Lower Central Region

Hunterdon, Mercer & Middlesex Counties
(609) 292-4500

Monmouth & Ocean Counties
(732) 836-4500
Southern Region

Burlington & Camden Counties
(856) 770-5900

Atlantic County
(609) 441-3080
(609) 441-3037 (TTY)

Atlantic, Cape May, Cumberland, Gloucester & Salem Counties
(609) 561-5070

Department of Labor
WEBSITE
http://www.dol.gov
Division of Vocational Rehabilitation Services (DVRS)
Website
http://www.state.nj.us/labor/dvrs/vrsindex.html
Bergen County
(201) 996-8970
(201) 487-6348 (TTY)

Burlington County
(609) 518-3948
(609) 518-3957 (TTY)

Hudson County
(201) 217-7180
(201) 217-7290 (TTY

Camden County
(856) 614-2500
(856) 614-2504 (TTY)

Cumberland/Salem County
(856) 453-3888
(856) 453-3923 (TTY)

Essex County
(973) 648-3494
(973) 648-2733 (TTY)

Gloucester County
(856) 384-3730
(856) 384-3778 (TTY)

Hudson County
(201) 217-7180
(201) 217-7290 (TTY)

Hunterdon/Somerset County
(908) 704-3030
(732) 545-8147 (TTY)

Mercer County
(609) 292-2940
(609) 984-1568 (TTY)

Middlesex County
(732) 937-6300
(732) 545-8147 (TTY)

Monmouth County

Morris County

Ocean County
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(732) 775-1799
(732) 775-1711 (TTY)
Passaic County
(973) 977-4285
(973) 523-1474 (TTY)

(973) 631-6304
(973) 539-3665 (TTY)
Sussex/Warren County
(908) 852-4110
(908) 852-0213 (TTY)

(732) 255-0836
(732) 255-0873 (TTY)
Union County
(908) 820-3112
(908) 820-3132 (TTY)

Commission for the Blind & Visually Impaired (CBVI)
WEBSITE
http://www.state.nj.us/humanservices/cbvi/
(973)-648 2324
Bureau of Guardianship Services
WEBSITE
http://www.state.nj.us/humanservices/ddd/guard.html
Bureau Chief- 609-987-0831
Northern Region- (973)648-4638
Central Region- (609) 987-0881
Southern Region- (856) 690-5260
Division of Deaf & Hard of Hearing (DDHH)
WEBSITE
http://www.state.nj.us/humanservices/ddhh/index.html
(800) 792-8339 or (609) 984-7281
Division of Mental Health Services
(DMHS)
WEBSITE
http://www.state.nj.us/humanservices/dmhs/index.html
(800) 382-6717 or (609) 777-0702
Division of Disability Services (DDS)
WEBSITE
http://www.state.nj.us/humanservices/dds/index.html
(888) 285-3036
Department of Education
(DOE)
WEBSITE
http://ed.gov.index.jsp
(609)292-4469

PROFESSIONAL SUPPORT & RESOURCES
APSE – The Network on Employment
National Information
WEBSITE
http://www.apse.org
Telephone
(804) 278-9187
APSE – The Network on Employment
NJ Chapter Information
WEBSITE
http://www.njapse.org
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Telephone
(732) 831-1114
The Arc of New Jersey(Technical Assistance & Training Provider)
WEBSITE
www.arcnj.org
985 Livingston Avenue
North Brunswick, NJ 08902
(732) 246-2525 phone
(732) 214-1834 fax
The Elizabeth M. Boggs Center on Developmental Disabilities
(Training Provider)
WEBSITE
http://rwjms.umdnj.edu/boggscenter/index.htm
335 George Street
New Brunswick, NJ 08909-2688
(732)235-9300 phone
(732) 235-9330 fax
RRCEP II
(Technical Assistance & Training Provider)
WEBSITE
http://www.gse.buffalo.edu/org/rrcep
Region II Rehabilitation Continuing Education Program
State University of New York at Buffalo
316 Parker Hall, 3435 Main Street
Buffalo, NY 14214-3007
(716) 829-3934 phone
(716) 829-3935 fax
Commission on Accreditation for Rehabilitation Facilities
(CARF)
WEBSITE
http://www.carf.org
Learning Resource Centers
WEBSITE
http://www.state.nj.us/njded/lrc/
Northern Region
(973) 414-4491
Central Region
(732) 274-5570

Northern Satellite
(973) 631-6345
Southern Region
(609) 582-7000
TASH
National Information
WEBSITE
http://www.tash.org
Telephone
(410) 828-8274
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TASH
NJ Chapter Information
Telephone
(609) 561-5070

ADVOCACY & SUPPORT
NJ Council of Developmental Disabilities
WEBSITE
http://www.njddc.org/index.htm
(800) 216-1199 or (609) 292-3745
NJ Protection & Advocacy
(NJP&A)
WEBSITE
http://www.njpanda.org
(800) 922-7233 or (609) 292-9742
Protection & Advocacy for Developmental Disabilities (PADD)
WEBSITE
http://www.njpanda.org/programs.html
Division of Disability Advocacy- The Department of the Public Advocate
WEBSITE
http://www.state.nj.us/publicadvocate/
240 West Sate Street
Trenton, NJ 08625-0851
Phone: (609) 826-5105
Fax: (609) 984-4747

CENTER’S FOR INDEPENDENT LIVING (CIL’s)
Atlantic County
Total Living Center, Inc. (TLC)
(609) 965-3734
(609) 965-5390 (TDD

Statewide Independent Living Council (SILC)
WEBSITE
http://www.njil.org
(732) 571-3703
(732) 571-4878 (TDD)
Bergen County
Heightened Independence & Progress (IHP)
(201) 996-9100
(201) 996-9424 (TDD)

Burlington County
Resources for Independent Living (RIL)
(856) 764-2745
(856) 461-3482 (TDD)

City of Camden
Camden Independent Living Center
(856) 966-0800
(856) 966-0830

Camden County
Handicapped Advocates for Independent Living (HAIL)
(856) 854-7781
(856) 853-7602 (TDD)

Camden & Gloucester Counties
Center for Independent Living of South Jersey Inc. (CIL-SJ)
(856) 853-6490
(856) 853-7602 (TDD)

Cape May, Cumberland, & Salem Counties
Tri-County Independent Living Center, Inc.
(856) 327-5177
(856) 327-5328 (TDD)
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Essex & Passaic Counties
Dial Inc.
(973) 470-8090
(973) 470-521(TDD)

Hudson County
Heightened Independence & Progress- Hudson
(201) 413-1200
(201) 413- 0521 (TDD)

Hunterdon and Mercer Counties
Progressive Center for Independent Living (PCIL)
(609) 530-0006
(609) 530-1234 (TDD)

Middlesex, Somerset, Union Counties
Alliance for Disabled in Action (ADA)
(732) 738-4388
(732) 738-9644 (TDD)

Monmouth and Ocean Counties
Moceans Center for Independent Living
(732) 571-4884
(732) 571-4878 (TDD)

Morris, Sussex, Warren Counties
DAWN, Inc.
(973) 361-5666
(973) 361-6032 (TDD)

ACCOMMODATION INFORMATION AND SUPPORT
Americans with Disabilities Act (ADA) Technical Assistance
800- 949-4232
Job Accommodation Network
WEBSITE
http://www.jan.wvu.edu/
800 526-7234

SOCIAL SECURITY INFORMATION
Social Security Administration (SSA)
WEBSITE
http://www.ssa.gov
(800)772-1213
NJ Work Incentive Network Support (NJ WINS)
Atlantic, Bergen, Cape May, Cumberland, Gloucester, Hudson, Mercer, Middlesex, Passaic, Salem, Sussex and Warren Counties
Cerebral Palsy of NJ
(800)322-1918
NJ Work Incentive Network Support (NJ WINS)
Burlington, Essex, Hunterdon, Monmouth, Morris, Ocean, Somerset and Union Counties
The Epilepsy Foundation of NJ
(732) 262-8020

TRANSPORTATION
NJ Transit Office of Special Services
WEBSITE
http://www.njtransit.com/index.jsp
Northern NJ (800) 582-5946
Southern NJ (800) 772-2287
New Jersey Department of Human Services, Division of Developmental Disabilities
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Access Link
WEBSITE
http://www.njtransit.com/as_accesslink.shtm
(800) 955-2321
County Para-Transit Transportation
WEBSITE
http://www.njtransit.com/as_paratransit.shtml
Atlantic County
(800) 955-2341

Bergen County
(201) 646-3227

Burlington County
(609) 265-5109

Camden County
(800)456-3344

Cape May County
(609) 889-3700

Cumberland County
(856) 691-7799

Essex County
(973) 678-1300

Gloucester County
(856) 307-4845

Hudson County
(201) 271-4307

Hunterdon County
(800) 842-0531

Mercer County
(609) 530-1971

Middlesex County
(800) 221-3520

Monmouth County
(732) 431-6480

Morris County
(973) 366-9378

Ocean County
(877) 929-2082

Passaic County
(973) 305-5756

Salem County
(856) 935-7510

Somerset County
(908) 231-7115

Sussex County
(973) 579- 0480

Union County
(908) 241-8300

Warren County
(908) 454-4044

ADDITIONAL WEBSITES
Integrated Employment
Workforce New Jersey Public Information Network
WEBSITE
http://www.wnjpin.com
Excellent resource for job seekers, students, and employers. Provides information about careers, colleges, vocational and technical
schools, etc.
Virginia Commonwealth University
WEBSITE
http://www.worksupport.com
This site contains fact sheets, information on supported employment and transition, resources, etc.
Supported Employment Education Designs
WEBSITE
http://www.staffdevelopment.net
Includes free resources as well as information on training, instructional design, and staff development.

TRANSITION
National Information Center for Children and Youth
WEBSITE
http://www.nichcy.org
Contains information on publications, fact sheets, resources, and IDEA facts.
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ADVOCACY
Reed Martin and Wrights Law
WEBSITE
http://www.reedmartin.com
http://www.wrightslaw.com
Both of these websites contain information about special education law.
Statewide Parent Advocacy Network, Inc.
WEBSITE
http://www.spannj.org
A website providing information to help empower families and inform professionals interested in the healthy development and
educational rights of children.

GENERAL INFORMATION & SUPPORT
Individuals with Disabilities Education Act (IDEA)
WEBSITE
http://www.ed.gov/policy/speced/guid/idea/idea2004.html
Disability History Museum
http://www.disabilitymuseum.org
Provides information about the historical experience of
people with disabilities
WeMedia, Inc.
WEBSITE
http://www.wemedia.com
Covers issues important to people with disabilities interested in a quality life without compromise. Registration for a biweekly e-mail
newsletter is available on this website.
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The Association for Persons in Supported Employment (APSE)
Supported Employment Quality Indicators
National APSE is the largest professional advocacy organization in the country
representing supported employment (SE) and the individuals served in SE. Supported
Employment has grown significantly in the past decade, involving approximately 150,000
individuals with disabilities.
This document represents an effort by national APSE to articulate quality indicators of
individualized and integrated Supported Employment. These quality indicators were designed to
complement APSE’s Ethical Guidelines for Professionals in Supported Employment.
Given the fact that individuals with disabilities have the right to drive their employment
process with maximum choice and control of services, this document begins with quality
indicators for individuals in SE. Direct service practitioners are in a position to support individual
plans for employment. The second section delineates values and competencies for direct SE
practitioners. The final section specifies organizational characteristics that support quality
services.
This document may have multiple uses, including as a guide for: 1) hiring and training
employment personnel; 2) developing training curricula; 3) reviewing and evaluating programs;
4) appraising individual performance; and 5) action planning. Potential users of this document
include people with disabilities and their families, advocacy groups, employment consultants,
trainers, administrators/managers, human resource personnel, and state agency personnel.

Quality Indicators for Individuals in Supported EmploymentIndividual Choice and Control of Resources and Supports
According to the Rehabilitation Act, individuals have the right to exercise informed choice
throughout the entire rehabilitation process. This includes obtaining information and the
necessary supports to assist people to develop, monitor, implement, and evaluate their
Individualized Plan for Employment (IPE) with assistance as needed and desired.
•

Individuals explore career opportunities based on their interests, abilities, and needs via
such experiences as vocational education classes, job shadowing, job try-outs, and
actual employment.

•

Individuals have ongoing opportunities to develop self-determination skills through active
participation in information gathering, experiential learning, and decision-making.

•

Individuals direct their transition plan and/or IPE to the maximum extent possible, with
support as needed.

•

Individuals control the resources, if desired, to purchase services and supports. Family
members, personal advisors, and other trusted advocates assist individuals as needed.

•

Individuals are assisted as needed to secure employment according to their individual
desires, including the type of work environments, activities, hours, pay, supports, etc.

•

Individuals participate maximally in interviews and in choosing training and support
procedures typical to workplaces.

•

Individuals have necessary and appropriate accommodations, assistive technology, and
individualized supports within and outside of their job.
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•

Individuals are connected to desired adult services, including generic supports, in order
to pursue desired lifestyles.

•

Individuals pursue career advancement opportunities in order to develop skills, increase
pay and responsibilities, or other desired outcomes.

•

Individuals develop satisfying relationships within and outside of their job, as desired.

•

Individuals are supported to participate in social activities within and outside of their job,
as desired.

•

Individuals are compensated commensurate with others in their position.

•

Individuals have access to reliable transportation.

•

Individuals are assisted to manage their finances (e.g., banking, budgeting, benefits) as
needed and desired.

•

Individuals of retirement age are supported to pursue a variety of employment and/or
post-employment options.

Quality Indicators for Supported Employment Personnel
Providing quality supported employment services requires technical and interpersonal skills
applied creatively and flexibly. Personnel in direct service roles must listen to and respect the
desires of each individual they support, adhere to the norms of each workplace, and work
closely with others involved in the person’s life. Quality services and supports are dignified,
holistic, age-appropriate, and status/image enhancing, with the goal of connecting each
individual to the fabric of work, home, social, and recreational activities.
•

School personnel involved in transition assist youth to explore career opportunities,
develop work skills and behaviors, and develop self-determination skills through active
participation in information gathering, experiential learning, and decision-making.

•

Transition team members support students to direct their transition plans to the maximum
extent possible, with support as needed.

•

School and adult service personnel assist youth in transition to obtain desired adult
services, including generic supports, after high school.

•

Providers get to know job seekers via activities such as spending time together in
multiple settings, observing the individual work, talking with others who know the person
best, etc.

•

Providers assist job seekers, including individuals with significant disabilities, to
participate maximally in job development and employer contact activities according to
their individual plan for employment.

•

Providers rely heavily on personal networks and referrals for job leads.

•

Providers assist individuals to negotiate individual job descriptions/position titles, hours,
commensurate wages (paid directly from the employer), work tasks, work location, and
necessary accommodations prior to beginning a job, with the goal of maximizing
presence and participation in the work setting. Providers are knowledgeable about job
carving and restructuring.

•

Providers do not group people together for the convenience of support or job availability.
2
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•

Providers work in partnership with supported employees on the best employment training
approaches to meet the person’s needs, emphasizing typical workplace supports and the
use of discreet, status enhancing teaching techniques.

•

Providers work in partnership with supported employees and workplace personnel to
develop assistive technology and individualized supports that are as typical to the
workplace as possible and that maximize individual performance.

•

Providers treat individuals in a manner appropriate to their age, gender, and culture, and
in accordance with the norms of their job and the workplace.

•

Providers assist individuals as needed to develop relationships within and outside of their
job.

•

Providers support individuals as needed to access social activities (e.g., parties, holiday
functions) and employer-sponsored activities (e.g., sports, community service projects)
within and outside of their job.

•

Providers encourage typical probation and performance appraisal processes within each
workplace.

•

Providers assist individuals as needed to access reliable transportation.

•

Providers assist individuals to manage their finances (e.g., banking, budgeting, benefits)
as needed.

•

Providers monitor individual job satisfaction and support people to pursue career
development and advancement opportunities.

•

Providers support people of retirement age to pursue activities according to their
interests, including employment and integrated community activities for senior citizens.

•

Providers assist individuals as needed to access housing, community connections (e.g.,
church/synagogue, YMCA, service/civic clubs), and other necessary services and
supports, with an emphasis on generic services.

•

Providers interface with family members and other service providers according to the
method (e.g., telephone, meetings) and schedule (e.g., weekly, monthly) determined by
the individual and team.

•

Providers develop long-term, mutually beneficial partnerships with businesses that result
in career exploration activities, quality jobs, marketing efforts, etc. on the part of
businesses, and consultation, training, accommodation strategies, etc. from providers.

•

Providers interface with businesses and the larger community through connections with
chambers of commerce, service clubs, and other organizations.

Organizational Practices That Support Quality Services
Most personnel involved in supported employment are affiliated with a community rehabilitation
program, mental health center, or supported employment organization. Unless such
organizations are structured to provide integrated employment and related community services
with a clear mission to do so, personnel in direct service roles will have difficulty providing
quality services.
•

The organization has established a clear vision and mission that promotes integrated
employment, community inclusion, and zero exclusion.
3
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•

The organization works toward a flat organizational structure, with most personnel in
direct service roles.

•

The organization promotes stakeholder involvement in planning and decision-making
through various informal and formal means.

•

The organization supports staff to be involved in person-centered/person-directed
planning that addresses individual interests, preferences, and support needs.

•

The organization supports individualized jobs and related supports for all service
recipients, including people with high support needs.

•

The organization pursues flexible, individualized funding that allows sufficient support for
individuals with high support needs.

•

The organization has job descriptions that promote the focus on integrated employment
and related community supports.

•

The organization configures staff to provide holistic supports in a collaborative fashion
(e.g., full service, self-directed teams), and supports reasonable staff-to-individual ratios.

•

The organization has a staff recruitment and retention process that promotes hiring and
keeping high quality personnel.

•

The organization invests in staff development through extensive, ongoing training and
support.

•

The organization promotes a learning culture in which creativity, innovation, and risk
taking are supported and where staff feel empowered.

•

The organization operates with an action bias, focusing on continuous evaluation and
improvement of outcomes.

•

The organization collects and uses data on consumer outcomes, staff productivity,
customer satisfaction, cost efficiency, and other process and outcome variables.

•

The organization has a staff compensation and reward process that reinforces desired
outcomes.

•

The organization promotes leadership at all levels of the organization.

•

The organization has developed marketing materials and approaches that coincide with
common business practices and promote a positive and professional image.

•

The organization has developed partnerships with the business community and other
external entities in the community, state, and nation.

APSE views this material as a “living document,” open to continuous evaluation and
improvement as the field progresses. APSE invites your feedback about how the document is
being used and welcomes suggested changes.
These quality indicators have been developed through the efforts of several people who have
volunteered, at various times, to be part of APSE’s Quality Indicators Work Groups: Karen Flippo, Pat
Keul, Tom Harrison, Debra Martin Petty, Brenda Harvey, Dale Dutton, Renee Drouet, Bob Niemiec,
Rebecca McDonald, Sue Killam, Pat Rogan, Tammara Geary, Linda Quinn, Dale DiLeo, Rob Hoffman,
and the New Jersey APSE Chapter. This final version was compiled by Pat Rogan.

© APSE, 1627 Monument Avenue, Richmond, Virginia 23220
phone: 804-278-9187 fax: 804-278-9377 e-mail: Tammara@apse.org
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The Association for Persons in Supported Employment

Ethical Guidelines for Professionals in
Supported Employment
Developed for APSE by: Dale DiLeo, Training Resource Network, Rebecca McDonald, UAP of NJ-UMDNJ
and Susan Killam, AcME, Inc.
Contribution in the community as a
valued, interdependent member occurs
when human dignity is respected and
opportunities are provided for each
individual to pursue their unique path
of development and fulfillment. While
paid human service professionals
cannot create inclusive communities,
they can positively impact their
emergence and growth. For trainers of
staff in supported employment, these
basic human principles should be
considered:

shared places, have similar interests, or
experience other commonalties.

Community Settings with
Minimal Intrusion

Services are designed to support
persons in their pursuit of a quality life
in natural settings in ways which
minimize artificiality or restrictiveness.

Employment

People receive assistance as unique
individuals with varying interests,
preferences, and aptitudes. They
should not be grouped together on the
basis of label, functioning level, or
convenience of support.

At all times, the individual receiving
supports is the central driving force in
the development of options and
decisions. In the design of training
specific to integrated employment,
professionals have an obligation to
reflect the following principles and
accomplishments in an effort to
promote services consistent with
human dignity.

Choice

Career Planning

Individuality

There are sufficient options related to
each individual’s interests and desires
in life in order to exercise control and
autonomy over their life’s direction.
The choices made by an individual are
the result of being fully informed
through direct personal experience
and/or considering information on
potential alternatives.

Respect

Services are always dignified, age
appropriate, and enhancing.

Participation

People have the opportunity to
actively participate in all their chosen
pursuits of life.

Competence

Individuals are provided opportunities
to develop skills of interest and use in
their lives by discovering and
expressing gifts and capacities.

Social Inclusion

People have access to diverse
individuals in social contexts in order to
build friendships, working relationships,
and networks of individuals who go to

Employment should be an option for
any person interested in working,
regardless of label, support need, or
perceived functioning level.
Job seekers, or at their invitation,
family, friends, or co-workers, are the
best source to personally convey
information of their personal interests,
preferences, skills, aptitudes, and life
goals. These considerations are the
basis for choices in employment
opportunity, rather than program or
agency considerations.
In accessing information, maximum
use of personal networks and
situational experiences provides
information to help guide career
support, rather than focusing on
limitations which exclude people from
possibilities.
Individual rights to confidentiality are
observed.

Job Development

Approaches for developing employer
relations and linking individuals with
private and public sector labor needs
are respectful and image enhancing.
Jobs developed are reflective of
personal interests, preferences, and
abilities, as well as employer needs.
Section 4: Appendix C

Materials and interactions are
professional and businesslike.
People are not portrayed in ways
which contribute to stereotypes or
other misperceptions of individuals with
disabilities.
At no time is hiring pursued based on
charity.

Job Acquisition

Job placement decisions are made by
the individual based on reliable
information of job quality, work culture,
and employee/employer benefit.
Jobs are individually arranged to
match a person's interests, preferences,
skills, aptitudes, and life goals.
While some work experiences can be
productive for building an employment
history and developing skills, these
experiences are thought of as initial
career steps and not as career
fulfillment.
Compensation should reflect the
norms of the employment market for
similar positions and performance.
When sub-minimum wages are
provided, they are viewed as temporary
until more creative job matching,
training, or other supports can be
developed to enhance productivity.
Job placements are not made on the
basis of service convenience or
availability.

Work Support

Existing supports natural to the work
environment are maximized for training
and ongoing support. Artificial training
or programs to change behavior
considered highly unusual by the work
culture of the job setting are minimized.
Teaching techniques which may convey
poor images, stigma, or devalued
status are not used.
Best training practices and
technology appropriate to the setting
and culture are utilized.
Appropriate evaluations and outcome
measures are provided.
Specialized jargon from the disability
field is minimized.
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At all times, the business culture is
respected and integrated into the
support network for the individual to
succeed.
Use of accommodations, technology,
or other job modifications needed are
explored and developed in
consideration of their potential for
success, non-intrusiveness, and
generalization to other life domains.

•

•

•

Life Support

Efforts to provide a holistic and
integrated life service support are
made. Individuals have consistent
service and community opportunities
which connect to the fabric of work,
home, social, and recreational needs.
Measures are taken to ensure
that the individual's family members
and friends are involved in planning
efforts.

Career Advancement

Persons have the opportunity and
support to advance to other
employment opportunities which may
provide new and/or greater
responsibilities, compensation, and
challenge.
Advancement is based upon the
perspective of personal future goals but
is not contingent upon restrictive
program guidelines concerning
employment duration.
Feedback on the success of positions
within a career is dependent on the
individual employee, employers, and
the input of others important to and
chosen by the person.

•

•

•

•
•

•
•

Staff Training
Training, both in topic and format, is
generated by the needs of service
recipients and their trainers and
promotes skills and values development
which will enhance the quality of life of
individuals with disabilities. To this end,
the following training principles are
endorsed:

•

•

Training results in better learning
outcomes when it is offered proactively rather than as a reaction
to crisis situations.
The best training is an empowerment of individuals or agencies to
become competent to provide their
own ongoing training.
Training is an interactive process
which needs to be ongoing to
respond to dynamic needs and to
ensure state-of-the-art practices
are being conveyed.
There is respect and encouragement for what can be learned from
each other from all training
participants.
There is an effort to build local
training capacity, leverage existing
local resources, knowledge, and
expertise, and design training
sensitive to and effective within
local culture.
No one trainer, technique, or
approach has the one right
answer. A trainer has an
obligation to bring in the diversity
of approaches from the field and to
state when she/he does not have
an answer.
Trainers keep current on state-ofthe-art in the field and do not
present dated information.
There is an avoidance of
presenting “quick-fix” solutions
which go beyond the data
presented.
Good adult learning principles are
used in training design.
Trainees are active participants in
identifying training outcomes and
options based on what's needed to
enhance the quality of life of
individuals with disabilities.
An effort is made to assess the
audience's needs and level of
understanding before any training
is offered.
Whenever possible, follow-ups to
training are done to see how the
information presented is being
implemented.

© APSE, 1992, updated 1998

Trainers need to stay involved in
direct services and with the individuals
served so their training remains
grounded in reality.
•
•

•
•

•

•

Confidentiality of individual's
personal life experiences are
respected and maintained.
There is a commitment to respond
to feedback from the training
audience and to consider the
evaluative information for future
training.
Training is presented only in the
areas in which the trainer is
qualified.
Skill and value development
require application and
reinforcement. Trainees are
encouraged to participate,
reinforced for implementation of
new skills, and supported to train
others in their organizations and
communities.
Training is structured so that the
trainees can apply skills easily and
can share the informational
content in a meaningful way with
others.
The evaluation of training
effectiveness is a complex but
necessary process that is
conducted regularly with trainees.

APSE is a national membership
organization committed to
expanding and improving
integrated employment
opportunities and outcomes for
persons with disabilities. For
more information, please write,
call, or e-mail:
APSE
1627 Monument Avenue
Richmond, VA 23220
Phone: (804)278-9187
FAX: (804)278-9377

The Association for Persons in Supported Employment
Supported Employment Professional’s Statement of Adoption
As a supported employment professional, I, _________________________________, hereby adopt these
Ethical Guidelines and agree to honor the stated principles herein.
Signature________________________________________Date______________________
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APSE Adopts Supported Employment Competencies
by Dale Dileo

These competencies are based on the work of APSE’s various workgroups on certification, quality indicators, and
competencies; involving the volunteer efforts of several people: Karen Flippo, Pat Rogan, Tammara Geary, Debra
Martin Luecking, Pat Keul, Tom Harrison, Brenda Harvey, Dale Dutton, Renee Drouet, Bob Niemiec, Rebecca
McDonald, Sue Killam, Linda Quinn, Dale DiLeo, Rob Hoffman, and the New Jersey APSE Chapter.

OBJECTIVES: Will demonstrate knowledge of…
Introduction to Supported Employment
1.

Supported employment contrasted with traditional
vocation services: Factors that led to the emergence of
supported employment, the difference between
supported employment and traditional vocational
services, and the unique characteristics of supported
employment, including the difference between the
"readiness" and the "place-train" models of supported
employment
2. Underlying values and definition of supported
employment.
a) define "normalization" and its guiding principles.
b) identify how support strategies can enhance or
detract from the image of a worker with a
disability.
c) discuss the benefits of integration at the workplace
for people with disabilities.
d) differentiate between individual and group
approaches to employment.
3. Informed choice, self-determination, and active
participation throughout the employment process.
4. Rights and responsibilities of individuals in supported
employment.
5. Roles and responsibilities of administrators and
program
managers
in
facilitating
supported
employment.
6. Roles and responsibilities of employment specialists,
families and friends, and employers in providing and
facilitating supported employment opportunities.
7. Legislation and regulations related to supported
employment, including the ADA, WIA and the
Rehabilitation Act, TWWIIA, IDEA, the Fair Labor
Standards Act, EEOC, and other DOL and IRS laws.
8. Best practices in supported employment services from
intake to follow-along.
9. Best practices in school-to-work and community living
transition.
10. Funding options for supported employment, including
VR, MH, DD, and Medicaid Waivers.
11. History and status of supported employment services in
your state.

Assessment and Career Planning
12. Traditional vocational evaluation: effectiveness and
limitations for people with significant disabilities.
13. Person-centered planning processes, including personal
futures/PATH planning, developing circles of support,
and their relationship to career planning.

14. Personal career profile development.
a) encourage the active participation and decisionmaking of the person served in the career planning
process.
b) interview the individual and others who are
familiar with his or her abilities and work history.
c) identify the impact of an individual's cultural and
social background, including class, race, gender,
culture, and ethnicity, as well as role in family,
church, and community; native and spoken
language; and family income.
d) review individual records and collect pertinent
information related to employment.
e) observe the individual in his or her current daily
routines and environments.
f) explore non-work needs that may impact the
achievement and maintenance of employment
outcomes.
g) assess the individual’s preferred style of learning,
work skills and tolerances, and preferred modes of
communication.
h) integrate relevant employment information
regarding each person served into a vocational
profile.
15. Situational assessments, paid work trials, job tryouts,
volunteer work, or job shadowing:
uses and
procedures.
a) develop career exploration sites aligned with the
interests and desires of each individual.
b) assess needed environmental or job-task
modifications for the person to succeed in his or
her choices of employment settings.
c) assess the availability of community supports and
transportation.
d) conduct effective situational assessments, paid
work trials, job tryouts, volunteering, and job
shadowing.
16. Assisting individuals to develop personal career goals
and meaningful career plans.
17. Writing meaningful vocational objectives.
18. Making referrals to appropriate agencies, organizations,
and networks based on individual career plans.

Marketing and Job Development
19. Marketing plans targeted to employers.
a) gather current information about local job
opportunities, including labor trends, employer
needs, and job requirements.
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20.

21.

22.
23.
24.
25.
26.
27.
28.
29.
30.

b) use local employment studies, conduct market
surveys, research business groups, and other
methods for updating information about
employment opportunities in the local job market.
c) develop a viable Employer Advisory Committee.
d) target and identify types of businesses to contact
based on the needs and interests of job seekers.
e) develop a system for compiling and organizing
information on businesses.
f) develop a file of pertinent information on each
employer identified.
g) maintain updated information on new area
businesses, type of jobs available, and locations of
job sites within the community.
h) analyze the gathered information to identify trends
in the local job market.
Effective marketing messages for supported
employment.
a) position the agency as an employment service.
b) target messages to audience needs.
c) describe services that the agency provides to
employers.
d) use language and images that do not disclose the
presence of disabilities in the job seekers
represented.
Effective marketing tools for supported employment.
a) publication strategies for marketing employment
services, including: employment brochures,
employment fact sheets, cover letters to businesses
b) presentations to individuals and/or parent groups,
advocacy groups, local civic organizations, service
providers, and employers.
c) participation in community business organizations.
d) consultant to businesses on disability issues.
Job seeker portfolios, including resume, letters of
introduction, and references.
Personalized job development and relationship
marketing, utilizing personal networking.
Maximally involving job seekers in the job search
process, including participation in completing job
applications and interviews.
Understanding workplace cultures and climates.
Job matching strategies.
Employer contact, including approaches and
presentations.
Negotiating typical job designs, including hours, wages,
tasks, work area, breaks, orientation, training, and
supports.
Job carving: identifying and recommending job carving
options.
Equal
Employment
Opportunity
Commission
regulations that govern non-disclosure of disability to
employers.
a) identify job development and marketing issues that
arise related to disclosure.

b) appropriately handle employer questions about job
seekers’ disabilities.
31. Work incentive provisions available to employers for
hiring employees with disabilities, including: Work
Opportunity Tax Credit, Arc Wage Reimbursement
Program,
Disabled
Access
Tax
Credit,
Architecture?/Transportation Tax Deduction, VR Onthe-Job Training Wage.
32. How to close employer contact meetings that result in a
job or interview offer.

On-the Job Training and Supports
Job Acquisition
33. Appropriate communication with relevant team
members (e.g., job seeker, parents/caregiver,
rehabilitation counselors) to ensure all members are
fully informed.
34. Social security benefits and their impact on
employment.
35. Preparations for the first day on the job (e.g.,
transportation,
employment-required
medical
examinations and testing, special equipment, uniforms).
Job Analysis and Design
36. Comprehensive job analysis
a) identify strategies for creating or designing jobs
that make use of integrated and natural supports.
b) evaluate the integration potential offered by a
position, including physical, social, and cultural
factors.
c) determine effective methods to establish natural
supports within work environments.
d) list job duties and requirements of the job in
sequence and the approximate time required to
perform each task.
e) identify and describe each job skill that an
employee will be required to perform.
f) identify job modification and accommodation
strategies.
g) identify reinforcers natural to the work site.
Worker Orientation
37. Travel/transportation arrangements and training for
getting to and from the job.
38. Strategies for establishing effective entry into a job.
a) maximize hours on the job, including natural social
times (breaks and lunch).
b) ensure the
new employee is introduced to
coworkers by worksite personnel.
c) Adhere as closely as possible to typical new
employee orientation and training procedures.
d) Ensure
necessary
modifications
and
accommodations are in place.
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Workplace Supports
39. Strategies for developing workplace supports.
a) define natural supports and rationales for their
use.
b) analyze work cultures to better understand sources
of support and social relationships at the worksite.
c) facilitate training of supported employees by
coworkers.
d) identify artificial support strategies that can
stigmatize or stereotype supported employees.
e) facilitate mentor relationships between supported
employees and coworkers.
40. Systematic training, including task analysis, natural
cues and reinforcers, error correction procedures, and
self instruction techniques.
a) task analyze job duties that require instruction.
b) conduct a baseline assessment from a task
analysis.
c) analyze baseline data.
d) establish an instructional plan that includes:
schedule for training, instructional procedures,
natural
prompts,
natural
reinforcers,
reinforcement procedures, and evaluation/data
collection procedures.
e) utilize effective verbal, visual, auditory, and/or
tactile prompts.
f) understand individualized reinforcement strategies,
including:
reinforcement
preferences
and
hierarchies, satiation effects, effect of quantity and
quality, and natural versus artificial approaches.
g) define the various reinforcement schedules:
continuous, fixed ratio, variable ratio, fixed
interval, variable interval, and how to fade
reinforcers to naturally occurring levels.
h) identify and promote use of naturally occurring
reinforcers and natural cues.
i) develop data collection procedures using
frequency, duration, interval, and performance
scoring.
j) describe how to enhance natural cues and reduce
dependence on prompts.
k) describe strategies to systematically fade prompts
and other forms of assistance.
l) analyze a graph to determine the progress of a
worker over time.
Job Site Adaptations
41. Job adaptations and accommodations that match the
needs of the worker and employer.
a) identify commonly available and non-stigmatizing
accommodations and modifications.
b) develop individualized adaptations.
c) teach the use of assistive technology.
d) assess the ongoing need for, and appropriateness
of, adaptations and accommodations.

Appropriate Social Behavior on the Job
42. Assisting individuals to meet the social behavior
expectations of the workplace culture.
a) identify cultural norms of the workplace culture.
b) describe behaviors in measurable and observable
terms.
c) assess the communicative functions of behavior.
d) identify consequences that may maintain
interfering behaviors.
e) identify considerations before implementing
behavioral procedures.
f) describe the relationship between behavior and
environment, including the events and situations
that predict occurrences of behaviors.
g) Develop appropriate strategies for supporting
individuals to acquire social behaviors.
h) understand methods of reinforcement procedures,
including DRO, DRI, DRL and Alt-R.
Stabilization
43. Maximizing worker job performance and social
integration.
a) monitor worker on-task behavior.
b) develop strategies to increase worker productivity,
if necessary.
c) assist the worker in using self-management
strategies.
d) expand worker performance so it generalizes
across supervisors, job duties, and diverse social
contexts.

Ongoing Supports
44. Sources for long-term, ongoing support.
45. Supporting
individuals,
families,
and
employers/coworkers over time.
46. Evaluating quality in supported employment services
through outcome measurement, satisfaction indicators,
and process indicators.
47. Ongoing review of the supported employee's
performance
a) determine supervisor's satisfaction with assistance
provided by employment consultant.
b) determine
supervisor's
satisfaction
with
performance of supported employee.
c) determine additional or different support needs.
d) obtain additional information regarding supported
employee's progress from family members,
coworkers, counselors, or support coordinators.
e) conduct on-site observations to evaluate job
performance.
f) record progress in a consistent manner.
48. Collaborative working relationships with other human
service professionals.
49. Supporting the job seeker and family in self-advocacy.
50. Circles of support as an ongoing resource.
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51. Community resources that will assist supported
employee in maintaining and improving his or her
quality of life.
52. How to handle job stress and burnout.

Special Populations

53. Work incentives and disincentives.
a) advise individuals about the impact of work on
their benefits.
b) write a PASS plan.
c) apply for an IRWE.

60. how to support youth with disabilities transitioning to
employment.
61. how to support people with mental illness.
62. how to support people with traumatic brain injury.
63. how to support people with sensory disabilities.
64. how to support people with autism.
65. how to support people with physical disabilities.
66. how to support people in culturally-sensitive ways,
including Hispanic, African-American, and other
cultures.

Organizational Change

Self-Employment

Managing Benefits

54. Ethics and challenges of operating both integrated and
segregated vocational services.
55. Strategies for promoting a unified vision and values
within your organization.
56. Strategies for changing the organizational structure to
support integrated employment.
57. Strategies for human resource practices that promote
and reward integrated employment outcomes.
58. Working as a member of a cross-functional team.
59. Working as a generalist versus specialist.

67. Pros and cons of self-employment.
68. Examples of supported self-employment, business
partnerships, and business ownership.
69. Job creation.
70. Developing viable business plans.
71. Sources of funding and resources.

© Training Resource Network, Inc. and Association for Persons in Supported Employment
For further information, contact Tammara Geary at Tammara@apse.org or 804-278-9187
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Section 5

CAREER PLANNING & ASSESSMENT

Section 5: Career Planning & Assessment

Section 5:
Career Planning & Assessment
5.1

Assessment Basics

5.2

Getting to Know the Individual

5.3

Methods of Assessment

5.4

Putting it All Together

5.5

Beyond Jobs: Developing a Career Path

Section Appendices:
Appendix A: The 16 Career Clusters
Appendix B: Transferable Skills Checklist
Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Describe the purpose for conducting an individual assessment.
• Explain the role of the employment specialist as a facilitator in the
assessment process.
• Identify at least three key assessment principles or best practices.
• Define the term situational assessment and its application for learning about
a person’s relevant work interests.
• Describe the concept of Person-Centered Planning as an alternative to
traditional vocational assessments.
• List the different strategies for developing a long-term career path.
• Describe transferable job skills and explain why knowing this information
about a person is an important part of the employment evaluation process.

The Elizabeth M. Boggs Center on Developmental Disabilities
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5.1 Assessment Basics
Assessment of an individual is a very important part of supported
employment. Assessment means getting to know an individual for
purposes of determining immediate employment interests. It is also an
important step for identifying long-term work goals and career direction. A
thorough assessment process will help match personal interests and current
capabilities with general types of work and related occupational skills. It also will
help identify necessary training and supports needed to bridge any gap between the
two. A comprehensive assessment will not only assess an individual’s relevant
work skills, abilities, and interests but takes into consideration other important
factors including social, educational, medical, and cultural.1,2 Assessment
information gathered about the individual will help outline other aspects of
vocational services, including job development, job matching, job placement, job
training, and immediate possible long-term support. The diagram below shows the
important facets of assessment as well as the circular relationship of this process.

Important Aspects of Assessment

Assess the
Individual’s
Work Skills &
Abilities

Assess the
Individual’s
Work Interests

Assess Ongoing
& Possible
Long Term
Supports

Assessment of
the Specific Job
and Workplace

The Elizabeth M. Boggs Center on Developmental Disabilities
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The assessment is a comprehensive process that should utilize a multi-team
approach involving the job seeker, employment specialist, vocational counselor,
case manager, employer, family, and anyone else the job seeker deems
necessary. However, it should not be seen as a one time, single assessment, but
rather an ongoing process that occurs throughout the course of supported
employment services. The box below summarizes several key vocational
assessment principles that should be incorporated into the overall assessment
process. 3
Principles of Vocational Assessment
1.

Use a variety of approaches and methods.

2.

Behavioral observation and personal interaction are essential
assessment practices.

3.

Assessments are not stand-alone indicators; instead, they represent one
part of a multi-faceted process.

4.

Effective assessments emphasize a collaborative process from several
sources of input.

5.

Vocational Assessment and evaluative measures must be current, valid,
relevant, and verified.

6.

Assessment and evaluation processes are systemic and organized, yet
flexible and accommodating.

7.

Vocational assessment is a process, not a product.

8.

Assessment of the individual should be a person-centered process that
encourages and respects self-determination, individual choice,
empowerment, informed choice, and self-advocacy.

9.

The assessment process is seen as a long-term, ongoing process that
provides the individual opportunities to continuously learn about
vocational skills and interests, as well as improve upon and develop new
skills and abilities.

10. Meaningful employment and a distinct career path helps to guide and
direct the assessment process.

The Elizabeth M. Boggs Center on Developmental Disabilities
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5.2 Getting to Know the Individual
Section 5 addressed the various roles and responsibilities of key participants
involved in the supported employment process. One key member of this team is
the supported employment provider. One of the critical roles of the agency and
the employment specialist is to get to know the person. Many agencies have
their own intake process, including their own forms and procedures for
identifying and documenting information. Regardless of the different types of
assessments used by agencies, all organizations should gather basic information
about the individual. Below are some examples of information that might be
collected.

Basic Information
• Current residency
• General likes and dislikes
• Particular hobbies & interests
• Good day/bad day
• Specific support needs
• Educational background
• Pertinent medical history
• Ideal job, boss, and co-workers
• Existing support network
• Preferred learning style (visual, auditory, tactile,
combination)
• Dreams, goals, aspirations, etc.
• Other…

The Elizabeth M. Boggs Center on Developmental Disabilities
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Besides collecting information about an individual’s vocational skills, abilities, and
interests, it is important to learn about other significant topics and subjects. One
particular area of importance for an employment specialist during the intake and
assessment process is to learn about the individuals Job Seeking Skills. To aid in
gathering some of this information an employment specialist may ask the individual
some of the following questions:
•
•
•
•

What have you done to look for a job?
Where have you looked for a job?
How have you looked for a job?
Approximately, how many employers have you been in contact with over the
past week? Month? Year?
• When is the last time you requested and completed a job application?
• When was your last job interview?
• Do you have an up-to-date resume?
It is also important to learn about the individuals understanding of Job Keeping Skills,
which are skills that are important to have in order to maintain a job and to develop
professionally. The skills described below are just some of the essential abilities that an
individual should have or learn in order to achieve and sustain employment success.
•
•
•
•
•
•
•
•
•
•
•
•

Understand the importance of personal hygiene, grooming, and appearance
Understand the importance of good attendance and punctuality
Have a basic awareness of workplace culture
Understand the meaning of a good work ethic
Demonstrate work initiative and task completion
Ability to handle constructive or corrective feedback
Be aware of various employee benefits
Distinguish between essential vs. secondary job functions
Adherence to company policy & procedures
Know how to deal with conflicts on the job
Be familiar with the workplace chain of command
Ability to seek assistance or clarification when needed

The Elizabeth M. Boggs Center on Developmental Disabilities
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The Employability Factor
For years, some have criticized the “work readiness” model of facilitybased services, such as sheltered workshops and adult day centers.
Critics have argued that individuals in these settings do not have an
adequate opportunity to explore employment in the community due to the
focus on developing pre-requisite vocational skills. Supported employment research
has shown that people with disabilities can successfully work in the community without
first attending a facility-based program. Still, one should not overlook several important
factors when assessing an individual’s employability. 4,5
• Prevocational Skills: The individual’s vocational interests and potential
knowledge about his or her need for a job and the understanding of the
concept of work itself.
• Job Seeking Skills: Behaviors needed for locating and applying for
employment, for example, understanding job ads, completing applications, or
making employment inquiries to employers.
• Interview Skills: Behaviors needed to conduct an effective interview with a
prospective employer, including understanding the interview process,
responding appropriately to questions, and asking suitable questions.
• Job Related Skills: Skills a person should have to adjust to a job situation,
such as following rules and adjusting to the work environment.
• Work Performance Skills: Behaviors such as arriving to work on time, taking
appropriate break times, following instructions, and working safely including
proper operation of equipment, machines, and tools.
• On-the-Job Social Skills: Getting along with others and constructively
handling criticism and work performance feedback.
From an employer’s perspective and from an overall employment standpoint,
these skills are critical to anyone pursuing, maintaining, or trying to further his or
her own career and professional development regardless of disability status.
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5.3 Assessment Method Categories
Employment specialist’s can use several types of assessment
methods to determine an individual’s work related skills, interests,
and behaviors. The more traditional measures include Interest
Assessments and Aptitude Assessments. These types of assessments often
consist of standardized or “formal” assessment measures that provide some score,
percentage, or ranking to indicate overall performance. These assessments are
usually very structured and in many instances involve the use of a commercially
developed instrument. Such methods of vocational evaluation aid in identifying
specific work interests, aptitudes, learning preferences, work skills, and other
vocationally relevant information. 6
A similar, yet less formal method of interest and
aptitude assessment is a Self-Report. This method of
information gathering is based on an informal
interview question and answer format between the
employment specialist and the job seeker. The
employment specialist may use an agency developed
questionnaire or a commercially available one that helps

It is important for
vocational evaluations
and assessments to be
multi-faceted and
highly individualized.
to guide this process.

