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I.  Executive Summary
In the fiscal year of July 1, 2011 through June 30, 2012 we provided services to 129 individuals.  Of 
the 129 served, 63 either are or were employed during this time frame (71 total placements).    Over 
all we saw a slight decrease in traditional DRS referrals (down 27%).  However, due to retention of 
previous referrals as well as increased involvement with special projects we served 9% more indi-
viduals over the last year.  This increase is directly related to strategically using our resources to build 
strong business partnerships within our community and creating good working relationships with our 
customers.   We remained committed to our performance indicators, as described in Appendix A, and 
have continued to incorporate best practices into our approach.  These practices include (1) promot-
ing individual  choice and control over service delivery by offering individualized and flexible services, 
(2) serving individuals who are from underserved disability groups and/or have the most severe 
disabilities, as well as (3) keeping our jobseeker to employment specialist ratio low to ensure high 
quality individualized services.

Many people with disabilities have voiced their concerns that all too frequently decisions are made for 
them by professionals who feel that they know best and that self-assertion is often ignored, underes-
timated, or seen as a “challenging behavior.”  The Business Connections staff listens carefully to the 
wishes and desires of the individuals we serve and supports them to achieve the career path of their 
choice.  Individuals are supported in making decisions and are encouraged to be actively involved in 
all aspects of service delivery.  Our dedication to providing individualized services to those with the 
most significant disabilities and/or those who are underserved is in direct alignment with the values 
associated with supported employment.  

To ensure individualized and flexible services are available for all individuals that we serve, we 
employed 8 full-time and 3 part-time, skilled employment specialists throughout the year. We are 
committed to serve one person at a time throughout the levels of service delivery and whenever pos-
sible the same employment specialist works with the job seeker throughout the employment process 
from assessment to job search to on-the-job training.  We feel that these two practices lead to greater 
choice and successful employment outcomes.  Although we use a holistic approach, rather than a 
partitioned approach to service delivery, we find that working as a team helps us provide the most 
attentive services while keeping within the often limited hours provided for job development.  Each 
employment specialist focuses on organizational marketing and building relationships with area busi-
nesses that would potentially have jobs for the customers on their case load.  Often, the employer 
interaction will not yield an immediate position for their client; however, our staff members work 
together sharing job leads and entering receptive employers into our Business Database for future 
contact.  This allows for increased collaboration and more opportunities to match job seekers to posi-
tions with supportive employers.  
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 A.  Program and Sevice Highlights 

	� Below are some highlights of major program changes and services from this reporting year.  More specific details on the cus-
tomers served and employment received are offered in other sections of this report.    

	 i.	 Service Highlights	

		  All persons served have a significant disability as evidenced by referral documentation and/or receipt of social security
		  benefits.  Many of those served have secondary and tertiary labels as well.  Similar to last year, the majority or 67% (86 
		  individuals) of those served were male and 33% (43 individuals) were females.  Three individuals served were Asian-
		  American, 53% (68 individuals) were African American/black,  while the majority of individuals served or 44% (43 individu-
		  als) were Caucasian/white. 
 
		��  Order of Selection was limited to serve only those with the most significant disabilities in March of 2011therefore decreas-

ing our referrals for the year by 27 percent from last year.  Although only thirty individuals were referred for services during 
the year, our number of clients served continues to be strong for several reasons.  We served a number of DRS clients 
through our involvement in special projects including the VCU Health Systems Project Search Program, St. Mary’s Proj-
ect Search Program.  We added a project search site at St. Francis Medical Center during this year.  However, because 
this site is in the first year, those clients are not included in our data for this report .  Each of these projects is described in 
further detail in section C of the executive summary.  Additionally, we continued cultivating our partnership with the Depart-
ment for the Blind and Visually Impaired (8 individuals served from DBVI) as well as the Warsaw DRS office (11 individuals 
served from Warsaw area).  Finally, we also feel that our efforts to maintain a highly qualified staff along with our proven 
results have drawn attention to our services.  We intend to continue cultivating our relationship with each of the funding 
sources and share our successes together.

		�  Sixty-three people are still or were employed during the year in a wide variety of occupations. There were 71 overall place-
ments as 8 individual had two placements. Twenty of these placements were made during the fiscal year.  All 71 place-
ments were paid minimum wage or higher and the majority of individuals worked part-time (30 hours or less).  At the close 
of the year, 59 individuals remained employed.  About 22% (21individuals) of the pool was discharged from the program 
during the year for a variety of reasons, including unable to contact, DRS would no longer support service delivery, and 
loss of job.

	 ii.  CARF Accreditation	

		�  The Business Connections has been CARF Accredited since July of 2001.  As of August of 2010 our Program was ac-
credited for another 3 years in the following service categories:  Job Development, Job Supports, Job-Site Training, and 
Employment Planning Services.  It is essential that we maintain our accreditation as it is an indication of our ongoing 
dedication and commitment to improving the quality of the lives of persons with disabilities.  We will be up for accreditation 
again in August of 2013.  

B.	 Opportunities for Increased Collaboration

	 i.	 New Referrals	

		�  In March of 2011, VDRS closed all Order of Selections Categories.   Both referrals and authorization of hours dropped-off 
significantly with this change.  However we are pleased to say that referrals decreased only 27 percent going from 41 in the 
previous fiscal year to 30 this year.  Despite the lack of referrals, we have continued to work diligently to provide excellent 
services to those individuals referred while cultivating partnerships with the State Department of Rehabilitative Services.  
We achieved this through increased communication, marketing, and presentations to introduce our services for counselors 
in the DRS Field Offices.  We feel that because of our efforts, we are now seen as a top vendor for new referrals and as 
Order of Selection categories are opened, we anticipate a significant increase in referrals.   

	 ii.	 Networking	

		�  It is a priority of our program that employment specialists are given opportunities to interact with DRS counselors and other 
professionals within the vocational rehabilitation field.  All staff members are encouraged to take advantage of training and 



3

networking opportunities.  Employment specialists have participated in DRS network meetings as well as professional 
development activities to increase their skills and understanding of supported employment and the current job market.

		�  Over the past few years, we have made significant strides in improving communication with rehabilitation counselors.  We 
maintain a policy requiring employment specialists to contact vocational rehabilitation (VR) counselors on an ongoing basis 
to provide a verbal update on current status.  This policy goes hand-in-hand with our policy for requesting and obtaining 
authorization for hours discussed in further detail in the following section.

	 iii.	 Authorizations of Hours�	

		�  Obtaining timely authorization of hours is an area of improvement that Business Connections has been working on this re-
porting period.  Employment Specialists are required to contact VR Counselors by telephone, follow-up with an e-mail and 
complete a formal form used to request hours.  If hours are not approved within a couple of days the program manger is to 
be notified and she follows-up.  There has been improvement in this area by expanding the job description of a lead em-
ployment specialist (Rachael Rounds)  to manage authorizations and billing.  Many rehabilitation counselors have indicated 
this administrative change has been a positive improvement.  Management will continue to monitor staff understanding of 
and adherence to this policy.  

C.	 Special Projects 

	� Our involvement in special projects generates meaningful and productive relationships with business partners as well as other 
organizations, increases our experience with specific customer populations, and allows us to research and implement best 
practices for providing progressive vocational rehabilitation services.  Throughout this reporting period, we have been involved 
in a number of special projects and grants that are described below.  

	� We currently provide job coaching services to three (3) projects replicating the Project Search program at Cincinnati Children’s 
Hospital within Virginia Commonwealth University Health Systems, St. Mary’s Hospital, and St. Francis Medical Center.  The 
program is a one-year educational program for students with disabilities in their last year of high school. It is targeted for 
students whose main goal is competitive employment. The program takes place in a health-care or business setting where 
total immersion in the workplace facilitates the teaching and learning process through continuous feedback and application of 
new skills.  Several members of the VCU Business Connections staff provide individualized job development and placement 
as well as support through on-the-job coaching and work site accommodations with the ultimate goal of independence. During 
the past year we provided services to 27 students at the St. Mary’s site.  Seven are currently enrolled in PS and 20 students 
from previous year’s PS group are now competitively employed with St. Mary’s and 12 employees are receiving follow-along 
services.    The VCU Health Systems PS  site currently serves 14 students.  Four are currently enrolled  in this year’s Project 
Search class and ten  individuals from previous year’s group held competitive jobs during the year.  Our newest PS site at St. 
Francis Medical Center is currently serving 6 students. (Please note only those competitively employed are included in our data 
for this report).

�	� In addition, Business Connections Employment Program was awarded the opportunity to be an Employment Network (EN) in 
the Ticket to Work program in April of 2009.  As with all of our customers, we want to see them reach the greatest level of in-
dependence possible.  The Ticket to Work program, which focuses on assisting individuals to reach Substantial Gainful Activity 
(SGA) and reduce the reliance on Social Security disability benefits, is a wonderful compliment to one of our core values.  Due 
to the paperwork demands from  the Social Security Administration we were forced to terminate our EN agreement.  Business 
Connections has entered into a unique contract with DARS to serve as an EN for VCU clients with autism working following a 
Project Search internship

D.	 2011-2012 Enhancements and Improvements
	
	� The previous 2010-2011 Program Outcomes Report made a number of recommendations to enhance & improve services.  Our 

focus this year has been to maintain a high quality of service for all customers even with increasing numbers served through 
streamlined Job Development and improved data collection processes.  Below is a brief summary of how these have been ad-
dressed to date.
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II.  Purpose of the Report
The Program Outcomes Report reviews our effectiveness (i.e., were those served involved in making decisions and job selection; 
were jobs developed representative of local labor market; were jobs carved to meet needs of employers and specific talents of 
those served, how many people went to work for minimum wage or better in community based jobs and how long were individuals 
successfully employed); efficiency or how quickly we initiated services and service satisfaction among those who received direct 
services. 
 
An annual review allows us to share our success with our customers, stakeholders and employers. It also provides us with insight on 
areas in need of improvement and assists us in the development and implementation of an action plan which should help us prog-
ress in many ways.  

III.  Background About Organization and Service Being Evaluated
A.	 Organizational Description/History

	� Virginia Commonwealth University (VCU) is located on two downtown campuses in the heart of Richmond, Virginia.  With a 
metropolitan population of more than 1.25 million people, Richmond is a growing community.  The central location of the uni-
versity enables smooth functioning of grant activities and facilitates collaboration.  For example, the Virginia Spinal Cord Injury 
Council Association and the Virginia State Department of Rehabilitative Services offices are located within 2 miles.

	� VCU ranks among the top 100 universities in the country in sponsored research and enrolls nearly 30,000 students in 187 
certificate, undergraduate, graduate, professional and doctoral programs in 15 schools and one liberal arts college.  MCV 
hospitals, clinics and the health sciences schools of Virginia Commonwealth University constitute the VCU Medical Center, one 
of the leading academic medical centers in the country.

	
	� VCU is the third-largest research university in Virginia.  Each year an increasing amount of external research funds have been 

awarded.  In the past year, VCU received 206 million dollars in research awards.

	� The current Rehabilitation Research and Training Center (RRTC) was established in 1998 and is led by Dr. Paul Wehman.  Dr.  
Wehman was nominated to Who’s Who in Medicine and Healthcare and serves as the Editor of the Journal of Vocational Re-
habilitation.     With a clinical research emphasis, the center has examined and successfully developed a variety of methods to 
help persons with disabilities gain and maintain employment.  Development of vocational rehabilitation methods has reflected a 
commitment to provide competitive employment  in non-segregated environments.  Emphasis has also been placed on person 
centered and person directed services, family involvement and networking with community rehabilitation agencies, like the 
Virginia Department of Aging and Rehabilitative Services (DARS). 

	� Under the direction of Dr. Wehman, the VCU-RRTC has advanced the concept of supported employment for persons with all 
types of severe disabilities through its demonstration projects, vendor ship activities, research, personnel training activities, and 

	� Improvements were made to our process for evaluating the satisfaction of services from our key stakeholders (i.e., employer, 
funders, referral sources, and family members). During the year we reviewed the quality indicators, and data base to determine 
if any elements need to be added or deleted.  However we are still working on a more effective procedure to administer and 
obtain useful responses on the updated satisfaction surveys.  

	� We have seen considerable improvement in acquiring and recording authorizations, as well as with more accuracy of data 
entry into our Customer Database.  The Customer Database tracks customer demographics and employment information.  
Personnel have completed training on how to enter data into the customer and a policy will be established outlining the re-
quirements of this important task.     This not only improves our data collection but also increases our ability to easily access 
key data in which to report and make decisions.  More improvement is needed in this area especially with regard to recording 
“intervention hours” and development of reports that will reveal important indicators of VCU Business Connections services.  
It should be noted that this database was used to generate an article on titled: Supported Employment for Young Adults with 
Autism: Preliminary Data, that reported on the employment outcomes  by analyzing intervention time.   In the upcoming year, 
we will continue our efforts in this area through evaluating our options and/or developing an on-line referral, program documen-
tation, and billing system.



5

publications.  Largely as a result of these efforts, supported employment is now a service option for vocational rehabilitation 
consumers nationwide; today nearly 110,000 individuals with severe disabilities have access to jobs.  

	� In the late eighties, the RRTC entered into a contract with DARS to become an Employment Service Organization (ESO).  
Today ESO, known as Business Connections operates out of the center’s Employment Services division and serves the Rich-
mond, Fredericksburg and surrounding counties area.  While the program is open to anyone who meets the eligibility criteria 
we continue to serve individuals who might not otherwise receive employment assistance.  In addition, we continue to expand 
our knowledge and share this with other professionals.  Business Connections is staffed by a program director, program 
manager and four employment specialists.  In 2001 and again in 2004, 2007, and 2010 the program received three year CARF 
accreditation.

	� Throughout the years the VCU RRTC has been heavily involved in the development and formulation of disability employment 
research.  Over the last year the RRTC has been highly focused in the area of disability and employment issues concentrating 
in the areas of transition from school to work and postsecondary education, employment services to persons with autism and 
veterans, and long term supports promoting career advancement for all persons with disabilities.  From July 1, 2011 through 
June 30, 2012 Dr. Wehman and the staff at the RRTC published 15 journal articles and 28 commercially published books or 
book chapters. Live web casts and distance education courses continue to be critically important to the RRTC, ensuring that 
professionals, families, employers and people with disabilities have access to timely research, personnel training, professional 
certifications, and information materials. Over the past year, 48 web casts were aired.  Attendance in these sessions totaled 
5,115 participants.  The RRTC continues to provide personnel training through our popular Supported Employment Web Based 
Certificate Program and the Supported Competitive Employment for Individuals with Mental Illness courses, as well as other 
such course as the Personal Assistance Services in the Workplace, and Disability Awareness HR Management Online Semi-
nar, together these training opportunities have reached 2,868 professionals, employers and persons with disabilities this year. 

	� Certificate Program and the Supported Competitive Employment for Individuals with Mental Illness courses, as well as other 
such course as the Personal Assistance Services in the Workplace, and Disability Awareness HR Management Online Semi-
nar, together these training opportunities have reached 1,498 professionals, employers and persons with disabilities this year.

B.	 Program Description

	 i.	 Problem Statement	�

		�  The number of people participating in supported employment in the U.S. has increased within a decade from less than 
9,800 to over 140,000 (Wehman, Revell, Kregel, 1998).  While we can deduce that these numbers have grown in subse-
quent years, there is no national tracking data for individuals in supported employment today. Customized employment 
strategies such as supported employment, supported entrepreneurship, coworker supports, job restructuring, workplace 
accommodations, and federal legislation facilitated the integrated employment outcomes for these individuals.  In addition, 
policy shifts have enabled expanded opportunities for integrated  
employment.

		�  In 2001, the Rehabilitation Services Administration (RSA) amended its regulations governing state vocational rehabilita-
tion programs to redefine the term “employment outcome” to mean “an individual with a disability working in an integrated 
setting” (Federal Register, January 22, 2001).  For decades, extended employment (formerly sheltered employment) was 
an acceptable outcome for individuals receiving VR services.  The new definition removes this type of employment as an 
approved outcome, because extended/sheltered employment uses non-integrated work settings.

	
		�  The purpose of the VR program as stated in The Rehabilitation Act of 1973, as amended, is to enable individuals with a 

disability to achieve employment in an integrated setting (Federal Register, January 22, 2001).  In response to this priority, 
first highlighted in the 1992 Amendments, the 1990s was marked by a decline in sheltered workshop placements.  Na-
tionally in FY90, VR agencies closed 11,605 sheltered workshops.  In FY98, the number of sheltered workshop closures 
dropped 34%.  In contrast, the number of individuals closed in integrated work settings, rose steadily during the 1990s.  VR 
closed approximately 9,528 individuals in supported employment in FY91, 13,950 individuals in FY94, and 23,056 individu-
als in FY98 (Gilmore and Butterworth, 2001).  Unfortunately, Gilmore & Butterworth (2001) found in the same time period 
that the number of individuals entering non-integrated employment (including facility-based and non-work) also greatly 
expanded.  Despite the Americans with Disabilities Act (ADA) and other federal initiatives, competitive employment still is 
not the first choice for the majority of individuals with disabilities (Wehman, Revell, & Brooke, 2002).
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		�  Competitive employment remains an elusive goal for the vast majority of people with disabilities despite evidence of 
increased earning and satisfaction from the work experience.  “Negative stereotyping, unemployment, underemployment, 
and placement in segregated work and non-work settings are likely to continue until there are systemic changes under-
taken.  One such change is increasing provider capacity to provide individually determined, customized employment in 
non-stereotypic jobs for persons with disabilities” (Federal Register, August 5, 2002).

	 ii.	 Overall goals	

		�  Through our ongoing efforts and collaboration with individuals with significant disabilities, DRS and other stakeholders, the 
program continues to provide a valuable demonstration of how community based competitive employment can become a 
reality for all Americans who desire to work.

		�  First, the program strives to support persons with disabilities with identifying their abilities, possible support needs; conduct-
ing a job search to locate real work for real pay, providing and facilitating workplace supports as needed, and ongoing long 
term follow along and job retention services both at or away from the work place.

		�  Second, the program offers a valuable service to the business community.  These services include:  assisting employers 
with identifying hiring needs or new work structures, referring candidates for interviews, providing initial and ongoing on 
the jobsite support services to ensure the employer’s business requirements are being met by the new hire, and providing 
education and technical assistance on disability and employment related issues.

	 iii.	 Outcomes and performance measures	

		�  Program outcomes and performance measures are observable and measurable milestones toward an outcome target.  
Indicators include; days from referral to service initiation, severity of disability, customer involvement in service delivery and 
job selection, types of businesses where people work, type of occupations, amount of pay received, type of creative work 
structures, job retention or days employed, reasons for job separation, and reports of satisfaction with services.

	 iv.	 Program activities	

		  The following section describes persons served, eligibility criteria, and scope of services offered by Business Connections.

		  a.	 Persons Served
	
			�   Our Supported Employment Services are designed to meet the needs of individuals with severe disabilities.  This in-

cludes people for whom competitive employment has not traditionally occurred, individuals whose competitive employ-
ment has been interrupted or intermittent as a result of a severe disability, and those who, because of their disability, 
need ongoing support to maintain competitive employment.

			�   The program also offers Time Limited Job Coach Training Services that are available for people with disabilities who 
require assistance with locating employment, transitioning into the workforce, and/or time limited on-the-job skills train-
ing and support services.  The aforementioned ongoing or long-term support services are not provided in this service 
option.

	
			�   Vocational Assessments are available within the context of implementing either Supported Employment or Time Limited 

Services or for general career exploration.

		  b.	 Admission Criteria

�� �Persons must have a severe disability.  Time Limited/Job Coach Training Services are available for people who need 
or desire less intensive services.  Situational vocational assessments are available to participants in both services 
for those who desire general career exploration. 

�� �Persons served should be willing to work within the City of Richmond and the surrounding counties (i.e., Henrico, 
Chesterfield, Hanover), Fredericksburg and surrounding counties, or Warsaw.  Persons who reside outside this 
radius are accepted for services if funding is made available.  Whenever the person is referred from outside of the 
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general catchments area, the program strongly encourages the referring counselor to also become involved in job 
placement activities in order to reduce service cost. 