When determining an individuals work interests and abilities, an employment
specialist should not rely only on formal or informal interest and aptitude
assessments. It is important for vocational evaluations and assessments to be
multi-faceted and highly individualized. Supported Employment providers and
vocational counselors have realized that formal assessment methods sometimes
yield inaccurate or unreliable results. These assessments may incorrectly label
someone as “unemployable” or “unmotivated.” Additionally, there can be an
exaggerated focus on what someone cannot do based on test findings, which
may inadvertently neglect other strengths and abilities of the person. 7
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During the early 1980s, an assessment method referred to as an Environmental
Based Assessment began to emerge. Environmental-based assessments (also
called ecological or functional assessments), allow the employment specialist to
evaluate the individual in real, naturally occurring environments and work
settings. These types of assessments go beyond the traditional or formal paper and
pencil based assessments. They are can also be more useful for obtaining
information, especially if expressive and/or receptive communications are
problems. These assessments allow both the employment specialist and the
individual to gain a greater understanding of actual work capabilities through
demonstration, direct observation, and performance of actual work tasks. The
diagram below summarizes the three-assessment methods discussed in this section
thus far.
Categories of Assessment Methods

Environmental Based
Assessment:
Used to evaluate a person’s vocational
strengths, aptitudes, and interests
through the use job samplings and job
try-outs in real work environments.

Expressed or
Self-Reported Data:
Usually a question and
answer interview format
between the employment
specialist/vocational
counselor and the
individual.

Traditional Interest
& Aptitude Assessments:
Evaluates a person’s work skills,
abilities, and interests using
vocational assessments that
provide scores, percentages, and
/or ratings.
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Environmentally based assessment methods are an intricate part of any
assessment process. They are valid methods of obtaining important vocational
information about an individual. Two common types of environmentally based
assessment methods are Community-Based Assessment, and Situational
Assessment. 8
Community-based assessment examines an individual’s local community
and most importantly the ability to function in their local surroundings.
When performing this assessment, both the employment specialist and the
individual will examine a variety settings and situations in the community.
This may include transportation accessibility and the person’s ability to
use such services, health and safety issues such as adherence to traffic and
safety signals while crossing streets, and the awareness to seek assistance
if lost or in need of medical attention.
Situational assessment is another type of environmental based assessment
method. Similar to community-based assessments, the assessment takes
place in a “real” environment, in this case a work environment. An
employment specialist may develop several job sampling sites with
community employers, which will allow an individual to try out a job or
select job tasks. To learn more about situational assessments and job
sampling, including employment laws and regulations, please refer to page
216 in Section 7.
Community & Situational Based Assessments
Some of the more common types of these assessments include
the following:
•
•
•
•
•
•

Job Analysis
Community Analysis
Job Sampling
Job Shadowing
Job-Try-Out or Temporary Work Trial
Employer Informational Interview
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Employment specialists and their organizations should provide individuals with
various methods of community and situational-based assessments. In doing this,
agencies will empower individuals to make more informed decisions that will
maximize their job choices and career goals.
Although environmental-based assessments are quite effective, it is important to
identify and incorporate multiple assessment methods, including interests and
aptitude assessments, in order to gain a better understanding of a persons work
skills, abilities, and interests.

Additional Assessment Methods
In the early 1980s, a new and more innovative individual assessment approach
emphasizing individual preferences, wants, and desires began to evolve. The
focus was not just to develop a work goal, but a career path and other important
goals and objectives in the person’s life. This assessment or goal planning
approach is known as Person-Centered Planning.
Person-centered planning is intended to help individuals
accomplish goals and objectives that they have identified. It
emphasizes a collaborative, team approach involving all
those who are important in the person’s life. Perhaps, most
importantly, it is the person who identifies and decides who
will be involved in this process.
Numerous person-centered planning models have developed over the past couple
of decades. Although there are differences between them, there is one common
thread that connects them all, and that is the emphases on helping a person
achieve his or her life dreams and desires. The box on the next page highlights
several advantages of using person-centered planning as a way of career planning.
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Person-Centered Planning:
Paving a Career Path
¾ Focuses on a person’s strengths and preferences instead of
impairments and limitations.
¾ Identifies a type of job and work environment that will best match
a person’s work preferences, skills, and abilities.
¾ Establishes short and long-term goals that will identify
employment leading to a preferred career path.
¾ Identifies and coordinates a network of formal and informal
support resources and strategies that will help to ensure long-term
employment success.
As highlighted above, person-centered planning has its own unique qualities and
advantages when compared to traditional methods of vocational assessment. It
can be used by anyone who wants to learn more about themselves and ways to
identify and pursue employment objectives and overall life goals and dreams. It
is an approach without parameters or predetermined criteria.
People with or without disabilities can use person-centered planning as a way of
guiding career exploration. In fact, one of the most popular job hunting books,
“What Color is Your Parachute?” by Richard Nelson Bolles, rates using a
person-centered approach as one of the most successful methods for conducting
a job search and career exploration. Person-centered planning is especially
beneficial for people with significant disabilities. One key aspect of personcentered planning is the involvement of individuals who are most important in
the person’s life and not surprisingly, know the person best. People who
typically participate in a person-centered plan include family members, friends,
community members, and paid professionals including the employment
specialist.

5.4 Putting it All Together
The Elizabeth M. Boggs Center on Developmental Disabilities

138

Section 5: Career Planning & Assessment

Once the employment specialist gathers all the relevant vocational information
from the assessment process, it is important to organize, interpret and present
this information to the individual. One method of doing this is by using a
Vocational Profile. The vocational profile, sometimes referred to as an
individual profile, can be used as a stand-alone assessment tool or as a method
of combining information collected from several assessment methods into one
comprehensive document. The flow chart below summarized this process. 9
Initial Meeting
with the
Job Seeker

Community
Assessment

Observing the
Applicant

Getting to
Know the
Individual

Compiling and
organizing the
information

Additional
Sources of
Information

Assistive
Technology
Needs
Assessment

Creating a
Vocational
Profile

The Profile Meeting:
Discussion and
Interpretation of
Results with the
Individual

Appropriate job match identified based on
individuals skill, interests, preferences, and desires
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The tables on the next two pages summarize some of the different types of assessment
methods. Examples provided include formal vocational assessments, such as some of
those listed for interest and aptitude assessments, as well as informal assessments
including environmental and person-centered examples.
ASSESSMENT METHODS SUMMARY
Assessment

Interest
Assessment

Description
Assess person’s
preferences, likes,
interests, and wants
through more formal
data collection
measures.

Advantages
Multitude of
selections and types
of assessments.
Feasibility of
administration- most
are paper & pencil.
Low to moderate
cost.
Defines wide
spectrum of
vocational likes and
dislikes.

Disadvantages
Many to choose
from.
Potential to over
generalize results.
Lacks “real” work
environment.
May be inapplicable
for non-verbal
clients.










Aptitude
Assessment

Assess person’s
capacity to perform a
particular skill, learn
and understand
information, or behave
in a certain way.
Information gathering
based on formal data
collection measures.

Highly standardized
measures.
Precise data
collection.
Defines specific
vocational skills &
abilities and
corresponding skill
level of individual.

Potential to over
generalize results.
Too much focus on
what a person can’t
do.
Moderate to High
Cost.
Less focus on persons
work preferences,
needs, wants, desires
Lacks “real” work
environment.
May be inapplicable
for non-verbal
clients.
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Examples
Wide Range Interest
Opinion Test
(WRIOT)
Geist Picture Interest
Inventory-Revised
Reading-Free
Vocational Interest
Inventory-Revised
(R-FVII-Revised)
Strong Interest
Inventory (SII)
Kuder Occupational
Interest Survey
Career Assessment
Inventory (CAI)
Job Preferences
Inventory (JPI)
General Aptitude Test
Battery (GATB)
Non Reading Aptitude
Test Battery (NATB)
Differential Aptitude
Test (DAT)
The World of Work
Inventory (WOWI)
Career Ability
Placement Survey
(CAPS)
Comprehensive
Vocational Evaluation
System (CVES)
Individual Skills
Inventory (ISI)
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ASSESSMENT METHODS SUMMARY
Assessment

Environmental-Based
Assessment
(also referred to as
Ecological
Evaluation)

Description
Assessment of an
individual’s
functional skills and
aptitidues in naturally
occurring settings
(e.g., crossing a
street, using a bus,
sampling work at a
job site).

Person-Centered
Planning

Multidisciplinary
team approach that is
person centered.
Focus is on
identifying individual
goals and objectives
as well as necessary
supports.

Vocational Profile
(also referred to as
Individual Profile)

Either a stand alone
information broad
information gathering
and assessment tool.
Or, used to record
and interpret data
collection form
several assessment
resources.
Simulated work
environments using
tools, materials, and
tasks that are similar
to those found in
actual job setting.

Work Samples

Advantages
Real work
environment.
Focuses on work
preferences, needs,
and interests of
individual.
Integrated work
settings
Appropriate for
non-verbal clients.
Focuses on
individuals’ goals,
aspirations, and
desires.
Involves input
from family,
friends, and
advocates.
Encourages
creativity
and collaboration.
Appropriate for
non-verbal clients.
Emphasizes all
aspects of
individuals life.
Focus is on
individual
preferences. Less
reliance on formal
assessment
methods.

Disadvantages
Potential sites limited
by local labor market
and/or employer
receptivity or lack
thereof.

Examples
 Communitybased Activity
 Job Sampling
 Volunteer
Activity
 Internship

Conflicting group
dynamics.
Vague goals and
objectives/lack of
direction.

 Making Action
Plans (MAPS)
 Group Action
Planning (GAP)
 Circles of
Friends
 Essential
Lifestyle
Planning
 Personal Futures
Planning
 Planning
Alternative
Tomorrows with
Hope (PATH)

Internal agency
developed profiles
may lack certain
critical assessment
information.
May be inapplicable
for non-verbal clients.

Standardized
measures.
Precise data
collection.
Defines specific
vocational skills &
abilities and
corresponding skill
level of individual.

Overgeneralization of
results.
Too much focus on
what a person can’t
do.
Moderate to High
Cost.
Less focus on persons
work preferences,
needs, wants, desires
Lacks “real” work
environment.

 Customer Profile
Form
 Individual
Supports
Assessment
Form
 Vocational
Profile
(Callahan, M.)
 Valpar Work
Samples
 Singer VES
 JEVS Samples
 MICROTOWER System
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As mentioned earlier, when assessing the job seeker, the
employment specialist needs to keep an open mind. What
may work for one individual may not work for another.
Regardless of the actual assessment methods used, several
important factors should form the foundation of any assessment
process. Listed below is a summary of key assessment principles. 10
Foundational Elements of Assessment
1. The employment specialist and the individual should collaborate to
determine the best assessment method.
2. Information gathered about the individual is kept confidential.
3. The individual is comfortable with the chosen assessment method.
4. The individual’s input is emphasized throughout the assessment
process.
5. Emphasis is placed on the person’s strengths, skills, and abilities, not
deficits or limitations.
6. The concept of a career path drives the assessment process, rather than
simply finding a job.
7. The individual understands that he or she have rights during the
assessment process, such as the option to decline participation in part
of or an entire assessment method.
8. Career dreams and aspirations are encouraged not redirected or
considered “unrealistic.”
9. The assessment methods chosen are not determined by availability of
funding, resources, convenience, or time required administering.
10. The purpose of the assessment (including information gathered) is
explained to the individual in detail and in a way that the person
understands.
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5.5 Beyond Jobs: Developing a Career Path
One key role of the employment specialist is to help the individual
look beyond the process of just getting a job, but to consider longterm career decisions and direction. Consider your own career path.
• What did you want to be when you were growing up?
• Does the job you have today reflect any of the work goals that you
expressed when you were younger?
• How many jobs have you had thus far?
• How many different careers have you had?
• What are your current career goals and aspirations?
• How do you get there?
Most people working today, whether it is their first job or their tenth
job, are on a path of continuous career development and work
exploration. In fact, according to the US Census Bureau, the average
working American will have 3 to 5 careers and 10 to 12 jobs during
his or her lifetime. The employment specialist needs to convey to the
job seeker that pursuing a work interest or career path is an evolving
process of self-discovery and learning. It is important for job seekers
to understand that each potential new job will help them get closer to
their ideal job.
Both the employment specialist and the job seeker should consider a
range of employment environments and potential occupations to
explore. Unfortunately, this does not always seem to be the case when
it comes to employment opportunities for people with disabilities.
People with significant disabilities are sometimes categorized or
considered “best suited” for certain types of work environments.
These jobs often revolve around basic entry-level positions in a
number of fields including janitorial, clerical, retail, and fast food.

The Elizabeth M. Boggs Center on Developmental Disabilities

143

Section 5: Career Planning & Assessment

Jobs considered typical or best suited for people with disabilities are
sometimes referred to as the “7 F’s.” These occupations are:

Career Path Considerations: Not Just About the 7 F’s
1.
2.
3.
4.
5.
6.
7.

Food
Folding
Flowers
Filth
Filing
Fetching
Factory

These seven work environments or jobs represent a small fraction of the
many types of jobs that are available. The Dictionary of Occupational Titles
lists over twelve thousand occupations and more than twenty-eight thousand
job titles. These numbers may seem a bit overwhelming, so to start with a
more manageable figure, the Department of Labor has created the
Occupational Information Network (ONET) website. It offers users a career
organizational tree based on the sixteen Career Clusters. ONET breaks down
the career clusters into over 900 different positions. They list detailed
information about the necessary knowledge, skills, and abilities needed for
each job, as well as educational and occupational requirements and projected
salaries. The common sixteen career clusters are used to help job seekers
match their work interests, skills, and abilities to different work
environments and specific jobs. Appendix A in this section provides a
summary of each career cluster.
The 16 Career Clusters
1. Agriculture, Food, & Natural Resources
2. Architecture & Construction
3. Arts, A/V Technology &
Communications
4. Business, Management & Administration
5. Education & Training
6. Finance
7. Government & Public Administration
8. Health Science

9.
10.
11.
12.
13.
14.
15.

Hospitality & Tourism
Human Services
Information Technology
Law, Public Safety & Security
Manufacturing
Marketing, Sales & Service
Science, Technology, Engineering
& Mathematics
16. Transportation & Distribution
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Focus on Transferable Skills
What are transferable skills? Simply stated, these are skills acquired
during a variety of different activities such as jobs, classes, parenting,
hobbies, sports, or just about anything else that is transferable and
applicable to what you want to do in your next job. Unlike job-related
skills, which tend to be used only in one type of work, transferable skills
are skills that can be used in every occupation, regardless of the type of
work. You can transfer these universal skills from one type of work to
another without much effort or training on your part or the employer. Job
seekers and employment specialists sometimes focus too much on actual
job skills, and not enough on transferrable skills. A Transferable Skills
Checklist is in Appendix B of this section. Some common transferrable
skills include the following:
• Ability to lead
• Analytical & mathematical skills
• Attentiveness, ability to follows instructions
• Creativity
• Computer skills
• Detail-oriented, quality-minded
• Determination, goal-oriented
• Delegation skills
• Decision making
• Efficient, economy-minded
• Fair-minded, honest, trustworthy
• Effective written and verbal communication skills
• Hardworking, diligent, industrious
• Intelligent, is a quick study, naturally curious
• Negotiation skills
• Organized, methodic, orderly
• Patient, level-headed
• People oriented, easygoing, team player
• Problem-solving
• Professionalism
• Ability to work independently
• Work initiative
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Recommended Resources
There are hundreds of job exploration and career development
websites available online. In fact, you can spend hours just figuring out
where to start. The following websites help to minimize the overwhelming
task of career exploration via the world wide web.
The Online Occupational Information Network (ONET)
http://online.onetcenter.org
ONET is the nation's primary source of online occupational information. Central to
the project is the ONET database, containing information on hundreds of
occupations. Their comprehensive database provides information on key
attributes and characteristics of workers and occupations. It also provides a full
array of career exploration tools to assist workers and students who are looking
to find or change careers.
Career One-Stop
www.careeronestop.org
Career One-Stop is a U.S. Department of Labor-sponsored web site that offers
career resources and workforce information to job seekers, students, businesses,
and workforce professionals. It helps individuals explore career opportunities to
make informed employment and education choices. The web site features userfriendly occupation and industry information, salary data, career videos, education
resources, self-assessment tools, career exploration assistance, and many other
useful resources.
New Jersey Workforce Public Information Network (NJWPIN)
http://lwd.dol.state.nj.us/labor/wnjpin/wnjpin_index.html
NJWPIN in conjunction with NJ One-Stop Career Centers offer a variety of
tools to help job seekers find a new job or explore a new career. Some of the
various website features include job listings, career advice, workforce
information, and an automated job match system.
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Section Summary
5 Important aspects of Career Planning & Assessment
include the following assessment areas:
y An individual’s work skills & abilities
y The individual’s work preferences
y The Specific job and workplace
y Possible long-term supports
5 Besides assessing a person’s work skills and abilities, other important
information that should be collected includes:
y General likes and dislikes
y Particular hobbies & interests
y Good day/bad day
y Specific support needs
y Ideal job, boss, and co-workers
y Existing support network
y Preferred learning style (visual, auditory, tactile, combination)
y Dreams, goals, and aspirations
5 It is important for the employment specialist to learn about a person’s
Job Seeking Skills (e.g., does the person know how to apply for a job or
how to conduct him or herself on a job interview) and Job Keeping
Skills (e.g., does the person understand the importance of proper work
appearance, punctuality, and work initiative).
5 Several other important types of assessments that should be used when
evaluating a person’s work interest, skills, and abilities include:
y Community-Based Assessment (e.g., assisting the person with how
to use their local public transportation, including traveling training).
y Situational Assessment (e.g., arranging for an individual to try out
a particular aspect of a job with an employer in the community).
y Person-Centered Planning (e.g., a team approach toward helping
a person develop not only a work goal, but a career path and
other important goals and objectives in the person’s life).
5 Another key aspect of employment supports and services is to go beyond
simply finding a job for an individual but to assist the person with
developing a Career Path.
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Source: Career Clusters-NJ Next Stop: www.njnextstop.org
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The 16 Career Clusters
The production, processing, marketing, distribution, financing,
and development of agricultural commodities and resources
including food, fiber, wood products, natural resources,
horticulture, and other plant and animal products/resources.
Careers in designing, planning, managing, building and
maintaining the built environment.

Designing, producing, exhibiting, performing, writing, and
publishing multimedia content including visual and performing
arts and design, journalism, and entertainment services.
Business Management and Administration careers encompass
planning, organizing, directing and evaluating business functions
essential to efficient and productive business operations.
Business Management and Administration career opportunities are
available in every sector of the economy.
Planning, managing and providing education and training
services, and related learning support services.

Planning, services for financial and investment planning, banking,
insurance, and business financial management.

Executing governmental functions to include Governance;
National Security; Foreign Service; Planning; Revenue and
Taxation; Regulation; and Management and Administration at the
local, state, and federal levels.
Planning, managing, and providing therapeutic services,
diagnostic services, health informatics, support services, and
biotechnology research and development.
Hospitality & Tourism encompasses the management, marketing
and operations of restaurants and other foodservices, lodging,
attractions, recreation events and travel related services.

Preparing individuals for employment in career pathways that
relate to families and human needs.

Building Linkages in IT Occupations Framework: For Entry Level,
Technical, and Professional Careers Related to the Design,
Development, Support and Management of Hardware, Software,
Multimedia, and Systems Integration Services.
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Planning, managing, and providing legal, public safety, protective
services and homeland security, including professional and
technical support services.
Planning, managing and performing the processing of materials
into intermediate or final products and related professional and
technical support activities such as production planning and
control, maintenance and manufacturing/process engineering.
Planning, managing, and performing marketing activities to reach
organizational objectives.

Planning, managing, and providing scientific research and
professional and technical services (e.g., physical science, social
science, engineering) including laboratory and testing services,
and research and development services.
Planning, management, and movement of people, materials, and
goods by road, pipeline, air, rail and water and related
professional and technical support services such as transportation
infrastructure planning and management, logistics services,
mobile equipment and facility maintenance.
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Transferable Skills Checklist

Transferable skills are skills that can be transferred from one job or career to another

Key Transferable Skills
___instruct others
___manage money, budget
___manage people
___meet deadlines
___meet the public

___negotiate
___organize/manage projects
___public speaking
___written communication skills

Skills Working With Things
___assemble things
___build things
___construct/repair
___drive, operate vehicles
___good with hands

___observe/inspect
___operate tools/machines
___repair things
___use complex equipment

Skills Working With Data
___analyze data
___audit records
___budget
___calculate/compute
___check for accuracy
___classify things
___compare
___compile
___count
___detail-oriented

___evaluate
___investigate
___keep financial records
___locate information
___manage money
___observe/inspect
___record facts
___research
___synthesize
___take inventory

Skills Working With People
___administer
___advise
___care for
___coach
___confront others
___counsel people
___demonstrate
___help others
___instruct
___interview people
___kind
___listen
___negotiate

___outgoing people
___patient
___perceptive
___persuade
___pleasant
___sensitive
___sociable
___supervise
___tactful
___tolerant
___tough
___trusting
___understanding
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Creative/Artistic Skills/Athletic
___artistic
___dance, body movement
___drawing, art
___expressive
___perform, act

___present artistic ideas
___athletic
___competitive
___team player

Skills Working With Words/Ideas
___articulate
___communicate verbally
___correspond with others
___create new ideas
___design
___edit
___ingenious

___inventive
___library research
___logical
___public speaking
___remember information
___write clearly

Leadership Skills
___arrange social functions
___competitive
___decisive
___direct others
___explain things to others
___influence others
___initiate new tasks
___make decisions
___manage or direct others

___mediate problems
___motivate people
___negotiate agreements
___plan events
___results-oriented
___risk-taker
___run meetings
___self-confident
___self-motivate
___solve problems

Other Skills You Have:

PUTTING YOUR TRANSFERABLE SKILLS TO WORK
list five skills which you consider to be your “best” transferable skills. Write an example of where
or how you used this skill and rank the skills with number 1 being the most important
Skill
Example
Ranking
a.
b.
c.
d.
e.
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Section 6: Supported Employment & Marketing

Section 6:
Supported Employment & Marketing
6.1 Marketing Basics
6.2 Avoiding Marketing Mistakes
6.3 Customer-Focused Marketing
6.4 Getting to Know Your Customer
6.5 Marketing Code Of Ethics
Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Summarize the term marketing and explain its importance for

promoting supported employment services.
• List and describe the Four P’s of Marketing.
• Provide at least five methods or ways to market and advertise

supported employment services.
• Identify and discuss specific strategies for developing business

partnerships.
• Explain what Word-of-Mouth Marketing & Advertising

(WOMMA) is and how to develop an effective WOMMA
campaign.
• Give at least three reasons why business marketing messages

sometimes fail.
• Describe what Customer-Focused Marketing is and why it is

important for establishing and maintaining business relationships.
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6.1 Marketing Basics
What is marketing and why is it important?
Simply stated, marketing is everything a business does to attract
new customers and to retain the ones it already has established.
Marketing is the means by which companies communicate their
products and services to their target markets. Regardless of whether a
company is driven primarily to make money (e.g., for-profit business) or
motivated less by revenue (e.g., non-for profit), marketing is what keeps
businesses in business.
The next couple of sections will focus on the “business of doing business.”
We will address several topics, including marketing, advertising, selling, and
satisfying customers’ needs. It is now time to shift gears from a human
services organization that provides supported employment services to a
company that provides employment solutions for businesses!
Marketing is a comprehensive process that involves sales, advertising,
pricing, positioning, and promotion. In fact, marketing is all of these
things and much more. One popular definition of marketing describes it in
the following way:
"Marketing is the process of planning and executing the conception,
pricing, promotion, and distribution of ideas, goods, services,
organizations, and events to create and maintain relationships that will
satisfy individual and organizational objectives."
-Contemporary Marketing Wired (1998) by Boone and Kurtz. Dryden Press.

The Chartered Institute of Marketing (CIM) expands upon this
definition by stating that marketing not only helps to identify
customer needs, but also serves to satisfy their immediate (short-term)
needs and anticipates future (long-term) ones as well. A sound
marketing plan will focus on the satisfaction of customer needs,
wants, and requirements.
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A good marketing plan is one that is organizationally driven, owned,
and implemented by everyone from within the company including:
• The Board of Directors
• Agency Executives
• Supervisors & Managers
• Direct Support Staff
• Volunteer Staff
Critical to any marketing plan is the buy-in from front line staff and
agency executives. In order for a marketing plan to be successful, an
agency must provide program managers and direct support staff with
the necessary materials, tools, and resources to execute the plan
(e.g., adequate office space and office supplies, up-to-date computer
and software, reliable company vehicles or competitive travel expense
reimbursement).
Sometimes companies, including human service organizations, tend to
neglect or do not thoroughly address the marketing piece of their
business. This includes regularly evaluating its short term and longterm effectiveness. A strong marketing plan should have a clearly
defined purpose. For an agency that provides supported employment
services, it should help guide their decision-making concerning the
promotion and implementation of employment services for people
with disabilities. 1

A good marketing plan will address the following questions:
•
•
•
•
•
•

What is your service?
Who is your customer?
What makes you different and unique?
What is the price or perceived value of your services?
Why would your potential customer want or need this service?
How do you intend to “sell” or promote your goods and
services?
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The Four P’s of Marketing
Marketing is an essential component of any successful
business, including human service organizations. A solid
marketing plan will incorporate a combination of ideas, tools, and
approaches aimed at promoting and “selling” a company’s goods and
services to perspective customers. There are four key factors, known as the
Four P’s of Marketing, which greatly influence and shape a company’s
marketing plan. They are:2

1) Product 2) Placement 3) Promotion 4) Pricing
RODUCT

Product refers to any produced item, service, or goods that an organization
offers to its target customer or audience to satisfy their specific needs, wants,
and requirements. The product, however, goes beyond the specific goods
and services offered to the customer. Instead, it is everything about that
experience or “transaction” between a customer and the organization. For
instance, when a customer buys a new car, the product consists of not only
the actual car but also the information provided by the salesperson prior to
purchasing the car, the experience the customer had with the financing
department, the car’s warranty, and the ensuing car dealership follow-up
service.
It is everything that happens before, during, and after the establishment of a
business relationship. For the supported employment provider, this might
involve the initial point of contact, getting to know the employer,
recommending a job candidate, assistance with the job application and job
interview process, job hiring support, job coaching services, and follow-up
help to ensure long-term success and customer satisfaction both for the
employee and the employer.
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LACEMENT

The Placement part of marketing refers to the activities
…a provider may focus
necessary to make the product or
or specialize in reaching
out to a particular type
service available to customers when
of employer to establish
and where they want it. Placement
also refers to how a product or service an employment niche…
is sold, or in the case of a supported employment provider, offered. For
instance, a provider may focus or specialize in reaching out to an employer
to establish an employment or industry niche such as administrative,
healthcare, retail, childcare, education, or hospitality. They also may focus
their services on a particular geographic region, such as northern, central, or
southern New Jersey.
Demographics also may guide the selection or placement of goods and
services. An organization may specialize in assisting individuals with a
particular type of disability. However, they may also use age, income,
education, and ethnicity to focus their marketing efforts even further. For
example, an organization may specialize in assisting Hispanic students who
are deaf or hard of hearing, and living primarily in urban areas.
Questions to Consider
1) What is your agency’s specific niche or specialty?

2) Do you have a target market or particular group of people
with disabilities whom you primarily assist or support?

3) What makes you and your organization an expert in this area?
(e.g., special training, skills, and education)
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RICING

The price not only refers to the actual cost of goods or services
offered, but also refers to the worth or perceived value of
the particular product or service offered.
For the supported employment provider, specifically the
employment specialist, this means convincing the employer
that your services are worth their time, energy, effort, and attention.
PROMOTION

Promotion asks the question, “How will an organization promote or sell
their services?” Promotion is the set of activities that give the product or
service information to the potential customers in order to encourage them to
buy or use a particular product or service.

Promotion & Advertising
“Advertising says to people, ‘Here’s what we’ve got. Here’s what it will do for
you. Here’s how to get it.”
~Leo Burnett, advertising executive~
Advertising is the method of communication intended to educate and inform a
target market about an organization’s products and services.3 Its principle
purpose is to tell the potential customer how they can obtain, use, and benefit
from their product. The ultimate goal of advertising is to convert potential
customers into paying customers. This could mean buying a particular product,
or for a supported employment provider, an employer that hires a recommended
job applicant or utilizes a particular aspect of their service.
Although there are a variety of advertising methods to choose from, it is
important for an organization to choose the most optimal method possible,
sometimes referred to as Advertising Optimization or Strategic
Advertising.4 It is no coincidence when watching a football game on
television that commercial ads are targeted towards younger males.
According to Neilson Media Research, the highest television viewership for
such an event is by males between the ages of 18-34.
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Businesses are keenly aware of advertising optimization, therefore,
commercials promoting products, goods, and services that are appealing to
this demographic are typically aired during these higher viewership periods.5
Commercials shown may include beverages, sports cars, and high-end
electronics, which are all products and services purchased and used in
greater percentage by younger males as compared to other demographics.
Human service organizations must adopt the same advertising
strategies and principles that businesses use in order to compete and
thrive in an increasingly competitive
marketplace. Using this method of
Human service
organizations must adopt
advertising, a supported employment
the same advertising
organization may decide to place an ad in an
strategies and principles
employment or rehabilitation magazine about
that businesses use in order
their services, purchase advertisement
to compete and thrive in an
sponsorship for a particular event such as a
increasingly competitive
conference or company fundraiser, or
marketplace.
advertise in a particular business publication,
trade magazine, or circular.6 , 7
Some other advertising examples include:

•
•
•
•
•
•

Newspaper Ad
Magazine Ad
Press Release
Local Television & Radio
Yellow Page Listing
Agency Website

• Community Bulletin
• School Newsletter
• Community Event Sponsorship
(e.g., charity race)

• Online Job Boards and Career Websites
• Internet Banner Ads (e.g., related websites &

ancillary services)
The goal of this type of advertising is to promote the benefits of your
agency’s services, in this case employment services. However, you cannot
promote a particular benefit without knowing who your target market is,
including knowing their needs, wants, and interests. As we will see later in
this section, this information is vital for connecting with customers and
convincing them that your services can benefit them in a variety of ways.8
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Promotion & Business Marketing Materials
Business Marketing Materials represents the “how-to” part of your marketing
plan. How do you plan to market your particular goods and services? What
marketing method will you choose? Human service organizations are no
different from any other business when it comes to marketing & advertising.
Businesses continuously have to market their goods and services in order to
maintain current customers and gain new ones. Unfortunately, human service
organizations sometimes do not do as good of a job in this area as compared
to other businesses. Business marketing materials can be broken down into
two basic categories. There are the essential or core marketing materials, and
secondary or promotional materials. Core marketing materials include items
that introduce and inform customers about a businesses goods and services.
For example:
• Business Cards
• Company Brochure
• Company Letterhead
• Letters of Reference from Past Customers
• Company Thank-You Note Cards
• Industry/Company Fact Sheets
• Company Presentation Folder
• Printed Agency Newsletter
• Electronic Agency Newsletter

The Elizabeth M. Boggs Center on Developmental Disabilities

162

Section 6: Supported Employment & Marketing

Company Newsletters: A Bridge to Businesses & Beyond
Newsletters are great for keeping your past, present, and future
customers informed and apprised of your agency and related
events. Some useful ideas for an agency newsletter include:
Reprint a recent press release about your agency.
Highlight a specific success story, such as a job placement, anniversary
dates, promotions, and accomplishments. These stories can be about
staff, people receiving services, or employers.
Talk about agency fundraisers or upcoming events and activities that
might appeal to employers.
Have a “Job Candidate of the Month” section that summarizes an
individual’s work goals and related interests. Better yet, have the job
candidate write his or her own article.
Have an “Employer of the Month” story, which highlights an employer that
has recently used your organization’s supported employment services.
Interview the employer and include specific quotes from them in the article.
Share your agency’s quality assurance results, such as supported
employment satisfaction surveys.
Announce Board of Director openings.
Request participation in an employer focus group for employing people
with disabilities.
Highlight professional articles and research that addresses the benefits of
hiring people with disabilities.

Some organizations choose to have a specific agency newsletter that is geared
toward employment and related services. Another option is to have a separate
insert that focuses on supported employment activities. Most importantly, a
company newsletter should be a polished, professional publication that is
representative of the agency’s mission, goals, and customer’s interests. It
should be, respectful of people with disabilities, avoid any charitable or
“needy” themes, speaks to the audiences interests, and delivered in a reliable,
timely and consistent manner. For instance, your “latest” or “most recent”
circulated newsletter should not be from two years prior.
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Also, remember to include all relevant customers in your newsletter mailing
list. This includes employers, families, individuals receiving services, funding
agencies, community organizations, employees, and the board of directors.
Some organizations may feel that a newsletter takes too much time and is too
expensive to publish and distribute; however, in today’s technology driven
society, designing and distributing a company newsletter is just a few mouse
clicks away. There are many cost effective software programs and online
services that can help you create, publish, and circulate a company newsletter in
a relatively short period of time.
In addition, the creation of a company newsletter can serve as an
organizational activity that incorporates both staff and people receiving
services. An agency newsletter committee is a great way to involve people
receiving services, while at the same time allowing the employment specialist
to learn more about the individuals, including their job relevant skills,
abilities, and interests. Participation in a news committee may help the
employment specialist learn about a person’s writing and reading
comprehension skills, interpersonal strengths and weaknesses, communication
skills, and computer proficiency.
Remember, a company newsletter, or any other promotional material, represents
an important part of an agency’s marketing efforts. If your customers do not
know who you are or what you are up to, chances are they are not going to be
your customers for a very long time. The key function of any agencies printed
marketing material is to educate, inform, and perhaps most importantly, keep
your agency in your customer’s minds and on their resource radar!
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High-Tech Advertising
Thanks to the tremendous advances in technology, organizations of today
have a variety of unique, creative, and exciting high-tech business marketing
methods to choose from, for example:
•
•
•
•
•
•
•

Electronic Business Card
Interactive Company CD-ROM
Agency DVD
Business Overview via MP3 File
Agency Pod Cast
Banner Ads on other Websites
Agency You-Tube Video

There are some unique advantages when going the high-tech advertising:9
¬ Affordability: Less expensive than printed brochures and catalogs
¬ Influential: An exciting way to market your products or services
¬ Effective: More effective than traditional paper products
¬ Flexible: Ability to easily change content and update when needed
¬ Convenience: Directly links to your website and e-mail address
¬ Timeliness: Provide customers with up-to-date information
An Agency newsletter, stationary, business cards, and company
website are all examples of primary business marketing materials.
Secondary or Promotional Items, on the other hand, serve as visual
reminders that continuously promote and advertise an agency’s
existence and its unique goods and services. Some typical types of promotional
items may include:
•
•
•
•
•
•
•
•

Apparel & Caps
Agency Awards & Certificates
Bags, Totes, Umbrellas
Bookmarkers
Calendars
Candy, Food & Drinks
Computer Accessories
Key Tags

•
•
•
•
•
•
•
•

Magnets
Mugs & Drink ware
Novelty Toys (e.g., stress relievers)
Office & Desk Products
Pens, Pencils & Markers
Safety & Wellness
Tools & Flashlights
Travel Accessories
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The key function of any marketing material, whether it is traditional, high-tech,
promotional giveaway or a combination of all three, is to help an organization
reach their target audience and ultimately grow their customer base.
A FINAL THOUGHT

ON

ADVERTISING

Why Is It?
A person wakes up after sleeping—
under an advertised blanket,
on an advertised mattress,
pulls off advertised pajamas,
bathes in an advertised shower,
using advertised shampoo & soap
brushes their teeth with advertised toothpaste,
puts on advertised clothes,
slips on advertised shoes,
bought from an ad they saw in a department store advertisement,
drinks a cup of advertised coffee,
drives to work in an advertised car,
and then, refuses or fails to advertise their business,
believing it doesn't pay or it’s not that important.
Later when the “unadvertised” business is doing poorly
and finally closes its doors, it’s advertised “For Sale.”
Why is it?
—Anonymous—
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Promotion & Personal Selling
Personal selling involves direct, in-person or over the telephone
communication with the potential customer in order to introduce
and explain your organization, your role, and the particular
goods or services that you are offering to them. For the employment specialist,
this is a very important and necessary part of the marketing process. Agencies
and staff can use a variety of personal selling strategies such as:
•
•
•
•
•
•
•
•
•
•
•
•

Agency open house
Agency “meet & greet” breakfast or luncheon for area businesses
Telephone call
Business partnerships (e.g., partnering with a temporary employment
agency)
Host a seminar or workshop
Presentation at local chamber of commerce
Business to business (drop-by visits)
Agency fundraiser
Employer focus group event
Participation in locally sponsored community & business events
Interview on local television/radio
Word-of-mouth advertising

Word-of-Mouth Marketing & Advertising:
A Proven Promotional Practice
Word-of-mouth marketing and advertising, sometimes
referred to as WOMMA, is one of the most effective forms
of business promotion. Simply stated, it is one happy
customer telling a potential new customer how satisfied
they are or were with a business’s products and services. It represents one
of the most credible and influential promotional practices. 10,11
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Supported employment providers must take a proactive approach if they
wish to develop a strong word-of-mouth advertising campaign. You cannot
get what you do not ask for; therefore, an organization must make the first
move.
Consider some of these proactive word-of-mouth advertising strategies:
•
•
•
•
•
•
•

Ask present employers for referrals.
Put employer testimonials in marketing material.
Ask for employer letters of recommendation.
Place employer endorsements on your company website.
Invite a satisfied employer to speak at an agency or
professional related event.
Ask employers if they would be interested in providing
testimonials via fax, email, or telephone about your services
Establish a customer referral system.

In order to gain customer endorsements and rave reviews, an
organization must provide services that warrant such praise. The
premise behind word-of-mouth advertising is that happy customers are
the greatest form of endorsement. For a supported employment
provider, this means satisfying the wants, needs, and expectations of not
just one but several core customers. As noted earlier in this section,
typical supported employment customers include the job seeker, family
members, employers, and funding agencies.

A Great Job Match: A Service Worthy of WOMMA!
In order to build a strong case for word-of-mouth marketing and
advertising, the agency must seek to meet the needs of all of their
customers. When considering supported employment services, one of
the most common needs shared by all customers is a good job match.
This shared expectation is the single strongest thread that connects all
supported employment customers. A good job match creates a domino
effect of happy and satisfied customers, thus, forming the foundation of
a strong WOMMA campaign.
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Word-of-mouth advertising is still one of the most powerful forms of
business promotion. The most effective campaigns come from highly
satisfied customers, which usually develop when an agency and staff go
the extra mile for their customers.
A company’s goods and services must be exceptional in order to compel
and motivate a customer to want to share the good experience with his
or her personal and professional network. The organization must make
the process a seamless and memorable experience that goes far beyond
the customers expectations. In doing so, this will result in more
business referrals, and stronger, longer lasting relationships with
customers. Satisfied customers represent the best method of
advertisement and they are the most cost-effective, which is very
important if you are on a shoestring budget!

6.2 Marketing Mistakes to Avoid
A marketing message is one of the most fundamental
aspects of the marketing plan. A great marketing
message, combined with effective advertising and
promotion, will go a long way toward creating and growing a strong customer
base. However, for many businesses, including human service organizations,
marketing messages often miss their mark. Some of the tell tale signs of a
poorly thought out marketing message include the following supported
employment examples:
•

Unclear or confusing:
“I understand you are currently hiring for a few departments.
The person I have in mind is interested in working in retail but he
would also be interested in working in your warehouse or
janitorial services, or even as a food prep worker in your
cafeteria. We would provide the job training for any of these
positions or you can train him, or we can do a combination of
both. We can work with him at the job as long or as little as you
would like us to or…”
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•

Overreaching or over-promising
“Our job candidates are all pre-screened and pre-qualified so you
can rest assure anyone we refer to you will be able to do the job.”

•

Too simplistic or one-dimensional
“We help people with disabilities get jobs.”

•

Over generalizing or characterizing
“People with disabilities are very loyal employees and they
rarely call out sick!”

•

Using industry jargon, language, or lengthy explanations
“I work as an Employment Supports Specialist for the CARF
accredited human services agency Lance County Occupational
Opportunities and the Division of Vocational Rehabilitation
Services and the Division of Developmental Disabilities fund us
to provide Supported Employment services for people with
disabilities (deep breath)…our organization’s mission is to help
people with disabilities find meaningful employment and we
primarily work with people who have cognitive, intellectual,
and developmental disabilities. Do you have any questions?”

A poor marketing message will do more harm for a business than not having
one at all. Muddled messages will only confuse and disinterest a target
market. The audience will fail to understand what benefit or advantage they
will get from conducting business with the organization. David Frey, a
business-marketing expert and author of “The Small Business Marketing
Bible”, summarizes this failure to communicate effectively as follows:
“The biggest marketing message mistake I see is companies
communicating 'What-We-Do' instead of 'What Is In It For Me’.
If these were two radio channels (i.e. WWD vs. WIII-FM), which
one do you think your prospect would rather hear. While you are
playing WWD on your radio transmitter, your prospect is looking for the
WIII-FM station. In order for your message to match your market you need to
be broadcasting WIII-FM”.
~David Frey, business author~
Unfortunately, there are probably more organizations transmitting on the
“What We Do” frequency as opposed to the “What Is In It For Me” channel.
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Another issue that often contributes to a muddled message is the over
abundance of information included in the marketing material. This is
especially true for human service agencies. When an employment specialist
presents a brochure or pamphlet to an employer that describes all the agency’s
programs and services from residential care, case management, to community
supports, and supported employment, it is simply too much information.
Marketing materials or marketing messages should not be a “one size
fits all approach.” Literature that summaries and describes various
support programs and services for people with disabilities is fine for
some customers but not for all. This is especially true when your
customer is an employer seeking to fill a position. Consider the
following questions.
• What significance does it present for an employer to know that your
agency provides case management services?
• Why is it relevant for an employer to learn that you have group homes,
supervised apartments, and supported living residential services?
• Where does information about an agency’s source of funding,
state agency partnerships and affiliations, or statistics and data
about the state of employment for people with disabilities serve to
benefit the employer?
• How is it beneficial to the employer to read that your organization also
runs a sheltered workshop or adult day program?
This information is not pertinent to the employer nor does it explain
how your agency will fulfill their employment needs. It is also
important for agencies to avoid using industry jargon and terminology.
On-site support, job coaching services, long-term support, preplacement and intensive training are all terms that businesses do not
typically use or understand. Even the use of the term “supported
employment” is not a widely known term outside of the human service
sector. All of this information goes back to the message – this is
“What We Do” but does not answer the question, “What will you do
for me and my business?” Focus on a marketing message that answers
the question, “What’s in it for me?”
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Activity:
Messages that Miss Their Mark
Listed below are various supported employment agency marketing messages
or slogans. After reading all of them, answer the questions that follow.
y “Helping people with disabilities lead more productive lives.”
y “Improving the lives of people with disabilities one step at a time.”
y “Increasing independence for people with disabilities by increasing
employment opportunities.”
y “Working to increase employment opportunities for people with
disabilities.”
y “Maximizing the employment potential for all people with disabilities.”
y “Committed to providing quality residential, case management, and
supported employment services to people with disabilities.”
y “People with disabilities have a lot to offer employers but employers
have to first offer them a job. Give people with disabilities a chance.”
y “Helping to create a workforce that’s accessible to everyone.”
y “Have you considered hiring a person with a disability lately? See what
diversity can do for your business.”
y “People with disabilities: Ready, Willing, and ABLE to work.”
Questions to Consider
1. What message do these marketing slogans send to employers?
2. Do any of these statements convey how their service will benefit the
employer?
3. Does your agency have a marketing message?
4. What message is your agency sending to employers?
5. Do you think your agency's SE marketing message can be better? If so,
how can it be improved?
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6.3 Customer-Focused Marketing
In order for a supported employment provider to go from a
“marketing for me” mentality to a “marketing for you” approach,
they need to identify who their customers are and learn about their
unique needs and interests.
A human service organization that provides support services to
people with disabilities has not just one but numerous customers
including but not limited to the following:

People with disabilities
Families of the people their serving
Employers
Schools
Students
Funding agencies
Civic organizations (e.g., Chamber of Commerce, Rotary,
4-H Club, Kiwanis, Lions Club)
Once an organization defines their customers and discovers their specific
wants and needs, they can then begin to tailor their marketing efforts to
match the customers specific needs. This type of marketing is referred to as
Customer-Focused Marketing or consumer-driven marketing. Essentially,
all aspects of a company, from marketing efforts (including promotion and
advertising) to goods and services are customer-demand driven. Many
companies today have successfully adapted this customer-focused approach
toward marketing. The model on the next page shows the customer-focused
marketing process.
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Customer-Focused Marketing Model:
It’s Not About You But All About Them

Agency
Marketing
Message or
Slogan
Employment
Specialists
Personal Selling
& Employer
Outreach

Agency
Employment
Services
Focus is on
Employers
Wants, Needs,
& Interests

Agency
Promotional
& Advertising
Efforts

Recommended
Job Candidates

Agency
Business
Marketing
Materials

Using a customer-focused marketing strategy, the
customer’s needs form the foundation of the
marketing plan. The customer’s level of satisfaction
with the goods and services of a business is the
measure by which all business decisions are made.
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Customer-focused marketing helps the employment specialist focus on
identifying the most suitable solution for employer’s wants and needs.
Some customer-focused questions might include the following:
Do you have any job candidates that meet the employer’s
job qualifications?
Can you offer any secondary services that may benefit the
employer, such as disability sensitivity training, ADA
accessibility survey, or other employment resources?
How can your organization be a valuable employee
recruitment resource for employers?
If requested by the employer, can you provide up-to-date
and accurate information about the business benefits of
having a diversified workforce?
How can your agency’s services and recommended job
candidates benefit them?
Are there pros and cons of your services from the
employers’ perspective?
Is there a potential downside or inherent weakness in your
services? If so, how will you address this if the employer
brings it up?
How will you turn an employer objection or concern into
an opportunity and commitment?
If you tell the employer you can be an invaluable, ongoing
recruitment resource of qualified job candidates, will you be able
to deliver on this promise when the employer requests these
services?
If you offer the employer consultative services as it relates to a
job placement (e.g., job coaching), will you be available to
provide them when necessary such as evenings, nights,
weekends, or holidays?
Customer-focused marketing is a great way for supported
employment providers and employment specialists to think
about employers interests. Going back to our radio station
analogy, WWD-AM–What We Do, All about Me; versus WIIIFM–What Is In It For Me, it compels the provider to broadcast on the
WIII-FM frequency, thus focusing on the employers needs.
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6.4 Getting to Know Your Customers
The illustration on the right
shows the progression from a
contact to a “paying”
customer. A contact
represents those employers
whom you are reaching out
to for the first time. This
initial contact may come in
the form of a telephone call,
drop by visit, email, cover
letter, or even at a businessnetworking event.