�� �Usually individuals are not employed at the time of referral; however, there are exceptions.  Examples of when 
someone who is already employed may be referred for services include:  the person is experiencing difficulties at 
work and intervention may alleviate the problems and increase longevity on the job, the person is underemployed 
and desires new employment, or the person will be laid off from work. 

		  c.	 Scope of Services Available

			�   What follows is a general description of how services are delivered for the supported employment and time limited ser-
vices.  The primary services are customer assessment, career search and job selection, on and off the job vocational 
supports, and long-term retention.  

			   c1.	 Customer Assessment	�

				�    During Customer Assessment, the employment specialist formulates an understanding of what the customer 
wants from an employment opportunity, as well as what she/he feels they have to offer to the business community.  
Everyone has a variety of unique experiences and abilities that can translate into valuable services to the business 
community.  The assessment process helps distinguish the business needs a person can meet given their current 
skills, abilities and total life experiences.  Our employment specialists are required to meet new customers in their 
home or other place of their choosing, within 5 working days of receiving the referral to begin this process.

	
				�    What someone wants to do can be a difficult question?  The customer needs to know what she/he is good at, what 

she/he is not so good at, what she/he likes to do, and what is important to him or her.  Without consideration to 
these factors, the job search will lack focus and the person may end up being “placed” into a job.  We also believe 
the only way our employment specialists can initially represent their customers to employers is to believe in and 
know each person’s abilities and interests.

	
				�    One of our first steps to get to know our customers involves conducting functional assessment activities.  This may 

include interviews, observations, and other informational gathering activities aimed at capturing a picture of who 
the individual really is and what his or her interests, skills, and desires are.  This component of supported employ-
ment focuses on using person centered planning to learn more about the individual, as well as give the jobseeker 
an opportunity to assess him or herself.  This lays the foundation that guides the job search, on the jobsite training, 
and support and long term support.

	
				�    Our two primary methods of functional assessment involve having the customer observe work in business set-

tings and other community environments.  In this way, an individual can indicate what he or she likes by visiting 
or participating in the actual environments where the events occur.  This allows someone to express preferences 
that may not be communicated, exhibit abilities that may go undetected, and make choices from experiences that 
might not otherwise ever be known.

				�    A community assessment provides an excellent opportunity to become familiar with the local area where the indi-
vidual lives both to identify potential support resources and to determine job preferences.  Additionally, it allows the 
employment specialist the chance to identify businesses to target for job development.  For customers who have 
never worked or who have had limited experiences, making choices about a job or the features of a workplace 
often can be difficult.  Using this approach, the employment specialist and customer spend time in a select com-
munity setting.  

  
			�	    c1a.	Vocational Assessment

				�    A situational assessment provides a customer with the opportunity to perform job tasks in real work environments 
in the community.  Usually, a situational assessment is conducted for a four hour period in two to three different 
types of jobs in the community which are representative of the local labor market.  However, a general guideline 
for the length of an assessment is that it should reflect the customer’s future work day.  If the individual wants to 
work full time, then he or she should participate in assessments that reflect a full day of work.
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				�    Any business can be a potential site; identified from any number of experiences, contacts, or resources that the 
employment specialist is aware of (e.g., past employment, personal contacts, job development, previous sup-
ported employment setting, newspaper, telephone book, and so forth).  However, the sites selected for any specific 
customer depends on the choices of the individual.

	
				�    If the customer is unable to identify specific ideas about a career path, then situational assessments can be even 

more valuable to the individual and the employment specialist.  A variety of job types should be explored, and 
the customer’s reaction to each recorded to compare which may be the most appropriate and most preferred job 
choice.  It is important to note that it is not necessarily assumed that a customer will choose to work in one of the 
types of businesses where the situational assessments are conducted, but an opportunity is provided to assist the 
customer with determining the career goal, work environment, job characteristics, or business that he or she might 
like.

	
				�    Situational assessments are useful in determining the type of employment services a customer can benefit from 

and the level and intensity of supports she or he will need.  Observing an individual performing real work in mul-
tiple environments provides an indication of her or his work characteristics, interests, skills, abilities, learning style, 
and support needs.  In addition, a situational assessment offers the individual an opportunity to witness different 
types of jobs and their requirements first-hand to assist him or her with making a job choice.

				�    Persons who are returning to pre-disability employment may desire Information related to their ability to perform 
the essential functions of the job with or without accommodation and whether this person can perform the job 
without posing a direct threat to the health or safety of the person or others is provided.  The assessment activities 
are customized to the situation at hand and generally take place in the actual work setting.

	
				�    Some customers may desire to have their existing skills and knowledge as they return to previous employment or 

education assessed (i.e., hair stylist, nurse, shoe repairman, etc.).  In such cases, a vocational skills and knowl-
edge assessment site is developed and a consultant (person with the experience required) is hired to report on 
current skill level functioning.  The focus here is to examine acquired skills that can be used in new employment 
settings as well as identifies potential accommodations.

				�    c1b.  Customer Profile

				�    One of the challenges of the assessment process is pulling together all of the information which has been obtained 
from a variety of sources.  It is not uncommon for different information gathering techniques to yield differing infor-
mation about the same thing.  While this can be confusing, it is extremely helpful to be able to paint a larger picture 
of who the customer is.

	
				�    Once all of the assessment activities have been completed, the employment specialist should have a general 

sense of who the customer is what kind of jobs he or she would like, and the types of supports that may be 
needed.  The information is summarized and a customer profile is created.

	
				�    A Business Analysis described later includes parallel items that focus on the business setting and job require-

ments.  This can be used to assist customers with making choices about job selection, training, and support 
needs.

	
				�    We believe that assessment should never be a lengthy process.  Whenever the following are noted, we move on 

to assist the person with his or her job search.

�� Customer assets (skills and interests),
�� Customer personal experiences (in terms of work, education and other activities),
�� Customer work values or rewards expected,
�� Customer work setting she/he will consider,
�� �Customer and employment specialist associate how the above relate to career choice, and
�� Customer’s participation in job search 
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			�   c2.   Customer Career Search and Job Selection 

				�    Once the customer considers important aspects of employment and what he or she has to offer businesses are 
determined, strategies to present and sell his/her unique skills and talents to the business community are devel-
oped.  Conducting a successful job search is not a simple process.  Due to the continuously changing and compet-
itive nature of the job market, there are no guarantees that any particular job search strategy will work.  Therefore, 
a diverse approach is used.  For example; we may brainstorm a list of prospective businesses where the customer 
wants to work, survey the customer’s personal network, identify job leads and referral services, and contact former 
employers and businesses advertising employment opportunities.  

	
				�    Personal business networks are also developed.  In this procedure, the customer lists names of individuals to con-

tact about employment opportunities.  The network may include family, friends, family members of friends, church 
members, support group members, people they do business with, etc.  For each person reached an inquiry about 
the names of new contacts if requested.  This leads to the development of a network referral chain.

	
				�    Job lead and referral services are also used to identify jobs.  These services include job banks, telephone job in-

formation lines and professional networks.  If the customer worked in the past, whether paid or volunteer, we may 
contact former supervisors and coworkers to inquire about leads too.

	
				�    We sometimes use current employment leads.  Sources of information include newspapers, government listings 

(federal, state, city, and county), help wanted signs or announcements posted on public bulletin boards, etc.  We 
also focus heavily on the “hidden job market” or jobs that do not currently exist or are not being advertised.  Stud-
ies have shown that only a small percentage of jobs available are advertised and employers are more likely to hire 
someone they know.  Therefore, a major thrust of job development efforts is to become known or acquainted with 
an employer.  Thus, our initial contact focuses on offering services and building rapport with the employer with-
out immediately wanting something in return.  During our initial interview with a prospective employer we seek to 
obtain key pieces of information about the company and, if applicable, specific job openings.  This information is 
documented on a Business Analysis.  

				�    After we receive information concerning an employer’s hiring needs, if possible, we observe someone performing 
various jobs.  We make observations on the various tasks performed, essential job functions, critical skills needed 
related to each job duty, and approximate time spent engaged in each job task, etc.

	
				�    This process, gives us a better understanding of the employer’s expectations.  This information is also recorded 

on the Business Analysis.  The analysis along with additional notes, employer job descriptions, etc., provides a 
permanent record of both specific job requirements and general work characteristics of the worksite.  Later, this 
data is used to guide our customers with making a decision on whether or not to interview for a particular job.  

	
				�    Some of our customers are not qualified or cannot perform essential functions of existing jobs.  Thus, we some-

times negotiate or restructure a job with a willing employer.  Job restructuring involves redistribution of job tasks 
that cannot be performed by the jobseeker.  These tasks are given to a co-worker in exchange for a task that the 
job seeker can do.  In other instances a new job may be created or carved.

	
				�    Job restructuring or carving are excellent strategies to use with a job seeker who may not be necessarily “quali-

fied” or able to perform all aspects of a current job opening.  Job restructuring ideas may not be obvious.  The 
employment specialist must spend time working with the business to determine the potential or undiscovered 
need.  Some of the best ideas for job restructuring have resulted from our informal observations and conversations 
with decision makers about their needs and how they do business.

				�   
				    c2a.   Directing the Job-Hunt 

				�    Our customers may choose to lead, direct, actively participate, or simply stay informed during the job develop-
ment or job search process.  The key to providing a customer-driven approach is to work with our customers to 
assist them in determining their role, duties, and responsibilities.  Job seekers are encouraged and supported to 
be actively involved in this process.  There are a variety of different ways for our customers to participate in the job 
development process like:  creating a resume, telephoning the employment specialist with job leads, cold calling 
employers, and networking with family and friends.  Regardless of how the customer shapes his or her role, the 
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employment specialist continues to actively contact employers on the person’s behalf.

				    �c2b.   Application Process and Interviewing 

				�    If a job opportunity is available, we contact the customer.  If interested, he or she completes the business’ employ-
ment application.  The employment specialist provides support as needed. 

 
				�    Some job seekers may desire preparation for an interview to help alleviate anxiety.  If so, the customer and the 

employment specialist meet before the interview to discuss:	 n	 The purpose of the interview;
									         n	 How they will get to and from the interview;
									         n	 What the employer will want to know;
									         n	� How to present the customer’s experience and 

qualifications;
									         n	 What the applicant will want to ask; and
									         n	 How to present a business-like image.