Customer

Prospect

Lead

Contact
The next level on the
pyramid is the lead. A lead is
any contact that results in a
commitment from the employer. This may come in the form of a
request for more information about your agency or a set date for a
formal meeting. A lead becomes a prospect when the employer
expresses an interest in using your services.

For example, after an employer meets with an employment specialist,
they may say that they are interested in meeting with a recommended
job applicant.
Lastly, the prospect becomes a customer when they use your agency’s
services. For example, the employer interviews and hires a
recommended job applicant. During each step of this process, it is
important that the employment specialist maintain a customer-focused
approach in order to continue to learn as much as possible about the
employer. They must ask the employer the right questions and provide
information that is useful to the company.
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In section eight, we will explore successful employer contact
strategies; however, below are just a few suggested employer
conversation starters that employment specialists may consider.
• What are the employer’s current and future hiring needs?
• Does the employer offer seasonal employment opportunities
or temporary work arrangements?
• Do industry trends or regional hiring practices exist in an
employer’s particular geographic area?
• What are the employers most productive and least productive
recruitment methods?
• What skills, characteristics, experience, and credentials is the
employer looking for in an ideal job candidate?
• Is the employer planning any immediate or future new
business development or expansion?
• Has the employer recently cut back positions or consolidated
business operations?
• How would the employer describe their particular workplace
culture?
• Request to meet with the employer to introduce your
organization and various employment related services.
• Request a business tour, or informational interview to get to
know the employer and the work environment.
• You were referred to the employer by another business.
• Ask if you can arrange a job tour for an individual who
would like to learn more about that industry.
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Putting It All Together
Career Concepts, Inc. wanted to develop more employment
opportunities and business partnerships with larger corporations
and area businesses. With the help and guidance of a human services businessconsulting firm, they created a strategic marketing plan that would help them
achieve this objective. Their first goal was to identify several corporations of
interest. Then, they needed to decide on a method of introduction, establish a
shared interest, followed by a mutual benefit. After several weeks of discussion
and development, they decided to host an agency business breakfast for these
companies. Their strategic marketing and advertisement plan was as follows:
1. Conduct a business analysis within an 8-mile radius in order to identify
the top 10 largest corporate employers.
2. Contact these employers by telephone to establish an initial agency
introduction and identify company point of contact.
3. Conduct direct mailing to targeted company point-of-contacts, which
include introduction letter, business breakfast invitation, agency brochure,
business card, newsletter, and any other relevant marketing materials.
4. Conclude with a follow-up telephone call to businesses to confirm
breakfast attendance.
5. Host a business breakfast event that includes:
-a brief overview of the agency then focus on employment services
-explore opportunities for partnerships
6. Send out thank you letters to all attendees.
The next step of their plan was to continue to explore opportunities for
partnerships and collaboration. They eventually learned that one of the companies
was hosting a charity run/walk. Career Concepts purchased sponsorship
advertisement for the event. This provided them with their name on the race
brochure and t-shirt. It also enabled them to set-up a table at the event. Several of
the job seekers expressed an interest in volunteering at the event, which presented
an ideal opportunity for company employees to get to know the individuals.
Participation in this event eventually led to several job interviews and two
successful job placements. It also helped Career Concepts establish a long-term
relationship with one of the largest companies in their community.
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6.5 Marketing Code of Ethics:
What Every Organization Should Know
Good companies have what are known as “Marketing Code of Ethics.”
This describes what they will not do in their attempt to gain a
customer’s business. It outlines those things an organization will
refuse or refrain from doing in order to get a company to buy their
product or service. Most companies and the people that run them do
not respond well to deceptive, high-pressure sales tactics. In fact,
people by nature respond most favorably, be it professional or
personal, to those who are honest and forthright.
“…people do business with
Several studies have
people they trust and respect”
confirmed this fact. 12
One study in particular
examined the relationship of honesty and selling. It
looked at more than 300 top sales performers across
twenty-three major industries. This group was known as the elite group
of sales people. They represented the top 1 percent in their respective
industries. Their production was so high that it was nearly four times
that of the top 20 percent in their industry.
The research team observed the top performers in a variety of salesrelated activities from the initial contact to building the relationship, and
closing the deal. After observing and recording everything they did, the
researchers discovered one consistent practice or quality in all of the
sales people: honesty. There were no manipulative sales strategies,
coercive conversations, or deceptive, disingenuous dialog. The top
sellers followed the simple, tried and true practice of honesty. They
set out to learn about their customers’ needs, wants, and interests and
then sold them goods and services based on that information. The
researchers defined this type of sales approach as High Probability
Selling. As they state, “It is based on the deceptively simple concept that
people do business with people they trust and respect.” 13
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The core foundation of any business marketing or company
code of ethics will include the following:
• The organization must accurately describe their product or service.
• The company is able to support their claims made about the benefits of
their product or service. The organization must be able to substantiate
the basis for any performance claims, benefits, or comparisons.
• The organization must engage in fair and truthful representation when
they state that their goods or services are offered without cost or
obligation.
• The business must use accurate guidelines when using advertising that
compares their products or services to competitors. Any claims made in
the organization’s promotional or advertising materials must be factual,
verifiable, and not misleading.
For instance, the internet based company Yahoo! lays out an extensive
list of what is expected of their employees in their document, “The
Guide to Business Conduct & Ethics.” Among the issues covered are:
•

Business Relationships
Employees must never take unfair advantage of others
through manipulation, concealment, abuse of privileged
information, misrepresentation of material facts or any
other unfair dealing or practice.

•

Business Communication
Employees should take care to avoid exaggeration,
colorful language, guesswork, legal conclusions and
derogatory remarks or characterizations of people and
other companies.
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Supported Employment “Slip-Up”
For the supported employment provider, the concept behind an organizations
marketing code of ethics is no different. An employment specialist that
falsely represents their agency’s services or perhaps even worse, an
applicant’s job qualifications, is doing a great disservice to everyone
involved. Take the following situation as a prime example of the negative
and long lasting effects of such unscrupulous business practices.
Not
Interested!

Disengaged, Disinterested, & Dissatisfied

John was a new employment specialist for the
supported employment provider Jobs, Inc. After
successfully completing his agency’s extensive
HR
employee training program he was now ready to
But...
start reaching out to the local business
community. John focused his first point of
contact on one of the largest employers in the
area. He was full of optimism, excitement, and high expectations. The
prospect of establishing a business relationship with such a notable
employer would be ideal.
However, John’s first employer contact turned out to be anything but
ideal. He experienced a great deal of negativity, skepticism, and
outright rejection. The office manager’s response to John was not very
welcoming. “I heard this before, ‘we can provide you with prescreened, pre-qualified job applicants that can fulfill your hiring
needs. That’s our promise!’ Sorry, but last time we hired from a socalled great recruitment resource I got nothing but unqualified
applicants and a lot of headaches. Thanks but no thanks!”
Unfortunately, the employer had dealt with a prior supported
employment provider that over-promised and under delivered. The
employment specialist never spent time getting to know the employer
and their unique needs. Their job placement strategy was one that
followed the “place and pray” or “race to place” mindset.
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Although this was not a great first employer contact experience for
John, it was a great learning experience. He realized firsthand how
important it is to learn and listen to the customers’ needs and wants,
and to be honest when describing your services and/or job candidate’s
qualifications. John had a bright future ahead of him since both he and
his agency followed the tried and true business maxim:
It is better first to find out what the customer needs and wants,
than it is to try to get them to buy what you are selling.
Recommended Resources
The websites listed below are all great starting points to help organizations
connect with area businesses and to learn about marketing and advertising
strategies and best practices.
SCORE www.score.org
SCORE "Counselors to America's Small Business" is a nonprofit association dedicated to
educating entrepreneurs and the formation, growth and success of small business
nationwide. SCORE is a resource partner with the U.S. Small Business Administration
(SBA) that provides an abundance of business resources, assistance, and guidance.

NJ Chambers of Commerce & Business Associations
www.2chambers.com/new6.htm
This website provides links to the nearly 200 chambers of commerce and other business
organizations located throughout the state, including the state chapter, NJ Chamber of
Commerce. This is a great website for connecting with associations in your local area.

NJBLN www.njbln.org
The New Jersey Business Leadership Network (NJBLN) is an employer membership
based organization that promotes and enhances competitive employment opportunities
for skilled job candidates with disabilities.

NJ Business & Industry Association www.njbia.org
This is a comprehensive state business website that offers the “whose who” in NJ
businesses. It provides up to date information concerning business events, programs, and
useful resources.

NJ Business Marketing Association www.bma-nj.org
As the state’s marketing resource, the NJBMA provides a wealth of useful resources and
links to help businesses improve their marketing practices.
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Section Summary
5 Effective program marketing is an essential aspect of
supported employment services. Marketing includes everything a
provider does to attract new customers (e.g., employers) and to retain the
ones it already has established.
5 A well though out marketing plan will include the 4 P’s of Marketing:
Product, Pricing, Placement, and Promotion.
5 Effective organizational marketing, advertising, and promotion practices
include:
Word-of-Mouth Marketing & Advertising
Company Newsletter
Business Cards
Agency Website
Print-Ads (e.g., newspapers, magazines)
Promotional Giveaways (e.g., pens, calendars, stationary)
5 Customer-Focused Marketing is an effective way of developing
business relationships. It focuses on finding out about the businesses
needs and wants and then fulfilling them. It is based on the premise of
getting to know the customer first (e.g., assessing a worksite to determine
if a job match is possible) before telling them about all your agencies
programs and services.
5 When it comes to marketing, all organizations should follow a
“Marketing Code of Ethics.” Essentially, this means that an
organization will honestly market, advertise, and promote their services
(e.g., an employment specialist will not lie or exaggerate about a job
candidate’s qualifications or agency services).
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Section 7:
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7.1
7.2
7.3
7.4
7.5
7.6

Job Development: Where to Begin
Networking: Connecting with Employers
Engaging the Employer: What Should You Say?
Job Analysis: Assessment of the Worksite
Dispelling Disability Myths & Misconceptions
Job Hunting for the 21 s t Century:
The Role of the Internet

7.7 Americans with Disabilities Act & Employment:
What You Need to Know
Section Appendices:
Appendix A: Reasonable Accommodations:
Situations & Solutions
Appendix B: Customized Employment
Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Summarize the “Say, Save, Stop” approach toward developing
employment contacts and relationships with businesses.
• Describe the term Social Capital and explain how it can
facilitate job development.
• Define and discuss the differences between the open job
market and the hidden job market.
• Identify the purpose of conducting a worksite assessment.
• Explain the use of Customized Employment as a way to create
employment opportunities for people with disabilities.
• Describe what a Situational Assessment is as defined by the
Department of Labor.
• Discuss the term Reasonable Accommodation and its significance
for the employment of people with disabilities.
• Explain how the internet can be an effective job search tool.
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7.1 Job Development: Where to Begin

?

Where do we start the job search? This can be a very
overwhelming task if you do not have a well thought out
plan. As an employment specialist, when figuring out where
to begin a job search it is best to start with a “top-down”
approach. This means, start by first asking the job seeker some broad
questions. These questions should focus on the what, why, where, and
how of finding the right job for someone. This process should involve
the employment specialist, job seeker, and anyone else the job seeker
would like to include, such as family, close friends, rehabilitation
counselor, and even past employers. 1 Using a “team approach” toward
job development can be very helpful in identifying and determining
potential jobs with area employers.

Job Development: Starting at the Top
What type of work do you
want to do?
Why do you want to do this
type of work?
Where would you
prefer to work?

How would you
get to work?

Suitable
Job
Leads
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What Do You Want to Do?
This is a fundamental job search question, yet perhaps the single most
difficult one for someone to answer. This question is similar to the
common career oriented questions posed to many children and young
adults such as:
• “What do you want to be when you grow up?”
• “What type of job would you like to have when you get older?”
• “What do you want to do for a living?”
• “What kind of work are you planning to pursue after you
graduate?”
Whether it is a young person hearing these questions for the first time,
or an adult who knows them all too well, the “job decision” question
is a thought provoking topic that is not always easy to answer. This is
may be more so now than ever before.
In a career pool of over twenty thousand official occupations, work
choices today are far greater than they were in the past. 2 Long gone are
the days when a worker would start and end his or her career at the
same company. In fact, according to the US Census Bureau, most
people will have ten to twelve different
…most people will have
jobs in their lifetime. Perhaps even more
ten to twelve different
surprising is that most of us will have
jobs and three to five
anywhere from three to five entirely
different careers.
different careers . 3 Identifying and
committing to a particular career or job can be an intimidating and
daunting task for many of us. Therefore, it is important that the
employment specialist stress career path exploration and development,
which takes place one job at a time, usually over numerous jobs
throughout someone’s working life.
Each job that someone has helps him or her move toward a particular
individual career path or work interest. For this reason, no single job
is the “end all be all.” Individuals should understand that they do not
have to get it right the first time. It is ok to make a job decision
mistake or error. Any missteps or wrong turns can always be corrected
later on. People retire, resign, move, quit, and on occasion are fired,
so there will always be more jobs out there.
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Why Would You Like to Do This Type of Work?
This question helps to address several topics including a
person’s particular work interests and pertinent skills and
abilities. The more thorough and detailed this information
is the greater likelihood of a good job match. When asking this
question it is important for the employment specialist to ask follow-up
questions that serve to uncover underlying motivations and reasons for
particular work interests. A good way to do this is to ask open-ended
questions, which usually start with Who, What, When, Where, Why,
and How. A person who expresses an interest working with animals
might say this because he or she grew up with
…job seekers dread to
numerous family pets. However, based on this
hear…“That is an
information, it is incorrect to assume that the
unrealistic work goal.”
person would like to work in an animal clinic.
This person may have enjoyed playing with animals, but might not
enjoy cleaning up after them, feeding them, or caring for them when
they are sick. The only way to find out this information is to ask
plenty of follow-up questions, which helps to minimize any possible
miscommunication or misunderstandings. It also helps the
employment specialist from uttering the single phrase that most job
seekers dread to hear, which is, “That is an unrealistic work goal.”
Where Would You Like to Work?
Different types of work settings appeal to many
different worker preferences and interests. Assisting
someone with choosing the work setting that best
matches his or her skills, abilities, and interests is an
important role of the employment specialist. This premise seems
simple enough; find the work environment that best matches what the
person likes to do and can do, but this is sometimes easier said than
done. Similar to our job seeker that expressed an interest working with
animals, another person may say that they would like to work at a
child day care center because they love working with kids.
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The job seeker may enjoy interacting with children, reading to them, and
teaching them various activities. However, he or she may not be aware
that this job also involves prolonged standing, considerable lifting,
feeding children, and changing soiled clothing. It can be a fast paced,
high-energy environment, which requires a high degree of physical
endurance and an abundance of creativity. What people say they would
like to do may be different from where they may actually like to work.
Another important role of the employment specialist is
to help the job seeker understand the difference
between job preferences, work settings, and career
choices. Take for example a job as a data entry clerk at
a software firm and a job at a correctional facility as a data processing
administrator. It is not so difficult to distinguish between these two
industries settings. The software firm represents the information
technology industry while the correctional facility represents the field
of law, public safety, corrections, and security. These are two very
different industries; however, the knowledge, skills, and abilities
required of both jobs are very similar. Conversely, similar industries do
not always equate to similar work environments. For example, someone
may prefer to work in retail; however, working as a sales associate for a
large department store is vastly different from working as a sales
associate at a small gift shop on downtown main street. Both jobs are
from the same industry, but they are very different work environments.
The employment specialist should discuss these important distinctions
with the job seeker. This is especially true for those who are just
entering the workforce. Again, consider both careers and specific
occupational settings when assisting the job seeker with career direction
and work selection. In doing this, the employment specialist can help
the job seeker narrow down the number of possible work paths to
pursue.
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Activity

“I Don’t Want That Job!”
Read the conversation below between Laurie, an employment specialist
and Travis, an individual seeking employment. Afterwards, answer the
questions that follow.
Laurie: “Travis, what type of work would you like to do?”
Travis: “I want to be a video game designer.”
Laurie: “To be honest Travis, I don’t think that’s possible based on
your education and work experience. Maybe we can consider
something a bit more realistic. What about working in a video store?”
Travis: “You’re just like everyone else! ‘That’s not possible. That’s
not realistic.’ You asked me what I want to do and I told you. I don’t
remember saying that I want to work in a video store! I’m going to
talk to my DVR counselor and ask to work with a different agency,
specifically, one whose employees do a better job of listening.”
Laurie: “I’m sorry you feel that way Travis.”
Questions to Consider
1. What did Laurie say that angered Travis?

2. Why do you feel Travis responded the way he did?

3. Assuming Travis did not possess the necessary work skills,
abilities, and educational background to be a video game
designer, what may have been a better response from Laurie?
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Activity
Let’s Try This Again
This time, help Laurie out by using some open ended questions in
order to gather more information about Travis’s reasons for being a
video game designer. Respond to Travis by using the five types of
open-ended questions; Who, What, When, Where, Why, and How.
Laurie: “Travis, what type of work would you like to do?”
Travis: “I want to be a video game designer.”
Laurie:
1.) What….

2.) Why…

3.) When…

4.) Where…

5.) How…

The Geography of Getting a Job
The Elizabeth M. Boggs Center on Developmental Disabilities
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How far would you be willing to travel to work?
According to a Gallop Poll from 2007, regardless of
transportation method, including car, rail, or bus, the
average Americans spend approximately forty-five
minutes commuting to and from work. 4 A US Census
Bureau study found New York and New Jersey workers had the
highest percentage of commuters traveling in excess of ninety
minutes. 5 So, how far is too far when it comes to traveling to work?
This is a very important question for the employment specialist to ask
the job seeker. Knowing this information helps both the employment
specialist and the job seeker narrow down the geographic job search
landscape.
Although New Jersey is the fourth smallest state, it is also the number
one most populated state per square mile. At close to nine million
residents, there are approximately 1,134 persons per square mile. This
many people in such a small state makes for a very congested and
challenging workplace commute for many residents and inter-state
travelers. Therefore, it is essential for the employment specialist to
learn about a job seeker’s work travel preferences and become
familiar with his or her particular area of residency.
Similar to most states, certain regions of New Jersey are
far more congested than others. In addition, availability of
public transportation services varies greatly not only by
region, county, and town, but also by neighborhood. The
employment specialist needs to consider all these factors plus time of
the day, day of the week, and even time of the year the person plans to
travel to work. All of this information will assist the job seeker and
the employment specialist in determining if a job offer or job search
area is worth the commute.
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How Do You Plan to Get to Work?
If you cannot get to where you want to go, then
what is the point in discussing going somewhere
you cannot go? Going down this road can get
very frustrating! If these last two sentences left
you scratching your head in bewilderment just
imagine how the person with no means of work
transportation feels. Transportation poses a big barrier to employment
for many people with disabilities. A 2002 study conducted by the
U.S. Bureau of Transportation Statistics found that 6 million people
with disabilities have difficulties obtaining transportation. 6 Research
by the Harris Poll and the National Organization on Disability
(N.O.D.) revealed that nearly one-third of people with disabilities
report having inadequate access to transportation. 7 One study found
that more than half a million people with disabilities cannot leave
their homes because of inadequate or lack of transportation. 8,9
The subject of work transportation should be discussed at the very
onset of career exploration. Prior to beginning a job search, the
employment specialist should conduct a thorough geographic analysis
of an individual’s immediate community and surrounding areas to
determine appropriate transportation options. 10 Listed below are some
useful local and national transportation resources for people with
disabilities.
Accessible Transportation Resources

p NJ Accesslink: www.njtransit.com
p NJ Paratransit: www.njcost.com
p NJ Findaride www.njfindaride.com
p NJ Reduced Fare Program: www.njtransit.com
p E-ride share: www.erideshare.com
p Easter Seals Project Action: http://projectaction.easterseals.com
p United We Ride: www.unitedweride.gov
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7.2 Networking: Connecting with Employers
Over the past ten years, several national studies have
examined some of the most successful and least successful
methods of conducting a job search. 11,12,13 Results from
these studies show that networking is by far the most
successful way people connect with employers and ultimately find
jobs. For an employment specialist, effective networking is central to
finding and establishing relationships with employers that eventually
result in job placements.

So, what is networking and how do we do it?
Simply stated, networking is a way of sending
“It’s not what you know
or receiving information. Whether referring to
but who you know”
computer networking or social networking, this
simple definition holds true. The great thing about networking is
that every one has their own “network.” Some of us, however, have
learned to use our networks more effectively then others. The old
adage, “It’s not what you know but who you know,” is the golden
rule of effective networking. Unfortunately, many of us are not
aware of just how extensive our network actually is or even how to
go about using it.
The concept of six degrees of separation is a good way of
understanding how networking functions. 14 Six degrees of
separation refers to the idea that if a person is one-step away from
each person he or she knows and two steps away from each
person who is known by one of the people he or she knows, then
everyone is an average of six steps away from each person on
earth. The diagram on the next page illustrates this principle.
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Six Degrees of Separation

This figure shows how person A is six degrees of separation from
person B. In between person A and B is an enormous network of
people interconnected by common paths. Let’s consider that person A
is Rebecca, an employment specialist and person B represents the
employer. Rebecca starts with her first degree of contact, Mark, the
job seeker. Mark has expressed an interest in working at a museum as
a tour guide. Rebecca has asked Mark and his family to tell people
they know about his career interests. A few days later, Mark’s mother,
Lisa, mentions her sons work goal to her colleague, Michael. That
evening, Michael tells his wife, Dolores, about his conversation with
Lisa. Dolores states that her supervisor’s husband works as a Curator
at the local museum. The next day she speaks to her supervisor Mary
about Mark, who in turn tells her husband, Robert. Eventually it
comes full circle and Robert, the Curator, contacts Rebecca to discuss
Mark’s work interests.
Six Degrees of
Employer Contact

Rebecca

Mark

Lisa

Michael

Dolores

Mary

Robert
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A “Web” of Employment Opportunities
Another way to think about networking is to use the
spider web analogy. The strongest threads or
connections, referred to as the first ring, are at the center
of the web. The next strongest string of connections is the second
outer ring and so on. A successful employment specialist will use his
or her network to “plug-into” other people’s networks, thereby
expanding the pool of potential contacts. There are two basic types of
networks, informal and formal. Informal networks consist of those
individuals that are closest to you. These contacts are within the inner
ring of an individual’s social networking web. Some examples of
informal network contacts include the following: 15
• Family
• Close Friends
• Colleagues
• Clergy
• Neighbors
• Beautician
• Dentist
• Doctor
A person’s formal network usually includes acquaintances and
professional contacts. Formal networks make up the second ring in
the social network. Subsequent outer rings are usually comprised of
formal contacts. Depending on how familiar you are with these
contacts will determine where you place them in your social network.
Closer contacts are placed toward the inner ring, while less familiar
ones are placed further out. Formal network contacts may include: 16
• Chamber of Commerce
• Rotary or Lyons Club
• Past & Present Employer Contacts
• Supported Employment Professionals
• Community Representatives
• Local Town Officials
• Rehabilitation Counselor
• Case Manager
• School Faculty
• Health Club/YMCA
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The Job Market: Open & Hidden
Networking is one of the best ways to explore the “hidden”
job market. The hidden job market refers to unadvertised
job openings. Jobs in the hidden job market are not found
by reading the classifieds, surfing internet job sites,
attending job fairs, or going to temp agencies. These types of job
search methods are all part of the open job market. 17,18 Relying on the
open job market to find job openings can yield very slow and
discouraging results. In fact, numerous studies have shown that as
little as twenty-five percent of job candidates obtain a job using the
open job market. 19 That is because it is very competitive and highly
saturated with job applicants searching for employment.
The hidden job market instead relies on the concept of “Social
Capital,” which refers to the resources available through personal and
business networks, in other words, effectively networking. Some
examples of social capital include personal contacts, word-of-mouth,
recommendations and referrals, mutual connections. One of the
primary goals of an employment specialist is to establish long lasting
relationships with employers. Due to the impersonal and rather formal
process of the open job market, building relationships with employers
is difficult to establish via this route. Effective networking is the key
to accessing the hidden job market. In order to connect with
employers in a meaningful and long lasting way, employment
specialists should emphasize this approach throughout the job
development process.
Besides networking, there are several other very successful ways to
find employment. Conversely, there are also some very ineffective
methods. The graphs on the next page highlight some of the best and
worst ways to find a job. Not surprisingly, the worst ways all
represent the open job market.
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THE FIVE WORST WAYS TO FIND A JOB
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Face-to-Face Contact
The graphs from the previous page show that some of the
best ways to find jobs includes both formal and informal
networking. The more formal methods include the
business-to-business approach or drop by visits and even the use of
the yellow pages to contact employers. The drop-by-visit is an
important method of job development for the employment specialist.
This approach is ideal for work settings that are accessible to the
public, for example:
• Retail Stores
• Restaurants
• Hotels
• Automotive Centers
• Car Dealerships
• Hospitals
• Health Clubs
• Civic Centers (e.g.,YMCA)
• Places of Worship
• Animal Shelters
Drop-by-visits are a good approach to use for a variety of reasons including:
• Approach a smaller size business to introduce yourself to the business
owner or manager
• Enter a mid to large size company to speak to a receptionist to
introduce your services, leave some marketing material, and most
importantly leave with a follow-up contact
• You were referred by another area employer
• You accompany a job seeker who would like drop off a completed
job application along with his or her resume
• You’re there to inquire about a business posting such as “Now
Hiring,” “Opening Soon,” “Under New Management,” “Seasonal
Help Needed”
• You would like to assess the work environment to determine
accessibility, workflow, peak business times, and workplace culture
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“Let Your Fingers Do the Walking”
One invaluable yet underutilized job development resource is
a business directory, such as telephone book or internet
business database. Business directories and listings are
ideal for conducting an organized job search for a specific
geographic region. Unfortunately, many professionals associate the
use of directories with the drudgery of cold calling.
When using the telephone book, or any other similar directory such as
the Business-to-Business listing or a local chamber of commerce
directory, we are not referring to cold calling but instead introductory
calling. Denise Bissonette, a nationally acclaimed speaker and author
differentiates between cold calling and information calling in her book
“Beyond Traditional Job Development.” Below are some important
distinctions she makes between the two telephone contact methods.
Cold Calling

Introductory Calling

• The goal is to persuade, or
convince with the intent on
getting a “yes”

• The goal is to introduce
yourself, your agency, and
your services

• Let me tell you about all that
we do including our program
features and services

• Let’s discuss how our services
can benefit you

• Employer must be sold

• Let me find out what you do

• One sided sales pitch

• Employer will decide if and
what services are of value

• Lots of talking

• Two way dialog

• One single outcome in mind, a
job placement

• Lots of listening

• Follow a script and do not
deviate from it

• Multiple options for gain.
No single, one size fits all
solution
• Flexible and open minded
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According to Richard Nelson Boles, author of “What Color is Your
Parachute?”, the top two most successful ways of finding a job are by
using job clubs and an individualized job search. A job club consists
of a group of job hunters, including professionals such as employment
specialists, which formerly meet to share and discuss job leads and
employer contacts. Job club participants may meet twice a month or
more to share job related information. The concept behind a job club
is simple; the more resources, including minds, eyes, and ears, the
better someone’s chances of finding a job.

An Individualized Job Search:
Finding or Creating the Right Job for the Right Person
An individualized job search method emphasizes the job seekers
skills, abilities, and work preferences. It uses a variety of employer
contact methods including formal and informal networking. The
biggest difference from other job search methods is that an
individualized approach not only assesses existing employment
openings in the job market but it also examines employment
opportunities that can be created for the job seeker. Therefore, the
employment specialist is not as concerned about whether an employer
is or is not hiring, but instead is more focused on getting to know the
employer in order to uncover any potential unmet needs. In this type
of employment contact, the employment specialist is looking to create
or carve out an employment opportunity for the individual. This is
referred to as Customized Employment.
"As we invest in critical job training, we are giving workers
the bargaining power they need to custom-design their jobs
around their lives—instead of the other way around."
—Secretary of Labor Elaine L. Chao
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Customized Employment: Job Carving & Job Creation
Customized Employment is the negotiation of an employment
relationship between an individual and an employer that fulfills a
business need of the employer. Areas of negotiation may include: 20,21
• Specific job duties
• Salary
• Work schedule
• Onsite work supports
• Length of employment
Some of the benefits of customized employment include: 22
• Job selection that is not limited to only existing job openings
• Appeals to the unique interests and talents of the job seeker
• Meets specific work schedule, hours, onsite supports needs
• Fosters a self-directed, individualized job search process
There are three types of customized employment:

1. Job Carving—refers to the reassignment of job duties
from existing positions to supported employees to maximize
productivity and organizational efficiency.

2. Job Creation—involves the development of new positions
or job duties aimed at addressing employers unmet needs.

3. Self-Employment—represents a viable alternative to traditional
employment for people with disabilities. It allows individuals to
pursue their career aspirations and work interests in a flexible
and self-directed manner through entrepreneurialism and selfemployment.
An important aspect of customized employment, specifically job
carving or job creation, is a thorough assessment of the work
environment in order to determine the employer’s needs and to
evaluate the practicality of a creative work arrangement. Section 7.4
on page 220 provides some basic tips for a conducting a worksite
assessment.
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Recommended Resources
To learn more about the benefits of customized employment for people with
disabilities, including job carving, job creation, and self-employment, visit
the websites below.
The Office of Disability Employment Policy (ODEP)
www.dol.gov/odep
Formed in 2001 by the Department of Labor, ODEP provides information and
resources related to workforce policy and practice affecting the employment of
people with disabilities. Some programs created by ODEP include the Employer
Assistance and Recruiting Network (Project EARN), The College Workforce
Recruitment Program, National Disability Mentoring Day, and the Small Business
Self-Employment Service (SBSES). In addition, their website offers many
professional publications and articles about employment of people with disabilities
such as accommodations, diversity & workplace culture, emergency preparedness,
and employment laws & regulations.

National Center on Workforce and Disability (NCWD)
www.onestops.info
The National Center on Workforce and Disability based at the Institute for
Community Inclusion at the University of Massachusetts, Boston provides
training, technical assistance, and information to improve workforce access.
Visitors to their website will find many useful resources including information
about:
• Creating a barrier free workplace
• Accommodations & assistive technology
• Developing employer relationships
• Helping individuals find jobs
• Job-related support
• Legal requirements & guidelines for employers
• Partnerships & funding
• Disability policy
• Marketing & outreach
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7.3 Engaging the Employer: Initial Contact
Contacting employers can be difficult if you do not know
what to say or how to say it. Some basic questions an
employment specialist should consider when meeting with an
employer for the first time include the following:
1. What should I SAY to the employer?
2. What (information, questions) should I SAVE for later?
3. What should I STOP from saying to the employer?

So, let’s take a look at how you might respond to some of the
following employer questions.
1) Who Are You?
a) Hello, my name is Aaron.
b) I am the answer to all your hiring needs!
c) I am a job coach.
d) Hey, how’s it goin’ I’m Aaron, who are you?
Answer: If you answered (a) you were correct. When
the employment specialist meets an employer for the
first time, the introduction should be short, simple, and
polite. It goes without question that professional
appearance such as proper attire, grooming, and
hygiene all are important for making a positive first impression.
Equally important is body language including good eye contact, a firm
handshake, and attentiveness. Answer (c) does not say who you are,
but rather provides just a job title. It also uses typical supported
employment jargon. Being overly confident or too informal as in
responses (b) & (d) will not impress many, if any employers.
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2) Where do you work?
a) I work for the non-profit agency Career Options.
b) I represent the supported employment organization Career
Options.
c) I work for the not-for-profit organization Career Options. We are
a funded by the Division of Developmental Disabilities and the
Division of Vocational Rehabilitation Services.
d) I work for Career Options.
Answer: A short, simple question warrants a similar response.
Therefore, the answer is (d) I work for Career Options. The question
does not ask for your funding source or business structure. In the
business world, if someone asks another person what they do, it’s not
too often that you hear the response, “I work for the limited liability
corporation (LLC), ACE Engineering.”
3) What do you do?
a) My job is to find meaningful employment for people with
disabilities.
b) I help employers find qualified job candidates by matching
individual’s skills, abilities, and interests to employer’s needs
and specific job requirements.
c) I help get jobs for people with disabilities.
d) I provide employee recruitment services for area businesses.
Answer: If you responded (b) or (d), you were correct. Either one of
these answers would be appropriate responses since both replies speak
specifically to what you do, which is, connecting the right person to
the right job. Answers (a) and (c) place the emphasis of what you do
on the topic of “people with disabilities. Instead, our marketing
message needs to focus on the wants, needs, and interests of our
potential customers. When the employment specialist steps into the
employers place of business, the employer becomes that next potential
new customer.
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4) Why are you here?
a) I would like to know if you are hiring.
b) I am here today to learn more about you, for instance your
typical employment needs, ideal job candidates, and future hiring
trends.
c) I like to find out if you would be interested in hiring a person with
a disability.
d) I would like to pick up some job applications.
e) I am here today to tell you a little bit about our company.
However, my main purpose for being here is to get to know you as
an employer so that I can find out if and how my agency’s
services can benefit you .
Answer: There are two correct responses to this question, both (b) &
(e). Again, employer wants and needs before your interests. Response
(b) focuses on your commitment to learning more about the
employer’s needs, while response (e) highlights the possible benefits
of your services based on the employers stated needs. Responses (a)
and (d) neglect to address the employer’s needs first, instead, the
focus is on the employment specialist’s interests and answer (c) shifts
the focus back to the concept of “hiring a person with a disability.”
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5) How can you help us?
a) Our agency can be an invaluable employment recruitment
resource for you. In addition, we can provide a host of other
beneficial employment related resources and services and all of
this is at no cost to you.
b) Once I spend some time getting to know you as an employer, such
as learning about your employment needs and work environment,
I can then make a better determination to see if we can be of
immediate assistance to you or perhaps address any of your future
employment needs.
c) We can connect you with outstanding job candidates. We also
provide on-site job training so if for any reason the employee has
trouble completing the required job functions, we will come in
and do the work ourselves to make sure it gets done.
d) That’s our guarantee!
e) We will help diversify your workforce by helping you to recruit
and hire people with disabilities. Studies have shown that
customers are more likely to do business with employers who hire
people with disabilities.
Answer: The correct response is (b), which stresses getting to know
the employer first before making any employment recommendations
and/or promises. Answer “a” assumes that you already know your
services will be invaluable and beneficial to the employer before you
have even learned what the employer defines as invaluable or
beneficial. The same goes for (c) and (d). “Guarantees” and “We
Promise” statements are best left at the used car dealership.
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6. When can you send us a job applicant?
a) As soon as you like!
b) When ever you have an opening.
c) When we are confident that we can recommend a qualified
job candidate.
d) How does tomorrow afternoon sound?
Answer:
The proper response is (c) When we are confident that we can
recommend a qualified job candidate. In order for supported
employment providers to determine whether or not a job is right for a
person they first need to understand what the job is and what it entails.
In addition, it is also important to get to know the employer’s work
environment, typical jobs performed at the worksite, and their
definition of an ideal job candidate and employee.

Remember, when it comes to contacting employers, less
means more. Consider the acronym KISS–Keep It Short
& Simple. One of the most effective ways to do this is
through preparation, planning, and by using the
previously discussed questions:
1. Who are you?
2. What do you do?
3. Where do you work?
4. Why are you here?

Words of Wisdom
I know of six successful teachers,
they taught me all I knew;
Their names are What and Why and
When, And How and Where and Who.
–adapted from Rudyard Kipling, “The Elephant's Child”

5. How can you help the employer?
6. When do you want to move to the next step?
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What information or questions should you SAVE for later?
When it comes to contacting employers, employment specialists,
sometimes have a tendency to engage in discussing too much
information, or “TMI.” When meeting an employer for the first time,
the goal of the employment specialist should be focused on basic
introductions. This means saying a little bit about who you are and what
you do, and then finding out about who the employer is and what they
do. Learning about the employer goes beyond discussing current hiring
needs. In fact, you should discuss the topic of hiring only after you have
obtained enough information about the employer to determine if indeed
a job match is likely. Some topics to hold off on until after you get to
know the employer include:
•
•
•
•
•

Specific Job Coaching Needs
Needed Accommodations
Salary
Benefits
Work Schedules & Shifts

Bottom line, reserve position specific questions and inquiries for later.
Instead, focus on the big picture, which is the employer.
What should you STOP yourself from saying to the employer?
There are a number subjects that are off limits when it
comes to job development and employer contact. One
topic in particular is specific disclosure of a job
candidate’s disability. It is ok to discuss job related
functions and relevant accommodations; however, it is
not ok to tell an employer about a persons particular disability or
medical related information. Topics to avoid include use of
medications, prior medical history, mental health treatment, and
disability related hospitalizations.
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In addition, eliminate the use of non-profit or supported employment related
terminology, otherwise known as jargon (e.g., funding sources, job coaching
services, supported employment). Instead, focus on words and phrases that
the employer can relate to, such as hiring trends, qualified applicants,
customer satisfaction, improved workforce, and increased productivity and
operational efficiency. To summarize, subjects to avoid include:

[
[
[
[
[

Specific Disability Disclosure
Use of Medications
Symptoms of Disability
Supported Employment Jargon
Disability Generalizations (e.g., people with disabilities
make great employees)

Focus on Employer Benefits, Not Program Features
Customer-focused marketing asks the question, “How will your product or
services benefit me?” This form of marketing emphasizes benefits to the
employer, not features of your agency’s services.
• You offer job-coaching services but how does this translate into
benefits for the employer?
• You thoroughly assess job candidates work skills, interests, and
abilities, so what does this mean to the employer?
• You can help the employer create a more diversified workforce.
Great, now explain to them what this means and why this is important
to them.
Another reason not to get caught up in discussing agency specific programs
and services is that it usually leads to the use of jargon and supported
employment terminology that is not familiar to employers. Unless an
employer asks for a detailed explanation of a particular service or supported
employment related topic, it is best just to keep things basic. In order to start
thinking more about benefits than features, the employment specialist has to
begin thinking differently about what it is that they do. The table below
provides some examples of how program or agency features can translate
into benefits to the employer.
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Program Features

Employer Benefits

We are a non-profit organization
funded by the Division of
Vocational Rehabilitation
Services.

One of the benefits of our many
employment services is that they
are available to you at no cost.

The people that we support go
through a lengthy vocational
evaluation and assessment
process. This helps us learn
about their work interests, skills,
and abilities.

We refer only pre-screened, prequalified job candidates, thus,
saving you time, money, and
energy on recruiting and
interviewing unqualified
applicants.

We provide job-coaching
services.

To ensure a seamless transition into
the new job, if requested, we can
offer on-site customized job
training, support, and resources for
both you and your new employee at
no charge.

We assess the worksite to make
sure that it will be a good job fit
for the individual.

In order to determine the best job
match, we not only assess the job
candidate, but we also evaluate the
worksite and position to make sure
the applicant’s skills, abilities, and
interests match the expectations
and requirements of the job.
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“Listening” to the Employers Needs
In order to understand an employers needs, the
employment specialist needs to have good
communication skills, this means good speaking and
listening skills. You must be able to communicate
effectively and listen intently to what the employer is
saying in order to determine if and how you can assist them. So far,
we have discussed numerous ways to speak effectively to an
employer, with the emphasis on you as the sender of the message. Let
us now look and see how you can be a more effective listener or
receiver of a message. There are three basic types of listening:
combative, passive, and active. 23
Combative Listening happens when we are more interested in
promoting our own point of view than in understanding or exploring
someone else’s view. Therefore, we listen for the “Ah ha, gotcha!”
moment, or for flaws or weak points that we can exploit, dispute, or
attack. As we pretend to pay attention, we are impatiently waiting for
an opening or internally planning our counter comeback comment.
Example 1:
Employer: We are not interested in hiring any applicants with
disabilities. We had a terrible experience in the past and do not want
to make the same mistake twice.
Employment Specialist: Well that’s unfortunate; however, the people
we would recommend would most certainly be qualified job applicants.
Furthermore, stating you will not hire people with disabilities is blatant
discrimination. I don’t think you would like the EEOC contacting you
about discriminatory recruitment and hiring practices.
Passive Listening is when the listener is genuinely interested in hearing
and understanding the other person’s point of view. We are attentively
listening but in a passive manner. We assume that we heard and
understand correctly, but stay passive and do not verify the message by
asking follow-up questions or by making clarifying statements,
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such as, “So, what your saying is…” or “If I understand you correctly
you are telling me that…”
Example 2:
Employer: We are not interested in hiring any applicants with disabilities.
We had a terrible experience in the past and do not want to make the
same mistake twice.
Employment Specialist: I am sorry to hear that you had a bad experience.
Let me give you my business card. Please give me a call should you
decide to reconsider our agency’s services. Thank you for your time.
Active Listening is the single most useful and important
listening skill. In active listening, we are genuinely interested in
understanding what the other person is thinking and feeling. We
focus on what the message means, and we are active in
verifying our understanding of the sender’s message before we respond. We
restate or paraphrase our understanding of the message and reflect it back to the
sender for verification. This verification or feedback process is what most
distinguishes active listening from the other listening modes.
Example 3:
Employer: We are not interested in hiring any applicants with
disabilities. We had a terrible experience in the past and do not want
to make the same mistake twice.
Employment Specialist: I am sorry to hear that you had a bad
experience. Based on what you just said I’m assuming that it might
not have been an ideal job match.
Employer: It was a terrible job match. The agency representative
promised us that this person would be highly reliable and more than
capable of doing the job that he was hired to do. It turned out he
needed a lot of assistance in all aspects of his job and he also called
out sick excessively.
Employment Specialist: Well that explains your reluctance to work
with a similar agency or maybe even hire another person with a
disability. However, if you can allow me a few minutes of your time I
can explain how our agency is different from other organizations that
you may have worked with in the past.
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The Elevator Sales Pitch
What is an "elevator sales pitch?" This refers to a concise,
carefully planned, and well-practiced description about
the type of work you do. The concept behind the elevator
sales pitch is that it is short, to the point, and simple enough to
understand so that you can communicate your message to someone
in the time it would take to ride an elevator, let’s say approximately
20 to 30 seconds.
Directions:
Using the lines below, write a brief elevator sales pitch in response to
the following question from a fellow elevator rider.
“So, what do you do?”
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Building Employer Relationships:
One of the defining qualities of an effective employment specialist is
the ability to develop and maintain long lasting business connections
with employers. A skilled employment specialist understands that
building relationships with employers goes beyond just discussing
position openings and job hiring’s. Besides referring job applicants to
employers, the employment specialist should consider a variety of
activities and contact strategies that can help establish a mutually
beneficial relationship between the employer, the job seeker, and the
supported employment provider. The following are just some
examples of provider-employer connections.
Job Mentoring (e.g., Disability Mentoring Day)
Informational Interviewing
Mock Job Interview
Worksite Tour
Job Analysis
Speaking Engagement
*Volunteer Activities
*Situational Assessment or Job Sampling
*The Department of Labor has outlined specific guidelines for establishing
volunteer activities and situational assessments at employment sites for
people with disabilities. The next sections cover this information in more
detail.
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Department of Labor: Regulations for Volunteer Status &
Situational Assessments
Volunteer Status
According to the New Jersey Department of Labor, (N.J.A.C. 12:562.1, NJDOL) a volunteer can be defined in one of two ways:
1. A person who donates his or her service for the protection of the
health and safety of the general public. Such a person would
include, among others, a volunteer fire fighter, rescue worker,
and aide in a community health care organization, hospital, or
similar setting.
2. The Fair Labor Standards Act defines individuals who volunteer
or donate their services, usually on a part-time basis, for public
service, religious or humanitarian objectives, animal care
organizations, educational, cultural, and similar activities. The
volunteers are not considered employees of the religious,
charitable or similar non-profit organizations that receive their
service.
Under the Fair Labor Standards Act, employees may not volunteer
services to for-profit private sector employers. On the other hand, in
the vast majority of circumstances, individuals can volunteer services
to public sector employers [public agency]. When Congress amended
the Fair Labor Standards Act in 1985, it made clear that people are
allowed to volunteer their services to public agencies and their
community with but one exception - public sector employers may not
allow their employees to volunteer, without compensation, additional
time to do the same work for which they are employed. There is no
prohibition on anyone employed in the private sector from
volunteering in any capacity or line of work in the public sector.
If workers with disabilities are allowed to volunteer their services, the
following criteria must be met to protect them from exploitation:
1. The worker with a disability must be legally competent to freely
volunteer his or her services. A worker with a disability who is
over 18 years of age is often his or her own guardian, but if not,
the parent or guardian, as appropriate, must have approved
such volunteer work.
2. The work performed must be substantially different from the
work performed during duty hours.

The Elizabeth M. Boggs Center on Developmental Disabilities

216

Section 7: Job Development
3. The work must be of the type that would be normally classified as
"volunteer" work as described in the Department of Labor, Division
of Wage & Hour, Field Operations Handbook {FOH, 10b03(c)}.
4. The work must be performed outside normal duty hours.
5. The supported employment provider should ask the employer
during the initial conference about any individuals the firm
considers to be volunteers rather than employees and confirm
the volunteer status.

Situational Assessments
In 1993, the U.S. Department of Labor and the National Rehabilitation
Facilities Coalition jointly issued guidance regarding the Fair Labor
Standards Act (FLSA) employment relationship and individuals with
disabilities (not students in local public school systems) who are
enrolled in individualized community-based rehabilitation programs.
Enrollment in individualized community-based rehabilitation programs
for these individuals means placement in a work site away from the
rehabilitation facility. This document also included the following
Statement of Principle:
"The U. S. Department of Labor and community-based
rehabilitation organizations are committed to the continued
development and implementation of individual vocational
rehabilitation programs that will facilitate the transition of
persons with disabilities into employment within their
communities. This transition must take place under conditions
that will not jeopardize the protections afforded by the Fair
Labor Standards Act to program participants, employees,
employers, or other programs providing rehabilitation services
to individuals with disabilities."