				�    In some situations, the applicant and/or the employer may prefer that the interview be attended by the applicant 
only.  In other situations, the applicant and/or the employer may allow the employment specialist to participate.

				    �c2c.	Review Offer  

				�    Prior to the interview and again after, employment is offered, the pros and cons of the particular employment 
situation are reviewed with the customer.  This information is based upon a comparison of the “Customer Pro-
file” information and data collected during the “Business/Job Analysis.”  This helps determine whether or not the 
employment offer fulfills the customer’s desires, capitalizes on vocational strengths, and what types of workplace 
support and accommodations may be necessary.

				�    At the point in time when an employer makes an offer of employment to a customer, he or she must make a deci-
sion on whether or not to accept it.  The employment specialist assists the customer with this process.  The deci-
sion is based on an analysis of facts, knowledge, and data collected regarding the business and the specific job/
career and/or occupational preferences and abilities of the customer.  In essence, the task once more is to identify 
the pros and cons related to accepting or rejecting the position.  The customer, with the support of the employment 
specialist, makes the decision about whether or not to accept or reject an employer’s offer.

				�    c2d.   Before the First Day of Work 

				�    There are several activities that may need to be coordinated by the employment specialist prior to a customer’s 
first day of work.  It is imperative that the employment specialist notify the vocational rehabilitation counselor and 
significant others (if applicable), make sure arrangements are made for transportation or transportation training, 
and, if appropriate, tax credit is completed and signed by the employer.  Examples of other activities that may need 
to be completed include:  referral to Social Security for reporting procedures, and assistance with the purchase of 
uniforms or other work related items, etc.

			   �c3.   On and Off the Job Vocational Supports

				�    Once employed, the employment specialist provides support on and sometimes off the jobsite.  Supports are 
provided to assist the new hire with learning how to do the job effectively and safely, communicating with jobsite 
personnel, handling issues outside of work, such as accessing transportation systems, depositing paychecks, etc.  

	
				�    The employment specialist is prepared to take on the role as a facilitator of independent, self-directed learning 

and/or a job skills training specialist.  Also, depending upon the job, while the customer is getting up to speed, the 
employment specialist may actually perform some of the work.  This insurance to complete the work keeps the 
employer satisfied and gives the customer additional time necessary to learn the job.  Examples of supports follow.

	
				�    Systematic instruction is one method of teaching job duties and job related tasks in a consistent manner.  The 

use of systematic instruction also provides a method of data collection regarding the person’s performance level.  
Using this information to monitor progress during training will provide structure and minimize confusion for the 
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trainee, as well as the employment specialist.  Production training involves determining production standards for 
the job duty, and the individual’s current rate of performance.  A comparison reveals if there is a need to increase 
productivity.

	
				�    The implementation of compensatory strategies, adaptations, in addition to restructuring the work environment, 

can be extremely useful in enhancing the new employee’s learning and promoting his or her ability to perform the 
job.  Adjustments can be cognitively-oriented, providing the individual with effective ways to remember what to do 
and how to do it.  For example:	 n	 A worksheet outlining the steps needed to balance a cash drawer

					     n	 A map that outlines a route to follow when cleaning apartment grounds
					     n	 Written detailed instructions to follow when cleaning plants

				    Other implementations may be used to compen-
				    sate for physical deficits.  For example:	 n	� Providing a lap board for individuals involved in data entry to reduce 

ataxia
					     n	� Use of a stand to reduce unsteadiness in upright positions while sorting 

mail

				�    Development and implementation of strategies usually occurs when an individual encounters difficulty in learning 
a new task, shows great variability in task performance, or is unable to meet the required production standard.  A 
review of probe data reveals where difficulties arise.  It is crucial that the user perceive the usefulness of an ac-
commodation.  Therefore, the new employee is always involved in the planning and implementation process.

	
				�    Some new hires require less assistance with learning how to do the job, but more support related to interpersonal 

relations, specifically, communicating and working effectively with jobsite personnel.  The employment specialist is 
available to help in this area too.

	
				�    Sometimes, going to work and learning a new task can be very challenging.  The inability to see immediate suc-

cess can lead to frustration.  Frustration appears in many ways, such as verbal outbursts, throwing things, or even 
threats to quit a job.  If this arises, the employment specialist is there to assist by teaching techniques to keep 
the outward signs of frustration at a minimum and manage these feelings.  Other customers may exhibit unusual 
behaviors.  Whenever present, the employment specialist may educate jobsite personnel and in some instances, 
implement a behavioral program under the supervision of the Program Director.

	
				�    Understandably, an employer will only tolerate unusual or rude behaviors for a limited amount of time.  Therefore, 

we feel it is important to immediately identify such issues and begin to try to reduce occurrences.

				�    c3a.   Obtain Performance Feedback 

				�    In addition to the new hires supervisor, the employment specialist also provides feedback to the customer on 
how he or she is progressing toward reaching the employer’s desired performance standards.  Generally, data is 
collected on what has been learned and productivity.  These findings help to determine the effectiveness of our 
training.  The customer is also encouraged to solicit performance feedback from the employer.  All of the afore-
mentioned is useful when determining a fading schedule.

	
				�    Eventually, the employee is performing the job to the employer’s standard and the employment specialist begins to 

fade from the jobsite.  This is a gradual process whereby the employment specialist spends less and less time on 
the jobsite, until eventually he or she is no longer present on the job.

			�   c4.   Customized Job Retention Services

				�    Supported Employment, offers ongoing support for as long as the individual is employed.  As a matter of fact, this 
feature distinguishes it from other service options.  It’s important for the customer to learn to perform the job well.  
It’s also crucial to keep it.  A multitude of factors can influence the reliability of ongoing supports, such as a change 
in management or the way a job function is performed, the customer’s transportation or residential situation.  
Therefore, it is critical to keep abreast of how things are going both at and away from work.  In Supported Employ-
ment, follow-up services are available throughout the duration of employment.  During this phase, the employment 
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specialist is no longer at the worksite on a daily basis, but continues to have ongoing customer and employer 
contact and is available to provide additional support services, as needed.

	
				�    To ensure that employment is stable, the employment specialist gathers information on how the customer is per-

forming at work.  This may relate to:	 n	 current job performance,
					     n	 the employer’s perceptions of performance,
					     n	 effectiveness of accommodations,
					     n	 relations with jobsite personnel,
					     n	 job satisfaction, and
					     n	 factors outside of work that may affect job performance.  

				�    Data is collected by making observations and communicating with knowledgeable work site personnel.  Additional 
assistance is provided as indicated by the employer or customer.				 

�				    c4a.   Time Limited Services 

				�    This service is like Supported Employment, except on the jobsite training and long term support services are time 
limited.  Once the employment specialist fades, follow up is limited.  Persons who participate in this service are not 
in need of ongoing long-term follow along support services.

	 v.	 Staffing 	

		�  It is an important performance indicator that our employment services division is staffed with qualified personnel that not 
only maintain the appropriate credentials, but also embody the principles of supported employment.  During the year, the 
program was staffed by 8employment specialists and 3 part-time employment specialist.  Although we had very little turn-
over this year, all new staff members completed our new orientation process which involves in house training, enrollment 
in the Supported Employment Web Course, select readings, and on the job skills training.  All staff members have under-
graduate degrees,  two staff member earned a MS and  CRC and one individuals is in VCU’s Ph.D program..   One em-
ployment specialist has more than seven years experience and four have more than four years of experience in supported 
employment.  All of our staff members are ACRE-certified through the supported employment web-based certificate series. 
The Director of Business Connections, Valerie Brooke, has her Master’s in Education, with a concentration in employment,  
and has been a faculty member at Virginia Commonwealth University (VCU) and working in the field of employment for 
people with significant disabilities for thirty years. Ms. Brooke is also the Director of Training at VCU-RRTC and serves as 
the Principal Investigator/Project Director for several personnel training grants promoting employment for people with dis-
abilities.  She oversees the overall program operations including marketing activities, staff training and supervision. 

	
		�  The customer to staff ratio for job search services did not exceed one to four.  During jobsite training, the ratio is one to 

one.  The ratio for follow-along fluctuates depending on the number of customers working during a particular time period 
and number of staff.

IV.  Overall Evaluation Goals
The questions answered by the evaluation are as follows:

1.	 Are we serving individuals with the most severe disabilities?
2.	 Do we serve a diverse group of people reflective of the community at large?
3.	 Do individuals have home/first visit scheduled within five days of initial referral from DRS?
4.	 Do our customers receive at least minimum wage or better for work performed?
5.	 Do our customers work part-time or more hours if preferred?
6.	 Do our customers perform “real work” in community based businesses?
7.	 Are our customers involved in their job searches and job selection?
8.	 Does our staff attempt to partner and educate businesses by offering educational materials and technical assistance; rather 

than only “asking for something?”
9.	 Does our staff work with businesses to restructure job opportunities to meet the needs of both the jobseeker and business?
10.	 Do our customers receive individualized on and off the job vocational support?
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11.	 Why do our customers leave employment?
12.	 Are the individuals that are served, satisfied with services?
13.	 Are customer complaints handled within a timely manner?

V.  Methodology
Program outcomes reports were compiled by and reviewed by the program director.  This information is entered in to a data base 
and updated on a regular basis.  It includes basic demographics and customer status, for example if employed, date of hire, em-
ployer and occupation, if separated from work, length of employment and reason for separation.  It also includes reason for leaving 
or being discharged from the program.  In addition, to using the database a random sample of customer files were reviewed.  This 
included an examination of the following types of information to gain insight into customer involvement, individualization of service 
delivery, and use of workplace supports.  
  
Customer Assessment activities are documented by case notes.  These include a description of the activities provided and the 
outcome of each, for instance, home visit, intake interview, resume development, and a customer profile.  This includes, but is not 
limited to the documenting individuals’ interests and abilities, work preferences, and the type and level of on and off the job site sup-
port needs.  Daily service time is also documented for this and all other activities.  Job Search and Selection activities are document-
ed using the employer contact logs and case notes.  The log includes the name and type of business approached, strategy used for 
making the connection, and the outcomes of the employer contacts is documented.  On and off the job vocational support activities 
are documented using training data and case notes.  Information generally includes:  identification of tasks being trained, description 
of adaptations to the worksite, current strengths and/or concerns, and degree of worker independence.  Job Retention Services are 
also documented using case notes.  Ongoing supports include on and off the job site visits or contacts to document the employee’s 
status and/or provide additional skills training or arrange supports as needed.  