In an effort to promote vocational training for workers with
disabilities, the Division of Wage & Hour will not assert an
employment relationship between the worker with a disability, the
rehabilitation facility or school, and/or the business where the
worker has been placed when all of the seven following criteria are
met. (note: the criteria are the same for both students and
nonstudents enrolled in vocational rehabilitation programs):
1. Participants are individuals with physical and/or mental
disabilities for whom competitive employment at or above
the minimum wage level is not immediately obtainable and
who, because of their disability, will need intensive
ongoing support to perform in a work setting.
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2. Participation is for vocational exploration, assessment or
training in a community-based work site under the general
supervision of rehabilitation organization personnel, or in
the case of a student with a disability, public school
personnel.
3. Community-based placements must be clearly defined
components of individual rehabilitation programs
developed and designed for the benefit of each individual.
a. Each student with a disability shall have an
Individualized Education Program (IEP) which lists
the needed transition services established for the
exploration, assessment, training, or cooperative
vocational education components.
b. Each participant in a community-based rehabilitation
organization program must have an approved
Division of Vocational Rehabilitation Services,
Individual Plan for Employment (IPE) which includes
a statement of needed transition services established
for exploration, assessment, or training components.
In the past these plans were called Individualized
Written Rehabilitation Plans (IWRP).
4. Documentation will be provided to WH upon request that
reflects that the individual is enrolled in the communitybased placement program, that this enrollment is
voluntary and that there is no expectation of
remuneration. However, the information contained in the
IEP or IPE does not have to be disclosed to WH. The
individual with a disability and, when appropriate, the
parent or guardian of each individual must be fully
informed of the IEP or IPE and of the community-based
placement component of the plan.
5. The activities of the individuals with disabilities
(participants) at the community-based placement site do
not result in an immediate advantage to the business.
Factors that would indicate the business is advantaged by
activities of the individual include:
a. Displacement of regular employees.
b. Vacant positions have been filled with participants
rather than regular employees.
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c. Regular employees have been relieved of assigned
duties.
d. Participants are performing services that, although
not ordinarily performed by employees, clearly are of
benefit to the business.
e. Participants are under continued and direct
supervision of employees of the business rather than
representatives of the rehabilitation facility or school.
f. Placements are made to accommodate the labor
needs of the business rather than according to the
requirements of the individual's IEP or IPE.
g. The IEP or IPE does not specifically limit the time
spent by the participant at any one site, or in any
clearly distinguishable job classification.
6. While the existence of an employment relationship will not
be determined exclusively on the basis of the number of
hours spent in each activity, as a general rule, an
employment relationship is presumed not to exist when
each of the three components does not exceed the
following limitations:
a. Vocational explorations - 5 hours per job
experienced
b. Vocational assessment - 90 hours per job
experienced
c. Vocational training - 120 hours per job
experienced
In the case of students, these limitations apply
during any one school year.
7. Individuals are not entitled to employment at the business
at the conclusion of the IEP or IPE. However, if an
individual becomes an employee, he or she cannot be
considered a trainee at that particular community-based
placement unless in a different, clearly distinguishable
occupation.
An employment relationship will exist unless all of the criteria
described in FOH 64c08(c) are met. If an employment relationship
is found to exist, the employer will be held responsible for full
compliance with the FLSA.
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7.4 Worksite Assessment: Understanding the
Employers Needs
Assessing a job site is an important part of getting to know the
employer. In order to determine if a job will be a good fit the
employment specialist needs to learn about the work environment.
Unfortunately, this essential step is sometimes overlooked when it
comes to job development. Before an employment specialist can begin
to discuss the “ideal” job candidate or specific skills and abilities, he
or she must first take a step back and assess the actual work
environment. A thorough worksite assessment will include the
following:
•

Effective data collection to help evaluate and organize information
collected about the different positions, related tasks, and the overall
workplace environment.

•

Direct observation of the workplace culture in order to determine
unique work setting characteristics (e.g., workplace attire, social
interactions, chain of command, work related social events and
activities).

•

Discussion with employees and management about essential and nonessential job responsibilities.

•

A worksite assessment process that is not intrusive, inconvenient, or
time consuming for the employer.

•

An explanation of the worksite assessment is discussed with the
employer.

•

Any potential workplace confidentiality issues are addressed.

•

The results of the assessment are shared with the employer and the job
seeker.

•

Workplace accessibility is assessed to ensure it is a barrier-free
workplace.

•

Workplace health & safety issues are evaluated during the assessment.
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7.5 Job Development for the 21st Century
While networking is a very successful way of finding employment, other
more conventional ways should not be discarded. The employment specialist
should conduct a complete and balanced job search that incorporates a
variety of job development methods including the use of the internet.
When conducting a job search, the internet can serve a variety of
useful purposes for job seekers and employment specialists. However,
it can also be daunting, confusing, and time-consuming task if done
without a specific purpose or plan in mind. The following information
provides a basic outline and guide for conducting an effective internet
job search. This information is from the online job search resource,
The Riley Guide (www.rileyguide.com). 24
The Riley Guide is a directory of employment and career information
resources and services via the internet. It provides instruction for job
seekers on how to use the internet to their best advantage. Listed
below are just a few useful ideas for using the internet as a job
development research tool.
Career Exploration
• Professional Skills, Abilities, and Interests
• Online Assessments
• Industry Overviews
• Demand Occupations
• Career Trends
When used correctly, the internet is an
• Resume Preparation
invaluable resource for job seekers.
Review Job Leads
However, research has shown that the
most successful job searches utilize a
• Online Newspapers Postings
variety of resources and methods such
• Professional Journals
as informal & formal networking,
• Online Job Banks
yellow pages, introductory letter or
telephone call, and drop-by visits.
• Professional Associations
Researching and Contacting Employers
• Company Websites
• Online Telephone Books
• Business Directories
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Job Development Websites & Internet Resources
Over the past several years, numerous websites have been created to address
employment opportunities for people with disabilities. The following websites
are some of the most useful for matching job seekers with disabilities to
employers that are specifically looking to hire them.

Project EARN www.earnworks.com
The Employer Assistance & Recruiting Network (EARN) is a free service that
connects employers looking for qualified job candidates with disabilities.
Employment specialists and job seekers can conduct a geographic search to see
what employers in their local area are hiring. The web site is also great resource
for finding disability employment related information.

Accessible Employment www.accessibleemployment.org
The Accessible Employment website was created by the New Jersey Business
Leadership Network. Its primary goal is to connect employers with qualified job
candidates.

Work Place Diversity www.workplacediversity.com
This is another helpful job search database, not only for people with disabilities,
but for other minority groups as well. It offers a searchable online database and
numerous other helpful job-hunting resources.

Career Opportunities for Students with Disabilities www.cosdonline.org
The COSD website offers career related information, resources, and links for
college students with disabilities and recent graduates. One such resource is
called “Featured Employer,” which highlights specific employers that have
demonstrated “best practices,” specific initiatives, or programs that focus on the
recruitment, hiring, retention and promotion of persons with disabilities.

The National Business & Disability Council www.nbdc.com
The NBDC is the leading resource for employers seeking to integrate people with
disabilities into the workplace and companies seeking to reach them in the consumer
marketplace.
Additional websites to consider include:

www.jobenable.com
www.jobaccess.com
www.hiredisabilitysolutions.com
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7.6 Hiring People with Disabilities: Separating
Myths from Facts
There are many myths and misunderstandings about people
with disabilities, especially when it comes to employment.
These myths or roadblocks usually result from a lack of
experience and/or interaction with individuals who have disabilities. This
lack of familiarity has led to negative attitudes concerning employment of
people with disabilities. Listed below are some common myths and the
facts that tell the real story.
1. Myth: Hiring employees with disabilities increases workers
compensation insurance rates.
Fact: Insurance rates are based solely on the relative hazards
of the operation and the organization’s accident experience, not
on whether workers have disabilities. According to the 2002 U.S.
Equal Employment Opportunity Commission Disability Statistics, 73
percent of companies report no cost increases attributable to
extending health, life, and/or disability coverage to employees or
dependents with disabilities.

2. Myth: Employees with disabilities have a higher absentee rate as
opposed to employees without disabilities.
Fact: Studies by firms such as DuPont show that employees with
disabilities are not absent any more than employees without
disabilities.

3. Myth: Persons with disabilities are inspirational, courageous, and
brave for being able to overcome their disability.
Fact: Persons with disabilities are simply carrying on normal
activities of living when they drive to work, go grocery shopping, pay
their bills, or compete in athletic events.

4. Myth: Persons with disabilities need to be protected from failing.
Fact: Persons with disabilities have a right to participate in the full
range of human experiences including success and failure.
Employers should have the same expectations of, and work
requirements for, all employees.
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5. Myth: Persons with disabilities are unable to meet performance
standards, thus making them a bad employment risk.
Fact: According to 2002 U.S. Equal Employment Opportunity
Commission Disability Statistics, Performance by workers with
disabilities is equal to or better than non-disabled peers. Employees
with disabilities have a 90% above-average job performance, with
safety and attendance records that were far above the norm as well.
In a previous DuPont study which involved 2,745 employees with
disabilities found that 92 percent of employees with disabilities rated
average or better in job performance compared to 90 percent of
employees without disabilities.

6. Myth: Most people with disabilities do not have transportation to get
to work.
Fact: Although transportation for some people with disabilities can be
an issue, it is incorrect to assume that most or all people with
disabilities have transportation problems. Individuals with disabilities
are capable of supplying their own transportation by choosing to
walk, use a car pool, drive, take public transportation, or a cab. Their
modes of transportation to work are as varied as those of other
employees.

7. Myth: Persons who are hard of hearing or have a loss of hearing
make ideal employees in noisy work environments.
Fact: Loud noises of a certain vibratory nature can cause further
harm to the auditory system. Persons who are hard of hearing or
have a loss of hearing should be hired for all jobs that they have the
skills and talents to perform. No person with a disability should be
prejudged regarding employment opportunities.

8. Myth: Considerable expense is necessary to accommodate workers
with disabilities.
Fact: Most workers with disabilities require no special
accommodations and the cost for those who do is minimal or much
lower than some employers believe. Data shows, that many
approximately 15% of accommodations cost nothing and 68% of
accommodations cost less than $500.25
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9. Myth: Employees with disabilities are more likely to have accidents
on the job versus employees without disabilities.
Fact: According to a March 2000 article in Business Week, employees
with disabilities have had 90% above-average safety and attendance
records, far above the average. A 1990 DuPont study showed that the
safety records of workers with disabilities and without was identical.
Further, statistics show that employees have about a 15% turnover rate as
compared to the national turnover rate of 20%.26

10. Myth: People with disabilities do not want to work.
Fact: According to several studies, more than 70% of people with
disabilities who were unemployed stated that they wanted to work. 27

11. Myth: Serving people with disabilities will adversely affect businesses’
bottom line.
Fact: Consumers with disabilities represent an enormous market niche.
People with disabilities have a combined income of more than $1 trillion,
with $220 billion in discretionary income.28 By comparison, the teen market
heavily catered to by businesses, controls $140 billion in spending power
according to a 1998 estimate by Teenage Research Unlimited.29 In
addition, marketing studies have shown that 54% of households pay more
attention to and patronize businesses that feature people with disabilities in
their advertising.30 Disability-friendly businesses earn the lucrative and
loyal patronage of people with disabilities, their families, and their friends.

12. Myth: I’m afraid that one of my employees or I will say or do the wrong
thing and I’ll get sued.
Fact: Before a private lawsuit can be filed in court, a charge of
discrimination must be filed with the Equal Employment Opportunity
Commission (EEOC). In 2005 there were 14,893 complaints filed with the
EEOC. That is an average of 300 complaints per state. Of those
complaints, EEOC judged 867 to have reasonable cause. That is an
average of about 17 per state. In 2005, the EEOC filed 42 ADA lawsuits.
The fact is that very few employers have complaints filed against them and
even fewer get sued.
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7.7 Employment & The Americans with Disabilities Act
The Americans with Disabilities Act of 1990 prohibits disability
discrimination and ensures equal opportunity for persons with
disabilities in employment, state and local government services,
public accommodations, commercial facilities, transportation, and
telecommunications. The following titles cover each of these subjects.
Title I: Employment
Title II: Public Service: State and Local Government
Title III: Public Accommodation
Title IV: Telecommunications
Title V: Miscellaneous

Reasonable Accommodation & the ADA
Title I of the ADA requires that an employer provide reasonable
accommodation to qualified individuals with disabilities who are
employees or applicants for employment, unless it is considered
“unreasonable” or not readily achievable, thus resulting in an undue
hardship for the employer. An accommodation serves to create an
equal opportunity of employment for a person with a disability. It
essentially levels the playing field for all qualified applicants or
employees with disabilities.
There are three basic categories of “reasonable accommodations:”
1. Modifications or adjustments to a job application process that

enable a qualified applicant with a disability to be considered
for a position.
2. Modifications or adjustments to the work environment, or to

the manner or circumstances under which the position held or
desired is customarily performed, that enable a qualified
individual with a disability to perform the essential functions of
that position.
3. Modifications or adjustments that enable an employee with a

disability to enjoy equal benefits and privileges of employment
as enjoyed by other employees without disabilities.
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Other examples of Reasonable Accommodation include:
modification in job schedule/routine
modifying examinations and training materials
providing qualified readers or interpreters and other similar
accommodations
modification of equipment or machinery
providing accessible work areas (e.g., work stations/desks,
doorways entrances/exits, restrooms and aisles)
Undue Hardship is defined as significant difficulty or expense
incurred by the employer when considered in light of such factors as:
the nature and cost, overall resources, size, type of operation,
function and location
the impact upon the operation
the impact upon the ability of other employees to perform
their duties
accommodations is unduly extensive, substantial, or
disruptive to the work environment in terms of productivity,
customer service, and health & safety of the worksite or it
would fundamentally alter the nature or operation of the
business 31
Essential Job Functions is defined as the fundamental job duties of
the employment position the individual with a disability holds or
desires (e.g., the reason the position exists is to perform that specific
function). In order to be protected from job discrimination under the
ADA an individual with a disability must be able to perform the
essential functions of a job, with or without reasonable
accommodation. This means that an employee must:
possess all of the necessary requirements an employer
specifies for a job (i.e., required education, employment
experience, skills, certifications and licenses)
have the ability to perform required fundamental aspects of a
job, if necessary with job modification or restructuring
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Disability Disclosure and the ADA
Under the Americans with Disabilities Act (ADA), an employer is
prohibited from asking an applicant or an employee if they have a
disability. In addition, an employer is prohibited from asking any
indirect questions that may lead to the assumption that an applicant or
employee has a disability.
Example: An employer cannot ask an applicant if they have any
physical or medical condition that would prohibit him or her
from performing the described job duties.
However, it is ok for an employer to address workplace support needs
(e.g., reasonable accommodations), if the applicant readily discloses a
disability, as opposed to asking about an individual’s disability status.
An employer is also prohibited from asking any questions pertaining to
the use of medications. It is also not acceptable under the ADA for
another party to disclose an applicant or employee’s disability without
the individual’s prior consent.
Example 1: An employment specialist may tell an employer an
applicant uses a motorized wheelchair if there may be a question
regarding wheelchair accessibility. However, an employment
specialist cannot tell the employer that the applicant uses a
motorized wheelchair due to cerebral palsy.
Example 2: An employment specialist may tell an employer an
applicant uses a speech augmentative device for communication
if it is pertinent to the job. On the other hand, stating that an
individual has a significant cognitive impairment and is unable
to speak is not acceptable.
Example 3: An employment specialist may discuss an applicant’s
preferred learning style (e.g., visual, auditory, or kinesthetic learner)
as opposed to stating that due to an applicant’s developmental
disability this individual will require “hands on” supervision.
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Under Title I of the ADA, an employer may not ask about the existence,
nature, or severity of a disability and may not conduct medical
examinations until after it makes a conditional job offer to the
applicant. This ensures that the applicant’s disability is not
considered prior to assessment of the applicant’s non-medical
qualifications. At this pre-offer stage, employers may ask about an
applicant’s ability to perform specific job-related functions. An
employer also may ask other questions that are not disability-related
and may require examinations that are not medical, if all applicants
are asked these same questions or are given these examinations.
The following examples are acceptable inquiries:
• Can you perform the functions of this job with or without
accommodation? (Examples: Can you carry a 20-pound bag? Can
you distinguish color for color-coded wires?) If the applicant needs
reasonable accommodation to demonstrate their ability, that
accommodation should be provided or the person should be permitted
to explain how they could do the job with accommodation.
• Please describe or demonstrate how you would perform these
functions?
• How well can you handle stress?
• Can you meet the attendance requirements of this job?
• Do you illegally use drugs? Have you used illegal drugs in the past
two years?
• Do you have the required licenses to perform this job?
The following are examples of unlawful inquiries:
• Do you have a disability?
• Do you have a disability that would interfere with your ability to
perform the job?
• Do you ever get ill from stress?
• How many sick days did you take last year?
• Why do you need a wheelchair?
• Have you ever filed for workers’ compensation? Have you ever been
injured on the job?
• Have you ever been treated for drug or alcohol problems?
• What prescription drugs are you taking?
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After a conditional offer is made, an employer may require medical
examinations and may make disability-related inquiries if done for all
entering employees in the job category. If an examination or inquiry
screens out an individual because of a disability, the exclusionary
criterion must be job-related and consistent with a business necessity.
The employer must show that the criterion cannot be satisfied and the
essential functions cannot be performed with reasonable
accommodation.
The employer must keep any medical information obtained
confidential. This means that the employer must collect and maintain
the information on separate forms and indicate separate medical files.
The employer may disclose information only to the persons and
entities specified in the ADA. If the individual is screened out for
safety concerns because they are deemed to pose a “direct threat,”
the employer must demonstrate that the decision was based on
objective, factual evidence that these individuals pose significant risk
of substantial harm to themselves or others, and that the risk cannot be
reduced below the direct threat level through reasonable
accommodation.
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Reasonable Accommodation: Interviewing, Hiring, and on the Job
Accommodations for the hiring process:
An employer may inform applicants on an application form or job
advertisement that the hiring process includes a specific selection
procedure (e.g., an interview or written test). Applicants may be
asked to inform the employer of any reasonable accommodation needs
to participate in any pre-offer interviews or tests, within a reasonable
period prior to the interview or testing.
Accommodations for the job: An employer may ask an applicant
whether they can perform specified job-related functions with or
without reasonable accommodation. An employer may ask an
applicant to describe or demonstrate how they would perform jobrelated functions, with or without reasonable accommodation, because
these inquires elicit information about an applicant’s ability, not
information about an applicant’s disability.
However, an employer may not directly ask whether the applicant
needs reasonable accommodation for the job. For example, an
employer may not ask, “Would you need reasonable accommodation
in this job or to perform this specific function?” Disclosure of the
necessity of an accommodation indirectly indicates the person has a
disability.
Prior to discussing any disclosure of support needs
and/or reasonable accommodation with an employer, the
employment specialist first needs to discuss this with
individual receiving services. The employment specialist
needs to ensure that the individual is comfortable with what will be
addressed before it is brought to the employer’s attention.
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Frequently Asked Questions about
Reasonable Accommodations
Q. Should I tell my employer that I have a disability?
A. If you think you will need a reasonable accommodation in order to participate in the
application process or to perform essential job functions, you should inform the employer
that an accommodation will be needed. Employers are required to provide reasonable
accommodation only for the physical or mental limitations of a qualified individual with
a disability of which they are aware. Generally, it is the responsibility of the employee to
inform the employer that an accommodation is needed.
Q. Do I have to pay for a needed reasonable accommodation?
A. No. The ADA requires that the employer provide the accommodation unless to do
so would impose an undue hardship on the operation of the employer's business. If the
cost of providing the needed accommodation would be an undue hardship, the
employee must be given the choice of providing the accommodation or paying for the
portion of the accommodation that causes the undue hardship.
Q. Can an employer refuse to hire me because he believes that it would be unsafe,
because of my disability, for me to work with certain machinery required to
perform the essential functions of the job?
A. The ADA permits an employer to refuse to hire an individual if she poses a direct
threat to the health or safety of herself or others. A direct threat means a significant
risk of substantial harm. The determination that there is a direct threat must be based
on objective, factual evidence regarding an individual's present ability to perform
essential functions of a job. An employer cannot refuse to hire you because of a
slightly increased risk or because of fears that there might be a significant risk
sometime in the future. The employer must also consider whether a risk can be
eliminated or reduced to an acceptable level with a reasonable accommodation.
Q. Is an employer required to provide reasonable accommodation when I apply
for a job?
A. Yes. Applicants, as well as employees, are entitled to reasonable accommodation. For
example, an employer may be required to provide a sign language interpreter during a job
interview for an applicant who is deaf or hearing impaired, unless to do so would impose
an undue hardship.
Q. Can I Require Medical Examinations or Ask Questions About an
Individual's Disability?
A. It is unlawful to: ask an applicant whether she is disabled or about the nature or
severity of a disability, or to require the applicant to take a medical examination before
making a job offer. You can ask an applicant questions about ability to perform jobrelated functions, as long as the questions are not phrased in terms of a disability. You
can also ask an applicant to describe or to demonstrate how, with or without reasonable
accommodation,the applicant will perform job-related functions.
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Q. One of my employees has a broken arm that will heal but is temporarily
unable to perform the essential functions of his job as a mechanic. Is this
employee protected by the ADA?
A. No. Although this employee does have impairment, it does not substantially limit a
major life activity if it is of limited duration and will have no long-term effect.
Q. Am I obligated to provide a reasonable accommodation for an individual if I
am unaware of her physical or mental impairment?
A. No. An employer's obligation to provide reasonable accommodation applies only to
known physical or mental limitations. However, this does not mean that an applicant or
employee must always inform you of a disability. If a disability is obvious, e.g., the
applicant uses a wheelchair, the employer "knows" of the disability even if the
applicant never mentions it.
Q. If I contract for a consulting firm to develop a training course for my
employees, and the firm arranges for the course to be held at a hotel that is
inaccessible to one of my employees, am I liable under the ADA?
A. Yes. An employer may not do through a contractual or other relationship what it is
prohibited from doing directly. You would be required to provide a location that is
readily accessible to, and usable by your employee with a disability unless to do so
would create an undue hardship.
Q. May an employer ask an individual for documentation when the individual
requests reasonable accommodation?
Yes. When the disability and/or the need for accommodation is not obvious, the
employer may ask the individual for reasonable documentation about his/her disability
and functional limitations.(24) The employer is entitled to know that the individual has a
covered disability for which s/he needs a reasonable accommodation.
Reasonable documentation means that the employer may require only the
documentation that is needed to establish that a person has an ADA disability, and that
the disability necessitates a reasonable accommodation. Thus, an employer, in
response to a request for reasonable accommodation, cannot ask for documentation
that is unrelated to determining the existence of a disability and the necessity for an
accommodation.
This means that in most situations an employer cannot request a person's complete
medical records because they are likely to contain information unrelated to the
disability at issue and the need for accommodation. If an individual has more than one
disability, an employer can request information pertaining only to the disability that
requires a reasonable accommodation.
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Job Development Recap:
"Words to Remember”
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Section Summary
Job development is an important aspect of supported
employment services in which the employment specialist identifies,
contacts, and develops business relationships with area employers.
Job development is not limited to just inquiring about current job
openings. Rather, it should incorporate a variety of contact reasons and
purposes including the following:
Situational Assessment
Informational Interview
Mock/Role-Play Interview
Worksite Tour
Job Shadowing
Formal Worksite Assessment/Evaluation
When contacting employers for the first time, the employment specialist
should focus on getting to know the employer instead of providing
great detail about their programs and services.
Employment specialists also should avoid using supported employment
jargon (e.g., job coaching, follow-along support, funding sources) when
talking to employers.
Employment specialists cannot disclose a person’s specific disability
(e.g., Cynthia has Cerebral Palsy) nor discuss particular aspects of a
person’s disability (e.g., Ray is taking medications which help him to
focus better”) unless the individual has given permission to do so.
The Americans with Disability Act of 1990 prohibits its disability
discrimination and ensures equal opportunity for persons with disabilities
in employment, state, and local government services, public
accommodations, commercial facilities, transportation, and
telecommunications.
Two important ADA terms are: (a) Reasonable Accommodation, which
refers to any worksite or job related modification or adjustment that
creates an equal opportunity of employment for a person with a
disability, and (b) Undue Hardship, defined as any significant
difficulty or expense incurred by an employer in relation to a
reasonable accommodation.

The Elizabeth M. Boggs Center on Developmental Disabilities

235

Section 7: Job Development

References
1

Brooke, V., Inge, K., Armstrong, A., & Wehman, P. (1997). Supported employment
handbook: A customer-driven approach for persons with significant disabilities.
Richmond, VA. Virginia Commonwealth University, Rehabilitation Research and
Training Center on Workplace Supports.
2
ONET-Occupational Information Network. US Dictionary of Occupational Titles.
Online reference available at: http://www.dictionary-occupationaltitles.net/index.html
3
News: US Department of Labor. Bureau of Labor Statistics, (2002). Number of jobs
held, labor market activity, and earnings: Growth among younger baby boomers: results
from more than two decades of a longitudinal survey. Online reference available at:
http://www.bls.gov/nls/nlsy79r19.pdf
4
Carol, J. (2007). Workers Average Commute. Gallop News Service. Online reference
available at: http://www.gallup.com/poll/28504/Workers-Average-Commute-RoundTripMinutes-Typical-Day.aspx
5
Buckner, S., & Gonzalez, J. (2005). US Census Bureau News. Americans Spend More
Than 100 Hours Commuting to Work Each Year, Census Bureau Reports Online
reference available at: http://www.census.gov/PressRelease/www/releases/archives/american_community_survey_acs/004489.html
6
U.S. Department of Transportation, Bureau of Transportation Statistics, “Freedom to
Travel,” (2002). Online reference available at:
http://products.bts.gov/publications/freedom_to_travel/.
7
National Organization on Disability, N.O.D./Harris Survey of Americans with
Disabilities, (2000). Online reference available at:
http://www.nod.org/content.cfm?id=798.
8
Bureau of Transportation Statistics, U.S. Department of Transportation, “Transportation
Difficulties Keep Over Half a Million Disabled at Home,” (2003) BTS Issue Brief, No. 3.
Online reference available at: www.bts.gov/publications/issue_briefs/number_03.
9
The Current State of Transportation for People with Disabilities in the United States,
(2005). National Council on Disability whitepaper. Online reference available at:
http://www.ncd.gov/newsroom/publications/2005/pdf/current_state.pdf
10
Kregal, J., & Wehman, P. (1998). More than a Job: Securing satisfying careers for
people with disabilities. Baltimore, Md. P.H. Brookes Publishing Company.
11
The Fordyce Letter (national business newsletter), (1996).
12
Johnston, W.B. (1987). Workforce 2000: Work and Workers for the 21st Century. US
Department of Labor., Employment and Training Administration.
13
The Changing Workforce. Demographic Issues Facing the Federal Government,
(1992). Report to Congressional Committees US General Accounting Office.
14
Six Degrees of Separation, (2007). Online reference available at:
http://en.wikipedia.org/wiki/Six_degrees_of_separation
15
Fabian, E., Luecking, R., & Tilson, G. (2004). Working Relationships: Creating Career
Opportunities for Job Seekers With Disabilities Through Employer Partnerships.
Baltimore, Md.: P.H. Brookes Publishing Company.
16
Gandolfo, C., Gold, M., Hoff, D., & Jordan, M. (2000). Demystifying Job
Development: Field Based Approaches to Job Development For People with Disabilities.
St. Augustine, FL. TRN Inc., Publishing.
The Elizabeth M. Boggs Center on Developmental Disabilities

236

Section 7: Job Development

17

Bissonette, D., (2002). Beyond Traditional Job Development: The Art of Creating
Opportunity. Granada Hills, CA. Milt Wright & Associates, Inc.
18
The Hidden Job Market, (2005). The University of Minnesota. Online reference available
at: http://www.stpaulcareers.umn.edu/jobsearch/find_positions/hidden_market.html
19
Levchuck, C. (2007). Unlocking the Hidden Job Market. Online reference available at:
http://hotjobs.yahoo.com/findingajob/Unlocking_the_Hidden_Job_Market__20048251512.html?subtopic=More+Job+Hunting+Tips
20
The Case for Customized Employment, (2005). Office of Disability Employment
Policy. Online reference available at:
http://www.dol.gov/odep/categories/workforce/CustomizedEmployment/case/index.htm
21
National Center on Workforce and Disability (NCWD). Online reference available at:
http://www.onestops.info/i.php?i=1
22
Geary, T., Griffin, C., & Hammis, D. (2007). The Job Developers Handbook: Practical
Tactics for Customized Employment. Baltimore, Md. P.H. Brookes Publishing Company.
23
Nadig, L.A., (2007). online article at http://www.drnadig.com/listening.htm
24
*Dikel, M, & Roehm, F. (2007). The Riley Guide to Internet Job Searching, 2006-07
Edition. Online resource available at: http://www.rileyguide.com/execute.html New
York, NY. McGraw-Hill Publishing.
25
Myths and Facts about People with Disabilities, (1994). U.S. Department of Labor
Office of Disability Employment Policy. Online reference available at:
http://www.dol.gov/odep/pubs/fact/mythfact.htm
26
Online reference available at: http://careerconcepts.biz/myths_for_web.pdf
27
2006 Disability Status Report (2007). Rehabilitation Research and Training Center on
Disability Demographics and Statistics. Ithaca, NY: Cornell University. Online reference
available at: http://www.ilr.cornell.edu/edi/disabilitystatistics
28
National Organization on Disability, What Marketers Should Know About People with
Disabilities (2003). Online reference available at:
http://www.nod.org/content.cfm?id=925.
29
New Strategist, “Why Teens Are a Hot Market,” American Consumers Newsletter (1999).
Online reference available at: http://www.newstrategist.com/HotTrends/archive.cfm/06-99.htm
30
The Solutions Marketing Group, Disability Market’s Profile, (2007). Online reference
available at: http://www.disability-marketing.com/welcome.php4
31
Enforcement Guidance: Reasonable Accommodation and Undue Hardship Under the
Americans with Disabilities Act. (2002). The U.S. Equal Employment Opportunity
Commission. Online reference available at:
http://www.eeoc.gov/policy/docs/accommodation.html

The Elizabeth M. Boggs Center on Developmental Disabilities

237

Section 7: Appendix A

Section 7:
Appendix A

Reasonable Accommodations:
Situations & Solutions

Source: Reasonable Accommodation: Situations & Solutions
The Job Accommodation Network
www.jan.wvu.edu

The Elizabeth M. Boggs Center on Developmental Disabilities

238

REASONABLE ACCOMMODATION:
SITUATIONS & SOLUTIONS

Developmental Disability
Situation: A production worker with mental retardation, who has limited fine motor
dexterity, must use tweezers and a magnifying glass to perform the job. The worker had
difficulty holding the tweezers.
Solution: Giant tweezers were purchased. Cost. $5.
Situation: A bakery worker with mental retardation had trouble placing cookie dough by
precise numbers and patterns on sheet due to visual perception problems.
Solution: A plastic template was made for the cookie sheet with holes cut to indicate the
precise placing pattern. Cost: Under $50.
Situation: A greenhouse worker with mental retardation has difficulty staying on task
and knowing when to take breaks.
Solution: At no cost to the employer, a job coach gave initial training. The worker then
carried a tape recorder that provided periodic reminders to stay on task and indicated
break time. The worker also carried a set of laminated cards which showed the basic list
of tasks to be completed. Cost: $50.
Situation: A large grocery store wants to hire an individual with Down syndrome
and a mild hearing loss as a baggier/stock person. The concern was that he would
not be able to hear the paging loudspeaker system that was used to call employees
to different parts of the store for work assignments.
Solution: A personal paging device, which was worn on the wrist or belt and
which vibrated when activated by an incoming signal, was purchased for the
employee. When signaled, the employee immediately went to the office for
specific instructions. In this way, the employer could be sure that the employee
both heard and understood his assigned tasks. Cost: $350.
Situation: A cafeteria worker with mental retardation cannot remember to clock out after
completing his shift. He also forgets to turn in keys that will be used on the next shift.
Solution: A reminder sign was posted at the employee exit, one with words and pictures
that asks, "Did you clock out? Did you return the keys?" This was also helpful to other
employees as well. Approximate accommodation cost is $0.
Situation: A grocery stock person with Autism cannot remember to wear all parts of his
uniform.
Solution: A picture of the employee in full uniform was taken. It was then given to the
employee to use as visual reference/reminder of appropriate uniform attire when
preparing to get ready for work. Approximate accommodation cost is $5.
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Situation: A cookie maker with mental retardation cannot count, but must bake cookies
in sets of twelve.
Solution: A twelve-hole plastic template, which is inserted on the cookie sheet during
preparation, but removed before baking. The employee can use the template as a guide,
filling every hole in the template with cookie batter, ensuring that she makes twelve
cookies every time. Approximate accommodation cost is under $20.
Situation: A video store clerk with Fragile-X did not know her ABCs, and could not read
movie titles. She had difficulty stocking returned videos to the shelf..
Solution: The employer made copies of the picture labels for the movie cases that
matched shelf display boxes. This allowed the employee to match pictures, not words,
when returning videos to the shelf. Approximate accommodation cost is under $75.
Situation: A cleaning staff person with Asperger Syndrome was not cleaning to quality
standards.
Solution: A multi-set alarm watch was used to help the employee budget time, allowing
herself enough time to complete each task to the employer's standards. Quality cleaning
standards were also modeled by a job coach as part of training process. Approximate
accommodation cost is under $35.
Situation: A production line worker with mental retardation wears bulky safety gloves
and uncomfortable safety glasses while separating cardboard in manufacturing plant. Her
productivity is below average.
Solution: Properly sized safety gloves were purchased so her manual dexterity is not
affected. Also correct size safety glasses, so employee is not losing time pushing her
glasses up. Approximate accommodation cost is under $100.
Situation: A grocery store clerk with mental retardation cannot tell time. He does not
know when to take his break, and is often late returning from breaks.
Solution: A multi-set alarm watch that beeps or vibrates was purchased. The supervisor
set the alarm to alert employee when to go on break, or return from break. Approximate
accommodation cost is under $35.
Situation: A kitchen worker with Autism has difficulty controlling emotions at work
when his routines or job tasks are changed.
Solution: A picture chart was purchased to help employee identify all tasks to be
completed in daily or weekly. Also the supervisor met with the employee daily or weekly
to remind the employee of upcoming tasks or changes in routine, so he will not become
anxious or upset. Approximate accommodation cost is $0.
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Situation: A janitor with mental retardation and Prader-Willi Syndrome cleans
physician's offices at night. His compulsion to eat any food product prevents him from
staying on task, and sometimes makes him sick..
Solution: All food was stored in a locked cabinet or locked area. Also, a job coach was
used to help keep employee on task, and to model appropriate behavior. Approximate
accommodation cost wasunder $250.
Situation: A clerical aid with Down Syndrome would sometimes get lost or become
disoriented when delivering mail items to different floors in her building.
Solution: The employee was provided with a color-coded map of the building,
identifying each department or office, and location of elevators. This employee could also
use a walkie-talkie to communicate with a supervisor in the event she was lost in the
building. Approximate accommodation cost was under $75.
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REASONABLE ACCOMMODATION:
SITUATIONS & SOLUTIONS

Psychiatric Disability
Situation: A productive worker with schizophrenia that had been diagnosed and treated
successfully years earlier had begun to show radical behavior changes.
Solution: When confidential talks with the employee were not beneficial, the employee
and employer agreed that the employee would meet with a psychiatrist. The meeting
resulted in a change of medication which regulated the problematic behaviors. The
employer paid for the counseling session. Cost less than $200.
Situation: A teacher with bipolar disorder, who works in a home-based instruction
program, experienced reduced concentration, short term memory, and task sequencing
problems.
Solution: At one of their weekly meetings the employees and the supervisor jointly
developed a checklist. This checklist showed both the week’s work and the following
week’s activities. Forms were adapted so that they would be easy to complete, and
structured steps were developed so that paper work could be completed at the end of each
teaching session. An unintended bonus to the company was the value of the weekly check
off forms in training new staff. Cost $0.
Situation: A sales manager in a computer supply company was diagnosed with severe
chronic depression. Although treatment had been initiated, she continued to experience
bouts of crying during times of stress.
Solution: After discussion with her employer, she was provided with the use of a small
room for privacy. This room previously had been used to store office supplies. When she
felt the need, she could take a break and use this private area to compose herself. A new
cabinet was purchased to store the office supplies. Cost $200.
Situation: An administrative assistant in a social service agency has a psychiatric
disability that causes concentration and memory problems related to word processing,
filing, and telephone work.
Solution: Accommodations included using soothing music in one earphone to block
distractions and taped instructions to augment written material Cost $150.
Situation: A data entry clerk had agoraphobia and had difficulty traveling during peak
hours of traffic.
Solution: The employee’s working hours were changed from 8:30 a.m.- 4:30 p.m. to
10:00 a.m.- 6:00 p.m. Cost $0.
Situation: A repairperson has bipolar disorder and has to attend training seminars. He
has problems taking effective notes while paying close attention to instruction.
Solution: A co-worker took notes on notebook paper that prepared carbon copies and
shared them. Between the notes and his concentration on the speakers, the employee was
able to get the entire content. Cost $10.
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Situation: A person with an attention deficit disorder worked in a packaging facility and
was having problems staying on task.
Solution: The employer provided a tape recorder with headphones and cassette tapes
which contained music and frequent reminders to attend to the work. This reduced
distraction and helped prompt the individual to focus on the job. Cost: Less than $200.
Situation: A rehabilitation counselor for a state agency with Obsessive Compulsive
Disorder has difficulty completing paper work on time because he is continually checking
and rechecking it.
Solution: The employee was encouraged to use a checklist for each report and to check
off items as they are completed. When he feels the urge to recheck the report he can do
this quickly by using his checklist. He was also allowed “time off” from the telephone
each day to complete paperwork and file information.
Situation: An administrative assistant in a social service agency has bipolar disorder. Her
duties include typing, word processing, filing and answering the telephone. Her
limitations include difficulties with concentration and short-term memory.
Solution: A dual headset was used for her telephone that allowed her to listen to music
when not talking on the telephone. This accommodation minimized distractions,
increased concentration and relaxed the employee. Also, meetings were held with the
supervisor once a week to discuss workplace issues. These meetings are recorded so she
can remember issues that are discussed and she is able to replay the information to
improve her memory.
Situation: An office manager who has been treated for stress and depression was unable
to meet crucial deadlines. She had difficulty maintaining her concentration and staying
focused when trying to complete assignments.
Solution: She discussed her performance problems with her supervisor and
accommodations were implemented that allowed her to organize her time by scheduling
"off" times during the week, where she could work without interruptions. She was also
provided a flexible schedule that gave her more time for counseling and exercise. The
supervisor trained her coworkers on stress management and provided information about
the company employee assistance program.
Situation: A professor was experiencing anxiety and panic attacks stemming from
working at night and being in a large crowd.
Solution: Her classes were scheduled for morning or afternoon, limiting the size of the
class. She also was given the option to teach classes primarily in the summer when the
days are longer and there are fewer students on campus.
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Situation: A Claims Representative was being treated for stress and depression. The
employee was experiencing difficulty staying on task and meeting deadlines.
Solution: Restructuring of the job was done to eliminate nonessential job functions such
as making copies of files and greeting walk- in customers. Also, her office was relocated
out of the front reception area to reduce distractions.The employee was scheduled one
hour of every afternoon off the telephone to complete tasks without interruption. She also
met with her supervisor every Monday to set goals and discuss weekly projects.
Situation: An employee was experiencing reduced concentration and memory loss due
to mental illness. His jobs required operating copy machines, maintaining the paper
supply, filling orders, and checking the orders for accuracy. He was having difficulty
staying on task and remembering what tasks he had completed.
Solution: A laminated copy of his daily job tasks was created which allowed him to
check items off with an erasable marker as they were completed. Another suggestion was
to use a watch with an alarm set to go off every hour as a reminder to himself to check on
his other job responsibilities.
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Physical Disability
Situation: A catalog salesperson, who had a spinal cord injury, had problems using the
catalog due to difficulty with finger dexterity.
Solution: The employer purchased a motorized catalog rack, controlled by a single
switch via the mouth stick, and provided an angled computer keyboard stand for better
accessibility. Cost $1,500.
Situation: A production worker with mental retardation and Cerebral Palsy had difficulty
grasping a plastic bottle to accurately apply an adhesive label.
Solution: a wooden jig was used to hold the bottle while the employee applies the label.
Approximate accommodation cost was under. Cost $50.
Situation: An individual with a neck injury, who worked in a lab, had difficulty bending
his neck to use the microscope.
Solution: A periscope was attached to the microscope. Cost $2,400.
Situation: A receptionist with cerebral palsy could not remember how to transfer
telephone calls, due to a cognitive deficit.
Solution: A color-coded flip chart was implemented to help explain the transfer call
procedures one step at a time. The employee kept the flip chart by her phone, to refer to
as needed. Approximate accommodation cost less than $30.
Situation: A clerk whose job duties included delivering files and paperwork to various
areas in a multistory building had multiple sclerosis which gradually made it very
difficult to move quickly and carry heavy packages.
Solution: A lightweight, motorized three-wheeled scooter with a basket was purchased
for the employee. Cost $2,000.
Situation: A company wanted to hire a clerk who could not access the vertical
filing cabinets from her wheelchair.
Solution: They moved the files into a lateral file and hired her. Cost $450.00.
Situation: A worker who uses a wheelchair in a plant that manufactures
electronic components needed to be "grounded."
Solution: A "grounding foot strap" was attached to the person's foot and a 5-6"
chain was attached to the foot strap. The chain lands down on the floor and serves
as a ground. The company made an extra device should they have a visitor to the
facility that uses a chair. There was a minimal cost for chain.
Situation: A laboratory technician has a permanent head and neck restriction mobility
and must use a microscope on the job.
Solution: A periscope was attached to the microscope so the worker does not need to
lower her head and bend her neck to perform the job. Cost $2,400.
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Situation: A chef who is paraplegic needs a way to move around the various work
stations in the kitchen.
Solution: The chef was provided with a stand-up wheelchair that allowed flexibility and
mobility, thereby eliminating the need to change the work site itself. Cost: Approximately
$3,000.
Situation: An electromechanical assembly crew member acquired a cumulative
wrist/hand trauma disorder which affected handling and fingering. This decreased his
ability to use hand tools for the assembly of electromechanical devices.
Solution: A rechargeable electric screwdriver was purchased to reduce repetitious wrist
twisting. These were subsequently purchased for all employees as a preventive measure.
Cost $65.
Situation: A person who used a wheelchair could not use a desk because it was too low
and his knees would not go under it.
Solution: The desk was raised with wood blocks (scrap wood individual brought in from
home), allowing a proper amount of space for the wheelchair to fit under it. Cost $0.
Situation: As a result of diabetes, a productive employee in retail business was
experiencing fatigue and needed time during the day to administer medication. She was
having difficulty performing her sales duties for a sustained period of time.
Solution: The employee’s schedule was altered to allow for a longer meal break and for a
special brief time, periods during the day to administer medication. Cost $0.
Situation: A clerk’s hand had two fingers and a thumb, and her arms were unusually
short. This made it difficult for her to perform some of her job duties, including
answering incoming phone calls and accessing a computer to check information for
customer service representatives.
Solution: A large button overlay was used on the telephone; and a ball-shaped device,
with a pencil stylus going through it, was used to facilitate taking messages and typing.
Also used was a strap-on hand stylus for straight typing. Cost $15.
Situation: A person had a condition which required two-hour rest periods during
the day.
Solution: The company changed her schedule and allowed her longer breaks,
although she worked the same number of hours. Cost $0.
Situation: A computer programmer in a manufacturing company is a person with
cerebral palsy which affects her fine motor control. The employee uses a wheelchair.
Solution: A bathroom stall was enlarged and safety rails installed. The desk was raised
several inches to enable the wheelchair to fit underneath, and computer space was made
available on the first floor of the building. A ramp and automatic doors were installed,
and a personal parking place close to the elevator was identified. Building owners
provided materials and absorbed costs for building remodeling. Cost to owner of the
building: Approximately $5000. Cost to employer: $0.
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Situation: An individual lost the use of a hand and could no longer use a camera. The
company provided a tripod, but that was too cumbersome.
Solution: A waist pod, such as is used in carrying flags, enabled him to manipulate the
camera and keep his job. Cost $50.00.
Situation: An individual with CP is in training to become a manicurist. The individual has
use of one hand only. Part of the job requires the individual to hold the client's hand still with
one hand while performing various tasks with the other. The person could do the manicure
procedures but could not hold the hand still.
Solution: A device used for exercise in hand therapy was used to hold the client's hand in
place still providing access needed by the professional manicurist. Cost approximately $100.
Situation: A seamstress could not use ordinary scissors due to pain in her wrist.
Solution: The business purchased a pair of spring-loaded ergonomically designed
scissors. Cost $18.00.
Situation: An insurance salesperson with cerebral palsy had difficulty taking
notes while talking on the telephone.
Solution: Her employer purchased a headset for a phone. Cost $49.95.
Situation: A person applied for a job as a cook and was able to do everything
required except opening cans, due to the loss of a hand.
Solution: The employer called the Job Accommodation Network, was given a list
of one-handed can openers, and bought one. Cost $35.00.
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Sensory Impairment
Situation: A field geologist who was deaf and worked alone in remote areas was unable
to use two-way radio communication to report his findings.
Solution: Text telephone technology was used to allow the geologist to communicate
using a cellular telephone. Cost $400 plus monthly service fee for the phone.
Situation: A legal department secretary in the cable television industry who was legally
blind had to perform such duties as typing, answering telephones, filing and
photocopying.
Solution: The employee was given a special designed table to hold a personal computer,
a printer and a VTEK (a large print display processor which replaces the smaller standard
terminal screen), all of which could be easily accessed. An automatic paper feeder was
added to the printer. Cost $1,360.
Situation: A person had an eye disorder. Glare on the computer screen caused fatigue.
Solution: An antiglare screen was purchased. Cost $39.00.
Situation: A medical technician who was deaf could not hear the buzz of a timer,
which was necessary for specific laboratory tests.
Solution: An indicator light was attached. Cost $26.95.
Situation: A systems analyst in a state office has migraine headaches. The office was set
up in cubicle format with overhead florescent lighting.
Solution: The accommodation was to move the person into his or her own office and to
use task lighting as oppose to overhead lights. The worker is also sensitive to noise. The
office was located next to a noisy garage area so environmental sound machines were
used to block out some of the background noise that could periodically be a problem.
Cost $410.
Situation: A radio broadcaster/announcer who is blind needs to read the AP wire news
desk material.
Solution: The employer connected a Braille printer to the incoming news service and
installed a switch to move from regular printed material to Braille. Cost $1,500.
Situation: A plant worker had difficulty using the telephone due to a hearing
impairment that required use of hearing aids. It was suggested that he take a lower
paying job that does not require telephone use.
Solution: A telephone amplifier that worked in conjunction with his hearing aids
was purchased. He kept the same job. Cost $48.00.
Situation: A severe brain injury has resulted in a computer programmer’s inability to
read past the vertical midline of his computer screen, starting at the left side.
Solution: The employer acquired a software package that has a feature for splitting the
screen and displays the text on only the left side of the screen. Cost: Approximately $600.
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Situation: An accountant with HIV was experiencing sensitivity to fluorescent light. As
a result, she was not able to see her computer screen or written material clearly.
Solution: The employer lowered the wattage in overhead lights, provided task lighting
and a computer screen glare guard. Cost: $80.
Situation: A large grocery store wants to hire an individual with Down syndrome and a
mild hearing loss as a baggier/stock person. The concern was that he would not be able to
hear the paging loudspeaker system that was used to call employees to different parts of
the store for work assignments.
Solution: A personal paging device, which was worn on the wrist or belt and which
vibrated when activated by an incoming signal, was purchased for the employee. When
signaled, the employee immediately went to the office for specific instructions. In this
way, the employer could be sure that the employee both heard and understood his
assigned tasks. Cost: $350.
Situation: A college professor with AIDS was having vision problems associated with
the disability. His greatest difficulty was in grading students’ papers.
Solution: A video magnification system was purchased which facilitated his reading the
papers. In addition, students who used the school’s word processing system were asked to
provide copies of their papers on a computer diskette. This allowed the professor to
utilize a computer speech synthesis system which the school had already purchased for
students and staff with vision problems. Cost: $2,600.
Situation: A telephone consultant experiences short-term memory loss and auditory
discrimination problems due to a brain injury. Her job duties include responding to
telephone requests for information and entering information into a computer.
Solution: Sound absorbing office partitions reduced noise and distractions, and the
telephone bell was reprogrammed so that she could readily differentiate between her
phone and others in the area. An anti-glare screen guard on the computer reduced screen
flicker and prevented dizziness and fatigue. Instructions, daily reminders of meetings and
other scheduled activities were provided in writing. Cost: $345.
Situation: A custodian with low vision was having difficulty seeing the carpeted area he
was vacuuming.
Solution: A fluorescent lighting system was mounted on his industrial vacuum cleaner.
Cost: $240.
Situation: An assembler/operator with a severe vision limitation had the job of wrapping
hose-pipe fittings with special tape. This required close examination of the work
materials. Quality of work was very important.
Solution: A total view magnifier on an adjustable swivel base was installed. Cost: $450.
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Situation: A technician in the telephone service industry used a hearing aid. The job
duties included installing and repairing telephone lines, which included using a "butt-in"
portable test phone that was attached to telephone lines being repaired. The test set
interfered with the technician’s hearing aid.
Solution: A "butt-in" test set equipped with an audio speaker was purchased which
allowed the worker to test lines without having to place the test set against the ear. This
device was also useful for workers NOT wearing hearing aids. In addition, the technician
was provided with an amplified tone locator. Cost: $200.
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Learning Disability
Situation: A saw operator with a learning disability had difficulty measuring to the
fraction of an inch.
Solution: The employee was provided with a wallet-sized card on which the fractions
were listed on an enlarged picture of an inch. This allowed the employee to compare the
card with the location on the ruler to identify the correct fraction. Cost $5.
Situation: A "quick service" restaurant grill operator had a severe learning disability. He
could not read and could recognize only specific single letters on orders for hamburgers.
Solution: Condiments bins were coded with the first letter of the item so that the worker
could match the orders to the bins. In addition, he was taught three key words ("only,"
"none," and "plain") through flash card repetition. Cost less than $25.
Situation: A senior programmer for an insurance company has a learning disability
resulting in difficulties in memory and using correct words.
Solution: Use of E-mail system helped communication with co-workers by providing
quickly written copies of messages. Computer software for word prediction and grammar
check was installed. Also, equipment that uses voice output enabled the programmer to
read back documents that were entered to reinforce use of words. Cost $1,750.
Situation: A police officer has a learning disability that makes it difficult to take standard
civil service tests.
Solution: Officer was permitted 50% more time to take the test and was allowed to use a
dictionary during the examination. Cost $50.
Situation: A person with a learning disability worked in the mail room and had
difficulty remembering which streets belonged to which zip codes.
Solution: A rolodex card system was filed by street name alphabetically with the
zip code. This helped him to increase his output. Cost $150.00.
Situation: An individual with dyslexia who worked as a police officer spent
hours filling out forms at the end of each day.
Solution: He was provided with a tape recorder. A secretary typed out his reports
from dictation, while she typed the others from handwritten copy. This
accommodation allowed him to keep his job. Cost $69.00.

Source: Reasonable Accommodation: Situations & Solutions
The Job Accommodation Network
www.jan.wvu.edu
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Customized Employment:
Applying Practical Solutions for Employment Success

¾ Securing Assets for Customized Employment
¾ Developing Self-Employment and Microenterprise
¾ Negotiating with Employers
¾ Self-Representation and Customized Employment
¾ Job Seeker Exploration
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Customized Employment:
Applying Practical Solutions for Employment Success
NCWD/A Partners
Institute for Community Inclusion at UMass Boston
Center for the Study and Advancement of Disability Policy
Law Health Policy & Disability Center, University of Iowa College of Law
Marc Gold & Associates/Employment for All
National Association of Workforce Boards
National Conference of State Legislatures
TransCen, Inc
The Office of Disability Employment Policy (ODEP) within the U.S. Department of Labor is
committed to improving employment outcomes for individuals with disabilities. To achieve this
goal, ODEP established a Customized Employment initiative to build the capacity of workforce
systems to serve all customers, including individuals with disabilities. The strategies developed
through this initiative can assist all workforce customers who have complex needs and may
require more individual assistance to achieve their employment goals. The Customized
Employment initiative also focuses on using universal strategies that can be used to serve any
customers with barriers to employment, not just individuals with disabilities.
Customized Employment: Applying Practical Solutions Resulting in Employment Success is the
second in a series of Customized Employment portfolios. The first portfolio, Customized
Employment: Practical Solutions for Employment Success, provides a general overview of the
following topics:
• Customized Employment: A New Competitive Edge
• Principles and Indicators
• Job Seeker Exploration
• Creating a Blueprint for Job Development
• Negotiating with Employers
This second piece expands on those topics and provides ideas on how to use these strategies with
job seekers for their own Customized Employment success. Copies of the Customized
Employment portfolios can be ordered from the Office of Disability Employment Policy at
866.633-7365 or read online at www.onestops.info.

Customized Employment: An Overview
The Customized Employment process is a flexible blend of strategies, services, and supports
designed to increase employment options for job seekers with complex needs through voluntary
negotiation of the employment relationship with an employer. The job seeker is the primary
source of information and drives the process. The Customized Employment process begins with
an exploration phase, which lays the foundation for employment planning. Planning results in a
blueprint for the job search where an employment relationship is negotiated to meet the needs of
both the job seeker and the employer.
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Job Seeker Exploration
Time spent engaging with the job seeker to explore their unique needs, abilities, and interests, as
well as their complexities, is essential to establishing successful employment. Unlike traditional
testing or standardized assessment, Customized Employment engages the job seeker in
controlling the exploration process, and captures their preferences and connections in the
community. The job seeker selects friends, family, and colleagues to participate in the
exploration phase so that they can share positive perspectives and potential connections to
employment opportunities. At the conclusion of the exploration phase, the job seeker makes
decisions about their employment goals and potential employers to approach.
Customized Planning
Information gathered from the exploration process is the foundation for Customized
Employment planning. The Customized Employment planning process should result in a
blueprint for the job search. There are also numerous tools—including profiles and portfolios—
that can be used to capture, organize, and represent the information that is collected during
exploration and planning.
Employer Negotiations
An essential element in Customized Employment is negotiating job duties and employee
expectations to align the skills and interests of a job seeker to the needs of an employer. This
negotiation results in a job description that outlines a customized relationship between employer
and employee. Options for customizing a job description include job carving, negotiating a new
job description, job creation, and job sharing. Other points of potential negotiation include job
supports, the hours or location of the job, or specifics of supervision.
Job Seeker Exploration: Laying the Groundwork for Customized Employment
Introduction
Suitable employment for job seekers with complex lives rarely comes from newspaper want ads,
job postings, online career ads, or signs in shop windows. Customizing the relationship between
employers and job seekers can offer an effective alternative. Employment professionals need to
get beyond comparative, competitive evaluation strategies and embrace a more person-focused
strategy—job seeker exploration using a discovery approach.
What Do We Mean By Exploration?
Exploration is a strategy that asks employment professionals and job seekers to discover all the
facets of the individual's life that relate to employment. It is only from this in-depth exploration
that we can truly customize an employment relationship.Exploration can be accomplished in a
number of ways, depending on the needs and preferences of the job seeker. Many job seekers
will wish to engage in a process of self-exploration, often facilitated by others. This involves
answering questions, reflecting on ideas and past experiences, and identifying personal issues
and challenges. Other job seekers may wish to participate in a peer group such as a job club in
which members assist each other in shared exploration.

Section 7: Appendix B

255

Still other job seekers, especially those with significant complexities, will benefit from
facilitated exploration, a process in which an employment professional, family member, or
friend spends the time necessary to understand the job seeker's strengths, needs, and
preferences.This article will focus primarily on facilitated exploration. It is written for the
employment professional who may have the opportunity to act as a facilitator in the exploration
process.
Why Is the Exploration Phase So Important?
Exploration is a critical first step in the Customized Employment process. Once the planning
identifies the job seeker's strengths, needs, and interests, a plan can be developed describing how
those skills can best be utilized. Unless we first discover information about the job seeker's life, we
often develop goals for the job seeker rather than goals by the job seeker. Exploratory time is
needed to understand the job seeker's lifestyle, personal goals, preferences, experiences, and needs.
It is also critical to identify the complexities that the job seeker brings to potential employment
relationships. Formal testing and vocational evaluation procedures may be used to supplement this
exploration when specific additional information is needed to complete the picture.
Facilitating Exploration: Ingredients for Success
A positive attitude sets the pace for all exploration activities. It is essential to maintain the focus
on the job seeker's interests, strengths, and needs to determine the conditions under which the job
seeker will "shine" as an employee. If you are the exploration facilitator, you need to:
• Believe that the job seeker can work
• Model confidence in the job seeker for the group
• Use an array of strategies to understand the job seeker's life story and the conditions for
success
• Emphasize the job seeker's contributions and interests
Skills Necessary for Facilitated Exploration
The facilitator must use the following skills in this exploration phase in order to achieve success.
Sharing
There is a great deal to be learned about the job seeker if all parties begin by sharing their picture
of the job seeker from different—yet optimistic—perspectives that relate to work.
Listening
Listening carefully to all parties in the exploration process creates a clearer understanding for
everyone. However, employment professionals must also be observant and pay attention beyond
the original answers and surface meaning. Go beyond simple questions and answers as your
primary strategy for gaining insight.
Reflecting
All parties involved in the exploration process must reflect on their thoughts, memories, and
aspirations for the job seeker. The time spent in reflection with the job seeker, family, and others
allows everyone to see personal information from an employment perspective while sorting out
the complexities in the job seeker's life.
Describing
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Describing the job seeker should be done in a positive, comprehensive, robust, and nonevaluative manner, whether verbally or in written form. This is important because it:
•
•
•

Redirects others from jumping to conclusions before all the information has been gathered
about the job seeker
Enables others to clearly visualize the job seeker in a work environment
Stimulates further conversation that leads to additional questions and information to help
complete the picture of the job seeker
Sue creates needlepoint items to be framed for her family. Most of the items are family
names that she puts together by counting the number of holes for each letter to create a
template. She takes care to use the colors in the recipient's home, and makes one item a
week. While she usually uses material that has ten stitches to an inch, she prefers 22 holes
to an inch, which is very small and detailed work. Her work is precise, with each stitch
being even and going in the same direction. She has been offered money for these
creations from others outside the family. She typically works alone and late at night. Her
mother purchases the materials to reduce Sue's frustration when making choices.

This description is useful in exploration because:
•
•

It creates a positive picture of the job seeker.
It provides details. Instead of saying "Sue loves to work with her hands," it gives a
description of how she uses her hands, including the activity itself, the pace, supports offered,
performance, and her interest in the activity.
• It makes it easier to envision the characteristics of a working environment in which Sue can
perform successfully (i.e., sitting for long periods, working alone, and performing detailed
tasks that might involve counting). END SIDEBAR
____________________________________________
Give and take
Discussion and compromise are necessary in the exploration process to ensure that everyone
achieves a win/win outcome. The facilitator will need to negotiate with the job seeker and other
participants on an array of topics, from setting times to meet to seeking clarity on the details of
the desired type of employment.
Techniques for Discovering Information
There are several ways that facilitators can explore the job seeker's employment-related goals
and interests to uncover pertinent knowledge.
Observation
Good observation skills are vital to effective exploration. A skilled observer will note the time
the job seeker takes to move from one area to another and their interactions with both familiar
people and strangers. The facilitator will also find the chance to observe the job seeker as he or
she makes decisions to respond to different cues. The employment professional should observe
the job seeker in different situations and a range of environments. It is also to observe routines
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that can give a picture of how full or empty the job seeker's day is, and whether or not
accommodations are needed.
Conversation
Another exploration tool is conversations with the job seeker, family and friends, teachers, and
support people. Conversations should be free-flowing but use a subtle structure to keep the
process on track. It is important to consider words chosen, body language, and tone.
Interviewing
While job seekers, family, and friends are likely to be comfortable with a conversational style,
more structured conversations with service providers, counselors, and other professionals may
help to provide information in a manner more consistent with their experience. Interviewing may
also be effective with job seekers and non-professionals when seeking perspective on more
routine parts of a person’s day that may lend themselves to shorter responses.
--------------------------------------A note of caution: Not spending enough time on these activities could result in a less
comprehensive picture of the job seeker and potentially create the danger of overlooking some
complexities that may impact employment. Also, remember that the exploration process is meant
to uncover information, not test or assess the job seeker.
-----------------------------------------The "Where" of Exploration: Consider a Range of Places
Home
Home is where most job seekers are most "who they are." Going to a job seeker's home
establishes trust that the process is primarily about them—not the agency, the system, or the
labor market. The job seeker's home is a place to understand the complexity of their life. Home is
also where, for most people, life intricacies are worked out, such as preparing meals, enjoying
hobbies, sharing rides, and the basic organization of day-to-day activities. Such visits help the
employment professional understand the number of people living there, their intensity in the job
seeker's life, and possible contributions they may offer the job seeker when developing
employment options.
Familiar community places
Since most jobs are performed in the community, it is necessary to go into the community with the
job seeker. Visiting a place that is part of the job seeker's daily routine can give information on
responses to that setting, such as the job seeker's skills, pace, dress, acquaintances, and social
interactions. Job seekers can help identify these places when sharing their daily routines with the
facilitator.
New places in the community
When the employment professional observes the job seeker engaging in novel activities, it is
important to learn how the job seeker identifies where to go, responds to the natural cues in a
new environment, and meets strangers. This information will be critical as you recognize
strengths or needs for the work environment, and consider strategies to support the job seeker in
the new job.
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The "Who" of Exploration: Identifying a Range of People
Job seeker and immediate family
Information should be gathered initially from the job seeker and then from trusted family and
friends, as appropriate, who are willing to participate in developing employment for the job
seeker. They can provide insight about the job seeker’s distinct characteristics.
Community connections
This group may consist of extended family, neighbors, church members, or other connections in
the community. These individuals can have insight into the job seeker's unique abilities and
interests. They may also be resources to "open doors" when contacting targeted employers.
Personal representatives
Job seekers often use a personal representative to assist and potentially represent them to an
employer. This can be a counselor, job developer, advocate, employment professional, or other
qualified person. The personal representative may or may not be the facilitator of the exploration
phase of the Customized Employment process. If they are not the facilitator, they should be
involved in exploration so that they can understand the job seeker's background and negotiate
effectively with employers.
Service providers, counselors, teachers, and other professionals
Professionals who care about the job seeker can offer an important perspective. Try to ensure
that the professional either has or had direct contact with the job seeker. In addition to those
professionals who have regular, direct contact with the job seeker, there is often an array of
people in other staff and service roles who might be able to offer insight and information.
Doctors, dentists, bus drivers, therapists, administrators, food service personnel, and others who
know the job seeker can be contacted for their input.

Making Time for Exploration
Many people say they don't have time for such an in-depth exploration. However, without
adequate time for exploration a job seeker is likely to either remain chronically unemployed or
chronically changing jobs. Different methods and services are required to reach a different
outcome. More time spent on exploration will pay off in less time spent on the job search,
successful outcomes, and longer retention.
Self-Representation and Customized Employment
Customized Employment entails the voluntary negotiation of an individually tailored relationship
between a job seeker and an employer. Job seekers with more complex life situations have
typically had assistance in customizing relationships with employers. Using an intermediary to
negotiate the deal with employers can be helpful. This person is often referred to as a personal
representative. However, many job seekers wish to represent themselves. This brief addresses
issues and provides suggestions for anyone who is working with a job seeker who wants to selfrepresent when negotiating a customized relationship with an employer.
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To Self-Represent or Not
When customizing an employment relationship, all parties should carefully consider whether a
job seeker should self-represent or have a personal representative negotiate on their behalf.
Employers are used to having job seekers go through the typical procedures of application,
resume submission, and interviewing. If job seekers approach an employer in an attempt to
customize, they are likely to be caught up in those traditional procedures. Employment
professionals can consider the following when helping job seekers make the decision whether or
not to self-represent.
Advantages of self-representation:
• Job seekers "own" the process. They make decisions about ways to focus on competencies,
minimize weaknesses, and disclose information.
• Job seekers control the degree of effort to expend in making employer contacts.
• Job seekers have firsthand knowledge of their fit with a potential workplace.
Advantages of using a personal representative:
• Personal representatives are often more experienced and skilled in making presentations to
employers.
• Job seekers can share the responsibility and have the expectation that someone else will make
contact with employers.
• Some individuals may feel more comfortable if disclosure of a disability is addressed by
someone who is not personally involved.
Those Who Self-Represent Should Follow the Same Customized Employment process
If the job seeker plans to self-represent, he or she should follow the same customized planning
process recommended for those choosing a personal representative. Employment professionals
can still have a supporting role. Employment professionals can:
• Explain the importance of the exploration phase
• Support the job seeker to create a customized plan
• Help develop representational materials
• Prepare the job seeker for presentations
• Offer partnering or backup support
• Encourage the use of personal connections to find employers
• Guide the job seeker through the actual negotiation process from behind the scenes
1. Conduct Exploration
The process starts with an in-depth self-exploration by the job seeker. Although the job seeker is
self-representing, they still need to personally identify their hobbies, passions, and interests.
Employment professionals can help the job seeker consider potential business locations, personal
connections, and educational and work experiences. The professional can support the job seeker
to involve family, friends, and other trusted professionals when identifying connections that may
lead to employment. See "Job Seeker Exploration: Laying the Groundwork for Customized
Employment" for additional information on the exploration phase.
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2. Create a Customized Employment Plan
The exploration phase provides a foundation for the Customized Employment plan. Even if the
job seeker is self-representing, an employment professional can facilitate plan development. The
job seeker directs the plan, decides whom to involve, and maintains the focus on their vision and
career goals. Just as if the job seeker chose a personal representative, the customized planning
process should culminate in a document that serves as a blueprint for the job search.
3. Develop Representational Materials
Representational materials are important, as they can provide structure in the negotiation process.
These materials can take the form of a resume, brochure, or pictorial portfolio. Whatever form is
chosen, these materials should provide information about the job seeker, highlight their job
attributes, and support the need to customize an employment relationship. The portfolio can
guide the job seeker through the presentation to prospective employers; it can also offer a
personal touch necessary to establish a connection. Employment professionals can support the
job seeker to collect and organize their representative materials as they prepare for presentations.
4. Prepare for Presentations
Unlike personal representatives, job seekers will likely be making a customized presentation for
the first time, creating the need to practice. Employment professionals can consider the following
steps to help job seekers prepare:
•
•
•
•

•

Encourage job seekers to become informed about the concept of Customized
Employment by reviewing brochures, websites, and documents such as this portfolio.
Assist job seekers to develop an outline or script for the presentation.
Practice, practice, practice. Encourage job seekers to roleplay their presentation with
trusted people in a comfortable location.
Decide the extent and means of disclosure. Disclosing one's disability or life
complexities is voluntary; however, it can be helpful in customizing an employment
relationship. The employment professional can act as a sounding board when
deciding how and whether disclosure should be handled during negotiations.
Prepare for the unexpected. Discuss the range of potential questions that the job
seeker might face during employer presentations.

5. Offer Partnering and Backup Support
When a job seeker decides to self-represent, customized negotiations should still be a shared
effort. Having an employment professional offer partnering support can diminish the stress of
shouldering the entire responsibility. Job seekers should be encouraged to take the lead and
direct the process, but have access to professional backup as necessary.
6. Use Connection
Personal connections should be the primary resource for identifying potential employers.
Employment professionals can highlight the importance of asking the job seeker's friends,
family, and other personal connections for ideas, contacts, and referrals to potential employers.
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7. Negotiate with Employers
The final aspect of the customized process involves negotiating with employers. It is best to
approach an employer with the intent to offer a business proposal. The proposal highlights the
job seeker's customized contributions, based on their plan, in exchange for the employer's
willingness to negotiate a tailored job description. The following guidelines can be offered to
enhance the presentation by the job seeker:
•
•
•
•
•
•

Start with a presentation of the concept of Customized Employment. Don't wait for
the employer to ask about it. The job seeker should be prepared to take the lead.
Explain the intent to customize, and why customization is needed. This may
potentially involve voluntary disclosure of personal disability and other relevant,
sensitive information to the employer.
Be as brief as possible in the initial meeting (no more than about thirty minutes).
Allow time for a few meetings with the employer, and perhaps arrange for a tour of
the business. Do not rush the employer for an answer during the initial presentation.
Focus on identifying discrete, unmet needs of the workplace rather than filling a
particular job slot. Match those discrete employer needs with the qualifications and
interests of the job seeker.
Emphasize the benefit to the employer. If the employer can clearly see how hiring the job
seeker in question will alleviate challenges, increase productivity, or generate revenues,
they will be more likely to engage in a negotiation for Customized Employment.
Making Sure the Job Seeker Is Ready

When a job seeker is considering self-representation, the following questions should be explored
to ensure that the job seeker is prepared. If the job seeker feels uncomfortable with their capacity
in any of these areas, even with partnering and support, a personal representative may be the best
route to ensure success.
•
•
•
•
•
•
•

Is the job seeker confident in their ability to communicate verbally with an employer?
Does the job seeker have a plan to avoid the typical application procedures of the
business?
Has the job seeker considered how they will explain the concept of Customized
Employment and the need for customization?
Has the job seeker targeted a potential set of tasks to be performed for the employer
and a specific set of conditions that must be negotiated?
If the job seeker has had experiences that might be considered negatively by the
employer (spotty work history, firings, legal entanglements, etc.), have they
considered how to explain these in the best possible light?
Has the job seeker developed materials, with support as necessary, which can be used
to help explain Customized Employment and highlight contributions to the business?
Has the job seeker practiced making a presentation with someone who can give
constructive feedback?
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Negotiating with Employers for Customized Employment Opportunities
The aim of Customized Employment is to align the job seeker's profile to a collection of job
tasks that help an employer meet a specific need. Therefore, successful Customized Employment
opportunities are developed by appealing directly to the employers' circumstances and needs,
rather than trying to sell employers on the general notion of hiring people with barriers to
employment. In fact, negotiations with employers can only begin, and will only be successful,
when everyone involved in the negotiation sees the benefit to the employer.
Typically, an employer will be willing to consider customizing job tasks for a prospective
employee if this act:
•
•
•
•
•

Saves money
Helps make money
Helps the operation run more efficiently
Improves customer relations
Increases safety

Thus, effective negotiation with employers rests on having an understanding of an employer's
workplace. This requires examining necessary tasks of the business and developing a plan that
proposes increased efficiency and other benefits to the business via customizing job assignments
to match the job seeker's skills, interests, and need for accommodation and support.
A quick reminder before we start…
There are two necessary initial steps in the customized job search process:
•

•

Complete an exploration process that outlines the job seeker's interests, skills,
preferences, preferred working environments, needed supports, and accommodations.
(See "Job Seeker Exploration: Laying the Groundwork for Customized Employment" for
more detail.)
Create a job search plan that is based on the results of the exploration process and driven
by the kinds of tasks the job seeker might perform in a customized job.

Practical Steps for Employer Negotiation
Once potential employers have been identified through exploration, there are four practical steps
for negotiating with employers for Customized Employment:
1.
2.
3.
4.

Become acquainted with work site needs
Identify tasks that can be customized for the job seeker
Negotiate an employment proposal
Ensure post-hire success for the job seeker and employer
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1. Become Acquainted with Work Site Needs
The employment professional can become acquainted with work site needs by conducting
informational interviews, asking for a tour of the business, and showing an interest in meeting
the employer's needs.
Conduct an informational interview
One of the best ways to begin to understand the employer's needs is to conduct an informational
interview—that is, to ask the employer key questions that will lead to more knowledge of the
business and its operations. Employers are generally quite willing to meet when there is a sincere
desire to learn about the business. The purpose of the informational interview is not selling the
employer on Customized Employment; it is simply a prelude to potential negotiations that may
occur after more is learned about the business. The employment specialist should come to the
meeting armed with a few straightforward questions.
Questions to Consider Asking on an Informational Interview
•
•
•
•
•
•
•

What is your business most proud of? (It never hurts to give the employer a chance to brag
about what they do.)
How are you different from [name of competitor]?
Are there specific hiring procedures?
How does work get done?
Are there challenges to getting work done?
Is there a particular area where you need more help?
Can you show me how to do [task]?

Ask for a tour
Another method for understanding workplace needs is to tour the work site. A tour is a good way
to clarify operational procedures, identify specific tasks, and pinpoint opportunities where
customizing a position would benefit that employer. It is often necessary to visit the business
more than once to learn about operations and identify potential tasks that could be customized.
During the tour, identify possible challenges or areas of operation that are particularly
troublesome for the work site. Things to consider:
•
•
•
•
•

Rush times
Tasks performed on a sporadic basis
Bottlenecks/logjams/overflowing inboxes
Inefficient use of key staff
Activities that pull staff away from critical (e.g., moneymaking) responsibilities

Through these observations and discussions during the informational interview and tour, the
employment professional can begin to think about specific tasks that match a job seeker's
interests or capabilities.
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Show an interest
As you are becoming acquainted with work site needs, one of the most important things to
convey to an employer is your interest in helping the operation run more efficiently. The primary
objective of these initial meetings is to find out how an employer operates. Illustrating how
Customized Employment could benefit an employer through creating task lists and negotiating
the employment proposal are the next steps.
2. Create a Task List
Once the workplace is understood, a task list can be an effective tool to present the idea of
Customized Employment and begin the negotiation process with an employer for a particular job
seeker. Task lists present potential tasks that might be reassigned, established, or restructured for
the job seeker. The task list leads to a customized job description that will be part of a
negotiation.
Characteristics of an Effective Task List
A good task list:
•
•
•
•
•

Is based on employer's needs and job seeker's skills
Should be specific, avoiding general and vague terms like "filing," "photocopying," and
"cleaning"
Presents the tasks in the order of their importance to the employer
May include tasks across a number of different jobs and departments to demonstrate the
flexibility of customizing a position
Highlights benefits to the employer

Tasks lists may be extensive or brief, depending on the business and job seeker. There may be
different tasks from different departments. These task lists become a "menu" from which
responsibilities for customized jobs might be chosen during the negotiation. Sample task lists
created from visits to three companies who later hired job seekers for customized assignments
are given below.

•
•
•
•
•
•
•
•

Dentist Office
Potential Tasks
File patient charts using color-coded and numerical
systems
Run routing slips and pulling patient charts
Take deposits to the bank
Stamp envelopes and patient reminder postcards
Take mail to the post office
Escort patients to treatment areas
Distribute mail to office staff
Stuff envelopes with credit card slips and return
envelopes
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In each of the examples, the lists reflect specific tasks as they are performed in a specific
workplace. That is, instead of simply listing "collating," the list refers to "collating new hire
packets," or "collating press kits." From each of these examples, jobs were eventually
customized for job seekers based on assigning them selected tasks from the lists (not necessarily
all of the tasks). And in each case the employer benefited from reassigning the tasks, as will be
shown in the example in the next section.
3. Negotiate the Employment Proposal
After the task list is complete, it is time to start thinking about negotiation. Remember that
negotiations can only be effective when there is a perceived value to the employer. The
negotiation presentation should include a description of the specific tasks that can be performed
by the job seeker, the on-site and follow-up support to be provided, and, most importantly, how
such an arrangement will benefit the business. Employment proposals can be informal and
verbally negotiated or formal and in writing, depending on the relationship with the employer
and business operating policies. A sample written proposal follows this article.
Seven Steps to Successful Negotiation
Successful negotiations include several specific steps. These steps utilize a fundamental feature
of good-sense negotiation: Start negotiating strengths (tasks to be performed) first, then negotiate
job seeker needs.
Step 1:Present tasks from the task list that might be reassigned.
Step 2:Outline how these tasks might be reassigned to the job seeker you are
representing.
Step 3:Highlight the skills of the job seeker and how these skills can be used to complete
the tasks.
Step 4:State the potential benefits to the employer as a result of assigning identified tasks
to the job seeker.
Step 5:Discuss what your role (and your organization's role) will be in supporting the job
seeker.
Step 6:Make the "ask"; that is, directly pose next steps to the employer. Does this look
like it will work for you? Do you have more questions? Is there anything else I can do to
make this work for you? Can we set a start date?
Step 7:Reiterate the potential benefits of the arrangements to the employer: How it will
increase other workers' productivity, save money, generate more sales, etc.
Additional negotiating points will include the hours of the job, wages, support and
accommodation strategies, and productivity and outcome expectations. Effectively negotiated
Customized Employment results when the job seeker and the employer jointly agree to the
answers to these questions:
• What tasks can the job seeker do?
• What hours will the job seeker work?
• How much work does the employer want the job seeker to get done each day?
• How much will the job seeker be paid?
• What accommodations and support will be necessary?
• How will all this help the business?
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4. Ensure Post-Hire Success
The deal should never be considered sealed, however, until all the parties are satisfied with the
outcomes of the arrangements. Even after the job seeker starts the job, there are often
circumstances where renegotiating specific job aspects may be necessary. One aspect of ensuring
post-hire success is seeking continuous feedback from the employer. Based on the feedback
provided, be ready to adjust supports and services. When evaluating post-hire activity, personal
representatives can ask:
• How are we doing in meeting your needs?
• What do you like about our service?
• What could be improved?
• Are there additional things we can do to make sure the new employee is fulfilling
expectations?
Remember, both the job seeker and the employer are customers of the person assisting with
negotiation! This means doing what was promised and providing support to the job seeker and
the employer in the agreed-upon fashion. Such follow-up not only helps identify areas where
task assignments and supports need to be adjusted—it also shows the employer that you are
sensitive to and considerate of the business's ultimate benefit.
Customized Employment Success Story
Colin is a job seeker with a particular interest and skill in organizing clothing and personal items.
His initial task list, developed during the exploration phase, included sorting clothing inventory,
sorting items according to size and color, and matching misplaced items. He cannot read but can
recognize numbers and colors. He wanted to work in a retail store near his home. After an
informational interview and follow-up visits to a nearby retail clothing store, Marie (his personal
representative) found that the store's shoe department was in constant chaos: shoes in the wrong
boxes, shoes not returned to the shelves after customers tried them on, and lack of organization
in the back room. Customer volume made it difficult for the sales department to keep up with
these tasks.
Marie helped negotiate a customized position, called a "sales associate assistant," in the store's
shoe department with tasks reassigned from sales associate job descriptions. It was an easy
matter for the employer to agree to this newly created sales associate position once it was clear
how it would solve an ongoing operational problem and ultimately add to the store's bottom line.
As the store manager said, "Nothing beats showing me how you can make my life easier!" A
starting wage was negotiated that mirrored the starting hourly wage of the store's sales clerks,
and the hours were negotiated based on the store's needs and the job seeker's availability.
Production expectations were adjusted several times once the new employee began the job, since
it was a new arrangement for the store. Making the arrangement work after the hire was also a
key to an ultimately successful negotiation. See the attached sample employment proposal for
Colin's Customized Employment opportunity.
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Sample Employment Proposal
[Date]
Mr. Frank Jones, Manager
Ross Dress for Less
Anytown, State
Dear Frank,
It was a pleasure meeting you last week. I greatly appreciate the time you took showing me the
operation of your store. I can see why so many people shop there!
I particularly appreciated learning about the shoe department and the challenges the sales clerks
face in keeping the area organized. As we discussed, it is clear that help could be used in both the
back room and on the sales floor. There seemed to be particular difficulty in keeping up with
these tasks:
•
•
•
•
•

Receiving and unpacking the new shipments
Sorting shoes into size categories
Putting sensors and tags on shoes
Delivering shoes to the proper racks
Retrieving returned shoes from the sales floor

These are tasks that could be reassigned from the shoe department clerks to Colin Smith, a job
seeker I represent. He is very skilled at organizing items, matching them, and placing them in
their assigned places. If he took care of these responsibilities, then the clerks could spend more
time with customers and less time with these tasks. Then they could generate more sales, and you
would receive fewer complaints from customers who cannot find the right sizes and styles.
Should you decide to try this, I would be available to help you organize Colin's work
assignments and help teach him to perform them. I would also be available as long as necessary
to identify and address performance expectations that you may have after he starts the job.
Is there a time next week that Colin and I can come in to discuss this in more detail? I will
contact you to arrange this in the next few days. I believe that we can work together to make sure
that your shoe department is generating more sales and customer satisfaction. I look forward to
talking to you soon.
Sincerely,
Marie Thompson
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Self-Employment and Microenterprise: A Customized Employment Option
Self-employment is a Customized Employment option that matches a job seeker's dreams and
talents to economic activity while designing support strategies that promote success. According
to the U.S. Census, small business ownership represents the largest market segment of new and
expanding employment options in the United States. The self-employment rate is growing by
more than 20% annually, and microenterprises (companies comprising one to five workers)
generated over 40% of all new jobs in the past decade. Currently, small businesses in this
country create more jobs than Fortune 500 companies!
Who Can Own a Small Business?
Anyone can own a small business if proper support, adequate financing, and paying customers
can be secured. Individuals with complex disabilities resulting from autism to cerebral palsy to
schizophrenia to spinal cord injury own and operate businesses.
Text box: Examples of Small Businesses Started by People with Disabilities
Construction equipment rentals and cost estimation, accounting and bookkeeping, pet gift
baskets, mobile dog grooming, art and photography, technical and popular writing, snack and
drink vending, apparel manufacture and retail, property inspection and management,
landscaping, catering, jewelry-making, truck driving, computer repair and assembly, desktop
publishing, small engine repair, power-washing services, firewood delivery, flower arrangement,
water filtration systems sales, greeting card design, farming… the list goes on and on.
Why Consider Self-Employment?
Self-employment is not for everyone, but it is a career option with unique considerations. Job
seekers may consider owning a full-time or part-time small business because it:
•
•
•
•

Can provide the scheduling flexibility necessary to accommodate a disability or other life
complexities
Allows job seekers to express their talents in the open market
Creates financial equity options that wage employment cannot always provide
Provides options to manage income relative to one's cash, medical, and other benefits

An Option for Saving Money!
Self-employment represents one of the few options to grow wealth for people who receive
benefits from the Social Security Administration (SSA). For instance, the resource limit for
individuals receiving Supplemental Security Income (SSI) is $2,000. However, a business owner
who receives SSI can potentially have more resources in their business account as long as those
funds are required for the business. Profits and personal withdrawals can then be managed to
maintain appropriate resource levels for SSI eligibility.
Assisting the Potential Small-Business Owner
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Employment professionals can provide a range of supports and services to assist a job seeker to
start their own small business. This can be achieved through the following strategies.
Remember, it is important to start with an exploration process with the potential business owner
to provide a foundation for business plan development and to ensure that the job seeker truly
wishes to pursue self-employment before initiating the business-related steps. See "Job Seeker
Exploration: Laying the Groundwork for Customized Employment" for more information.
1.
Establish a Support Team
Many job seekers benefit from a business team, selected by the job seeker, that helps sculpt the
job seeker's ideas, interests, aspirations, and talents into a profitable enterprise.Membership
varies, but teams typically include a combination of family members, employment professionals,
and an expert in small-business development. Each can bring unique assets to the team.
• Family involvement is traditional in small business and should be cultivated whenever
possible. It can take the form of loans and cash gifts, transportation, assistance with
production, networking, housing the operations, bookkeeping, etc.
• Employment professionals can help coordinate resources, provide input on funding
alternatives, and identify supports required for success.
• Experts in small business development can consult on the creation of a business plan,
financial statements, marketing and sales strategies, support services, and benefits
analyses. Please see the resource list at the end of this article for places to access the
support of such individuals.
2.
Create the Business Plan
Businesses can truly benefit from a formal business plan. It should be noted that over 80% of
small businesses are successful in the U.S., and since the majority of those do not have business
plans, some flexibility in planning is recommended. However, a business plan is an absolute
requirement of state departments of Vocational Rehabilitation (VR) and SSA.
The process of creating the business plan is as important as the plan itself!
Accessing Support for Business Plans
Even though many community resources advise on business plans, few individuals exist who
actually write plans. Accessing an expert with experience in working with job seekers with
disabilities may be necessary to develop a plan for someone who cannot read or write, or has
limited understanding of the impact of self-employment income on their benefits. Be sure
that the business plan clearly articulates the specific duties of the business owner, any
supports that are necessary, and the expected business roles of any employees and supporters.
3.
Secure Funding
Funding for small businesses is available from numerous sources. Many microloan programs
exist nationwide for those who qualify for and can afford the payments. Various state systems
also provide numerous opportunities for financing that do not load an individual down with debt.
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For example:
•
•
•

VR can pay for skill training, capital equipment, vehicle repairs and insurance, tools,
work clothes, adaptive equipment, computers, job/business coaching, etc.
WIA providers (e.g., One-Stops) may be able to purchase some needed items through
Intensive Services funds.
Community rehabilitation programs (e.g., those funded by state developmental disability
and mental health agencies) can use general fund dollars to purchase a wide range of
business necessities.

A collaborative funding approach is best, with each partner providing expertise and a
portion of the financial assistance. (See "Blending or Braiding Public Funds: Securing Assets
for Customized Employment" for more information about collaborative funding approaches.)
Using a Plan for Achieving Self Support (PASS) to Fund Self-Employment
SSA is actively promoting business ownership to stimulate the employment of job seekers with
disabilities through the Plan for Achieving Self Support (PASS). A PASS plan leverages an
individual's SSI payments to use in pursuing a career goal, and is one of the few financial options
that can provide actual operating cash to businesses. PASS remains a critical complement to VR
and/or WIA resources. For more information on PASS, see the resource section at end of this
brief.
4.