In the past, we randomly surveyed individuals who received our services to measure their level of satisfaction.  The database man-
ager contacted individuals by telephone, mail, and email. Due to poor response rates we are measuring satisfaction in other ways 
which will be further explained in the following section.

VI.  INterpretations and Conculsions

Goal 1:   Are we serving individuals with the most severe disabilities?  
Business Connections served a total of 129 individu-
als this year.  A few people were referred for situ-
ational assessment only; however, the majority of 
individuals referred received Supported Employment 
Services.   All persons served have a severe dis-
ability as evidenced by referral documentation and/
or receipt of social security benefits.  Approximately 
42 percent of those served had a primary disability 
label of Autism, followed by those with Intellectual 
Disabilities (26%), Cerebral Palsy (6%), Visually 
Impaired (5%), Learning Disability (5%), and Mental 
Illness (5%). Table 1 provides a complete break out 
of individuals served according to primary disability 
label.  Many of those served have secondary and 
tertiary labels as well.  These data reflect the fact that 
Business Connections is dedicated to serving those 
individuals with the most significant disabilities as 
well as underserved populations.

Disability Label Frequency
Autism 54
Intellectual Disability 33
Cerebral Palsy 8
Learning Disability 7
Visually Impaired 7
Mental Illness 6
Traumatic Brain Injury 3
Hearing Impaired 3
Epilepsy/Seizure Disorder 1
Multiple Sclerosis 1
Immune System Disorder 1
Stroke/Physical Mobility 1
ODD/ADHD 1
Speech Impediment 1
Phonological Disorder 1
Multiple Pterygium Syndrome 1

TOTAL     129

Table 1:  

Individuals Served According to 
Primary Disability Label  
(N = 129)
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	 Goals 3-6:	 Do individuals have home/first visit scheduled within five days of initial referral from DRS?
			   Do our customers receive at least minimum wage or better for work performed?
			   Do our customers work part-time or more hours if preferred?
			   Do our customers perform “real work” in community based businesses?

Goal 2:   Do we serve a diverse group of people reflective of the community at large?  
The majority or 67% of those served were male, and 33% were female.  The disparity of males vs. females receiving services can  
be explained  by the high number of persons with autism  receiving services (autism affects  more males then females with an ap-
proximate a ratio of  4:1).  Fifty-three percent (53%) of individuals served were African American/Black, 45% were Caucasian/White, 
and three  individuals served were Asian-American.  Diagram 1 and 2 below illustrate the basic demographics of the persons served 
throughout the year.  

Over the course of the year, 30 additional individuals were 
referred for services.  Customer visits were held with all 
newly referred candidates.  During the year 63 individuals 
worked in paid employment with a total of 71 job place-
ments. Eight individuals had two placements during the 
year.  Ten individuals were separated from  employment.  
Five of the eight that separated from employment were 
placed in another position and were still working at the end 
of the year.  Fifty-nine total individuals remained employed 
at the end of the year.  The majority worked part-time or 
less than 30 hours a week.  Table 2 provides a breakdown 
of the type of industries where individuals were employed 
throughout the year.  The data indicates that Business 
Connections is dedicated to work with an array of employ-
ers in the local business community.    

Industry Frequency
Retail 13
Food -- restaurant--6; cafeteria--3; 
fast food--3

10

Academic 5
Recreational / Fitness / Childcare 4
Hospitality / Entertainment 6
Healthcare 31
Other - security -- 1; not-for-profit -- 1 2
TOTAL 71

Table 2:  

Type of Industries 
Where People Worked 
(N = 71 placements)

Goal 7:   Are our customers involved in their job searches and job selection?  

Those individuals who went to work and/
or continued employment during the year 
worked in a wide variety of occupations 
as shown in Table 3.  This along with 
case file information illustrates the fact 
that the abilities and interests of those 
served are reflected in their job selection.  

Table 3:  

Sample of 
Occupational 
Titles by 
Industry

Retail -- sales associates, cashier, fitting room attendant, replenisher, cus-
tomer service associate
Food -- kitchen staff member, delivery person, dishwasher, buser, line worker
Academic -- data entry specialist, office assistant, marketing assistant, secre-
tary, file clerk
Recreational/Fitness -- counselor, sports assistant, camp counselor
Hospitality/Entertainment -- waitress, attendant
Healthcare -- environmental services, nutrition services, teacher’s assistant, 
infection control, utility aid, dishwasher, medical records clerk, file room as-
sistant, pharmacy assistant, surgical care technician
Government -- office support assistant, data entry clerk
Other -- greenhouse worker, trash porter, custodian
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Goal 8:   Does our staff attempt to partner and educate businesses by offering educational materials 
and technical assistance; rather then only “asking for something?”  

Our staff used a variety of approaches to make contacts with employers.  Their initial approach includes offering services rather than 
simply asking about job opportunities.  Job development activities focused on creating relationships and developing rapport with 
potential employers.  We have also developed a packet of marketing materials that we provide to interested employers.  This packet 
include information about hiring and working with individuals with various disabilities, the role of a job coach, and information about 
research training and services provided by VCU-RRTC.  Appendix B provides examples of materials offered to businesses.  Addi-
tionally, we have implemented the Business Contacts database which will assist us in keeping in touch with potential employers over 
a period of time to develop stronger relationships.

Goal 9:   Does the staff work with businesses to restructure job opportunities 
to meet the needs of both the job seeker and business?  

Among the individuals who worked this 
year, eleven are working in positions 
that were significantly restructured or 
carved out to meet the needs of an em-
ployer and specific talents of a particular 
jobseeker.  Table 4 provides a listing of 
job titles and primary functions of the 
customized employment.

Table 4:  Examples of 
Jobs Carved

Medical Records 
Clerk (healthcare)

-	� Scan important healthcare documents into 
softcopy forms

Back Room 
Associate (retail)

-	� Unpackages new clothing items after 
removal from truck

-	� Lays clothing out in piles according to 
department

-	 Sorts items and hangs clothing
Infection Control 
(healthcare)

-	 Stocks all isolation carts (with gloves, 
gowns, and masks) throughout the hospi-
tal

-	 Cleans and replaces hand sanitizer in free 
standing machines throughout the hospital

Teacher’s As-
sistant (Hospital’s 
Family Center)

  -	 Assigned to different classrooms to pro-
vide assistance working with the children, 
playing games, preparing art projects

-	 One day a week works in the kitchen to 
prepare lunch for the students

Data Entry Clerk
(academic)

-	� Data entry with a primary focus on main-
taining mailing list

Nutrition Services 
(healthcare)

-	 Removes trash and boxes from kitchen 
and brings to the dumpster

-	 Scraps patient trays & operates dishwash-
ing machine

-	 Wipes down tables & chairs in cafeteria & 
sweeps floors cleans bathrooms

Intensive Care 
Unit (healthcare)

-	 Stocks bedside carts, syringes & needles
-	 Removes soiled linen from the room
-	 Transports deliveries to lab as needed

Environmental 
Services Team 
Member (health-
care)

-	 Stock supply closets throughout hospital
-	 Remove boxes from each floor in hospital 

& bring to the trash compactor

Office Support 
Assistant (aca-
demic

-	 Basic administrative functions including 
data entry, copying, ording office supplies

Custodial Servic-
es Team Member 
(retail)

-	 Janitorial duties in body shop including, 
cleans bathrooms, sweeps floor, and as-
sists wtih washing and detailing cars

Office Support 
Assistant (govern-
ment)

-	 Process Commission Appeals mail and 
other office support duties as assigned
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Goal 10:   Do our customers receive individualized on and off the job vocational supports?” 

A review of files revealed a variety of vocational supports were used to assist individuals with learning how to perform the job and 
maintain employment.  This included the use of one to one skills training, design and implementation of assistive technology, and 
compensatory strategies and facilitation of natural supports to name a few.  The case study offered in Appendix C further illustrates 
the use of proactive workplace supports for one of our current placements.  Clifton was initially hired to build cabinets, but unfortu-
nately after training neither he nor the employer was entirely satisfied with his placement in this position.  After a meeting between 
Clifton, his job coach, and the owner, the employee expressed his preference to move around and be more creative.  The owner 
suggested that Clifton try another position making dove-tailed drawers instead of cabinets. Building dove-tailed drawers is a true 
craft, and Clifton has excelled in this position.  Now, both Clifton and his employer are completely satisfied and are pleased with his 
work performance and work ethic.  Because it was identified early on that the initial job placement was not a good fit, the employer 
relationship and job placement were not only salvaged but were strengthened.  In providing on-the-job supports we always work 
closely with employers, listen to their needs, and provide services in a way that compliments rather than supplants their existing 
practices.    

Goal 11:   Why do our customers separate from employment 

During the year, 10 individuals separated 
from employment.   Five of the eight that 
separated from employment were placed in 
another position and were still working at the 
end of the year.  Table 5 indicates the pri-
mary reason for voluntary and involuntary 
separations.

Two people were separated from employment because the position was temporary for a year while 2 others were laid-off.  Three 
people left work due to an inability to meet the employer’s standards.   Two individuals located alternate employment for a career 
advancement.  Only one person resigned.  We are looking to identify a new position for this individual that will better meet his 
needs. 

Table 5:  

Primary Cause of
Separation from 
Employment  (N = 10)

Separation Reason Frequency
Job ended 2
Retired/moved/no longer wanted SE 2
Inability to meet employer’s expectations 3
Career advancement 2
Resigned 1

Goal 12:   Are the invidiuals that are served, satisfied with services?  

Twenty-one individuals exited the 
program.  The primary reason 
associated with each person leaving 
the program is provided in Table 6.   

In the past we have attempted to contact 
all stakeholders (individuals with disa-
bilities, employers and vocational reha-
bilitation counselors) about satisfaction 
with services using surveys by phone, 
email, and mail.  Due to an ongoing poor 
response rate over the years we have
de-cided to find other ways to get at this 
most important information.  We refined 
each survey to make them shorter and more user-friendly.  In the upcoming reporting cycle, we plan to put these online so they can 
be sent and completed online and the responses will be anonymously captured in a database.  For those individuals that do not pre-
fer to complete the survey online, Business Connections Staff member will provide a paper copy which will later be entered online. 
We hope to see an increased response rate with this survey method.  Additionally we will be able to query and more easily analyze 
survey results. 