Line Up Training (If Necessary)

Training for prospective business owners can be critical. This includes training to refine a skill
required to produce goods and services in the business, such as attaining a welding certificate or
a chef's diploma. Training also can include attending classes in business ownership, many of
which are available at no or low cost through local Small Business Development Centers
(SBDC—see the resource section for website). Both employment professionals and potential
small business owners can also benefit from such classes because they provide networking
opportunities: a chance to meet potential suppliers, customers, and mentors.
Stories of Self-Employment
Molly. Molly shared her interests in technology with her employment professional, who then
arranged funding for a series of Microsoft certification classes. Molly began working as a parttime computer instructor at the local community college. However, panic attacks resulting from
her psychiatric disability and exhaustion from her fibromyalgia caused her to lose that job. With
assistance from the local VR office and a business design team including a local SBDC advisor,
she began a mobile computer repair business specializing in assisting the growing community of
retirees interested in learning basic computer and internet skills. The business soon branched out
to include desktop publishing, specializing in formatting and printing local church and civic club
newsletters.
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Kevin. Kevin is a man with developmental and behavioral disabilities who spent many years in a
segregated facility-based employment setting (a sheltered workshop) before enrolling in a
community employment project funded by the state Developmental Disability (DD) Council.
Kevin's interest in being a mechanic became clear, but no jobs were available for a young man
without experience.
After many attempts, a local small engine repair shop agreed to have Kevin disassemble and
clean a few motors every week. Because the single owner did not want employees, a businesswithin-a-business was created for Kevin to do disassembly and parts cleaning. In return for the
space to operate this complementary service, and for mentoring in mechanics from the host
business owner, Kevin paid a small percentage of his earnings to the shop. VR support, general
fund expenditures from the local DD agency, and an SSA PASS plan provided Kevin with hand
tools, work benches, a parts washer, and work clothes. Over seven years later, Kevin works 20 to
30 hours a week and charges approximately $30 per hour for his services.
Small Business Resources Online
Name
The Abilities Fund
Association of Small Business Development
Centers
Entrepreneur.com
FirstGov
Forum for Women Entrepreneurs
Griffin-Hammis Associates, LLC
Inc.
Job Accommodation Network
National Association of Women Business Owners
Office of Women's Business Ownership
Online Women's Business Center
The Rural Institute at the Univ. of Montana
Rural Institute: PASS Plans Online
SCORE: Counselors to America's Small Business
Social Security Administration: PASS Plans
U.S. Dept. of Education
U.S. Dept. of Labor, Office of Disability
Employment Policy
U.S. Dept. of Agriculture
U.S. Small Business Administration
Virginia Commonwealth Univ. Rehabilitation
Research and Training Center

Address
www.abilitiesfund.org
www.asbdc-us.org
www.entrepreneur.com
www.firstgov.gov
www.fwe.org
www.griffinhammis.com
www.inc.com
www.jan.wvu.edu
www.nawbo.org
www.womensbusinesscenter.org
www.onlinewbc.gov
ruralinstitute.umt.edu
www.passplan.org
www.score.org
www.ssa.gov
www.ed.gov/about/offices/list/osers/rsa/
index.html
www.dol.gov/odep
www.usda.gov/da/smallbus/index.htm
www.sba.gov
www.worksupport.com
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Blending or Braiding Public Funds: Securing Assets for Customized Employment
A critical element in the Customized Employment process is the development and
implementation of an individualized plan for employment based on the job seeker's talents,
aspirations, and choices. The plan includes specified supports or services that the job seeker
needs to become successfully employed. An individual budget can be developed to implement
this plan that uses financial support from a range of public agencies in order to achieve the job
seeker's goals. These agencies can include, but are not limited to:
•
•
•
•

State Department of Vocational Rehabilitation (VR)
Social Security Administration (SSA)
Department of Labor (DOL)
Developmental disability and mental health services

These public agencies each have funds that can be blended or braided. Using funding from
multiple sources can allow for more creative planning and contribute to a successful outcome.
What Is Blended Funding?
Blended funding occurs when public funders authorize their dollars to be utilized within an
individual budget to respond to identified needs or gaps in services and supports. These funds
may be blended into one lump sum for use as needed, or divided into budget categories.
Regardless, the use of the funds is under the direction and control of the job seeker, with
assistance from a host agency.
What Is Braided Funding?
Braided funding also involves more than one public funder authorizing their dollars to be
included in an individual budget. However, with braided funding, each public funder
maintains control of its dollars. Each tracks expenditures for agreed purposes and
evaluates return on investment.
A New Level of Collaboration
Blended and braided funding approaches require a new level of coordination and collaboration
among public funders. Each funding source has different reporting requirements, payment
arrangements, funding cycles, and approaches to evaluating return on investment.
To meet multiple stakeholder needs, one agency may become the lead or single point of
responsibility for assessing service impact. This agency may also monitor expenditures through a
negotiated set of reporting requirements.
Balancing Job Seeker Control
Agency accountability for public expenditures must be balanced with job seeker control, choice,
and decision-making. Job seekers and funding agencies must also determine who will provide
the services, and resource allocation to cover costs.
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The Advantages to Blending or Braiding Funds Are Significant
Blending or braiding funds can:
•
•
•
•
•

Permit systems to fund activities that may fall outside the specified limits of categorical
programs
Allow separate funding streams to be used in flexible and coordinated ways to implement the
customized plan's objective more effectively
Result in more efficient use of limited resources as agencies work together to overcome
barriers and eliminate duplication
Create greater direction and control of public resources by the job seeker
Establish a method for meeting the range of a job seeker's needs that any single funder could
not effectively respond to alone
Text box: Understanding the Challenges

It is important to realize that blending and braiding funds is not without challenges. Some public
funders are reluctant to blend their dollars in an individual budget because of the loss of control
over how the funds will be spent. Others have reporting requirements that expect all funds to be
tracked and accounted for after being allocated to an eligible job seeker in need of specific
supports and services. These requirements can sometimes limit flexibility. END BOX
So What Next? Thinking About Self-Directed Accounts
Whatever collaborative funding method chosen (blended or braided), dollars can be placed in
individual self-directed accounts. Such accounts hold one or more sources of employment
service dollars that are dedicated to the job seeker and their employment plan. Fundamental to
this funding approach is the principle that the job seeker has choice and control regarding the
services and supports used, including the selection of traditional or nontraditional employment
provider(s).
Where to Find Funding to Blend or Braid for Self-Directed Accounts
No single source of funds or resources is likely to respond effectively to multiple barriers to
employment. Consider the following funding sources that authorize self-directed accounts to
support enhanced coordination of resources.
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Agency
Health and Human
Services: Centers for
Medicaid and Medicare
Services
Social Security
Administration

Department of Labor:
Employment and Training
Administration
Health and Human
Services: Office of
Community Services
Education: Rehabilitation
Services Administration
Mental Health: Center for
Mental Health Services

State Developmental
Disability Agencies

Program
Home and Community-Based Waivers
• Individual budgets for long-term
supports
Ticket to Work
• Voucher for employment services delivered
by an Employment Network
Plan to Achieve Self-Support (PASS)
• Excludes income or resources saved for
vocationally related objectives that would
otherwise be counted in determining SSI
eligibility
Individual Training Account (ITAs)
• Voucher to purchase skills development
training/resources
Individual Development Accounts (IDAs)
• Matched savings plans for buying a first
home, starting a business, or pursuing
postsecondary education
Individual Employment Plan, Title IV of WIA
• Cash advance or purchase of services for
employment-related objectives
Mental Health Block Grant
Person-centered recovery plans used for
• Rehabilitative services
• Service coordination
• Self-directed care
• Behavioral health care
State and local initiatives
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Eight Steps for Blending or Braiding Funds for Self-Directed Accounts
When working with a job seeker to blend or braid funds for a self-directed account, the following
considerations are crucial.
1. Review and understand the menu of available benefits and resources
Start by identifying the resources available from each funder. For each source, understand the
definition of service units and the rate of reimbursement for each type of service provided. (Rates
of reimbursement may include annual funding limits per individual or service, or lifetime caps or
funding limits). Determine the flexibility in rate setting, service units, and licensing/certification
requirements for service providers.
2. For each resource identified, review and understand eligibility requirements
This includes the definition of disability used by the funder and the means tested (e.g., income
levels and resource limits). There may be additional requirements, such as order of selection (a
VR process that establishes priorities when funds are limited) or identification as a funder of last
resort. Eligibility redetermination procedures and frequency are also important to understand.
3. Review and understand documentation requirements
This may include required documentation of medical disability, income and resource limits, or
proof of residence.
4. Review and understand the application process
Examine the forms to be filled out and the possibility of filing online. Identify locations for filing
(such as a One-Stop Career Center) as well as the availability of assistance with the application.
5. Review and understand the appeal process
This includes appealing at any stage in the blended or braided funding process: eligibility,
application, redetermination of eligibility, documentation of need, parameters of funding to meet
identified needs, etc.
6. Establish a self-directed account workgroup
Create a team of representatives from each funding source to explore opportunities to improve
coordination, advance the job seeker's independence and self-sufficiency, and identify a shared
vision and values. When you bring a group together, decisions can be negotiated to streamline
procedures, and a blended or braided individual budget can be pilot-tested before officially
starting.
7. Create the individual self-directed account to meet Customized Employment goals
Understand, simplify, and coordinate the application process across funders. Ensure that
background information is centralized and shared for each job seeker. If needed, identify a lead
agency to be responsible for tracking and reporting expenditures to multiple funders. Each public
funder needs to review and understand the detailed requirements of each other's public
authorities.
8. Offer training and support to job seekers and family members, as necessary, to deal with the
issues involved in directing public funds
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While significant individual latitude should be given, experience has shown that these strategies
require skills and understanding by the job seeker and/or family members in order to fully realize
the potential benefits. It may be necessary to have topical trainings and opportunities for
discussions with all parties.
Braided Funding Success Story
Mary is a young woman who has a disability as the result of a car accident. This accident led her
to drop out of college and begin receiving monthly SSI payments. She registered for services at
her local One-Stop and expressed interest in a career in graphic design. In collaboration with VR
and a Medicaid support coordinator, a counselor at the One-Stop formed a work group to look at
options to contribute resources to an individual account to implement the Customized
Employment plan that Mary developed.
The group arranged funds so that WIA paid for computer classes at the community college as
part of an Individual Training Account, VR purchased a computer and adaptive equipment for
home use, and Medicaid covered the cost of transportation from Mary's home to school. Mary
was accountable to each funding source to use the funds for the specific, agreed-upon purposes.
Each agency alone could not have met all of Mary's needs, but when they braided funds they
could respond to Mary's interest in upgrading her self-taught web design skills and pursuing her
future career in graphic design.
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Information for this publication came from:
•
•
•
•
•
•

National Center on Workforce and Disability/Adult (NCWD/A)
Norciva Shumpert and Michael Callahan of Marc Gold & Associates/EfA—civa@aol.com,
micallahan@aol.com
Richard Luecking and Sara Murphy of TransCen, Inc.—rluecking@transcen.org
Cary Griffin and Dave Hammis of Griffin-Hammis Associates, LLC—
cgriffin@griffinhammis.com, dhammis@griffinhammis.com
Michael Morris of the Law, Health Policy & Disability Center, University of Iowa College of
Law—mmorris@ncbdc.org
Office of Disability Employment Policy at the U.S. Department of Labor

For additional information on Customized Employment, contact:
ODEP
866.633-7365
877.889-5627 TTY
or
NCWD/A
617.287.4365 (voice)
617.287.4350 (TTY)
sheila.fesko@umb.edu
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Resources
Job Seeker Exploration
Callahan, M. & Garner, J. (1997). Keys to the workplace. Baltimore: Brookes Publishing.

Callahan, M., Shumpert, N., Condon, E., & Mast, M. (2005). Discovery: Charting the course to
employment. Gautier, MS: Marc Gold & Associates.

Employer Negotiation
Luecking, R., Fabian, E., & Tilson, G. (2004). Working relationships: Creating career
opportunities for job seekers with disabilities through employer partnerships. Baltimore:
Brookes Publishing.

Self-Employment
Access to Credit (Producer). (1998). Small enterprise, big dreams [videotape]. Frederick, MD:
Access to Credit Media Project.

Doyel, A.W. (2000). No more job interviews: Self-employment strategies for people with
disabilities. St. Augustine, FL: TRN, Inc.

Griffin, C.C. & Hammis, D. (2003). Making self-employment work for people with disabilities.
Baltimore: Brookes Publishing. For more information, visit www.griffinhammis.com.

Hammis, D. & Griffin, C.C. (2002). Social Security considerations for entrepreneurs with
significant disabilities. Florence, MT: Griffin-Hammis Associates, LLC.

Blended/Braided Funding and Individual Accounts
Bradley, V., Smith, G., Taub, S., & Heaviland, M. (2002). Person-centered supports: How do
states make them work? Retrieved June 13, 2005, from
http://www.hsri.org/tracker.asp?file=793ESummary.DOC.
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Callahan, M. (2000). Personal budgets: The future of funding? The Journal of Vocational
Rehabilitation, 16.

Cook, J., Terrell, S., & Jonikas, J. (2004). Promoting self-determination for individuals with
psychiatric disabilities through self-directed services: A look at federal, state and public systems
as sources of cash-outs and other fiscal expansion opportunities. Retrieved June 6, 2005, from
http://www.self-determination.com/pdf/prodraft.pdf.

Flynn, M. & Hayes. C.D. (2003, January). Blending and braiding funds to support early care and
education initiatives. In Financing Strategy Series. Retrieved August 16, 2005 from
http://www.financeproject.org/Publications/FP%20Blending%20Funds%201_24.pdf.

Kowalchuk, P. & Scott, P. (2005). Living your own life… Lessons of self-directed supports.
TASH Connections, 31(3/4), 18-19.
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Section 8

JOB TRAINING STRATEGIES &
WORKPLACE SUPPORTS

Section 8: Job Coaching Strategies & Workplace Supports

Section 8:
Job Training Strategies & Workplace Supports

8.1 Successful Job Coaching
8.2 Developing Workplace Natural Supports
8.3 Teaching Self-Management Skills
8.4 Assistive Technology
8.5 Using Direct Instruction to Teach Job Skills
8.6 Systematic Instruction & Task Analysis
8.7 Challenging Behaviors in the Workplace
8.8 Positive Behavior Support
8.9 Developing a Fading & Ongoing Support Plan
8.10 Effective Record Keeping & Documentation
Section Appendices:
Appendix A: Case Studies
Appendix B: Support Needs Data Form

Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Provide several examples of how a job coach can assist a
person with specific work related tasks and responsibilities.
• Describe what a task analysis is and when it should be used to
teach an individual a job task.
• List and describe the various types of prompting techniques
when using a task analysis or teaching someone a job task.
• Summarize the concept of using a Least Intrusive Method of
Intervention.
• Define the term natural support and explain how it can be an
effective approach for job training and workplace integration.
• List and discuss the various types of self-management
strategies.
• Describe the natural progression of job site fading techniques.
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8.1 Successful Job Coaching
As we have seen throughout this manual, a job coach plays a very
important role in supported employment. Depending on the situation, a
job coach may fulfill one or more of the following roles:
• Trainer
• Technician
• Consultant
• Advocate
Each of these roles requires its own set of unique skills and abilities. For
example, the job coach as a trainer should be skilled at instructional
design, teaching job skills, and understanding the basic principles of
learning. As a technician, the job coach may need to determine the
appropriate use of assistive technology or work area modification. In the
role of the consultant, the job coach should have knowledge of resources,
contacts, and information, which can be beneficial to both the employee
and the employer for purposes of job training and possible job
accommodations. As an advocate, the job coach may need to negotiate
specific work place accommodations or supports on behalf of the
individual.
Some examples of workplace support needs and training facilitated by
the job coach may include the following: 1, 2
• Provide assistance when completing pre-employment forms
and documentation
• Teach the employee how to do the job
• Assistance with participation in social activities during work hours
• Help the employee understand and learn the concept of workplace
culture and informal policies
• Show the employee how to follow or read work schedules and shifts
• Explain the importance of taking timely lunch and break periods
• Discuss the importance of contacting the employer when sick or late
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• Address the issue of handling workplace conflicts and problems
• Help the employee learn the workplace environment and layout
• Encourage the development of workplace friendships and social
interaction
• Provide assistance with finding suitable transportation to get to and
from work
• Discuss the importance of appropriate communication with co-workers,
customers, managers, and others
• Explain the concept of workplace “chain of command”
• Review the appropriate response to workplace emergencies and
potential community disasters
• Provide assistance with reporting earnings to Social Security if the
employee is receiving SSI or SSDI
• Discuss the importance of work initiation especially after completing a
task
• Talk to the employee about when and how to ask for a raise
• Help the employee understand the purpose of a work performance
evaluation
• Provide the employee with assistance if a reasonable accommodation is
needed
• Assist the employer if they are applying for a business tax credit or
deduction
It is also important for the job coach to realize that each individual
and his or her job are unique. Approaching each situation with this in
mind helps the job coach to be more open-minded and creative,
especially when it comes to developing and implementing individual
workplace supports.
The brief questionnaire on the next page highlights some
important job coach skills including communication,
interpersonal skills, resourcefulness, and flexibility.
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What Kind of Job Coach Are You? 3,4
1. Do I get to know the individuals work preferences, skills, general likes
and dislikes using a variety of assessment methods?
Always
4

Sometimes
2

3

Not at All
0

1

2. Do I include the individual in the decision making process when it
comes to job selection, job-training preferences, and fading timeline?
Always
4

Sometimes
2

3

Not at All
0

1

3. Do I consider the individuals personal learning style when training?
(e.g., visual (seeing) , auditory (hearing), tactile (touching), kinesthetic
(movement/doing)
Always
4

Sometimes
2

3

Not at All
0

1

4. Do I facilitate natural social interactions between the supported
employee, co-workers, management, etc.?
Always
4

Sometimes
2

3

Not at All
0

1

5. Do I regularly assess the effectiveness of job training strategies and
make adjustments as needed?
Always
4

3

Sometimes
2

1

Not at All
0

6. When the employee is faced with a difficult or challenging work task, do
I consider alternative or creative ways of completing the task instead of
doing it for them?
Always
4

3

Sometimes
2

1

Not at All
0
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What Kind of Job Coach Are You?
21-24 You have excellent job training skills! You always take the
time to get to know the person and to develop a good
relationship with the employer. You use a variety of job
training techniques and approaches to ensure that the
employee can perform his or her job expectations to the
employer’s satisfaction. Keep up the great work!
16-20 You have some very good job training skills. You take time to get to
know the person, develop a good relationship with the employer, and
usually use different job coaching methods.
11-15 You are on the right track but look for ways to be a bit more creative
when job training an employee. Think of ways on how to teach the
person to be to be more independent.
6-10 You have a basic understanding of job training. However, consider training
methods that will more effectively train employees to perform their job
tasks independently or with the use of natural supports.
0- 5 You are building skills in developing job training and employment
supports. Look for ways to develop these skills further, especially in the
areas of creativity, communication, patience, and understanding.

Least Intrusive Method of Intervention
When job coaches decide on a method of training or instruction they
should start with an approach that relies less on them and more on the
employer and the individual employee. One mistake new job coaches
tend to make is to provide too much assistance to an individual at his or
her job, thereby, not allowing the employee enough opportunity to work
independently. It is important to allow new employees to initiate and
complete work tasks as autonomously as possible.
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Allow for the Natural Learning Curve
Everyone learns at their own pace, therefore, give the employee adequate
time and space to internalize, adapt, and adjust to each new learning
situation. In addition, the job coach should allow the employer to initiate
and conduct job training for the employee just as they would for any
other new hire. Strategies for developing workplace supports that rely less on
the job coach and more on the employer and the employee include the
following:
• Natural Supports
• Self-Management
• Compensatory Aides
• Assistive Technology
Although the job coach may initially assist with the development and
implementation of these strategies, the long-term goal is for self-reliance and
employer initiated job training and support.

8.2 Developing Workplace Natural Support
Natural Support refers to the utilization of existing supports that serve to
facilitate employment or community integration for the supported
employee. Some common natural supports include co-workers,
supervisors, family members, friends, and community members. One of the
primary roles of the job coach is to facilitate the development of natural
supports in the workplace. The job coach should not expect management
and co-workers automatically to assume the role of natural support. In
some cases, the job coach may have to help guide this process. Whenever
considering the use of natural support for someone, whether at work,
home, or in the community, keep in mind the following:
• Discuss the concept or role of natural support with the person.
• Ask the person if they are comfortable using natural support.
• Do not disclose the person’s disability to the natural support.
• Explain to the natural support his or her particular role, which
is, an emphasis on guiding or assisting not doing and/or
completing tasks that are expected of the employee.
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Some ways the job coach can foster natural support in and
outside of the workplace include the following:
9 Have co-workers direct questions and inquiries to the
employee and not to the job coach.
9 Encourage the employee to interact with co-workers and
customers. For example, instead of letting the employee ask
you about job related matters have the employee ask coworkers and managers directly.
9 The job coach can model appropriate social interactions and
training techniques to co-workers so they can work more
effectively with the employee.
9 If the employee is using public transportation to get to and
from work, ask the bus driver to provide additional guidance
and instruction for the individual.
9 If there is a crossing guard at a busy intersection near the
person’s job, ask him or her to provide additional guidance or
assistance when the person needs to cross the street.
9 Ask a store manager or customer service clerk at a local
supermarket to provide some additional assistance for the
individual when purchasing or selecting groceries.
9 Have a bank teller at the bank assist the person with cashing
his or her paycheck, opening an account, or filling out a
credit card application.
9 The job coach may provide an in-service workshop for the
employer about working with or employing someone with a
disability. The employee with a disability also can facilitate
this informal training or discussion. It is sometimes more
effective for the employee to speak directly to his or her coworkers about workplace support needs, accommodations,
and disability, not to mention that it is a more empowering
and self-directed approach. Let’s look at Rhonda’s situation
on the next page as an example.
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Rhonda’s Workplace Request
Rhonda was recently hired as an office administrator
for a mid-size insurance firm. She is currently
receiving some job training services from a local
supported employment agency. One workday, while entering the
employee break room with her job coach, Rhonda encountered some
difficulty maneuvering her motorized wheelchair through the double
doors. Her job coach was standing off to the side and ready to assist
her if she asked. There were about 12 co-workers having lunch in
the break room when this occurred.
When Rhonda was first hired, she made it clear to her job coach that
she wanted to do everything on her own unless she requested
assistance. This included entering and exiting rooms, carrying items,
operating office equipment, and other work related tasks. As
Rhonda continued to figure out the best way to navigate through the
entryway, two co-workers got up and went over to assist her. One of
the employees glanced over to the job coach and sarcastically stated,
“And why are you here?” To which the job coach replied, “Why do
you ask?” The employee responded, “Well, I assume you’re here to
assist Rhonda but apparently that does not include opening doors.”
Feeling a bit awkward, Rhonda quickly replied, “My job coach is
here to help me if I ask for assistance, but I have to learn how to do
my job independently, like opening doors on my own.” Rhonda
went on to thank them for offering assistance but told them next
time she will ask them if she needs their help. The co-workers were
somewhat surprised but quickly realized Rhonda’s point and
apologized to Rhonda and her job coach for intervening. Later that
week, Rhonda spoke to her supervisor and arranged a meeting to
discuss her workplace support needs in order to avoid future
misunderstandings.
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8.3 Teaching Self-Management Skills
Self-management strategies are ways that an individual can control
and monitor their work performance or job related behavior. A job
coach may initially help an individual develop certain selfmanagement strategies but it is the employee who will identify when
and where to use these techniques. Listed below are some common
self-management strategies. 5
• Self-reinforcement - Self-administration of a reinforcer for
performance of a task. A reinforcer also can be self-selected,
meaning that the person can choose the reinforcer. For example,
someone may choose to reward him or herself for a job well
done by going to dinner with friends or renting a movie.
• Self-monitoring - Monitoring one's own job-related behaviors
by recording them. For example, a person doing an assembly
task might use a chart or graph to record the completion of each
task and monitor him or herself for improvement/work
performance.
• Self-Instruction - An individual can teach him or herself to do a
job. The person can watch someone else do the task, look at a
completed example of a job, or use typical training materials
such as manuals or videotapes.
• Self-Elicited feedback - A person asks a coworker or supervisor
about feedback regarding his or her work.
• Self-Prompting – Individuals can use visual aides, also referred to
as compensatory aids, to remind them to complete job tasks and
work related functions. These self-prompting strategies facilitate
and enhance the learning process, task retention, job understanding,
and work independence. The only limit to the use of compensatory
aides is a person’s imagination and creativity. The list on the next
page offers some examples of compensatory aides.
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Self-prompting strategies using compensatory aides:
• To-do list
• Talking or vibrating watch
• Daily planner
• Assignment board
• Picture board
• Flow chart
• Color-coded place markers, post-its, labels...
• Word reminders or cues (e.g., CODE: Clock in–Open mail–Deliver
mail–Enter date)

8.4 Assistive Technology
Assistive technology (AT) refers to any device or piece of equipment,
whether acquired commercially or customized, that is used to increase,
maintain, or improve functional capabilities of individuals with
disabilities [20 U.S.C. 140 (25)]. Assistive Technology Service means
any service that directly assists an individual with a disability in the
selection, acquisition, or use of an assistive technology device
[20 U.S.C. 140 (26)]. 6
Assistive technology can help individuals with disabilities conduct
common daily activities such as managing personal hygiene, getting
dressed, preparing and eating meals, communicating, transportation,
and a host of many other activities. Some of the more intricate or
high-tech equipment includes motorized wheelchairs, speech
augmentative devices, and computer hardware and software programs.
There are also very useful and inexpensive low-tech solutions that
serve to assist people in a variety of ways. The worksheet on the next
page provides some examples of low-tech, inexpensive AT
applications in the workplace.
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Low-Tech Work Supports
1. ____A telephone operator who is hard of hearing
is experiencing difficulty hearing the phone ring and
hearing callers speak.

A. Use of a Digital Display Tape Measure.

2.____ A shipping clerk with cerebral palsy has
difficulty holding his pen steady to check off
inventory forms.

B. Use of an Attachable Wheelchair Tray
Organizer.

3.____ A clerical assistant with bipolar disorder has
difficulty remembering co-workers telephone
extensions when trying to transfer calls.

C. Use of a Ergonomically Designed Non-Slip
Hand Grasper Extender.

4.____ A supermarket clerk with a developmental
disability has difficulty remembering her tasks as
well as task sequence.

D. Use of a Multi-Sound Soother Relaxing
Machine w/Headphones.

5.____ A food worker with traumatic brain injury
forgets to wear all parts of his work uniform when
leaving his apartment in the morning.

E. Use of a Motion Activated Voice Message
Pad.

6.____ A retail sales associate who uses a motorized
wheelchair has difficulty holding the pricing gun and
related items without having them fall on the floor.
7.____ An office cleaner with a moderate visual
impairment is unable to see all areas of the floor
when vacuuming.
8.____ A seamstress with arthritis could not use
ordinary scissors due to pain in her wrist and hand.
9.____ A carpenter apprentice with a learning
disability had difficulty measuring.

F. Use of a Steady Write Pen.
G. Use of several 5 minute breaks during shift
instead of just two 15 minute breaks.
H. Use of an Attachable High Intensity
Halogen Light.
I. Use of Spring –Loaded Ergonomically
Designed Scissors.

10.____ A pharmacy technician who uses a
wheelchair is unable to reach items shelves.

J. Use of a Photo Phone.
11.____ A data entry clerk with major depression
requires numerous mini breaks throughout the day to
refocus attention.
12.____ A paralegal with general anxiety disorder had
difficulty concentrating due to surrounding office
distractions

K. Use of a Picture or Photograph Task Board
.L. Use of a Telephone Amplifier.
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Who Pays For Assistive Technology?
This question usually arises when the need for assistive technology, adaptive
device, or workplace modification has been identified. Upon an employee’s
request, the employer is initially responsible for payment of assistive
technology. However, under the Americans with Disabilities Act, if the
accommodation causes an Undue Hardship (e.g., the accommodation is too
expensive), the employer is not required to pay for the accommodation. Instead,
they are required to offer the employee an alternative accommodation or allow
the employee to pay for the accommodation or identify another payment source.
Although 68% of workplace accommodations cost less than $500, there are
those, especially high-tech devices and mobility equipment that may cost
substantially more.7 Payment options in these instances may come in the form
of business tax credits, deductions, or state rehabilitation funding. Section 10
covers the subject of business tax incentives in greater detail. Some
organizations provide refurbished or used adaptive devices at little or no cost to
the individual or the employer (e.g., Advancing Opportunities, formerly
Cerebral Palsy of New Jersey). Payment or funding options for assistive
technology include:
• Employer
• Small Business Tax Credit
• Architectural/Transportation Business Tax Deduction
• Division of Vocational Rehabilitation
• Social Security Work Incentive Programs
• Employee

Recommended Resources
The websites listed below provide resources and information about Assistive
Technology.
y Cerebral Palsy of New Jersey, CP of NJ Technology Lending Center
www.cpofnj.org/services/rehab.htm
y NJ Protection and Advocacy, Inc., Assistive Technology Advocacy Center
www.njpanda.org/atacprogram.htm
y Abledata www.abledata.com
y Center for Assistive Technology and Environmental Access
http://assistivetech.net/index.php
y The Job Accommodation Network www.jan.wvu.edu/
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8.5 Using Direct Instruction for Teaching Job Skills
Depending on the job, employee, and the employer, the job coach may find it
necessary to provide work support in the form of direct training, which is
tailored toward the individuals specific support needs and learning style. A
couple of training methods that offer this level of intervention are:
• Direct Instruction
• Systematic Instruction
Direct Instruction is a model for teaching that emphasizes welldeveloped and carefully planned lessons designed around small learning
increments and clearly defined teaching tasks. This teaching method is
based on the theory that clear, precise instruction eliminates any
misinterpretations, thereby, greatly improving and accelerating learning
and task retention.
The Five Steps of Direct Instruction:
1. Statement of Learning Objective:
Before beginning instruction, tell the person what it is that you are
going to teach them. For example:
"Let’s go through the procedure for using the time clock to punch
in/out at the start and end of your shift.” (procedural example)
“Let’s discuss, then role play, how you would respond to a
co-worker who accuses you of doing something that you did not
do.” (behavioral example).
2. Model: The instructor performs the task and may identify each step
of the task using verbal, visual, and gestural cues.
3. Lead: The employee/student does the task with the instructor.
Instructor provides Corrective Feedback as needed.
4. Test: The employee/student now does the task without the
instructor’s assistance. This training phase should not be used as
formal testing but an informative learning opportunity with
adequate corrective and positive feedback.
5. Re-Test: This gives more practice and aids in retention.
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An important aspect of direction instruction has to do with constructive
feedback and error correction. When the person makes a mistake during
direct instruction, it is important for the trainer to make the necessary
corrections in a manner that will not hinder the learning process. The following
are some basic guidelines to follow when providing constructive feedback and
error correction.
• Stop the person quickly (politely and gently).
• Provide a brief explanation of why you intervened. For example, “The
reason why I stopped you is because you pressed the ready to scan button
instead of the ready to fax button.”
• Go back one-step in the task and if necessary provide instruction that is
more detailed.
• Consider the person’s individual learning style and preferences when
giving instructions. For instance, does the individual learn better by
hearing instructions, by first observing someone else completing the task,
or by performing the task with the job coach?
Direct Instruction: Trainer–Learner Relationship

MODEL
(I do)

LEAD
(We do)

TEST
(You do)

The Elizabeth M. Boggs Center on Developmental Disabilities

294

Section 8: Job Coaching Strategies & Workplace Supports

8.6 Systematic Instruction
Another way to teach an individual how to perform a job task is by using
systematic instruction. Systematic Instruction is a teaching method that
uses step-by-step instructions to facilitate learning and task retention. It
relies on a prompting hierarchy of instructional interventions usually
beginning with a least to most prompting procedure. Common levels of
prompting include:
• Indirect Verbal Prompt:

•

•

•

•

•

o “What do you do now?”
o “What do you do next?”
o “What happens now?”
Direct Verbal Instruction:
o “Please go and get your time card.”
o “Place the box on the middle shelf.”
o “Lay the document face down on the copier glass.”
Direct Verbal Instruction with Gestural Prompts
While providing direct verbal instruction also:
o Point to the time clock to prompt employee that it is time to punch in.
o Tap your watch to prompt the employee it is time for break.
o Point to your head to prompt/remind the employee
Remember:
Before initiating
to put h/her work cap on.
any physical contact
Direct Verbal Instruction with Modeling Prompts: with someone get
permission from the
o Job coach or co-worker demonstrates how to swipe
person first.
time card.
o Job coach or co-worker demonstrates how to
operate copier machine.
Direct Verbal Instruction with Partial Physical Assistance:
o Job coach taps the employee on the wrist to prompt the person to look at
his or her watch.
o Job coach guides the employee’s hand to show what item they need to
retrieve from a storage room shelf.
Direct Verbal Instruction with Full Physical Assistance:
o Job coach, with hand over employee’s hand, selects the appropriate time
card from the rack.
o Job coach, with hand over employee’s hand, presses the correct buttons
on the copier machine.
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Task Analysis
Systematic instruction is sometimes used in combination with a Task
Analysis, which is a tracking form to record the break down of task steps
and required levels of prompting. A task analysis helps to provide a
baseline performance marker and measures progress toward skill
acquisition. In addition, it assures that all staff teaches the employee using
the same level and type of prompting techniques. A task analysis should
not be used at the first sign of job difficulty. Instead, the job coach should
observe the individual performing the task over multiple trials, providing
subtle teaching techniques and instruction when needed.
Prior to using a task analysis, if the person is having trouble
performing a particular task, consider the following:
• Evaluate your teaching methods. Make sure that you are providing
instructions that match the individual’s preferred learning style.
Modify steps by simplifying them or eliminating redundant ones.
Slow down or speed up your pace of speaking when giving
instructions or providing feedback. Also, ask the individual to
suggest a more effective teaching strategy.
• Evaluate the environment for learning. For instance, are their any
distractions that may be interfering with learning such as too much
noise, unusually cool or warm temperatures, poor lighting, deadlines
or pressure to complete the task?
• Evaluate the individual for learning. A person may be nervous and
more prone to mistakes if a supervisor is closely observing or if the
job coach is “hovering” nearby with a clipboard and pen in hand. In
addition, if the person seems unusually distractible, quite, or subdued
consider his or her physical or emotional state. As is the case with
anyone not feeling well or experiencing personal issues, work
performance and concentration may be adversely affected.
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Task Analysis Form
Task:
Trainer:
Employee:
Work Environment:
Goal:

Trial
Steps

0 = Independent Response
1 = Indirect Verbal Prompt
2 = Direct Verbal Instructions (DVI)
3 = DVI with Gestural Prompts
4 = DVI with Modeling Prompts
5 = DVI with Partial Physical Assistance
6 = DVI with Full Physical Assistance

1

2

3

4

5

6

7

8

9

10

Total
Date
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Sample Task Analysis Form
Task: Sponge mop floor in employee break room
Trainer: Darnel Johnson
Employee: Lisa Jones
Work Environment: Large employee break room.
Goal: Lisa will complete every step with a 0-1 cue on three consecutive trials by 6/15/02.
1

Steps

2

Trial

3

4

5

6

1. Remove bucket & sponge mop from closet

3

3

2

1

0

0

2. Pour capful of floor cleaner into bucket

4

3

2

1

1

0

3. Fill bucket halfway w/water

3

2

2

2

2

1

4. Place bucket on floor

1

1

0

0

0

0

5. Place sponge mop into bucket

2

2

1

0

0

0

6. Remove sponge mop from bucket

1

0

0

0

0

0

7. Slide sleeve down to remove excess water

5

3

3

2

2

1

8. Move sponge mop forward than backward

4

4

3

2

1

1

9. Take one step over to the right

4

3

2

1

1

1

10. Move sponge mop forward than backward

4

3

2

1

1

1

31

25

17

10

8

5

6/3

6/5

6/7

6/10

6/13

6/15

0 = Independent Response
1 = Indirect Verbal Prompt
2 = Direct Verbal Instructions (DVI)
3 = DVI with Gestural Prompts
4 = DVI with Modeling Prompts
5 = DVI with Partial Physical Assistance
6 = DVI with Full Physical Assistance

Total
Date

7

8

9

10
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8.7 Challenging Behaviors in the Workplace
A job coach can use direct instruction or a task analysis to teach
an employee how to perform a certain task, (e.g., how to use a
time card to punch in and out of work). However, when an
employee engages in workplace behaviors described as
problematic, disruptive, or inappropriate, the job coach may need to
consider behavioral workplace support strategies, instead of teaching
just work tasks. When addressing challenging workplace behaviors,
the job coach needs to first define the behavior.
Most challenging behaviors can be described as actions that:
• Create a barrier to employment, social activities and social inclusion.
For instance, behaviors that hinder interactions with family, friends,
and co-workers or inhibit participation in community activities and
workplace events
• Potential to cause or result in physical harm to oneself or others
• Potential to cause damage or destruction to one’s surrounding
environment
• Prolonged duration or repetitiveness of a problem behavior
Next, the job coach needs to assess the problem behavior from the
employer’s perspective. When engaging in this process, the job coach should
consider the following:
• What workplace policy or procedure has the behavior violated?
• What is the employer’s usual course of action for handling such issues?
• Has the employer already addressed this issue with the employee?
• Is this the first time the behavior has occurred?
• How does the employer wish to handle the situation?
• As the job coach, what specifically does the employer want you to do?
• Is the employer open to your suggestions, interventions, and
assistance in the matter?
An employer is not obligated to employ any individual, regardless of his or
her disability status, if the employee engages in behavior that is in direct
violation of company policy and procedure.
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Under the Americans with Disabilities Act (ADA), the term Direct Threat
applies to any employee actions considered a significant risk to the health or
safety of themselves or others, which cannot be eliminated by reasonable
accommodation. Factors considered when assessing a situation as a direct
threat include:
• duration of the risk
• nature and severity of the potential harm
• likelihood that the potential harm will occur
• imminence of the potential harm
However, even if the person poses a significant risk or substantial harm, part
of the reasonable accommodation determination is an analysis of whether an
accommodation can eliminate the direct threat or reduce it to an acceptable
level. Another important factor for the job coach to consider is the job itself.
Is the person working in an environment that is contributing to or causing
the individual’s problem behavior? If this is the case, the job coach should
discuss suitable workplace interventions or alternative employment options
with the individual, perhaps finding a job that better suites the persons work
skills, interests, preferences, and temperament.
For many years, professionals and employment programs sought to “fix” a
person’s problem behaviors, when in fact it was not the individual but the
environment that was the root of the behavior. An individual working in a
sheltered workshop may engage in socially inappropriate behaviors;
however, that same person may excel in the right community-based
work environment (see Marcus’s story on the next page). In order to
determine environmental preferences, it is important for the job coach
to spend quality time with the person. Understanding a person’s
particular interests, skills, and abilities will help the job coach explore
suitable employment opportunities, including customized
employment.
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The Right Person for The Right Job
Marcus was working in a sheltered workshop. Staff’s long
tim
time goals for Marcus were to eliminate his use of
profanities while working at the center and to minimize
his singing aloud. A large furniture warehouse in the area recently
invited the sheltered workshop participants to tour their facility. While
touring the worksite, the warehouse supervisor told them, please
excuse the language in the warehouse. He stated that unlike their front
office employees, warehouse workers tend to use a bit more colorful
language with each other, but he added that it is all in good fun.
While touring the facility, Marcus seemed to be really enjoying
himself, especially hearing the warehouse workers joke with each
other and carry on conversations about sports. He even heard a few
workers singing aloud without any complaints from co-workers. After
completing the tour, Marcus told one of the job coaches that he would
like to work in a place similar to the warehouse they just visited. The
warehouse supervisor overheard him and asked Marcus, why not work
for us?
A few weeks later Marcus was no longer attending the sheltered
workshop. Instead, after a successful interview, Marcus found himself
working at the furniture warehouse. Through the assistance of a job
coach and training provided by the employer, Marcus successfully
transitioned into his new job. Here he was able to use an occasional
profanity, sing aloud, and wear old jeans to work and no one
complained! Marcus ended up being the right person for the right job.
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Teaching Soft Skills at the Worksite
Marcus was able to find a job where certain workplace behaviors were
acceptable. However, in other work places, these same behaviors may
not have been tolerated. Non-technical or skilled workplace behaviors
are sometimes referred to as “soft skills.” Soft skills are those
personal qualities and traits that help shape a persons “professional”
demeanor. Research has shown that besides technical skills,
businesses need and want employees who have strong soft skills. 8 If an
employee has the right professional skill set for a particular job, the
employer can teach the technical aspects of the position. However, if
that same employee lacks key soft skills, such as good
communication, professional etiquette, and teamwork skills it is far
more difficult for employment success to occur. Companies often refer
to the lack of basic soft skills as the primary cause of work
performance issues and project failures.
A workforce study conducted in 2006 defined over 50 top
soft skills employers sought in employees. 9 According to the
study, these skills apply to any field of work and are
considered those personal qualities and skills that employers
feel are most important when it comes to recruiting, hiring,
and retaining employees. These key soft skills included:
•
•
•
•
•
•
•
•
•
•

Positive work ethic
Honesty
Cooperation
Willingness to learn
Good communication
Teamwork
Courtesy
Reliability
Flexibility
Adaptability

•
•
•
•
•
•

Self-directed
Work Initiative
Good attendance
Punctuality
Common sense
Good personal appearance &
hygiene
• Desire to do a good job
• Accountability
• Ability to follow instructions
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The importance of employee soft skills is no different for job seekers
with disabilities. Job coaches should take a proactive approach when it
comes to this subject. They should thoroughly assess a job seekers
understanding of soft skills and positive personal traits, and explain
the significance of them as it pertains to successful employment. Some
ways to foster soft skill development include:
• Direct instruction
• Reminders and cues
• Role playing
• Employer informational interviews
• Job clubs for job seekers, which enables particpants to meet
to discuss appropriate work place behaviors with others
• Workplace social skills videos (either purchased or
agencies can develop their own by role playing scenarios
with job seekers)

8.8 Positive Behavior Supports
Environmental strategies can be one approach toward addressing a
problem behavior. Depending on the individual and the behavior, other
interventions may include professional therapy, medication, and
behavioral modification. Positive Behavior Support (PBS) is one
philosophy of intervention that includes all these strategies.
What is Positive Behavior Support?
PBS is an evidence-based practice for addressing problem
behavior among persons with intellectual or developmental
disabilities. PBS is a problem solving approach that focuses on
improving the quality of life for individuals with challenging
behavior instead of just reducing the frequency of the undesired
behaviors. The term is often associated with techniques based on
a systematic approach to understanding why the behavior makes
sense to the individual, and the use of interventions that focus on
changing antecedents in order to prevent problematic situations
rather than manipulating consequences to manage the behavior.
The Elizabeth M. Boggs Center on Developmental Disabilities
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Recommended Resources
To learn more about Positive Behavior Support and other behavior related
resources refer to the websites below.
The Elizabeth M. Boggs Center on Developmental Disabilities
http://rwjms.umdnj.edu/boggscenter/index.htm
The Elizabeth M. Boggs Center on Developmental Disabilities is New Jersey’s
federally designated University Center for Excellence in Developmental
Disabilities Education, Research, and Service (UCEDD). The Boggs Center is part
of the University of Medicine and Dentistry of New Jersey (UMDNJ) – Robert
Wood Johnson Medical School, Department of Pediatrics. The Boggs Center
offers training and resources specifically on Positive Behavior Support. The
Center also offers many useful resources including community and student
training and technical assistance, research and model demonstrations, and
dissemination of information and educational materials.
The Integrated Employment Institute (IEI). Center for the Study and
Promotion of Recovery from Mental Illness
http://shrp.umdnj.edu/smi/employment_services/IEICalendar1.htm
The Department of Psychiatric Rehabilitation and Behavioral Health Care of SHRP was
established by the UMDNJ Board of Trustees in 1997. The IEI provides resources,

academic programs, and professional trainings to individuals working or pursuing
education and further study in the field of mental health services.
Association for Positive Behavior Support (APBS) www.apbs.org
(APBS) is an international organization dedicated to promoting research-based
strategies that combine applied behavior analysis with person-centered values to
increase quality of life and decrease problem behaviors. The Association is made
up of professionals, family members, trainers, consumers, researchers, and
administrators who are involved and interested in positive behavior support.
National Technical Assistance Center on Positive Behavioral Interventions &
Supports (PBIS) www.pbis.org/main.htm
PBIS shares similar goals to APBS but focuses more on behavioral interventions
for students with problem behaviors. The Office of Special Education (OSEP)
funded National Technical Assistance Center on Positive Behavior and
Intervention Supports was established to address the behavioral and discipline
systems needed for successful learning and social development of students. The
Center provides capacity-building information and technical support about
behavioral systems to assist states and districts in the design of effective schools.
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8.9 Developing a Fading & Ongoing Support Plan
Whether a job coach is using direct instruction, teaching
self-management strategies, or establishing natural
workplace supports, the goal of any job training is to
promote workplace integration and independence. An important
component of any job-training plan is to develop a timeline for fading
supports. Job coaches should consider a number of factors when
creating a fading support plan. For instance, is the employee performing
his or her essential job functions independently? Does he or she know
where to go when in need of help? Does the employee initiate work
tasks? Does the individual know his or her co-workers and managers?
Other important considerations and guidelines to consider when
developing a fading support plan are:

• Begin fading from day one!
It is important that employers understand the job coaches role
when their presence is needed at the job site. The job coach
should explain to the employer that he or she is there to facilitate
the learning process for the employee. This means assisting coworkers on how to better train the employee as well as to give
feedback and occasional instruction to the employee as needed.
The job coach’s role is not to do the job for the person, unless it
involves direct instruction such as modeling a task.
• Discuss a fading timeline with the employee and the employer.
As the employee develops work skills and job independence, the
job coach and employee should discuss a gradual reduction in the
job coach’s presence at the job site. The employer should also be
involved in this discussion.
• Make certain that natural supports are in place before
fading begins.
It is important that the employee understands who to go to for
assistance. The employee also should know his or her co-workers,
and supervisors, and how to reach them. The job coach should
discuss the concept of workplace chain of command if the employee
encounters a workplace conflict or problem that requires
supervision.
The Elizabeth M. Boggs Center on Developmental Disabilities
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• The employee and employer should have the job coach’s
contact information.
The job coach should provide the employee and the employer
with contact information, including the supported employment
agency in case the employee requires assistance.
• Fade incrementally (e.g., minutes, hours, days, weeks).
When the job coach, employee, and employer have agreed that it
is time for fading to begin, the process should be discussed and
outlined so everyone understands how it will occur. A good
fading plan will begin without actually fading from the job site,
but instead fading out of the employee’s “sight.” For example, a
job coach may initially review a task with an employee to make
sure he or she knows what is expected. The job coach will then
leave the area and come back after a certain amount of time has
passed (e.g., 5 minutes, 30 minutes, 1 hour). Eventually, these
“on-site” but “out-of-sight” moments will gradually progress to a
complete departure from the job site.
• Engage in “what if” and role-play scenarios with the employee.
y What will you do if you are sick and cannot go to work?
y What will you do if you are going to be late for work?
y What will you do if there is an emergency at work?
(e.g., medical emergency, fire alarm, power outage,
weather related problem)
y What will you do if you lose your bus pass and are unable
to board the bus?
y What will you do if a co-worker, customer, or stranger is
bothering you at work or when traveling to and from work?
y What will you do if you are not feeling well while at work?
y What will you do if you are unsure of how to complete a
job task?
y What will you do???

The Elizabeth M. Boggs Center on Developmental Disabilities

306

Section 8: Job Training Strategies & Workplace Supports

Ongoing Supports
Another important phase of supported employment is long-term or
ongoing support. This aspect of service ensures that the job placement
is working out for both the employee and the employer. During this
period, the job coach should consider several important questions,
such as:
• Does the employee have opportunities for career growth and
professional development?
• Does the employer regularly perform an employee performance
evaluation?
• Is the employee receiving ongoing competitive pay including
pay raises and company benefits?
• Does the employer have opportunities to participate in company
social functions and events?
• Have you assessed the employee’s job satisfaction?
• Have you assessed the employer’s level of satisfaction with the
employee’s work performance?
• Have you assessed the employer’s satisfaction with your
agency’s supported employment services, such as job coaching?
• Did you discuss with the employee how his or her earnings
would affect Social Security benefits (e.g., SSI, SSDI)?
It also is important for the job coach to be aware and prepared for
potential job changes. It is rare, especially in today’s ever changing
workplace, for someone to remain in the same job until retirement.
The job coach should be available to provide the necessary support
and recommendations in the event that an individual decides to change
jobs. Employment is an ongoing journey that will present many twists
and turns for both the employee and the employment specialist, so
plan, prepare, and proceed accordingly.
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8.10 Effective Record Keeping & Documentation
Throughout this manual, we have addressed the many roles and
responsibilities of the employment specialist including
necessary skills and abilities, such as effective
communication. Good written communication skills, in
particular, are essential for effective record keeping and
documentation. Proper documentation is required for a number of key
reasons including:
•

Adherence to state and funder requirements
(e.g., DDD and DVRS)
• Adherence to outside independent accreditation standards
(e.g., The Commission on Accreditation for Rehabilitation
Facilities [CARF])
• Accurately documenting an individual’s employment related
activities
Documentation allows supported employment providers, state-funding
agencies, outside organizations, individuals and their families the
ability to track, confirm, and review employment related activities.
Documentation holds employment specialists accountable for the time
they spend with and for individuals receiving services. Therefore, it is
imperative that the employment specialist understand the basic aspects
of effective documentation, especially clear and concise writing. 10
This means that the information submitted should be legible, easy to
understand, and straightforward. Case notes or daily records must be
thorough, accurate (e.g., correct dates, times, names, number of
billable hours, etc.) and written in a timely manner (e.g., monthly
reports are submitted on time).

Objective versus Subjective Writing
When writing notes such as progress notes about activities spent with
someone receiving services, direct support professionals need to
understand the difference between objective and subjective writing.
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Objective writing refers to factual and observable matters, which
answer the following questions:
• Who was involved?
• What specifically occurred?
• Where did the activity take place?
• What was the date and time of day on which it happened?
When the writer includes his or her own opinions
concerning why or how something happened, this
becomes subjective writing. Subjective writing usually
includes statements such as, “I think…”, or “I
believe…,” including assumptions without any factual or relevant
confirmation (e.g., “Craig was just being manipulative because he
wasn’t getting his own way.”). Documentation that is written
subjectively can be misleading and misunderstood.
For these reasons, the employment specialist should write as
objectively and succinctly as possible. However, there may be times
when expressing a personal opinion about an incident is necessary. On
these occasions, preface such writing with, “It is this employment
specialist’s opinion...” “In my opinion...” or “Based on my
observations…” For example, an employment specialist may state,
“In my opinion, Laura appeared to be angry at what Brian said, which
appeared to affect her ability to concentrate on completing the task.”