We also review employment retention rates and reasons for separation and discharge from the program to help us understand sat-
isfaction with services among the individuals with disabilities we have served.  We found that proactive long-term follow along was 
an important factor is salvaging jobs before separation from employment occurred.  Typically, employees required only short-term 
additional training or off site support in order to regain stabilization in a job.  

Table 6:  

Primary Cause of 
Separation from 
Employment  
(N = 21)

Reason Frequency
DRS would no longer support service delivery, felt person 
not employable, taking too long to find job, etc.

7

Temporary Position Ended 3
Unable to contace / No longer desired to work 2
No longer needed / wanted supported employment 2
Loss of Job 2
School 2
Retired / Relocated 2
Unresolved Medical Problem 1
TOTAL 21



17

Goal 13:   Are customer complaints handled within a timely manner? 

We did not have any complaints during the June 2011-July 2012 Reporting Period.  However, our policy is to address all complaints 
from customers, referral sources and employers within 24 hours or sooner of notification. It may take differing amounts of time to 
resolve the complaint depending upon the issue on hand. We did have several individuals lose their jobs during the reporting period 
(10) and we worked with the customer and funding source to address this and have their cases reopened quickly in order to locate 
new employment.  Five of the individuals were placed into a new placement within the reporting year.  Five individuals were dis-
charged from the program because they were either no longer interested in employment or DRS felt supported employment was no 
longer needed.  

VII.  Recommendations
We continue to look for ways to improve upon our process for evaluating the satisfaction of services from our key stakeholders (i.e., 
employer, funders, referral sources, and family members). We will review the quality indicators, and data base to determine if any 
elements need to be added or deleted.  Updated satisfaction surveys have been developed for employers, referral agencies, DRS 
counselors and consumers and will be used during the upcoming fiscal year.  

While many important steps have been taken to improve our data collection and ability to easily access this data, more work is 
needed in this area.  In the 2011-2012 fiscal years, several improvements were made to the Customer Data base to assist us with 
tracking important quality indicators.  One of the primary additions we have implemented is capturing the employment specialists 
“service hours” within our database.  While we are still working out the kinks of this new feature, we plan to ultimately use this infor-
mation to evaluate the number of hours we are using to accomplish employment goals. In the upcoming year, we will continue our 
efforts in this area through developing an on-line referral, program documentation, and billing system.
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Performance Indicators for Business 
Connections Employment Program

Appendix A:  �
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Performance Indicators for Business Connections Employment Program

No. Performance Indicator Possible Measure(s) Concerns Domain Data Source
1. Convenience of the loca-

tion of service sites
yy �Number of positive customer responses to a sur-

vey question about ongoing and timely service 
delivery.

yy �*Meetings are held in locations that are chosen 
by me.

yy �Comparison of relevant items on the CVA and 
BJA to identify whether or not these are in 
alignment with the customer’s desires/prefer-
ences and if not, a review of case notes will be 
performed to determine if it was the customer’s 
decision to accept job at a specific place of busi-
ness.

yy �Case notes indicating community based service 
delivery.

Access to 
services

Environ-
mental

yy �Customer Survey 
Item B.1

yy �Comparison of 
Items B.1G, H, 
I on Customer 
Vocational As-
sessment (CVA) 
and Business/Job 
Analysis (BJA)

yy Case Notes

2. Satisfaction with timeliness 
of services

yy �Number of customer/referral source responses 
to a survey question about ongoing and timely 
service delivery.

yy �*I receive services in an ongoing and timely 
manner.

yy �Case notes documenting ongoing service deliv-
ery and concerns with timeliness.

Access to 
services

Outcome yy �Customer Survey 
Item B.3

yy �Referral Source 
Survey Item 7

yy Case notes

3. Ease of Referral Process 
and Denial Rate

yy �Percent of those surveyed who report that no 
one referred was denied services.

yy �*All individuals who have been referred were 
accepted for services.

yy *Services are delivered in a responsive matter.
yy �Variety of ways that referrals are made to the 

program.
yy �Documentation on procedures for making refer-

rals.

Access to 
services

Environ-
mental

yy �Referral Source 
Survey Item 1 
and 2

yy �Ongoing commu-
nications with pri-
mary or secondary 
referral sources

yy �Program Descrip-
tion

4. Time from referral to initia-
tion of services.

yy �Percent of customers who had services initiated 
within five days of referral; calculation of length 
of time from date of referral to first contact.

yy �Case notes indicate community based and home 
visits.

Access to 
services

Outcomes yy Referral Form
yy Case notes

5. Convenience of appoint-
ment times for customers.

yy �Number of positive customer responses to a sur-
vey question about ongoing and timely service 
delivery.

yy �*Meetings are held at times that are convenient 
to me.

yy �Case notes document meeting on “off hours” 
upon customer’s request.

Waiting time 
for service

Process Customer Survey 
Item B.2
Case notes

6. Degree of consumer and 
referral source involve-
ment in planning, design, 
delivery, and evaluation of 
employment services.

yy �Number of positive customer responses to a 
survey question.

yy *I participate in service planning, and delivery.
yy �Customer Vocational Assessment Items and 

Business Analysis Items document plan for 
involvement in job development activities and on 
the job support.

yy �Documentation that ISP’s are reviewed on an 
ongoing basis.

yy �Case notes and billing reports document par-
ticipation and ongoing involvement in service 
planning.

yy Staff report examples of customer involvement.

Program re-
sponsiveness 
to consumer 
needs

Process yy �Individual service 
plans

yy �Customer Survey 
Items B.5

yy �Referral Survey 
Item 6

yy �Customer Voca-
tional Assessment 
Items and Busi-
ness Analysis

yy Billing Report
yy Case notes
yy �Employer Survey 

Items 3, 5, and 6
yy Staff Interview
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No. Performance Indicator Possible Measure(s) Concerns Domain Data Source
7. Degree of active customer 

participation in decisions 
concerning their employ-
ment.

yy �Number of positive customer responses to a 
survey question.

yy �*I decided on my vocational goal to chose my 
job.

yy �Case notes documenting decisions to reject or 
accept employment offers.

yy �Interviews with staff on decisions related to 
service delivery and job selection.

Customer-
driven 
services and 
support

Process yy �Customer Survey 
Items B.6 and B. 7

yy Case notes
yy Staff interview

8. Degree to which custom-
ers believe they were 
respected by the staff.

yy �Number of positive customer responses to a 
survey question.

yy �*I feel accepted, understood, and respected by 
staff who worked with me.

yy Number and type of grievances reported.
yy �Number of individuals who opt to drop out of the 

program for this reason.
yy �Staff use people first language and follow stan-

dards of conduct.

Personal 
dignity

Process yy �Customer Survey 
Item B.4

yy Incidents Reported
yy �Employer Survey 

Item 1
yy �Observation of 

staff

9. Satisfaction with commu-
nications

yy �Number of positive customer response to ques-
tions related to communication.

yy �Case notes documenting ongoing communica-
tions with all parties.

Ongoing and 
effective com-
munication

Process yy �Customer Survey 
Item B.5

yy �Referral Survey 
Items 3, 4, and 6

yy �Employer Survey 
Item 2

yy Case notes
10. Rate of satisfaction with 

process
yy �Percentage of customers who say they are satis-

fied with services.
yy *I am satisfied with the overall quality of services.
yy �Case notes documenting satisfaction with 

services.
yy Number of people who remain in the program.

Satisfaction 
with services

Process yy �Customer Survey 
Items B3, B8, and 
B9

yy �Referral Survey 
Items 3, 4, 5, and 
6

yy Case notes
yy �Administrative 

data base
11. Appropriateness of ser-

vices to individual employ-
ment needs and personal 
learning styles.

yy �Review of on the job training date and case 
notes that report individualizing services and 
teaching style.

yy �Case notes/training data document variety of ap-
proaches used to assist customer with meeting 
employers’ performance standards.

yy �Staff are knowledgeable of various support strat-
egies and have access to resources.

yy �Number of individuals who stabilize in employ-
ment/job retention rates.

Individualized 
and Cus-
tomer Driven 
Services and 
Support

Process yy �Customer Voca-
tional Assessment 
and Business Job 
Analysis Items

yy �Job Site Training 
Data

yy Case notes
yy �Referral Survey 

Item 5
yy Staff interview
yy �Administrative 

data base
12. Number of service staff 

and customers injured dur-
ing direct service delivery.

yy Percentage of frequency of persons injured.
yy Case notes documenting incident.

Health and 
Safety

Process yy �Workers Compen-
sation Reports

yy Case notes
yy �Monthly Billing 

Reports
yy Incident Report

13. Number of customers who 
are injured outside the 
workplace that leads to 
suspension of ongoing ac-
tivity or a leave of absence 
from work.

yy �Percentage of persons who request leave of 
absence from work or no longer receive services 
due to injury.

yy �Case notes reporting incident that lead to termi-
nation of work.

Health and 
Safety

Process yy �Administrative 
database

yy Case notes
yy �Monthly Billing 

Reports
yy Incident Report
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No. Performance Indicator Possible Measure(s) Concerns Domain Data Source
14. Degree to which people 

who are identified with a 
health problem (decom-
position related to mental 
illness, substance abuse, 
other health concerns) 
and referred to appropriate 
services.

yy �Number of persons with health problems report-
ed and percent referred to appropriate services.

yy �Number of people who separate from employ-
ment due to health problems.

yy Case notes documenting referral to resources.
yy Staff report procedure to follow.

Health and 
Safety

Process yy �Administrative 
database

yy �Job Separation 
and/or Discharge 
Reports

yy Case notes
yy Staff interview

15. Program serves people 
with the most severe dis-
abilities.

�Percentage of person served by disability severity 
level.

Serve people 
with severe 
disabilities

Outcome �Administrative data-
base

16. Degree to which those 
employed retained full or 
part-time employment for 
one year or longer.

yy �Average length of employment and range of 
months employed among those working during 
the year.

yy �Number of and reasons people separate from 
employment.

yy Number of and reasons people leave program.
yy �Case notes documenting incidents leading up to 

separation (process vs. event).

Maintaining 
Real Work 
for Real Pay 
in the Com-
munity

Outcome yy �Administrative 
database

yy �Job Separation 
and/or Discharge 
Reports

yy Case notes

17. Employed customers are 
paid wages similar to 
that of others engaged in 
similar work activities in 
the workplace.

When a job is “created 
or carved” the employee 
is paid at least minimum 
wage or more.

Percentage of those employed during the year who 
are earning minimum wage or more.

Maintaining 
Real Work 
for Real Pay 
in the Com-
munity

Outcome yy �Administrative 
database

yy �Customer Survey 
Section, see Em-
ployment Data

18. People go to work in vari-
ous industries.

Number of customers who work in different indus-
tries.

Real work for 
Real Pay

Process yy �Administrative 
database

yy Case notes
19. Job opportunities are 

located that match the 
needs of job seeker and 
employer.

yy �Frequency occupational titles of restructured 
jobs.

yy �Staff have knowledge about ways to negotiate 
jobs and new work structures.

Services are 
customized 
to capitalize 
on customer’s 
abilities and 
meet the busi-
nesses needs

Outcome yy  �Administrative 
database

yy Case notes
yy �Customer Voca-

tional Assessment 
and Business/Job 
Analysis

yy Staff interview
20. The person is a more ac-

tive participant in commu-
nity activities

yy �Percentage of persons reporting an increase or 
decrease in level of community participation.

yy Staff report changes in community participation.

Community 
Inclusion

Outcome yy �Customer Survey 
Items A.9 and A.10

yy Case notes
yy Staff interview

21. The person reports being 
in control of their own 
resources.

Percentage of persons reporting an increase or 
decrease in control over finances and resources.

Independence 
and Self-
Sufficiency

Outcome Customer Survey 
Item A.11

22. The person receives 
information on how to re-
duce reliance on disability 
specific funding sources 
and plans services using 
this information.

yy �Percentage of persons who receive referral to 
SSA Benefits Planning Assistance and Outreach 
Specialist.

yy �Staff have basic knowledge of SSA benefits and 
report procedure for referral of person to BPAO 
and other resources.

Independence 
and Self-
Sufficiency

Outcome yy �Administrative 
database

yy Case notes
yy Staff interview

23. Degree to which person 
indicates a feeling of 
improved self-worth.

Percentage of persons reporting an increase or 
decrease in self esteem and worth.

Esteem and 
Self-Worth

Outcome yy �Customer Survey 
Items A.12, A.13, 
A.14, and A.15

yy Case notes
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No. Performance Indicator Possible Measure(s) Concerns Domain Data Source
24. Degree to which the 

person reports feeling in 
charge of making deci-
sions at work, at home, 
and in the community.

Percentage of persons reporting an increase of 
decrease in level of self-determination and advo-
cacy skills.

Self-determi-
nation and 
advocacy

Outcome Customer Survey 
Items A.2, A.3, A.4, 
A.5, A.6, A.7, and A.8

25. Degree to which custom-
ers are satisfied with the 
overall services.

yy �Number of positive customer resources to a 
survey question about overall satisfaction.

yy �Percent of individuals who remain in the program 
and do not change service providers.

Overall satis-
faction

Outcome yy �Customer Service 
Items B.8 and B.9

yy �Referral Source 
Items 8 and 9

yy �Employer Survey 
Items 7 and 8

yy �Administrative 
database

26. Degree to which consum-
ers feel they can manage 
their day-to-day lives.

Percentage of persons reporting an increase or 
decrease in managing daily life activities.

Self-efficacy Outcome Customer Service 
Items B.8 and B.9 

27. Overall satisfaction with 
employment.

yy Number of positive responses to survey item.
yy �Percentage of people who do not leave the pro-

gram due to dissatisfaction with service delivery.

Satisfaction 
with work

Outcome yy �Customer Service 
Items B.8 and B.9

yy Case notes
yy �Administrative 

database
28. Number served by:  dis-

ability -- sex -- race -- age 
distribution -- and other 
demographics 

Percentages of persons served. Track record, 
organization’s 
capacity to 
provide ser-
vices

Outcome Administrative data-
base

29. Staff credentials yy Percentage of staff with college degree.
yy �Staff participation in new employee training and 

ongoing education activities.

Trace record, 
organization’s 
capacity to 
provide ser-
vices

Environ-
mental

yy �Human resource 
records

yy Staff interviews

30. Cost of services yy Average cost of services.
yy �How hourly rate compares to other area vendors 

of same service.

Cost of ser-
vices

Environ-
mental

yy �Administrative 
database

yy Billing Data
31. Accreditation status yy Length of time accredited

yy Organizational history
Track record, 
organization’s 
capacity to 
provide ser-
vices

Environ-
mental

yy �Accrediting body/
certificate

yy Annual Report
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Business Connections of VCU:  Customer Brochure

Business Connections of VCU:  Employer Brochure

Fast Facts On...Disability Etiquette

Job Coaching Services and Benefits to Business and 
People with Disabilities

Fast Facts On...Business Tax Credits & Deductions for 
Employment of People with Disabiities

Fast Facts On...When the Job Candidate has a Disability

VCU Business Connections E-Newsletter: October 2010

VCU Business Connections E-Newsletter:  January 2011

VCU Business Connections E-Newsletter:  May 2011

Appendix B: �Employer Marketing  
Materials
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Business

Get Connected 
to a Career 
Today!!

Virginia Com
m

onwealth University
Rehabilitation Research and Training 

Center on W
orkplace Supports 
and Job Retention

1314 W
. Main Street

Richm
ond, VA  23284

www.worksupport.com Connectionsfor You
For more information contact:

Valerie Brooke
Program Director

(804) 828-1873
vbrooke@

vcu.edu

Se hablamos espanol

                Virginia Commonwealth University,    
                Rehabilitation Research and Train-
             ing Center on W

orkplace Supports and 
Job Retention’s Employment Services Divi-
sion has achieved national accreditation by the 
Commission on the Accreditation of Rehabilita-
tion Facilities (CARF).

Virginia Commonwealth University, School of Education and Depart-
ment of Physical Medicine and Rehabilitation is an equal opportunity/
affirmative action institution providing access to education and employ-
ment without regard to age, race, color, national origin, gender, religion, 
sexual orientation, veteran’s status, political affiliation, or disability.  If 
special accommodations are needed, please contact Howard Green at 
(804) 828-1851 VOICE or  (804) 828-2494 TTY.  

			�



Tam

eka Perkins 
			




Success Story
	       
In October 2008, VCU-RRTC began working 
with Tameka Perkins, a concessionist at Regal 
Short Pump.  The Job Coach built a strong 
relationship with Tameka and worked with her 
to improve her work speed, as well as her 
interpersonal skills, and customer service skills.  
The Job Coach worked closely with manage-
ment and Tameka to ensure satisfaction for the 
employer and the consumer, and to identify 
other areas where improvement or support was 
needed.  From the first day that VCU-RRTC 
began working with Tameka she expressed her 
desire to work in the box office.  The Job Coach 
worked closely with Tameka to make strides in 
her existing position so that she could prove 
to management that she was responsible and 
ready to take on more challenging job tasks.  
In February 2009, Tameka achieved her goal 
and was given the opportunity to train in the 
box office, where she has excelled ever since.  
The Job Coach witnessed a transformation as 
Tameka grew more confident and well rounded.  
Now, she is a very versatile employee able to 
work as a concessionaire, usher, door atten-
dant, or box office attendant.  In May 2009, just 
7 months after VCU-RRTC intervened, Tameka 
was proud to share that she was named Star 
Performer of the Month.  
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V
CU

of

Welcoming Workers with Disabilities into the Workforce
W

hat they bring to your com
pany:

z
z

Skills and knowledge
z
z

�Average and above average 
performance and attendance 
ratings

z
z

Low turnover
z
z

Motivation
z
z

�Active involvement in lifetime  
learning

z
z

�The ability to help your com-
pany build brand loyalty among 
a diverse community

Business Tax Credits and Incentives for Employment of People with Disabilities

Business Connections can help 
your business benefit from the 
W

ork Opportunities Tax Credit 
and various other business 
incentives who hire targeted 
individuals to include: 

z
z

veterans, 
z
z

�persons with disabili-
ties,

z
z

students, and others.  

Credits of 35%
 of the first 

$6,000 (up to $2,100) in first 
year wages to qualified em-
ployees.

For more information contact:
z
z

�Valerie Brooke, Program
 Director 

(804) 828-1873 -- vbrooke@
vcu.edu 

z
z

Jaclyn Allen, Employment Specialist 
	

(804) 827-0749 -- allenjl4@
vcu.edu

z
z

�Holly Collins, Employment Specialist 
(804) 827-0752 -- tatehe@

vcu.edu
z
z

W
hitney Ham, Employment Specialist 

	
(804) 828-0830 -- hamwa@

vcu.edu
z
z

La-Toya Jenkins, Employment Specialist 
	

(804) 828-0754 -- grayltg@
vuc.edu

z
z

�Ebony Kalafatis, Employment Specialist 
(804) 828-2326 -- ehedhkalafat@

vcu.edu
z
z

Stephanie Lau -- EmploymentSpecialist 
	

(804) 827-0753 -- sjlau@
vcu.edu

z
z

�Alissa Molinelli, Employment Specialist 
(804) 827-0751 -- admolinelli@

vcu.edu
z
z

�Rachael Rounds, Employment Specialist 
(804) 827-0754 -- roundsrs@

vcu.edu
z
z

Erica Schwartz, Employment Specialist 
	

(804) 828-1760 -- schwartzep2@
vcu.edu

         Virginia Commonwealth University, Rehabili-
      tation Research and Training Center on W

ork-
place Supports and Job Retention’s Employment 
Services Division has achieved national accredita-
tion by the Commission on the Accreditation of 
Rehabilitation Facilities (CARF).

Virginia Commonwealth University, School of Education and Department of 
Physical Medicine and Rehabilitation is an equal opportunity/affirmative action 
institution providing access to education and employment without regard to age, 
race, color, national origin, gender, religion, sexual orientation, veteran’s status, 
political affiliation, or disability.  If special accommodations are needed, please 
contact Howard Green at (804) 828-1851 VOICE or  (804) 828-2494 TTY.  