Writing Goals & Objectives
Employment specialists must be able to write effective individual related
goals and objectives. Goal setting is a process of determining what the
person’s goals are, how to work toward them, and how to assess whether the
goals are being met. One way of doing this is by setting goals using the
SMART acronym.
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There are numerous variations of the SMART acronym, most of which
include the following:

SMART Goals

S specific or significant
M measurable, meaningful, or motivational
A agreed upon, attainable, achievable, or acceptable
R realistic, reasonable, rewarding, or results-oriented
T time-based, timely, or time sensitive
Specific
A specific goal has a much greater chance of being accomplished than
a general goal. It should provide enough detail so it is clear what you
and the individual will do. An example of a general goal would be
“Nancy would like a job working with animals.” However, a specific
goal would say, “Nancy wants to work as a part-time clinical aid in an
animal shelter.”
Measurable
Choose a goal with measurable progress so the person can see
advancement toward the objective. A measurable goal has an outcome
that can be assessed. For example, “In order for Allen to learn the
local bus route, he and his employment specialist will practice taking
the #80 bus line three times a week over the next two weeks.”
Achievable
An achievable goal has an outcome that is possible given the
individual’s current work skills, abilities, and interests. For example,
“Based on Rebecca’s education (an Associates Degree in Business
Administration) and her prior work experience as an Operations
Manager, she would like to pursue a job as an Executive
Administrator.”
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Realistic
Similar to achievable, the individual’s work goal is realistic given the
person’s relevant skills and abilities.
Time Bound
Establish a timeframe for the goal. This can be done in incremental or
smaller steps leading toward achieving a larger goal. For example,
“With the help of his employment specialist, Renaldo will contact at
least 5 employers a week.” The larger goal may be for him to obtain a
job interview within 30days or a full-time job as a computer
technician within 60 days. Setting an end point for the goal gives the
both the employment specialist and the individual a clear target to
achieve.
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Section Summary
5 Job coaches play a very important role in supported
employment. Depending on the situation, a job coach may fulfill one
or more of the following roles:
y Trainer
y Technician
y Consultant
y Advocate
5 When providing job training, job coaches should use the Least Intrusive
Method of Instruction, which is to start with the smallest amount of
direct intervention and instruction, in order to allow the employee to
perform the task as independently as possible.
5 Strategies for developing workplace supports that rely less on the job
coach and more on the employer and the employee include the
following:
y Natural Supports
y Self-Management
y Compensatory Aides
y Assistive Technology
5 Methods of job coaching that involve more specific job training and
guidance include Direct Instruction and Systematic Instruction (which
may include the use of a Task Analysis).
5 Positive Behavior Support has been found to be an effective method for
addressing personal and work related behavioral issues.
5 “Direct Threat” is an ADA term that applies to any employee actions
considered a significant risk to the health or safety of themselves or
others, which cannot be eliminated by reasonable accommodation.
5 An important component of any job-training plan is to develop a
timeline for Fading Supports, and to consider Ongoing or LongTerm Workplace Supports that will contribute to continued job
success.
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The Case of the Friendly Food Prep Worker
John is a 27-year-old male that has Down Syndrome. John is a very
pleasant and positive minded individual. He is quite sociable and
friendly. Those who know John describe him as a hard worker who is
always eager to please. John reads at an 9th grade level and is able to
comprehend basic mathematical computations using addition and
subtraction. He has been working as a Food Preparation Aid in an employee
cafeteria for a local pharmaceutical company for the last 2 months. John works in
the cold food prep department. His primary responsibilities are:
I. Small salad preparation:
a.) Remove and weigh quantities of mixed greens, mushrooms,
carrots, ham, and cheese.
b.) After measuring each item to appropriate weight using calibrated
scale, place salad items into bowl, remove shrink-wrap from role
dispenser and cover salad bowls tightly.
c.) Place 8 bowls on a tray and bring them out to the front end
display counter in the employee dining area
d.) Remove bowls from tray and place on top of bed of ice in the
salad section of the cold food display case.
John’s manager, Mr. Jennings, has recently contacted John’s support agency
stating that since his job coach has faded away John’s work productivity and
accuracy have become inconsistent over the past several weeks. Mr. Jennings
stated that John sometimes tends to rush, which causes him inaccurately to weigh
salad items. He added that John also forgets to place all the required salad items
into the bowls. He also stated that John has developed a habit of talking
excessively to employees when he goes out to stock the salad display case. Mr.
Jennings asked that his job coach come in to provide some job coaching services
to help John improve his job performance.
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You are John’s Job Coach. You have been asked to come to his work and
provide job coaching assistance as requested by John’s supervisor.
What questions might you ask the employer about this situation?

What are some questions that you might ask John?

Based on the information provided complete the chart below.
Expected Job Performance
(Required job
function/specific task)

Employee Performance
(How is the employee presently
completing this job task?)
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Intervention Plan
(What job coaching strategy/intervention will
you use to help the employee correctly
complete the job task?)
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The Case of the Busy Business Administrative Assistant
Lisa is a 34-year-old female with General Anxiety Disorder and
Major Depression. Lisa is currently on medications and is attending
weekly individual and group therapy sessions. Overall, Lisa is quite
introverted. She experiences poor concentration, which sometimes
affects her organizational skills and short-term memory. Based on
her past work experience, she has demonstrated the ability to work well
if her job tasks are clearly outlined and organized. Lisa has a B.A. in Business
Administration and is currently working as a Administrative Assistant for a large
accounting firm. She has been working there for approximately 6 weeks. She
initially received job placement assistance from a local supported employment
service provider. The services that she received were centered on job search and
interview skills. The job coach did accompany Lisa to the initial interview. The
job coach presented herself as someone who is available to provide job training
and other work supports as identified by the employer if necessary.
Lisa’s supervisor has contacted the agency and requested the services of a job
coach. The supervisor stated that Lisa initially started quite well, adjusting
appropriately to her new job. However, the supervisor added that over the past
several weeks their accounting volume has increased significantly. As a result of
this increased work volume, Lisa’s supervisor Mr. Walsh stated that lately Lisa
has been having difficulty performing her primary job functions, which include
typing, filing, and answering of telephones. The supervisor stated that this has
been evident based on the following observations of Lisa’s work performance:
1.) She has been flustered at times when she answers the phone, putting
people on hold and forgetting to get back to them and transferring calls
to the wrong extensions.
2.) Misfiling forms and documents.
3.) Falling behind on typing of daily memo requests and letters.
Mr. Walsh went on to state that he sat down with Lisa last week to discuss these
issues. He asked Lisa for her suggestions on how they can help her do her job
more effectively during this usually busy time of business operations. Lisa was
very down on herself stating that she was doing her best but maybe this job was
just not going to work out. After the meeting was over Mr. Walsh was told that an
employee found Lisa crying in the restroom. When asked what was the matter she
stated that she was afraid she was going to be fired because of her poor work
performance. She was consoled by her department manager and was given the
rest of the day off.
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You are Lisa’s Job Coach. You have been asked to come to her work and
provide job coaching assistance as requested by her supervisor.
What questions might you ask the employer about this situation?

What are some questions that you might ask Lisa?

Based on the information provided complete the chart below.
Expected Job Performance

Employee Performance

(Required job function/specific task)

(How is the employee presently
completing this job task?)
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Intervention Plan
(What job coaching strategy/intervention will
you use to help the employee correctly
complete the job task?)
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The Case of the Misfiling Mail Sorter
Robert is a 23-year-old male who has Cerebral Palsy. Robert uses a walker
for mobility. Robert is unable to walk or stand without the support of the
walker. Robert’s DVR counselor has recommended that he use a
motorized wheelchair while at work, however, Robert has
declined stating that using a wheelchair is too stigmatizing.
Robert’s mother describes him as being highly motivated, but quite reluctant to
accept assistance from anyone including her. She adds, “He is stubborn to a fault
but I attribute that stubbornness for his high degree of independence despite his
significant physical limitations.” Robert is right handed and has nearly full use of
his right arm accept for periodic acute muscle spasms. Prolonged repetitive
motions typically lead to arm spasms. He has limited fine motor dexterity skills in
his left hand.
Robert is presently working as an office assistant for a financial corporation. His
primary job tasks are inter-office mail sorting and distribution. He has been
working there for 3 months. During his first 8 weeks of employment, he had a job
coach with him. Over the past 4 weeks the job coach has gradually faded his
supports to once a week visits.
The last time the job coach was there Robert’s supervisor stated that at times
Robert seemed a bit unfocussed and unorganized. Based on his observations and
co-worker feedback he explained the following:
1.) When Robert is placing mail in the mail slots, he sometimes stands there
and daydreams usually until a co-worker asks him if he needs help.
Startled he replies, “No.” and than resumes his work.
2.) His supervisor also added that when sorting mail at his desk he seems
very disorganized, piles everywhere, things falling off the desk.
3.) Lastly, he stated that upper management has some safety concerns
around Robert’s use of his walker. At times Robert has been very
unsteady ambulating in the office with his walker. Especially when the
front basket mounted to the top of his walker is filled with mail. On
several occasions if co-workers were not present to steady him he most
likely would have fallen.
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You are Robert’s Job Coach. You have been asked to come to his work and
provide job coaching assistance as requested by Robert’s supervisor.
What questions might you ask the employer about this situation?

What are some questions that you might ask Robert?

Based on the information provided complete the chart below.
Expected Job Performance

Employee Performance

(Required job function/specific task)

(How is the employee presently
completing this job task?)
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Intervention Plan
(What job coaching strategy/intervention will
you use to help the employee correctly
complete the job task?)
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The Case of the Selective Video Shelver
Ryan is a 42-year-old male with a diagnosis of Fragile X Syndrome and
Attention Deficit Hyperactivity Disorder (ADHD). Ryan sometimes has |
limited patience and can be a bit short tempered. Ryan’s “short temperateness”
usually manifests itself with “I quite!” statements and other similar verbal
outbursts of frustration and anger. He does not accept constructive or corrective
feedback, typically internalizing it as an attack on his intelligence. Testing shows
that Ryan reads at a 5th grade level. His letter recognition is good but his reading
comprehension is relatively poor. He is able to compute basic addition and
subtraction.
In his spare time, Ryan loves to watch movies and listen to talk radio shows. He
has an uncanny memory for faces and places especially as it pertains to actors and
movies. Not surprisingly, he is more of a visual learner, but benefits from verbal
and hands-on instruction as well. Ryan has recently begun working at a video store
in his hometown. His primary job task is to re-shelve returned videos. Ryan
received some initial onsite support from his job coach when he began his new
job. However, his employer suggested they facilitate training for him since they
provide that to all new employees. Ryan was happy with this suggestion since he
was reluctant to have a job coach with him at the job site.
Two weeks later Ryan’s manager called and stated that he would like to have a job
coach in to assist with some of the training. The manager stated the following:
1.) Ryan has been observed shelving videos in the wrong location
2.) Ryan responded somewhat defensively to a co-worker when a more
efficient method of shelving videos was suggested, Ryan’s response
was, “I know how to do this. I don’t need your help.”
3.) Lastly, Ryan was found on several occasions returning adult videos to
the adult video movie section. At this time he was also observed
leisurely walking around this section perusing the video selections
When Ryan was first hired he was told that he would not be returning
those videos to this section since the night shift workers do this.
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You are Ryan’s Job Coach. You have been asked to come to his work and
provide job coaching assistance as requested by his supervisor.
What questions might you ask the employer about this situation?

What are some questions that you might ask Ryan?

Based on the information provided complete the chart below.
Expected Job Performance

Employee Performance

(Required job function/specific task)

(How is the employee presently
completing this job task?)
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Intervention Plan
(What job coaching strategy/intervention will
you use to help the employee correctly
complete the job task?)
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SUPPORT NEEDS DATA SHEET
Employee: ___________________ Assessment Site: ___________________ Date(s): _______
Job Responsibilities: _____________________________________________________________
Directions: Use the following form to determine is the employee’s support needs. Place a check mark in the
box next to the accommodation/modification/support you observed while the employee was working.
Record any comments or ideas in the far right column.

Specific Employer Supports

Essential

Helpful

Comments

Coworker mentor
Company videotape training
Coworker training or monitoring
Company sponsored computer
accommodation program
Employee assistance program
Restructuring job duties
Scheduling flexibility
Supervisor prompting or monitoring
Job duty checklist provided by employer
Supervisor and coworker advocate
Frequent, short breaks
Flexible time limits
Shortened work day
Adapt rules, dress code, etc.
Incentive pay to a co-worker to provide
transportation
Other:
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Essential

Environment Modifications/Supports

Helpful

Comments

Ramp
Elevated table
Electric cart
Painted walkway
Color coding (please describe)
Pictorial directions
Pictorial rules
Audio-taped directions
Audio-taped rules
Braille signs, identifiers, etc.
Watch with timer/alarm
Light bulbs to accommodate specific
physical needs
Checklists
Faucet/Door handles
Light cues
Ergonomic chair
Arm and head rests on chairs/benches
Colored overlays
Work space outlined with paint/tape
Pre measured materials
Key guard
Signature guide
Polaroid Task Picture Board
Count Mat/Card
Other:
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Worker (Person) Modifications

Essential

Helpful

Comments

Essential

Helpful

Comments

Electric cart
“Extend a hand”
Grabber
Magnifying glass(es)
Velcro glove
Talking watch
Wheelchair, cane, walker, etc. specific to
environment
Wrist rest
Wrist immobilizer
Enlarged print items
Cheap Talk, Easy Speak, etc.

Behavior Supports/Accommodations
Valued role within group (e.g., coffee
maker, time keeper for breaks, etc.)
List of tasks to be accomplished with
choice of order to perform
Social skills reminders (e.g., mannerisms,
social interactions, use your anger control
cards, etc.)
Frequent verbal reinforcement
Prompt Coping Skills Strategies
(e.g. breathing, counting, etc.)
Routine choice of reinforcers
Crisis intervention strategy
Self-management tools (written, pictorial,
objects, auditory)
Daily Schedule
Rules of business posted in
communication mode of worker
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Co-Worker Supports

Essential

Helpful

Comments

Essential

Helpful

Comments

Essential

Helpful

Comments

All co-workers know and can implement
crisis intervention strategy
Break and/or lunch buddy
Encourager
Teach/prompt about workplace culture
Accommodate movement difference by
helping person get started, stopped, and/or
to continue
Job sharing
Transportation sharing
Self-help assistance
Phone call to get up in the morning

Instructional Supports
Full Physical prompt
Partial physical prompt
Gestural prompt
Modeling w/verbal prompt
Verbal cue
Other:

Assistive Technology Supports
Electronic talking organizer
Braille writer
Talking Software
Switch(es)
Other:
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Support Needs Data Sheet: Social Inclusion
Employee: _____________________________
Assessment Site: _______________________ Date(s): ____________
Job Responsibilities: _____________________________________________________________
Employee
Engagement

Employee Engagement Code:

Supports/Ideas for
Improving

A = always U = usually S = sometimes R = rarely to never
1. Does the employee work on some tasks together with one or more co-workers?
2. Does the employee’s job include those tasks at work that almost everyone does?
3. Are co-workers available or close by enough to give help or support if the
employee has a problem?
4. Does the employee’s work schedule match that of others in the work area or dept.?
5. Does the employee work during times when it is easier or more likely for workers
to talk socially?
6. Does the employee have access to “gathering places” at appropriate times?
7. Does the employee eat lunch (or other meal) with co-workers?
8. Does the employee share break times with co-workers?
9. Does or did the employee participate in formal orientation provided by the
company for new workers?
10. Does or did the employee receive training by being paired with a co-worker, or
other typical arrangement?
11. Does the employee know and use the special worksite terms or language?
12. Does the employee have items typically issued to employees (e.g., locker, key,
uniform, tools, etc.)?
13. Does the employee’s job include using the equipment that workers share?
14. Does the employee follow the same code of dress/ appearance as others?
15. Is the employee’s name included on mailboxes, doors, posted on schedules, etc.?
16. Is the employee’s workspace personalized in some way?
17. Does the employee sometimes talk socially with one or more co-workers during
work time or participate in workplace celebrations such as birthdays, holiday, and
special events?
18. Does the employee follow informal worksite social customs (such as taking turns
making coffee)?
19. Does the employee attend and/or participate in staff or employee meetings?
20. Does the supervisor formally review the employee’s job performance in the same
way as others’?
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Section 9:
How Did We Get Here? A Brief Look Back
9.1

Setting the Stage for Supported

9.2

Employment Rehabilitation Act of 1973

9.3

Americans with Disabilities Act of 1990

9.4

Presumption of Eligibility

9.5

Supported Employment Timeline

Participant Learning Objectives
At the conclusion of this section, you will be able to:
• Identify at least three significant historical events, which
contributed to the development of supported employment.
• Summarize the evolution of employment supports and
services for people with disabilities.
• Explain how the Rehabilitation Act of 1973 influenced
the growth of integrated employment.
• Describe the term Supported Employment as defined by
Rehabilitation Act.
• Define the Americans with Disabilities Act of 1990.
• List and describe the titles of the Americans with
Disabilities Act of 1990.
• Explain the significance of “Presumption of Eligibility”
as it pertains to vocational rehabilitation service for
people with disabilities.
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9.1 Setting the Stage for Supported Employment
The movement towards increasing and improving employment
opportunities for people with disabilities has been slow and steady.
Over the past three quarters of a century, many factors and events have
contributed to the initial development and continued growth of what is
now modern day supported employment. Various key legislative
initiatives, grassroots movements, and self-advocacy by people with
disabilities have all helped to shape and guide the disability movement.
Questions to Consider
How do you think society viewed people with disabilities
more than 100 years ago?
What do you think were some of most common barriers to employment,
which people with disabilities faced approximately 50 years ago?
What employment options do you think existed for people with
disabilities about 25 years ago?

The Beginning of Vocational Rehabilitation Services
Prior to the development of formal vocational rehabilitation services,
the government and society gave little to no consideration to
employment for people with disabilities. Leading up to the early
twentieth century, many considered people with disabilities to be
societal outcasts. The public shunned the vast majority of people with
disabilities, especially those with the most severe disabilities. 1 In an
effort to separate and segregate this segment of society, these
individuals were placed in private and state institutions where they
remained all of their lives. 2
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Towards the end of World War I, the nation faced a significant crisis with
the steady return of tens of thousands of injured war veterans. Realizing
the adverse impact this would have on society and the nation’s economy,
the government responded with several legislative initiatives. In 1918,
vocational rehabilitation was introduced under the Soldiers Rehabilitation
Act. The Division of Vocational Rehabilitation provided these services to
veterans whose war related injuries posed societal
The 1950s and
barriers, including their ability to return to work. By
1960s saw the
1920, Vocational Rehabilitation extended these
development of
services to civilians with similar disabilities through
numerous grass
the Civilian Vocational Rehabilitation Act.
roots movements

and advocacy

More than two decades later, in 1943, federal-state
groups…
vocational rehabilitation services expanded to
people with visual impairments, mental health conditions, and
developmental and intellectual disabilities. This marked a significant
change in vocational services. Prior to 1943, individuals with disabilities
who were not eligible for rehabilitation services had very few vocational
options to explore when it came to pursuing a work goal or interest. This
significant change in federal legislation seemed to form the impetus for
what would be a growing momentum toward vocational rehabilitation
services for people with disabilities.
Setting the Stage: The 1950s and 1960s
The 1950s and 1960s saw the development of numerous grass roots
movements and self-advocacy groups, including the development of the
Association for Retarded Children of the United States in 1950, which
was later renamed The Association for Retarded Citizens, and is now
referred to as The Arc. Educational reform for students with disabilities
also began to take shape during this period. In 1954, Brown vs. Board
of Education ruled that separate schools for black & white children
were unconstitutional. This decision became a catalyst for the civil
rights movement and became a major inspiration for the disability
rights movement.
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Ten years later, in 1964, the Civil Rights Act was passed.
This comprehensive act prohibited discrimination based on
race in public accommodation and employment, as well as
federally assisted programs. Similar to Brown vs. Board of
Education, this act helped form the foundation for future
disability rights legislation. Up to this period, there were still no
specific laws or regulations that
prohibited employers from
discriminating against someone with a
disability. An employer was not in
violation of any law if they denied an
applicant employment or even an
interview because of a disability.
Through the late 1960s and into the
early 1970s the growing momentum
and voice of the disability movement
culminated when Congress passed a
rehabilitation bill that called for greater rights for people with
disabilities. However, President Nixon at the time vetoed the Bill
preventing it from becoming law. This temporarily delayed the
inevitable, because in September of 1973, Congress overrode Nixon's
veto, thereby passing into law the Rehabilitation Act of 1973. 3

The History of Disability
The Minnesota Governor’s Council on Developmental Disabilities

website offers useful disability related information and resources. One
valuable resource is their interactive video about the history of
disabilities titled, “Parallels in Time.” The video is divided into two
parts. Part I explores the history of disability through 1950. Part II
examines the subject from 1950 to the present day. The video can be
viewed in segments and it even has a user quiz to help facilitate learning.
It is available at: www.mnddc.org
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9.2 The Rehabilitation Act of 1973
The Rehabilitation Act of 1973 proved to be a significant piece of
disability rights legislation. It was the first civil rights legislation
to prohibit discrimination against people with disabilities. The
Rehabilitation Act marked the expansion of federal programs
and services provided to individuals with the most severe
disabilities, addressing public accommodation, accessibility,
housing, education, and employment. Independent living also was
acknowledged as a serviceable outcome goal in addition to vocationally
related goals. 4
Other important mandates of the 1973 Rehabilitation Act include
Section 501, which prohibits discriminatory hiring of federal
government employees. Section 502 enforces public accessibility for
those individuals with disabilities. Section 503 covers an affirmative
action hiring mandate for federal contract recipients. While Section 504
protects against any non-exclusionary practices for people with
disabilities from participation in any program or activity receiving
federal financial assistance, including colleges & universities, and
hospitals. 5 One key paragraph of Section 504, seemed to best summarize
the purpose and intent of Rehabilitation Act. It states that:
No otherwise, qualified person with a disability in the United
States shall, solely by reason of his or her disability, be excluded
from the participation in, be denied the benefits of, or be subjected
to discrimination under any program or activity receiving federal
financial assistance.
~ Rehabilitation Act 1973 ~
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The Move from Segregated to Supported Employment
Although the Rehabilitation Act of
The 1960s and 1970s
1973 proved to be a landmark piece of
saw the growth of
legislation for people with disabilities,
over 5000 segregated
the concept of community-based
day programs,
employment for individuals with the
serving well over
most severe disabilities was still
1,000,000 individuals
uncommon. The 1960s and 1970s saw
the US alone.
the growth of over 5000 segregated day programs
in the US. These programs served well over 1,000,000 million
individuals with disabilities, from mild to moderate and individuals
with the most severe disabilities . 6 The strong disability movement of
the 1970s continued into the 1980s, setting the stage for the
Rehabilitation Act Amendments of 1986. This Act defined the term
Supported Employment and in doing so, legitimized Supported
Employment as a vocational rehabilitation outcome .
Definition of Supported Employment:
Rehabilitation Act Amendments of 1986
(35) (A) Competitive work in integrated work settings, or
employment in integrated work settings in which individuals are
working toward competitive work, consistent with the strengths,
resources, priorities, concerns, abilities, capabilities, interests,
and informed choice of the individuals, for individuals with the
most significant disabilities;
(i)(I) for whom competitive employment has not traditionally
occurred; or
(II) for whom competitive employment has been interrupted or
intermittent as a result of a significant disability; and
(ii) who, because of the nature and severity of their disability,
need intensive supported employment services for the period, and
any extension, described in paragraph (36)(C) and extended
services after the transition described in paragraph (13)(C) in
order to perform such work.
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By the early 1990s, there were several hundred supported employment
programs providing community-based employment services to
approximately 20,000 people with disabilities. By the close of the
decade, that number swelled to nearly 4000 supported employment
programs in the US, providing supported employment services to more
than 100,000 individuals. 7 The gradual growth and acceptance of
supported employment continued to gain momentum and support
through the 1980’s and 1990’s.

9.3 The Americans with Disabilities Act (ADA)
The Americans with Disabilities Act, commonly referred to as the
ADA, was signed into law on July 26, 1990. The purpose of the ADA is
to ensure that individuals with disabilities are provided equal rights,
opportunity, and protection as shared and entitled to people without
disabilities. 8 The Americans with Disabilities Act ensures that
individuals with disabilities are treated with equality and fairness
despite the presence of any physical, mental, or cognitive impairment.
The historic signing of the Americans
with Disabilities Act on July 26, 1990.
The photo shows President George H. W. Bush
signing the bill into law with Evan Kemp, thenChairman of the Equal Opportunity Employment
Commission, at Bush's right, and Justin Dart,
Photo by Tom Olin.
then-Chairman of the President's Committee on
Employment of People with Disabilities (in the hat), at Bush's left. Since then, both
men have passed on, but they were instrumental in creating this law to protect the
rights of people with disabilities. Standing behind Kemp is the Rev. Harold Wilke
(left) and Sandra Swift Parrino, Chairperson, National Council on Disability (right).

The Elizabeth M. Boggs Center on Developmental Disabilities

335

Section 9: How Did We Get Here? A Brief Look Back

The ADA prohibits discrimination against people with disabilities on a
state and private level as it pertained to employment, public
accommodation, transportation, public services, and telecommunications. 9 It is comprised of five sections, known as Titles,
which are as follows:
¾ Employment (Title I) Business must provide reasonable
accommodations to protect the rights of individuals with
disabilities in all aspects of employment. Possible changes may
include restructuring jobs, altering the layout of workstations, or
modifying equipment. Employment aspects may include the
application process, hiring, wages, benefits, and all other aspects
of employment. Medical examinations are highly regulated.
.
¾ Public Services (Title II) Public services, which include state
and local government instrumentalities, the National Railroad
Passenger Corporation, and other commuter authorities, cannot
deny services to people with disabilities participation in programs
or activities which are available to people without disabilities. In
addition, public transportation systems, such as public transit
buses, must be accessible to individuals with disabilities.
¾ Public Accommodations (Title III) All new construction and
modifications must be accessible to individuals with disabilities.
For existing facilities, barriers to services must be removed if
readily achievable. Public accommodations include facilities such
as restaurants, hotels, grocery stores, retail stores, etc., as well
as privately owned transportation systems.
¾ Telecommunications (Title IV) Telecommunications companies
offering telephone service to the general public must have
telephone relay service to individuals who use telecommunication
devices for the deaf (TTYs) or similar devices.
¾ Miscellaneous (Title V) Includes a provision prohibiting either

(a) coercing or threatening or (b) retaliating against the disabled
or those attempting to aid people with disabilities in asserting
their rights under the ADA.
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How is Disability Defined by Law in the ADA?
In order to receive the protection of the ADA, a person must satisfy at
least one of three conditions: 10

• Have a physical or mental impairment that substantially limits
one or more major life activities, such as hearing, seeing,
walking, breathing or speaking;

• Have a record of a substantially limiting impairment to a major
life activity, such as a person who has recovered from cancer or
an individual previously categorized as having a learning
disability; or

• Be misperceived as having a substantially limiting impairment,
which in reality is not substantial, such as controlled high blood
pressure; or does not cause any substantial limitations, such as a
facial scar or physical disfigurement.

9.4 Presumption of Eligibility
The Rehabilitation Act Amendments of 1992
further helped to improve vocational rehabilitation
…if someone is
deemed unlikely to
services for people with disabilities, One of the
benefit from VR
key concepts under this act was the term
services, the burden
“Presumption of Eligibility.” This stated that all
rest with the VR
individuals seeking vocational rehabilitation
agency to document
services, despite the severity or limitations caused
and prove an
by their disability were presumed employable and
inability to benefit.
had the right to pursue an employment goal. 11,12
Prior to these legislative changes in 1992, state vocational rehabilitation
agencies were able to presume that an individual with a severe disability
may not be employable.
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Advocates contended that this practice led to the exclusion of individuals
with severe disabilities from pursuing gainful employment through a
vocational rehabilitation agency. Therefore, in 1992, Congress required
state vocational rehabilitation agencies to assume that everybody who has
a disability could work. In other words, state vocational rehabilitation
agencies would have to prove the assumption wrong rather than simply
assuming the person was ineligible.
Furthermore, the law mandates that if someone is deemed unlikely to
benefit from VR services, the burden rest with the VR agency to
document and prove an inability to benefit. Thus, “the vocational
rehabilitation agency has the responsibility to show that the individual
is unable to benefit from supported employment through the provision
of clear and convincing evidence.”13
Through the 1980s and 1990s, supported employment
continued to evolve through legislation, disability research,
and program design and implementation; however, the
philosophical change that began to take shape during this period was
even more profound. Both the 1992 and 1998 Amendments to the
Rehabilitation Act stressed the importance of individual choice and
independence not only in the vocational rehabilitation process but also in
other significant areas of an individual’s life. The Rehabilitation Act
Amendments specified that disability is a natural part of the human
experience and in no way diminishes the right of individuals to:
y Live independently
y Enjoy self-determination
y Make choices
y Contribute to society
y Pursue meaningful careers; and
y Enjoy full inclusion and integration in the economic,
political, social, cultural and educational mainstream of
American society (Rehabilitation Act of 1973, as amended).
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The 1998 amendments to the Rehabilitation Act of 1973 clearly gave
emphasis to self-determination by strengthening and reinforcing the role
of informed choice in vocational rehabilitation and the overall supported
employment process. These changes to the original Rehabilitation Act
set the precedent for a more person-centered service approach, which
continued into the next decade. In a January 2001, the Rehabilitation
Services Administration (RSA) outlined additional “individual choice”
guidelines for employment service providers to follow. RSA specified
that these choices or options be available to individuals, or if
appropriate, individuals through their legal guardians or appointed
representatives. These included the individual’s ability to:
• Make decisions related to the assessment process and to selection
of the employment outcome and the settings in which employment
occurs, vocational rehabilitation services, service providers, the
settings for service provision, and the methods for procuring
services.
• Have a range of options from which to make these decisions or, to
the extent possible, the opportunity to create new options that will
meet the specific rehabilitation needs.
• Have access to sufficient information about the consequences of
various options.
• Have skills for evaluating the information and for making decisions,
or, to the extent possible, the opportunity to develop such skills or
support and assistance in carrying out these functions.
• Make decisions in ways that reflect individual strengths, resources,
priorities, concerns, abilities, capabilities, and interests.
• Take personal responsibility, to the extent possible, for
implementing the chosen options.
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9.5 Supported Employment Timeline
The tables on the next two pages highlight some of the other key
dates and events that have formed the foundation for supported
employment services through the years.
Table 1.114
Supported Employment Timeline
Year

Act/Event

1917

Smith-Hughes Vocational
Education Act

1918

Soldiers Rehabilitation Act

1920

Civilian Vocational Rehabilitation
Act

1935

The Social Security Act

1943

The Barden-LaFollette Act

1963

The Developmental Disabilities Act

1965

Elementary &
Secondary Education Act

1968

The Architectural Barriers Act

1971

The Fair Labor Standards Act
Amendment

1973

The Rehabilitation Act

Description
Establishes the Federal Board of Vocational
Education, which forms the foundation for
vocational rehabilitation services.
Creates State Vocational Rehabilitation Services for
military personnel injured in World War I. Services
provide war veterans with occupational support and
training to help them return to the workforce.
People with disabilities similar to that of war
veterans are offered rehabilitation services.
Stipulates that vocational rehabilitation services
become a permanent federal program.
Vocational rehabilitation services are extended to
people with visual impairments, mentally health
condition, and have developmental disabilities.
Helps individuals with developmental disabilities
achieve independence, productivity, integration and
inclusion into the community. This is achieved by
building the infrastructure to train professionals,
perform research, and provide essential services that
help to improve the lives of people with disabilities
and their families.
Mandates the provision of service delivery in the
school system to children with disabilities.
Requires equal access to facilities designed, built,
altered, or leased with Federal funds.
Allows people with disabilities, in addition to those
with visual impairments, into Sheltered Workshops.
This leads to the prolific establishment of sheltered
workshops and adult day centers.
Mandates non-discrimination by the federal
government in its hiring and requires affirmative
action, insures accessibility of buildings constructed
with federal funds, mandates non-discrimination
and affirmative action by federal contract recipients,
prohibits discrimination in programs and activities,
and requires standards for electronic and
information technology.
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Table 1.1
Supported Employment Timeline
Year

1975

1986

1990

1990

1992,
1998

1999

2000

2001

Act/Event

Description
Mandates that students with disabilities be provided
an appropriate education designed to meet their
The Education for All Handicapped specific needs in the least restrictive environment.
The act also required that students with disabilities
Children’s Act
be educated to the maximum extent appropriate with
peers without disabilities.
Formally defines “Supported Employment” as a
The Rehabilitation Act Amendment
legitimate vocational rehabilitation outcome.
Prohibits employment discrimination, based on
disability on both a state level as well as for private
employers. In addition, the ADA also establishes
The Americans with Disabilities Act anti disability related discrimination mandates in
the following areas: public accommodation,
transportation, telecommunications, and public
services.
Expands educational rights for students with
disabilities including replacing the phrase
Individuals with Disabilities
"handicapped child" with "child with a disability"
Education Act (IDEA)
and provision of Transition Services for students by
age 16.
Further expands Supported Employment definition
adding all individuals who are disabled, even those
The Rehabilitation Act
with the most significant of disabilities are
Amendments
“presumed employable” and allotted the
opportunity to pursue an employment goal.
Improve upon current work incentives and to help
increase employment service choices for Social
Security beneficiaries through a client driven
The Ticket to Work and Work
employment services selection process under the
Incentives Improvement Act
new Ticket to Work incentive.
Ensures that individuals with developmental
Developmental Disabilities
disabilities participate fully in their communities
Assistance and Bill of Rights Act
through full integration and inclusion in the
(DD Act) Reauthorization
economic, political, social, cultural, religious and
educational sectors of our society.
Ensures that Americans with disabilities have the
opportunity to learn and develop skills, engage in
productive work, make choices about their daily
lives, and participate fully in their communities.
The New Freedom Initiative
The Office of Disability Employment Policy
(ODEP) is created as new sub-cabinet under the
Department of Labor. Their role is to oversee and
implement New Freedom Initiative proposals.
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Recommended Resources
The Amercians with Disabilities Act
www.ada.gov
This website, managed by the U.S. Department of Justice, offers a tremendous amount of
resources to anyone interested in learning more about the Americans with Disabilities Act.
You can also download dozens of useful documents that can be used to help inform others
about the ADA such as job seekers, employers, schools, and community organizations. It
provides information on a wide variety of related topics intended to help educate as well as
simplify the laws and regulations associated with the ADA.

The Equal Employment Opportunity Commission (EEOC)
www.eeoc.gov
The Equal Employment Opportunity Commission (EEOC) is the United States federal
agency that is responsible for eliminating and overseeing employment discrimination issues
in the United States. The EEOC enforces anti-employment discrimination as it pertins to
numerous laws and legislation including Title VII of the Civil Rights Act of 1964[1], the
Equal Pay Act[2], the Age Discrimination in Employment Act (ADEA)[3], the
Rehabilitation Act of 1973 and the Title I of the Americans with Disabilities Act.

National Institute on Disability and Rehabilitation Research (NIDRR)
www.adata.org
National Institute on Disability and Rehabilitation Research (NIDRR), which is part of the
Office of Special Education and Rehabilitation Services (OSERS) under the US
Department of Education, oversees the Disability and Business Technical Assistance
Centers, which provides a variety of disability related resources and links.

The Office of Disability Employment Policy (ODEP)
www.dol.gov/odep
Formed in 2001 by the Department of Labor, ODEP provides information and resources
related to workforce policy and practice affecting the employment of people with
disabilities Some programs created by ODEP include the Employer Assistance and
Recruiting Network (Project EARN), The College Workforce Recruitment Program,
National Disability Mentoring Day, and the Small Business Self-Employment Service
(SBSES). In addition, their website offers many professional publications and articles about
employment of people with disabilities such as accommodations, diversity & workplace
culture, emergency preparedness, and employment laws & regulations.
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Section Summary
5

5 The Soldier’s Rehabilitation Act of 1918 marked the
beginning of formal government funded vocational rehabilitative services
for people with disabilities.

5 The 1950s and 1960s saw the development of numerous grass roots
movements and self-advocacy groups, which advocated for equal rights
and treatment of people with disabilities.
5 The Rehabilitation Act of 1973 marked the expansion of federal
programs and services provided to individuals with the most severe
disabilities. It addressed public accommodation, accessibility,
housing, education, and employment related issues.
5 The 1960s and 1970s saw the growth of over 5000 segregated day
programs that served well over 1,000,000 individuals with
disabilities in the US alone.
5 The Rehabilitation Act Amendments of 1986 formerly defined the
term Supported Employment as “Competitive work in integrated
work settings, or employment in integrated work settings in which
individuals are working toward competitive work.”
5 The Americans with Disabilities Act of 1990 (ADA) ensures that
individuals with disabilities are provided equal rights, opportunity, and
protection in the areas of:
y Employment (Title I)
y Public Services (Title II)
y Public Accommodations (Title III)
yTelecommunications (Title IV)
y Miscellaneous (Title V)
5 The term “Presumption of Eligibility” under The Rehabilitation Act
Amendments of 1992 further strengthened employment opportunities for
people with disabilities by stating that all individuals seeking vocational
rehabilitation services, despite the severity or limitations caused by their
disability, were presumed employable and had the right to pursue an
employment goal.
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Section 10:
Federal Work Incentive Programs for People with
Disabilities
10.1 Overview of Business Tax Incentive Programs
10.2 Work Opportunity Tax Credit (WOTC)
10.3 Small Business Tax Credit
10.4 Architectural & Transportation Tax Deduction
10.5 Social Security Disability Programs

Section Appendices:
Appendix A: IRS Form 8850
Appendix B: IRS Form 8826
Participant Learning Objectives
At the conclusion of this section, you will be able to:
• List and describe the three types of business tax
incentive programs.
• Summarize the eligibility criteria for Supplemental
Security Income (SSI) and Social Security Disability
Insurance (SSDI).
• Define at least three Social Security work support
programs available to disability program beneficiaries.
• Identify New Jersey state and federal Social Security
contact information and related resources.
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10.1 Overview of Business Tax Incentives Programs
There are three business tax incentives available to help employers
cover the potential cost of accommodations for employees with
disabilities and to provide a barrier-free business for customers.
These business tax incentives are: 1
y Work Opportunity Tax Credit (WOTC)
y Small Business Tax Credit: Disability Access Credit (DAC)
y Architectural and Transportation Barrier Removal Tax Deduction
These tax incentives are available to businesses to help reduce any
costs associated with recruiting, hiring, and accommodating people
with disabilities. Many employers are unaware of all available tax
credits, and therefore do not take advantage of them. According to a
2003 Society for Human Resources study, approximately 72% of
employers surveyed reported knowledge of the Work Opportunity Tax
Credit. Employers were much less aware of The Small Business Tax
Credit and the Architectural/Transportation Tax Deduction.
Respectively, approximately 34% and 17% were aware of these
programs. 2

Business Tax Incentives: Discuss or Disregard?
The primary reason a business should hire a person with a disability is
because the individual is a good match for a particular position or
specific business need. Supported employment professionals should not
use business tax incentives as a means of selling or promoting the
hiring of people with disabilities. Instead, employment specialists
should be aware of these incentives and be able to discuss them with
employers if they inquire about such programs. Employers should hire
someone based on their skills, abilities, and qualifications needed to do
the job. 3 However, in some instances, a tax credit or deduction may
have a positive influence on a hesitant employer who may incur an
accommodation cost for hiring someone with a disability.
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10.2 Work Opportunity Tax Credit (WOTC)
What is it? The Work Opportunity Tax Credit (WOTC), which replaces the
Targeted Jobs Tax Credit (TJTC) program, provides a tax credit for
employers who hire certain targeted low-income groups, including
vocational rehabilitation referrals, former AFDC recipients, veterans, exfelons, food stamp recipients, summer youth employees, and SSI recipients.
How does it apply to persons with disabilities? Employers that hire
individuals who are SSI recipients or certified vocational rehabilitation (VR)
referrals and meet all of the criteria described below may claim the WOTC.
A VR referral is certified by the State Employment Security Agency (SESA) as:
•

•

having a physical or mental disability resulting in a hindrance to
employment, and
referred to an employer upon completion of or while receiving
rehabilitative services, pursuant to the Vocational Rehabilitation Act
of 1973, as amended.

What is the amount? An employer may take a tax credit of up to 40 percent
of the first $6,000, or up to $2,400, in wages paid during the first 12 months
for each new hire.
What are the effective dates? Through September 30, 2011, at which point,
it will be subject to Congressional review for possible renewal.
What are the Minimum Employment Requirements? Eligible employees
must work 180 days or 400 hours; summer youth must work 20 days or 120
hours. A partial credit of 25 percent for certified employees who worked at
least 120, but less than 400 hours may be claimed by the employer.
What agency provides the WOTC certification? The local State
Employment Security Agency (SESA).
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How do I file for this credit? Complete and submit IRS Form 8850, PreScreening Notice and Certification Request for the Work Opportunity and
Welfare-to-Work Credits, to your local SESA.
How does it work?
o

o

o

o

The employer determines likely eligibility by including the WOTC
Pre-Screening Notice as part of the application process.
On or before the day employment is offered, the Pre-Screening Notice
must be signed by the employer and employee and mailed to the
SESA within 21 days after the employee begins work.
The employer documents eligibility (based on information received
from the employee) and submits documentation to the SESA.
SESA certifies which individuals are eligible for WOTC, and notifies
the employer in writing for purposes of filing the tax credit.

Where can I obtain IRS Form 8850? Call 800-829- 1040 (voice) or 800829-4059 TTY or visit the IRS Website at http://www.irs.ustreas.gov/prod
Where can I obtain additional information?
U.S. Department of Labor
Employment & Training Administration
http://workforcesecurity.doleta.gov/employ/wotcdata.asp
or your local SESA at:
NJ Department of Labor
P.O. Box 055
Trenton, NJ 0862-0055
T:609-292-8112
F:609-777-1768
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10.3 Small Business Tax Credit:
Disability Access Credit (DAC)
What is it? Small businesses may take an annual tax credit for making their
businesses accessible to persons with disabilities.
Who is eligible? Small businesses that in the previous year earned a
maximum of $1 million in revenue or had 30 or fewer full-time employees
are eligible.
What is the amount? The credit is 50 percent of expenditures over $250,
not to exceed $10,250, for a maximum benefit of $5,000. The credit amount
is subtracted from the total tax liability after calculating taxes.
What expenses are covered? The credit is available every year and can be
used for a variety of costs such as:
•

•
•
•

•

sign language interpreters for employees or customers who have
hearing impairments
readers for employees or customers who have visual impairments
the purchase of adaptive equipment or the modification of equipment
the production of print materials in alternate formats (e.g., braille,
audio tape, large print)
the removal of architectural barriers in buildings or vehicles

What expenses are not covered? The tax credit does not apply to the costs
of new construction. A building being modified must have been placed in
service before November 5, 1990.
How can this credit be claimed? Businesses can claim the Disabled Access
Credit on IRS Form 8826.
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10.4 Architectural & Transportation Barrier Removal
Tax Deduction
What is it? Businesses may take an annual deduction for expenses incurred
to remove physical, structural, and transportation barriers for persons with
disabilities at the workplace.
Who is eligible? All businesses are eligible.
What is the amount? A business tax deduction of up to $15,000 a year for
expenses incurred to remove barriers for persons with disabilities. Amounts in
excess of the $15,000 maximum annual deduction may be depreciated.
What expenses are covered? The deduction is available every year. It can
be used for a variety of costs to make a facility or public transportation
vehicle owned or leased for use in the business more accessible to and
usable by persons with disabilities. Examples include the cost of:
•
•
•

providing accessible parking spaces, ramps, and curb cuts
providing telephones, water fountains, and restrooms which are
accessible to persons using wheelchairs
making walkways at least 48 inches wide

What expenses are not covered? The deduction may not be used for
expenses incurred for new construction, or for a complete renovation of a
facility or public transportation vehicle, or for the normal replacement of
depreciable property.
May I use the tax credit and tax deduction together? Small businesses
may use the credit and deduction together if the expenses incurred qualify
under both Sections 44 and 190. For example, if a business spent $12,000
for access adaptations, it would qualify for a $5,000 tax credit and a $7,000
tax deduction.
Are there limits on annual usage? Although both the tax credit and
deduction may be used annually, if a business spends more than may be
claimed in one year, it cannot carry over those expenses and claim a tax
benefit in the next year.
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Business Tax Incentive Guideline
Business Tax Incentive

Description

Eligibility

IRS Form (s)

Work Opportunity Tax
Credit (WOTC)

An employer may take a tax
credit of up to 40 percent of
the first $6,000, or up to
$2,400, in wages paid during
the first 12 months for each
new hire.

IRS Form 8850:
Pre-Screening Notice &
Certification Request for
the Work Opportunity
Credit

Small Business Tax
Credit: Disability Access
Credit (DAC)

The credit is 50 percent of
expenditures over $250, not
to exceed $10,250, for a
maximum benefit of $5,000.
The credit amount is
subtracted from the total tax
liability after calculating
taxes.
A business tax deduction of
up to $15,000 a year for
expenses incurred to remove
barriers for persons with
disabilities. Amounts in
excess of the $15,000
maximum annual deduction
may be depreciated.

Eligible employees must work 180
days or 400 hours; summer youth
must work 20 days or 120 hours. A
partial credit of 25 percent for
certified employees who worked at
least 120, but less than 400 hours
may be claimed by the employer.
Small businesses that in the previous
year earned a maximum of $1
million in revenue or had 30 or
fewer full-time employees are
eligible.

All businesses are eligible and may
take an annual deduction for
expenses incurred to remove
physical, structural, and
transportation barriers for persons
with disabilities at the workplace.

IRS Publication 907 &
536: Business Expenses

Architectural and
Transportation Barrier
Removal Tax Deduction
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10.5 Social Security Administration Disability Programs
SSA manages two programs that provide benefits based on disability
or blindness, the Social Security Disability Insurance (SSDI) program
and the Supplemental Security Income (SSI) program.
Supplemental Security Income Program (SSI)
The SSI program makes cash assistance payments to people who are 65
years of age or older, have limited income and resources, and/or are
legally blind, and/or have a documented disability (including children
under age 18).The Federal Government funds SSI from general tax
revenues. Most states pay a supplemental benefit to individuals in
addition to their Federal benefits. Individuals receiving SSI benefits
also will receive Medicaid healthcare benefits.
Social Security Disability Insurance Program (SSDI)
SSDI provides benefits to people who are legally blind and/or people
who have a documented disability and who are "insured" by workers'
contributions to the Social Security trust fund. These contributions are
based on your earnings (or those of your spouse or parents) as required
by the Federal Insurance Contributions Act (FICA). Title II of the
Social Security Act authorizes SSDI benefits. Individuals receiving
SSDI benefits also will receive Medicare benefits.
Comparison of the SSDI and SSI Disability Programs
The SSDI and SSI programs share many concepts and terms; however,
there are many, very important differences in the rules effecting
eligibility and benefit payments. The table on the next page
summarizes differences between the SSDI and SSI programs. These
differences are important since some individuals may apply or be
eligible for benefits under both programs

Employment Support Programs
Both SSI & SSDI offer beneficiaries work support programs, also
referred to as work incentives, which help to assist people in returning
to work. Some of these programs are available to both SSI & SSDI
recipients. Social Security Work Supports tables summarize the most
common SSI and SSDI work support programs . 4
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Social Security Disability Programs
Topic

SSI

Source of payments
Minimum initial
qualifications

y General tax revenues
y Must meet SSAs disability criteria
y Must have limited income and
resources

SSDI
y Disability trust fund
y Must meet SSAs disability
criteria
y Must be “insured” due to
contributions made to FICA
based on your own payroll
earnings, or those of your
spouse or your parents

Health insurance
coverage provided

y Medicaid is a jointly funded,

y Medicare consists of hospital

Federal-State health insurance
program for low-income and needy
individuals. It covers certain
children, some or all of the aged,
blind, and/or disabled who are
eligible to receive Federally
assisted income maintenance
payments.
y Title XIX of the Social Security Act
authorizes Medicaid. The law gives
the States options regarding
eligibility under Medicaid.

insurance (Part A) and
supplementary medical
insurance (Part B).
y Voluntary prescription drug
benefits (Part D) are also
included.
y Title XVIII of the Social
Security Act authorizes
Medicare.

Monthly payment
amount

y SSI payment amount is based on

y SSDI monthly payment amount
the Federal Benefit Rate (FBR) and
is based on the worker's lifetime
a State Supplemental Benefit
average earnings covered by
Amount. In 2008, the FBR is $637
Social Security. Other income
for a qualified individual and $956
or resources do not affect the
for a qualified couple. The state
payment amount.
supplement is then added to the
y The monthly payment amount is
FBR. The NJ 2008 State
adjusted each year to account
Supplement is $31.52.
for cost-of-living changes.
y The maximum 2008 New Jersey
y There is no State Supplement
SSI cash benefit amount for a
for SSDI.
person living alone or with others in
their own household is $668.52.
y The FBR is adjusted each year to
account for cost-of-living changes.

The Elizabeth M. Boggs Center on Developmental Disabilities

353

Section 10: Federal Work Incentive Programs for People with Disabilities

Social Security Work Supports
Work Support Program
Ticket to Work (TTW)

Impairment Related Work
Expense (IRWE)

Expedited Reinstatement
(EXR)

Subsidy & Special
Conditions

Description
The Ticket to Work Program allows beneficiaries to select their own choice of
employment support agencies (e.g. a community service provider or vocational
rehabilitation services) to help them get or keep a job.
The cost of certain impairment-related items and services needed to work are
deducted from a beneficiaries gross earnings. IRWE’s are deducted when the
fulfill one or more of the following criteria:
y The item(s) or service(s) enables you to work;
y The item(s)or service(s) is needed due to a documented physical or mental
impairment;
y The item cost is not reimbursed by another source
such as Medicare, Medicaid or a private insurance carrier;
y The cost is "reasonable", that is, it represents the standard charge for the
item or service in your community; and
y The person paid for the expense during a month he or she is working or
was working
(see appendix for allowable and non-allowable IRWE’s)
EXR is a safety net for those individuals who successfully return to
work, and as a result, lose their entitlements to SSDI and/or SSI benefits and
payments. If an individual’s cash payments ended because of work and earnings, and
the person stops work within 5 years of when the benefits ended, the person’s benefits
start again.
A “Subsidy" is support provided by your employer that may result in you receiving
more pay than the actual value of the services you perform. Whereas, “Special
Conditions” refers to support provided by someone other than your employer, for
example, a job coach. As a result of this support, you may be receiving more pay than
the actual value of the services you perform. Therefore, individuals “real work value
or wages” performed are considered when determining gross monthly earnings.
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Social Security Work Supports
Work Support Program
Earned Income Exclusion

Student Earned Income
Exclusion (SEIE)

Plans for Achieving
Self-Support (PASS)

Trial Work Period (TWP)

Extended Period of
Eligibility (EPE)

Description
The first $65 of an SSI’s monthly earnings are not counted. In addition,
one-half of the remaining monthly-earned income is not counted. This
means that less than one-half of monthly earnings is considered when
figuring out an individuals SSI payment amount.
If an SSI beneficiary is under age 22 and regularly attending school, the
first $1,550 of monthly-earned income is not counted when figuring out the
persons SSI payment amount. The maximum yearly exclusion is $6,240.
These amounts are for the year 2008. They are adjusted each year based on
the cost-of-living.
A PASS allows an SSI beneficiary to set aside income and/or resources for a
specified period in order to pursue a work related goal, for example, educational
expenses, vocational training, or to start a business. As long as the expenses are
related to achieving a work goal, they can be considered toward PASS eligibility.
Income that is set aside under a PASS is not counted when figuring out a persons
SSI payment amount. Resources needed or set aside in order to achieve a work
related goal are not counted.
The TWP allows an SSDI beneficiary to test his/her ability to work for at least 9
months. During theTWP, the person receives full SSDI benefits regardless of how
high his/her earnings might be so long as the work activity is reported and the
person has disabling impairment. The TWP continues for 9 months (not
necessarily consecutive) in which the person performs “services” within a
rolling 60-consecutive-month period. In 2008, a person has performed work
related “services” if gross earnings are more than $670 a month, or if the person
works more than 80 hours of self-employment in a month.
During the 36 consecutive months following the TWP, a persons SSDI benefits
may be restarted without a new application, disability determination, or waiting
period. The EPE begins the month after the TWP ends, regardless of work status.
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Do You Want to Learn More About Social Security
Disability Programs?
SSA Helpline:
Tel: 1-800-772-1213
TTY: 1-800-325-0778
Monday through Friday between 7 a.m. and 7 p.m. (Eastern time).

Social Security Administration Website:
http://www.ssa.gov

SSA Annual Red Book:
http://www.socialsecurity.gov/redbook/index.html

Centers for Medicare and Medicaid Services (CMS)
Tel: 1-877-267-2323
http://cms.hhs.gov/

New Jersey Work Incentives Planning and Assistance (WIPA)
¾ Team Management 2000, Incorporated
The Fresh Start WIPA Project
Englewood, NJ 07631
Contact: Ava Faustin,
T:201-567-1311
Serving the counties of Bergen, Essex, and Passaic.

¾ Epilepsy Foundation of New Jersey,
New Jersey Work Incentives Support (NJWINS)
Trenton, NJ 08611
Contact: Greg Makely
T:609-392-4900
Serving the counties of Burlington, Camden, Hunterdon, Monmouth,
Morris, Ocean, Somerset, and Union.

¾ Cerebral Palsy of New Jersey, Inc.
New Jersey Work Incentives Support (NJWINS)
Ewing, NJ 08638
Contact: Huntley Forrester
T:609 882 4004
1 877 659 4672 Toll free
E-Mail: njwins@cpofnj.org
Online: www.njwins.org
Serving the counties of Atlantic, Cape May, Cumberland, Gloucester,
Hudson, Mercer, Middlesex, Salem, Sussex, and Warren.
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Section Summary
5 An employer that hires a person with a disability may
qualify for a Business Tax Credit/Deduction to help cover the
potential cost of accommodations for employees with disabilities and
to provide a barrier-free business for customers. These business tax
incentives are:
y Work Opportunity Tax Credit (WOTC)
y Small Business Tax Credit: Disability Access Credit (DAC)
y Architectural and Transportation Barrier Removal Tax
Deduction
5 Supported employment professionals should not use business tax
incentives as a means of selling or promoting the hiring of people
with disabilities. Instead, employment specialists should be aware
of these incentives and be able to discuss them with employers if
they inquire about such programs.
5 SSA manages two programs that provide benefits based on
disability: Social Security Disability Insurance (SSDI) and
Supplemental Security Income (SSI).
5 SSI program makes cash assistance payments to people who are 65
years of age or older, have limited income and resources, and/or are
legally blind, and/or have a documented disability (including
children under age 18). SSI recipients usually receive Medicaid
healthcare coverage.
5 SSDI provides benefits to people who are legally blind and/or
people who have a documented disability and who are "insured" by
workers' contributions to the Social Security trust fund. SSDI
recipients usually receive Medicare coverage.
5 Both SSI & SSDI offer beneficiaries Work Support Programs,
also referred to as Work Incentives, which help to assist people in
returning to work. Some of these programs include:
y
y
y
y

Plans Achieving Self Support (SSI)
Ticket to Work (SSI & SSDI)
Impairment Related Work Expense (SSI &SSDI)
Student Earned Income Exclusion (SEIE)
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Instructions for Form 8850

Department of the Treasury
Internal Revenue Service

(Rev. June 2007)
Pre-Screening Notice and Certification Request for the Work Opportunity Credit
3 for a list of these areas). The employer is not required
to ask employees to furnish any documentary evidence.

General Instructions
Section references are to the Internal Revenue Code
unless otherwise noted.

Who Should Complete and
Sign the Form

What’s New
The Small Business and Work Opportunity Act of 2007
made the following changes.
• The work opportunity credit has been extended to
cover individuals who begin work for you before
September 1, 2011.
• For individuals who begin work for you after May 25,
2007, the qualified veterans group is expanded to include
veterans entitled to compensation for a
service-connected disability and who, during the
one-year period ending on the hiring date, were (a)
discharged or released from active duty in the U.S.
Armed Forces or (b) unemployed for a period or periods
totaling at least 6 months. The first-year wages taken into
account for these disabled veterans is $12,000.
• For individuals who begin work for you after May 25,
2007, the high-risk youth group has been renamed
“designated community residents” and expanded to
include individuals who are at least age 18 but not yet
age 40. In addition, residents of rural renewal counties
(see page 4) have been added to this group.
You should use this version of Form 8850 for
individuals who begin work for you after May 25,
CAUTION 2007. Use the February 2007 revision for
individuals who began work for you before May 26, 2007.

!

Purpose of Form
Employers use Form 8850 to pre-screen and to make a
written request to their state workforce agency (SWA)
(unless the employee checks only the Hurricane Katrina
employee box) to certify an individual as a member of a
targeted group for purposes of qualifying for the work
opportunity credit.
Submitting Form 8850 to the SWA (unless the
employee checks only the Hurricane Katrina employee
box) is but one step in the process of qualifying for the
work opportunity credit. The state work opportunity tax
credit (WOTC) coordinator for the SWA must certify the
job applicant is a member of a targeted group. After
starting work, the employee must meet the minimum
number-of-hours-worked requirement for the work
opportunity credit. The employer elects to take the credit
by filing Form 5884, Work Opportunity Credit.
The certification requirements described above do
not apply to Hurricane Katrina employees. For an
CAUTION employer of a Hurricane Katrina employee, this
form is used to accept reasonable evidence that the
worker is a Hurricane Katrina employee. It is the
employer’s responsibility to ascertain that the place
where the employee lived on August 28, 2005, (the
address on line 1 of the form) is in fact in the Gulf
Opportunity Zone (core disaster area) (see pages 2 and

!

The job applicant gives information to the employer on or
before the day a job offer is made. This information is
entered on Form 8850. Based on the applicant’s
information, the employer determines whether or not he
or she believes the applicant is a member of a targeted
group (as defined under Members of Targeted Groups). If
the employer believes the applicant is a member of a
targeted group, the employer completes the rest of the
form no later than the day the job offer is made. Both the
job applicant and the employer must sign Form 8850 no
later than the date for submitting the form to the SWA.

Instructions for Employer
When and Where To File
Do not file Form 8850 with the Internal Revenue Service.
Instead, if required, file it with your SWA no later than the
28th day after the job applicant begins work for you.
Although electronic filing of Form 8850 is permitted, at
the time these instructions were published, Colorado was
the only state equipped to receive Form 8850
electronically. See Announcement 2002-44 for details.
You can find Announcement 2002-44 on page 809 of
Internal Revenue Bulletin 2002-17 at
www.irs.gov/pub/irs-irbs/irb02-17.pdf.
To get the name, address, phone and fax numbers,
and email address of the WOTC coordinator for your
state, visit the Department of Labor Employment and
Training Administration (ETA) website at
www.doleta.gov/business/Incentives/opptax.
Never attach Form 8850 to a tax return or
otherwise send it to the IRS, regardless of the
CAUTION employee’s targeted group. Form 8850 should be
filed with the SWA unless the employee checks only the
Hurricane Katrina employee box, in which case the
employer should keep the Form 8850 for its records.

!

Additional Requirements for
Certification
In addition to filing Form 8850, you must complete and
send to your state WOTC coordinator either:
• ETA Form 9062, Conditional Certification Form, if the
job applicant received this form from a participating
agency (e.g., the Jobs Corps) or
• ETA Form 9061, Individual Characteristics Form, if the
job applicant did not receive a conditional certification.
You can get ETA Form 9061 from your local public
employment service office or you can download it from

Cat. No. 24833J
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• Is age 16 but not yet age 18 on the hiring date (or if
later, on May 1),
• Has never worked for the employer before, and
• Lives within an empowerment zone or renewal
community.
7. Food stamp recipient. An individual who:
• Is at least age 18 but not yet age 40 on the hiring
date, and
• Is a member of a family that—
a. Has received food stamps for the 6-month period
ending on the hiring date or
b. Is no longer eligible for such assistance under
section 6(o) of the Food Stamp Act of 1977, but the
family received food stamps for at least 3 months of the
5-month period ending on the hiring date.
8. SSI recipient. An individual who is receiving
supplemental security income benefits under title XVI of
the Social Security Act (including benefits of the type
described in section 1616 of the Social Security Act or
section 212 of Public Law 93-66) for any month ending
during the 60-day period ending on the hiring date.
9. Long-term family assistance recipient. An
individual who is a member of a family that:
• Has received TANF payments for at least 18
consecutive months ending on the hiring date, or
• Receives TANF payments for any 18 months
(whether or not consecutive) beginning after August 5,
1997, and the earliest 18-month period beginning after
August 5, 1997, ended during the past 2 years, or
• Stopped being eligible for TANF payments because
federal or state law limits the maximum period such
assistance is payable and the individual is hired not more
than 2 years after such eligibility ended.
10. Hurricane Katrina employee. A Hurricane Katrina
employee is a person who, on August 28, 2005, had a
main home in the Gulf Opportunity (GO) Zone (core
disaster area) and, during a two-year period beginning on
this date, is hired to perform services principally in the
GO Zone. Certification does not apply to this group.

the ETA website at
www.doleta.gov/business/Incentives/opptax.

Recordkeeping
Keep copies of Forms 8850, any transmittal letters that
you submit to your state WOTC coordinator, and
certification letters you receive from your WOTC
coordinator as long as they may be needed for the
administration of the provisions relating to the work
opportunity credit. Records that support the credit usually
must be kept for 3 years from the date any income tax
return claiming the credit is due or filed, whichever is
later.

Members of Targeted Groups
A job applicant may be certified as a member of a
targeted group if he or she is described in one of the
following groups.
1. Qualified IV-A recipient. An individual who is a
member of a family receiving assistance under a state
plan approved under part A of title IV of the Social
Security Act relating to Temporary Assistance for Needy
Families (TANF). The assistance must be received for
any 9 months during the 18-month period that ends on
the hiring date.
2. Qualified veteran. A veteran who is any of the
following.
• A member of a family receiving assistance under the
Food Stamp program for at least a 3-month period during
the 15-month period ending on the hiring date.
• Entitled to compensation for a service-connected
disability and is hired not more than 1 year after being
discharged or released from active duty in the U.S.
Armed Forces.
• Entitled to compensation for a service-connected
disability and was unemployed for a period or periods
totaling at least 6 months (whether or not consecutive) in
the 1-year period ending on the hiring date.
To be considered a veteran, the applicant must:
• Have served on active duty (not including training) in
the Armed Forces of the United States for more than 180
days or have been discharged or released from active
duty for a service-connected disability, and
• Not have a period of active duty (not including
training) of more than 90 days that ended during the
60-day period ending on the hiring date.
3. Qualified ex-felon. An ex-felon who has been
convicted of a felony under any federal or state law, and
is hired not more than 1 year after the conviction or
release from prison for that felony.
4. Designated community resident. An individual
who is at least age 18 but not yet age 40 on the hiring
date and lives within an empowerment zone, renewal
community, or rural renewal county (defined later).
5. Vocational rehabilitation referral. An individual
who has a physical or mental disability resulting in a
substantial handicap to employment and who was
referred to the employer upon completion of (or while
receiving) rehabilitation services by a rehabilitation
agency approved by the state, an employment network
under the Ticket to Work program, or the Department of
Veterans Affairs.
6. Summer youth employee. An individual who:
• Performs services for the employer between May 1
and September 15,

Member of a Family
With respect to the qualified IV-A recipient, qualified
veteran, food stamp recipient, and long-term family
assistance recipient, an individual whose family receives
assistance for the requisite period meets the family
assistance requirement of the applicable group if the
individual is included on the grant (and thus receives
assistance) for some portion of the specified period.

Gulf Opportunity (GO) Zone (Core
Disaster Area)
The GO Zone (also called the core disaster area) covers
the portion of the Hurricane Katrina disaster area
determined by the Federal Emergency Management
Agency (FEMA) to be eligible for either individual only or
both individual and public assistance from the Federal
Government. The GO Zone covers the following areas in
three states.
Alabama. The counties of Baldwin, Choctaw, Clarke,
Greene, Hale, Marengo, Mobile, Pickens, Sumter,
Tuscaloosa, and Washington.
Louisiana. The parishes of Acadia, Ascension,
Assumption, Calcasieu, Cameron, East Baton Rouge,
East Feliciana, Iberia, Iberville, Jefferson, Jefferson
Davis, Lafayette, Lafourche, Livingston, Orleans,
-2-
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Plaquemines, Pointe Coupee, St. Bernard, St. Charles,
St. Helena, St. James, St. John the Baptist, St. Martin,
St. Mary, St. Tammany, Tangipahoa, Terrebonne,
Vermilion, Washington, West Baton Rouge, and West
Feliciana.
Mississippi. The counties of Adams, Amite, Attala,
Choctow, Claiborne, Clarke, Copiah, Covington, Forrest,
Franklin, George, Greene, Hancock, Harrison, Hinds,
Holmes, Humphreys, Jackson, Jasper, Jefferson,
Jefferson Davis, Jones, Kemper, Lamar, Lauderdale,
Lawrence, Leake, Lincoln, Lowndes, Madison, Marion,
Neshoba, Newton, Noxubee, Oktibbeha, Pearl River,
Perry, Pike, Rankin, Scott, Simpson, Smith, Stone,
Walthall, Warren, Wayne, Wilkinson, Winston, and
Yazoo.

empowerment zone by using the RC/EZ/EC Address
Locator at www.hud.gov/crlocator or by calling
1-800-998-9999.
• Desert Communities, CA (part of Riverside County)
• Southwest Georgia United, GA (part of Crisp County
and all of Dooly County)
• Southernmost Illinois Delta, IL (parts of Alexander and
Johnson Counties and all of Pulaski County)
• Kentucky Highlands, KY (part of Wayne County and all
of Clinton and Jackson Counties)
• Aroostook County, ME (part of Aroostook County)
• Mid-Delta, MS (parts of Bolivar, Holmes, Humphreys,
Leflore, Sunflower, and Washington Counties)
• Griggs-Steele, ND (part of Griggs County and all of
Steele County)
• Oglala Sioux Tribe, SD (parts of Jackson and Bennett
Counties and all of Shannon County)
• Middle Rio Grande FUTURO Communities, TX (parts
of Dimmit, Maverick, Uvalde, and Zavala Counties)
• Rio Grande Valley, TX (parts of Cameron, Hidalgo,
Starr, and Willacy Counties)

Empowerment Zones
The following paragraphs describe current designations
of empowerment zones. The designations will generally
remain in effect until the end of 2009.
Urban areas. Parts of the following urban areas are
empowerment zones. You can find out if your business or
an employee’s residence is located within an urban
empowerment zone by using the RC/EZ/EC Address
Locator at www.hud.gov/crlocator or by calling
1-800-998-9999.
• Pulaski County, AR
• Tucson, AZ
• Fresno, CA
• Los Angeles, CA (city and county)
• Santa Ana, CA
• New Haven, CT
• Jacksonville, FL
• Miami/Dade County, FL
• Chicago, IL
• Gary/Hammond/East Chicago, IN
• Boston, MA
• Baltimore, MD
• Detroit, MI
• Minneapolis, MN
• St. Louis, MO/East St. Louis, IL
• Cumberland County, NJ
• New York, NY
• Syracuse, NY
• Yonkers, NY
• Cincinnati, OH
• Cleveland, OH
• Columbus, OH
• Oklahoma City, OK
• Philadelphia, PA/Camden, NJ
• Columbia/Sumter, SC
• Knoxville, TN
• El Paso, TX
• San Antonio, TX
• Norfolk/Portsmouth, VA
• Huntington, WV/Ironton, OH
Washington, DC. Under section 1400, parts of
Washington, DC, are treated as an empowerment zone.
This treatment will generally remain in effect until the end
of 2007. For details, use the RC/EZ/EC Address Locator
at www.hud.gov/crlocator or see Notice 98-57 on page 9
of Internal Revenue Bulletin 1998-47 at www.irs.gov/pub/
irs-irbs/irb98-47.pdf.
Rural areas. Parts of the following rural areas are
empowerment zones. You can find out if your business or
an employee’s residence is located within a rural

Renewal Communities
Parts of the following areas are designated as renewal
communities. The designations will generally remain in
effect until the end of 2009. You can find out if your
business or an employee’s residence is located within a
renewal community by using the RC/EZ/EC Address
Locator at www.hud.gov/crlocator or by calling
1-800-998-9999.
• Greene-Sumter County, AL
• Mobile County, AL
• Southern Alabama
• Los Angeles, CA
• Orange Grove, CA
• Parlier, CA
• San Diego, CA
• San Francisco, CA
• Atlanta, GA
• Chicago, IL
• Eastern KY
• Central Louisiana
• New Orleans, LA
• Northern Louisiana
• Ouachita Parish, LA
• Lawrence, MA
• Lowell, MA
• Detroit, MI
• Flint, MI
• West Central Mississippi
• Turtle Mountain Band of Chippewa, ND
• Camden, NJ
• Newark, NJ
• Buffalo-Lackawanna, NY
• Jamestown, NY
• Niagara Falls, NY
• Rochester, NY
• Schenectady, NY
• Hamilton, OH
• Youngstown, OH
• Philadelphia, PA
• Charleston, SC
• Chattanooga, TN
• Memphis, TN
• Corpus Christi, TX
• El Paso County, TX
• Burlington, VT
-3-
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• Tacoma, WA
• Yakima, WA
• Milwaukee, WI

Montana. The counties of Carter, Daniels, Dawson,
Deer Lodge, Fallon, Garfield, Hill, Liberty, McCone,
Petroleum, Phillips, Powder River, Prairie, Richland,
Roosevelt, Rosebud, Sheridan, Valley, and Wibaux.
Nebraska. The counties of Antelope, Banner, Boone,
Box Butte, Boyd, Burt, Cedar, Chase, Deuel, Dundy,
Fillmore, Franklin, Garden, Garfield, Greeley, Hayes,
Hitchcock, Holt, Jefferson, Johnson, Logan, Nance,
Nemaha, Nuckolls, Pawnee, Perkins, Red Willow,
Richardson, Rock, Sheridan, Sherman, Thayer, Thomas,
Valley, Webster, and Wheeler.
Nevada. The counties of Esmeralda, Lander, and
Mineral.
New Hampshire. Coos County.
New Mexico. The counties of Harding and Quay.
New York. The counties of Clinton and Montgomery.
North Dakota. The counties of Adams, Barnes, Benson,
Billings, Bottineau, Burke, Cavalier, Dickey, Divide, Dunn,
Eddy, Emmons, Foster, Golden Valley, Grant, Griggs,
Hettinger, Kidder, LaMoure, Logan, McHenry, McIntosh,
McKenzie, McLean, Mercer, Mountrail, Nelson, Oliver,
Pembina, Pierce, Ramsey, Ransom, Renville, Sargent,
Sheridan, Slope, Stark, Steele, Stutsman, Towner, Traill,
Walsh, Wells, and Williams.
Ohio. The counties of Crawford, Monroe, Paulding,
Seneca, and Van Wert.
Oklahoma. The counties of Alfalfa, Beaver, Cimarron,
Custer, Dewey, Ellis, Grant, Greer, Harmon, Harper,
Kiowa, Major, Roger Mills, Seminole, Tillman, and
Woodward.
Pennsylvania. The counties of Venango and Warren.
South Carolina. Marlboro County.
South Dakota. The counties of Aurora, Campbell,
Clark, Day, Deuel, Douglas, Faulk, Grant, Gregory,
Haakon, Hand, Harding, Hutchinson, Jones, Kingsbury,
Marshall, McPherson, Miner, Perkins, Potter, Sanborn,
Spink, Tripp, and Walworth.
Texas. The counties of Andrews, Bailey, Baylor,
Borden, Briscoe, Brooks, Castro, Cochran, Coleman,
Collingsworth, Cottle, Crane, Culberson, Deaf Smith,
Dimmit, Eastland, Fisher, Floyd, Foard, Gray, Hall,
Hardeman, Haskell, Hemphill, Hockley, Hutchinson,
Kenedy, Kent, Knox, Lamb, Martin, McCulloch, Morris,
Nolan, Oldham, Reagan, Reeves, Refugio, Roberts,
Scurry, Stonewall, Terrell, Terry, Upton, Ward, Wheeler,
Wilbarger, Winkler, Yoakum, and Zavala.
Virginia. The counties of Buchanan, Dickenson,
Highland, and Lee and the independent cities of Clifton
Forge, Covington, Norton, and Staunton.
West Virginia. The counties of Calhoun, Gilmer, Logan,
McDowell, Mercer, Mingo, Summers, Tucker, Webster,
Wetzel, and Wyoming.
Wyoming. The counties of Carbon and Niobrara.

Rural Renewal Counties
A rural renewal county is a county in a rural area that lost
population during the 5-year periods 1990 through 1994
and 1995 through 1999. Rural renewal counties are listed
below.
Alabama. The counties of Butler, Dallas, Macon, Perry,
Sumter, and Wilcox.
Alaska. The census areas of Aleutians West,
Wrangell-Petersburg, and Yukon-Koyukuk.
Arkansas. The counties of Arkansas, Chicot, Clay,
Desha, Jackson, Lafayette, Lee, Little River, Monroe,
Nevada, Ouachita, Phillips, Union, and Woodruff.
Colorado. The counties of Cheyenne, Kiowa, and San
Juan.
Georgia. The counties of Randolph and Stewart.
Illinois. The counties of Alexander, Edwards, Franklin,
Gallatin, Greene, Hancock, Hardin, Jasper, Knox,
McDonough, Montgomery, Pulaski, Randolph, Richland,
Scott, Warren, Wayne, and White.
Indiana. Perry County.
Iowa. The counties of Adair, Adams, Appanoose,
Audubon, Butler, Calhoun, Cass, Cherokee, Clay,
Clayton, Emmet, Floyd, Franklin, Fremont, Hancock,
Humboldt, Ida, Keokuk, Kossuth, Montgomery, Osceola,
Palo Alto, Pocahontas, Poweshiek, Sac, Taylor, Union,
Wayne, Winnebago, and Worth.
Kansas. The counties of Atchison, Barber, Barton,
Brown, Clay, Cloud, Comanche, Decatur, Edwards, Elk,
Ellsworth, Gove, Graham, Greeley, Greenwood, Harper,
Hodgeman, Jewell, Kiowa, Labette, Lane, Lincoln,
Marshall, Mitchell, Montgomery, Ness, Osborne, Phillips,
Rawlins, Republic, Rooks, Rush, Russell, Scott,
Sheridan, Sherman, Smith, Stafford, Trego, Wallace,
Washington, Wichita, and Woodson.
Kentucky. The counties of Bell, Caldwell, Floyd, Harlan,
Hickman, Leslie, Letcher, Pike, and Union.
Louisiana. The parishes of Bienville, Claiborne,
Franklin, Jackson, Morehouse, St. Mary, Tensas,
Vernon, and Webster.
Maine. The counties of Aroostook and Piscataquis.
Michigan. The counties of Gogebic, Marquette, and
Ontonagon.
Minnesota. The counties of Big Stone, Chippewa,
Cottonwood, Faribault, Jackson, Kittson, Koochiching,
Lac Qui Parle, Lincoln, Marshall, Martin, Murray,
Norman, Pipestone, Red Lake, Redwood, Renville,
Stevens, Traverse, Wilkin, and Yellow Medicine.
Mississippi. The counties of Adams, Coahoma,
Humphreys, Montgomery, Quitman, Sharkey,
Tallahatchie, and Washington.
Missouri. The counties of Atchison, Carroll, Chariton,
Clark, Holt, Knox, Mississippi, New Madrid, Pemiscot,
and Worth.
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See separate instructions.

Job applicant: Fill in the lines below and check any boxes that apply. Complete only this side.
Your name

Social security number

©

Street address where you live
City or town, state, and ZIP code
Telephone number

(

)

-

If you are under age 40, enter your date of birth (month, day, year)

/

/

1

Check here if you are completing this form before August 28, 2007, and you lived in the area impacted by Hurricane
Katrina on August 28, 2005. If so, please enter the address, including county or parish and state where you lived at that
time.

2

Check here if you received a conditional certification from the state workforce agency (SWA) or a participating local agency
for the work opportunity credit.

3

Check here if any of the following statements apply to you.
● I am a member of a family that has received assistance from Temporary Assistance for Needy Families (TANF) for any
9 months during the past 18 months.
● I am a veteran and a member of a family that received food stamps for at least a 3-month period during the past 15
months.
● I was referred here by a rehabilitation agency approved by the state, an employment network under the Ticket to Work
program, or the Department of Veterans Affairs.
● I am at least age 18 but not age 40 or older and I am a member of a family that:
a Received food stamps for the past 6 months, or
b Received food stamps for at least 3 of the past 5 months, but is no longer eligible to receive them.
● During the past year, I was convicted of a felony or released from prison for a felony.
● I received supplemental security income (SSI) benefits for any month ending during the past 60 days.

4

Check here if you are a veteran entitled to compensation for a service-connected disability and, during the past year,
you were:
● Discharged or released from active duty in the U.S. Armed Forces, or
● Unemployed for a period or periods totaling at least 6 months.

5

Check here if you are a member of a family that:
● Received TANF payments for at least the past 18 months, or
● Received TANF payments for any 18 months beginning after August 5, 1997, and the earliest 18-month period beginning
after August 5, 1997, ended during the past 2 years, or
● Stopped being eligible for TANF payments during the past 2 years because federal or state law limited the maximum
time those payments could be made.
Signature—All Applicants Must Sign

Under penalties of perjury, I declare that I gave the above information to the employer on or before the day I was offered a job, and it is, to the best of
my knowledge, true, correct, and complete.

Job applicant’s signature

©

For Privacy Act and Paperwork Reduction Act Notice, see page 2.

Cat. No. 22851L

Date

/
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Page

2

For Employer’s Use Only
Telephone no. (

Employer’s name

)

-

EIN

©

Street address
City or town, state, and ZIP code
Telephone no. (

Person to contact, if different from above

)

-

Street address
City or town, state, and ZIP code
If, based on the individual’s age and home address, he or she is a member of group 4 or 6 (as described under Members
©
of Targeted Groups in the separate instructions), enter that group number (4 or 6)

Date applicant:

Gave
information

/

/

Was
offered
job

/

/

Was
hired

/

/

Started
job

/

/

Complete Only If Box 1 on Page 1 is Checked
Check if the individual was not your employee
on August 28, 2005, and this is the first time
the employee has been hired by you since
August 28, 2005.

State and
county or
parish of
job

Under penalties of perjury, I declare that the applicant completed this form on or before the day a job was offered to the applicant and that the information I have
furnished is, to the best of my knowledge, true, correct, and complete. Based on the information the job applicant furnished on page 1, I believe the individual is a
member of a targeted group. I hereby request a certification that the individual is a member of a targeted group.

Employer’s signature

©

Privacy Act and
Paperwork Reduction
Act Notice
Section references are to the Internal
Revenue Code.
Section 51(d)(13) permits a prospective
employer to request the applicant to
complete this form and give it to the
prospective employer. The information
will be used by the employer to
complete the employer’s federal tax
return. Completion of this form is
voluntary and may assist members of
targeted groups in securing employment.
Routine uses of this form include giving
it to the state workforce agency (SWA),
which will contact appropriate sources
to confirm that the applicant is a
member of a targeted group. This form
may also be given to the Internal
Revenue Service for administration of
the Internal Revenue laws, to the
Department of Justice for civil and

Title

criminal litigation, to the Department of
Labor for oversight of the certifications
performed by the SWA, and to cities,
states, and the District of Columbia for
use in administering their tax laws. We
may also disclose this information to
other countries under a tax treaty, to
federal and state agencies to enforce
federal nontax criminal laws, or to
federal law enforcement and intelligence
agencies to combat terrorism.
You are not required to provide the
information requested on a form that is
subject to the Paperwork Reduction Act
unless the form displays a valid OMB
control number. Books or records
relating to a form or its instructions must
be retained as long as their contents
may become material in the
administration of any Internal Revenue
law. Generally, tax returns and return
information are confidential, as required
by section 6103.

Date

/

/

The time needed to complete and file
this form will vary depending on
individual circumstances. The estimated
average time is:
Recordkeeping
5 hrs., 30 min.
Learning about the law
or the form
24 min.
Preparing and sending this form
to the SWA
30 min.
If you have comments concerning the
accuracy of these time estimates or
suggestions for making this form
simpler, we would be happy to hear
from you. You can write to the Internal
Revenue Service, Tax Products
Coordinating Committee,
SE:W:CAR:MP:T:T:SP, 1111 Constitution
Ave. NW, IR-6406, Washington, DC
20224.
Do not send this form to this address.
Instead, see When and Where To File in
the separate instructions.

Form
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Attach to your tax return.

Attachment
Sequence No.

Name(s) shown on return

1

Total eligible access expenditures (see instructions)

1

2

Minimum amount

2

3

Subtract line 2 from line 1. If zero or less, enter -0-

3

4

Maximum amount

4

5

Enter the smaller of line 3 or line 4

5

6

Multiply line 5 by 50% (.50)

6

7

Disabled access credit from partnerships and S corporations

7

8

Add lines 6 and 7, but do not enter more than $5,000. Partnerships and S corporations, report this
amount on Schedule K; all others, report this amount on the applicable line of Form 3800 (e.g., line
1g of the 2006 Form 3800)

8

General Instructions
Section references are to the
Internal Revenue Code.

What’s New
● The tax liability limit is no longer
figured on this form; instead, it must
be figured on Form 3800, General
Business Credit.
● Taxpayers that are not
partnerships or S corporations, and
whose only source of this credit is
from those pass-through entities, are
not required to complete or file this
form. Instead, they can report this
credit directly on line 1g of Form
3800.
● The IRS will revise this December
2006 version of the form only when
necessary. Continue to use this
version for tax years beginning after
2005 until a new revision is issued.

Purpose of Form
Eligible small businesses use Form
8826 to claim the disabled access
credit. This credit is part of the
general business credit.

Definitions
Eligible Small Business
For purposes of the credit, an
eligible small business is any
business or person that:
● Had gross receipts for the
preceding tax year that did not

86

Identifying number

exceed $1 million or had no more
than 30 full-time employees during
the preceding tax year and
● Elects (by filing Form 8826) to
claim the disabled access credit for
the tax year.
For purposes of the definition:
● Gross receipts are reduced by
returns and allowances made during
the tax year,
● An employee is considered full
time if employed at least 30 hours
per week for 20 or more calendar
weeks in the tax year, and
● All members of the same
controlled group and all persons
under common control generally are
considered to be one person—see
section 44(d)(2).
Eligible Access Expenditures
For purposes of the credit, these
expenditures are amounts paid or
incurred by the eligible small
business to comply with applicable
requirements under the Americans
With Disabilities Act of 1990 (Public
Law 101-336) as in effect on
November 5, 1990.
Eligible access expenditures
include amounts paid or incurred:
1. To remove barriers that prevent
a business from being accessible to
or usable by individuals with
disabilities;

For Paperwork Reduction Act Notice, see back of form.

Cat. No. 12774N

$

250 00

$10,000 00

2. To provide qualified interpreters
or other methods of making audio
materials available to
hearing-impaired individuals;
3. To provide qualified readers,
taped texts, and other methods of
making visual materials available to
individuals with visual impairments;
or
4. To acquire or modify equipment
or devices for individuals with
disabilities.
The expenditures must be
reasonable and necessary to
accomplish the above purposes.
Eligible expenditures do not
include expenditures in 1 above that
are paid or incurred in connection
with any facility first placed in
service after November 5, 1990.
Eligible access expenditures must
meet those standards issued by the
Secretary of the Treasury as agreed
to by the Architectural and
Transportation Barriers Compliance
Board and set forth in regulations.
See section 44(c) for other details.
Disability. For an individual, this
means:
● A physical or mental impairment
that substantially limits one or more
major life activities,
● A record of such an impairment, or
● Being regarded as having such an
impairment.
Form

8826367
(Rev. 12-2006)

Form 8826 (Rev. 12-2006)

Member of Controlled Group or
Business Under Common Control
For purposes of figuring the credit, all
members of a controlled group of
corporations (as defined in section
52(a)) and all members of a group of
businesses under common control
(as defined in section 52(b)), are
treated as a single taxpayer. As a
member, compute your credit based
on your proportionate share of
eligible access expenditures giving
rise to the group’s disabled access
credit. Enter your share of the credit
on line 6. Attach a statement
showing how your share of the credit
was figured, and write “See
attached” next to the entry space for
line 6.

Specific Instructions
Line 1
Enter total eligible access
expenditures paid or incurred during
the tax year. See Eligible Access
Expenditures on page 1.

Page

Line 6
Denial of double benefit. To the
extent of the credit shown on line 6,
the eligible access expenditures may
not be claimed as a deduction in
figuring taxable income, capitalized,
or used in figuring any other credit.
Paperwork Reduction Act Notice.
We ask for the information on this
form to carry out the Internal
Revenue laws of the United States.
You are required to give us the
information. We need it to ensure
that you are complying with these
laws and to allow us to figure and
collect the right amount of tax.
You are not required to provide
the information requested on a form
that is subject to the Paperwork
Reduction Act unless the form
displays a valid OMB control
number. Books or records relating to
a form or its instructions must be
retained as long as their contents
may become material in the
administration of any Internal
Revenue law. Generally, tax returns
and return information are
confidential, as required by section
6103.

2

The time needed to complete and
file this form will vary depending on
individual circumstances. The
estimated burden for individual
taxpayers filing this form is approved
under OMB control number
1545-0074 and is included in the
estimates shown in the instructions
for their individual income tax return.
The estimated burden for all other
taxpayers who file this form is
shown below.
Recordkeeping
1 hr., 54 min.
Learning about the
law or the form

24 min.

Preparing and sending
the form to the IRS

26 min.

If you have comments concerning
the accuracy of these time estimates
or suggestions for making this form
simpler, we would be happy to hear
from you. See the instructions for
the tax return with which this form is
filed.
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Recommended Resources

Recommended Resources
Section 1:
Fundamental Principles of Supported Employment Recommended
Resources
 The Center for Self-Determination
www.nconsd.org










Self Advocates Becoming Empowered
www.sabeusa.org
Center for Self-Determination
www.self-determination.com
Mental Health World
www.mentalhealthworld.org
The Institute for Community Inclusion
www.communityinclusion.org.
Disability is Natural
www.disabilityisnatural.com
The United Spinal Association
www.unitedspinal.org/disability-publications-resources/disability-etiquette
The Job Accommodation Network
www.jan.wvu.edu
Office of Disability Employment Policy
www.dol.gov/odep/pubs/fact/comucate.htm

Section 2:
The Growth & Development of Supported Employment




The State of the States in Developmental Disabilities
https://www.cu.edu/ColemanInstitute/stateofthestates
Department of Labor, Employment Standards Administration Wage and
Hour Division
www.dol.gov/esa/whd/flsa
The Elizabeth M. Boggs Center on Developmental Disabilities
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Recommended Resources

Section 3:
Working for All the Right Reasons






Disability Statistics (Cornell University)
www.disabilitystatistics.org
US Census Bureau
www.census.gov
The National Organization on Disability (N.O.D.)
www.nod.org
Bureau of Labor Statistics
www.bls.gov

Section 4:
Roles, Responsibilities & Expectations









APSE: The Network on Employment
www.apse.org
New Jersey Association for Persons in Supported
Employment (NJAPSE)
www.njapse.org
The College of Direct Support (CDS)
http://info.collegeofdirectsupport.com
Research and Training Center on Community Living
http://rtc.umn.edu/dsp/
National Alliance for Direct Support Professionals
www.nadsp.org
The Commission on Accreditation for Rehabilitation Facilities (CARF)
www.carf.org
The New Jersey Center for Non-Profits
www.njnonprofits.org

The Elizabeth M. Boggs Center on Developmental Disabilities
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Recommended Resources

Section 4: ( continued)
Roles, Responsibilities & Expectations











Alliance for the Betterment of Citizens with Disabilities (ABDC)
www.abcdnj.org
The Institute on Community Integration
http://ici.umn.edu
American Network of Community Options and Resources (ANCOR)
www.ancor.org
New Jersey Association of Community Providers (NJACP)
www.njacp.org
Division of Vocational Rehabilitation Services (DVRS)
http://lwd.dol.state.nj.us/labor/dvrs/DVRIndex.html
Division of Developmental Disabilities (DDD)
www.state.nj.us/humanservices/ddd/index.html
The Commission for the Blind and Visually Impaired (CBVI)
www.state.nj.us/humanservices/cbvi/index.html
The Division of Mental Health Services (DMHS)
www.state.nj.us/humanservices/dmhs/index.html
NJ Helps
www.njhelps.org

Section 5:
Career Planning & Assessment
 The Online Occupational Information Network (ONET)
http://online.onetcenter.org




Career One-Stop
www.careeronestop.org
New Jersey Workforce Public Information Network (NJWPIN)
http://lwd.dol.state.nj.us/labor/wnjpin/wnjpin_index.html

The Elizabeth M. Boggs Center on Developmental Disabilities
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Recommended Resources

Section 6:
Supported Employment & Marketing







SCORE
www.score.org
NJ Chambers of Commerce & Business Associations
www.2chambers.com/new6.htm
NJBLN
www.njbln.org
NJ Business & Industry Association
www.njbia.org
NJ Business Marketing Association
www.bma-nj.org

Section 7:
Job Development









NJ Accesslink
www.njtransit.com
NJ Paratransit
www.njcost.com
NJ Find-A-Ride
www.njfindaride.com
NJ Reduced Fare Program
www.njtransit.com
E-Ride Share
www.erideshare.com
Easter Seals Project Action
http://projectaction.easterseals.com
United We Ride
www.unitedweride.gov

The Elizabeth M. Boggs Center on Developmental Disabilities
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Recommended Resources

Section 7: (continued)
Job Development











The Office of Disability Employment Policy (ODEP)
www.dol.gov/odep
National Center on Workforce and Disability (NCWD)
www.onestops.info
Project EARN
www.earnworks.com
Accessible Employment
www.accessibleemployment.org
Work Place Diversity
www.workplacediversity.com
Career Opportunities for Students with Disabilities
www.cosdonline.org
The National Business & Disability Council
www.nbdc.com
The Riley Guide: Employment Opportunities and Job Resources
on the Internet
www.rileyguide.com
The Americans with Disabilities Act
www.ADA.gov

Section 8:
Job Training Strategies & Workplace Supports




Cerebral Palsy of New Jersey: Technology Lending Center
www.cpofnj.org/services/rehab.htm
NJ Protection and Advocacy, Inc.,-Assistive Technology
Advocacy Center
www.njpanda.org/atacprogram.htm

The Elizabeth M. Boggs Center on Developmental Disabilities
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Recommended Resources

Section 8: (continued)
Job Training Strategies & Workplace Supports







Abledata
www.abledata.com
Center for Assistive Technology and Environmental Access
http://assistivetech.net/index.php
The Job Accommodation Network
www.jan.wvu.edu
The Elizabeth M. Boggs Center on Developmental Disabilities
http://rwjms.umdnj.edu/boggscenter/index.htm
The Integrated Employment Institute (IEI). Center for the Study
and Promotion of Recovery from Mental Illness
http://shrp.umdnj.edu/smi/employment_services/IEICalendar1.htm




Association for Positive Behavior Support (APBS)
www.apbs.org
National Technical Assistance Center on Positive Behavioral
Interventions & Supports (PBIS)
www.pbis.org/main.htm

Section 9:
How Did We Get Here: A Brief Look Back





The Minnesota Governor’s Council on Developmental Disabilities
www.mnddc.org
National Institute on Disability and Rehabilitation Research
(NIDRR) www.adata.org
The Equal Employment Opportunity Commission (EEOC)
www.eeoc.gov

The Elizabeth M. Boggs Center on Developmental Disabilities
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Recommended Resources

Section 10:
Federal Work Incentive Programs for People with Disabilities






Social Security Administration
www.ssa.gov
VCU Rehabilitation Research and Training Center on Workplace
Supports and Job Retention
www.worksupport.com
Internal Revenue Service
www.irs.gov
Earn Works
www.earnworks.com

The Elizabeth M. Boggs Center on Developmental Disabilities
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