Business Connections 

W
hat we offer to 

m
eet your 

staffing needs....
z
z

�Recruitment 
z
z

Staffing
z
z

�Jobsite Training
z
z

�Retention

Se hablam
os espanol
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 Disability Etiquette 

  

Vol. III, No. 3, September 2003 FAST FACTS is a joint publication between the U.S. Chamber’s 
Center for Workforce Preparation &  VCU-RRTC on Workplace 
Supports:  A Business Marketing Initiative

Smart businesspeople continually strive to improve customer service and 
employee relations.  When the customer or employee has a disability, simple 
etiquette can pave the way for a successful relationship.

DID YOU KNOW?
 

	 Nearly one-third of American families have a member with a disability.
	 The word “handicapped” is derived from the phrase “cap in hand,” signifying a beggar. It is 

derogatory and should not be used.
	 People first language should always be used. Say “uses a wheelchair” instead of “wheelchair-

bound.”
	 People with disabilities go to school, get married, have families, pay taxes, take vacations, 

and dream like everyone else.
	 It’s appropriate to assume that people with disabilities can perform tasks for themselves.

Visual Disability
 

Customers and employees with visual disabilities may have 
limited sight, distorted sight, or may not be able to see at 
all.  Some of these individuals will need written information 
in large print, audio tapes, or a disk formatted for braille.

	 As you approach the person, clearly state your 
identity.

	 Ask the person if you may be of assistance.
	 If you need to move to another area, offer to 

serve as a guide by offering your arm.
	 Allow the person to hold your arm, and lead by 

walking slightly in front.
	 When offering a seat, place the person’s hand 

on the chair back or arm.
	 A dog in a harness is a working animal; do not 

do anything that would distract the dog from the 
job.

Auditory/Hearing Disability
 

Customers and employees with an auditory disability may 
not be able to hear at all, while others may be able to hear 
a small amount. Many will use hearing aids, read lips, and/
or use sign language. Others may need assistance from 
technology or live interpreters.

	 Gain the person’s attention before you begin to 
talk by gently waving your hand or lightly touch-
ing the individual on the shoulder.

	 Always use a normal volume of voice; don’t 
shout	

	 If the customer reads lips, speak slowly and 
clearly, keeping your face clearly visible at all 
times.

	 If the person requires the assistance of an 
interpreter, always respond to the person, not 
the interpreter.

Virginia Commonwealth University, School of Education and Department of Physical Medicine and Rehabilitation is an equal opportunity/affirmative 
action institution providing access to education and employment without regard to age, race, color, national origin, gender, religion, sexual orientation, 
veteran’s status, political affiliation, or disability. If special accommodations are needed, please contact Valerie Brooke at VOICE (804) 828-1851 
or TTY (804) 828-2494.  Funding for this product is provided by grant #H133B980036-02B with the National Institute on Disability Rehabilitation 
Research with the U.S. Department of Education, Washington, D.C.
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Mobility Disability
 

A variety of disabilities may make it difficult for an employee 
or a customer to stand for prolonged periods or move around. 
The person may use an assistive aide such as a cane, 
walker, scooter, or wheelchair.

	 Consider the wheelchair as an extension of a 
person’s space.

	 Never lean on the wheelchair.
	 Put yourself at eye level when talking to the 

person.
	 Offer to open heavy doors.
	 Try to keep a wide, clear, and clutter-free route 

through the place of business.

Verbal Expression Disability
 

Some customers or employees may have difficulty speak-
ing. It may be related to the physical production of sounds 
or a cognitive impairment that leads to difficulty in finding 
the right words.

	 If the person does not understand what you are 
saying, repeat the information or 

	 rephrase it in another way.
	 Ask the person to repeat back to you what 

you’ve said.
	 Give the person adequate time to respond to 

your statement.
	 Draw a picture, use a symbol, or put a word in 

writing to help in communicating.

	 Concentrate on what the person is trying to say.
	 Indicate when you understand and when  you 

don’t understand.
	 Give the customer time to repeat what he or she 

is saying.
	 Avoid completing the person’s thoughts or sen-

tences.
	 Avoid showing frustration or impatience.

Editors:	 Valerie Brooke, VCU-RRTC on Workplace Supports and Beth B. Buehlmann, Center for
	 Workforce Preparation, U.S. Chamber of Commerce.  

Contributors:	 Cathy Healy and Zanna Gilbert, Center for  Workforce Preparation, U.S. Chamber of
		  Commerce and 	Howard Green, VCU-RRTC on Workplace Supports.  

Layout and Design:  Jeanne Roberts

Resources
 

Thinking/Learning Disability
 

A customer or an employee having difficulty with memory, 
attention, concentration, or word retrieval may have a dis-
ability associated with intellect, mental cognition, brain injury, 
or a mental health illness, such as bipolar disorder.

Center for Workforce Preparation
U.S. Chamber of Commerce
1615 H St., N.W. 
Washington, D.C.  20062-2000
202-463-5525 VOICE; 202-463-5308 FAX 
www.uschamber.com/cwp

Your Gateway to Employment for People 
with  Disabilities

VCU-RRTC on Workplace Supports 
1314 W. Main St., Richmond, VA  23284-
2011
804-828-1851 VOICE; 804-828-2494 TTY 
804-828-2193 FAX        www.worksupport.

	 Job Accommodation Network (JAN)
	 800-526-7234  –  www.jan.wvu.edu
	 Society for Human Resource Management 
	 (SHRM)  –  800-283-shrm  –  www.shrm.org
	 Disability & Business Technical Assistance 
	 Centers (DBTAC)  –  800-949-4232
	 www.adata.org
	 Eastern Paralyzed Veterans Association
	  718-803-3782  –   www.epva.rog
	 U.S. Department of Labor, Office of Disability
	 Employment Policy (ODEP)  –  202-693-7880
	 www.dol.gov/dol/odep
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Job Coaching 
Services and 
Benefits to 
Businesses 
and People 

with 
Disabilities

December 2007

Virginia Board for 
People 

with Disabilities

INTRODUCTION
Many individuals with significant disabilities who have been unable 
to secure employment or to maintain employment have achieved 
employment success by securing services from a Job Coach.  Job 
Coaching services have been so successful in working with people 
with significant disabilities many community programs such as welfare 
to work, Veterans, older workers, transition, and others have begun to 
utilize the talents and skills of job coaches. 

One unique arena for job coaching services has been the Americans 
with Disabilities Act.  Employers are asked to examine possible ac-
commodations to assist their efforts to recruit and hire people with 
disabilities and a potential accommodation available to them often is 
job coaching services.  Some businesses have started offering co-
worker job coaching as well as reaching out to community programs 
in an effort to advance the employment of people with disabilities on 
the worksite.

KEY POINTS 

What is a Job Coach?

	� A Job Coach is known by several professional titles such as 
employment specialist, job trainer, job consultant, and staffing 
specialist.  He or she may come from a variety of backgrounds to 
include teaching, rehabilitation, or business and be responsible 
for assisting an individual with a disability in obtaining a job by 
creating a positive job match; maintaining a job through on-site 
assistance and other workplace supports; and advancing careers 
with career development.  In many cases the job coach will spend 
time at the workplace to learn the job duties and industry standard 
and then assist the new employee to build proficiency over time.   
In addition the job coach will provide many valuable services off 
of the job site such as counseling and review of job duties. If the 
consumer is uncomfortable with the job coach at the job site the 
supports will be provided off-site.

What are Job Coach Services? 

	� Job coaches do a variety of duties in the course of assisting 
someone both on and off the job site.  Below is a list of duties for 
a typical job coach.

�� �Gathers assessment data and assists the person with a dis-
ability to develop a list of interests and potential skills.

�� �Gathers employment information by doing job analyses at 
business sites in order to match a person with a position.

�� Provides one to one training on a job site.
�� �Provides job retention services to the employer and person 

with disability.
�� �Maintains evaluation data for performance reporting.
�� Provides services off-site. 

Who do Job Coaches Support? 

	� Job Coaches support both the individual with a disability as well 
as the employer.  These are the primary customers for a job 
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coach. However, they will interact and provide consulta-
tion services to parents, community funding agencies, 
other community support programs.

What supports do Job Coaches provide? 

	 �Supports will vary from person to person and it is the 
role of a job coach to provide some or all of the fol-
lowing supports for an individual.

�� advocacy
�� identification of interests and skills
�� identification of possible accommodations
�� �job development and marketing services to busi-

nesses
�� �one to one on site job coaching to model behav-

iors and provide actual job training
�� �provide on-going job follow-up and retention 

services 
�� off-site supports

Who pays for Job Coach Services?

	� Funding sources of supported employment services 
are varied.  Many programs who employ job coaches 
have been approved to be a vendor of services for 
the state Vocational Rehabilitation Agency.  In addi-
tion, Mental Health & Mental Retardation state and 
local programs will provide funding for Supported 
Employment services to community rehabilitation 
providers.   Programs such as Medicaid Waivers, 
Social Security Work Incentives and foundation funds 
are also available for use in funding job coaches. 

What questions do Businesses 
have regarding Job Coaches?

	� Businesses have many questions for job coaches.  
Some of the typical questions a job coach can expect 
to be asked by a representative from a business are:

�� �Who pays for the time and services of a job coach?
�� �Who is liable if a job coach gets hurt at the work 

site?   
�� How long will the job coach be on-site? 
�� �Can the agency provide a background check on 

the job coach?
�� What is the person’s disability?
�� How will I train a person with a disability?
�� �How can I accommodate a person with a disability 

and is it expensive?
�� �Who can help me with the cost of an accommoda-

tion?

�� �What happens if the person is not successful here 
at the job?

	� Job Coaches can expect to hear these as well as 
other questions from employers and should be pre-
pared with answers. 

What are the benefits to Businesses 
who utilize Job Coaches?

	� Businesses want to know if they invest in a program 
which offers training from a job coach, will it help 
to increase their bottom line and productivity.  Hir-
ing people with disabilities is an investment for an 
employer as it is with their recruitment and hiring of 
all personnel. Therefore it is important to share the 
benefits with the employer. Here are some!

�� �Job Coaches reduce the time it takes businesses 
to locate workers by giving the business access to 
a pool of pre-screened candidates.

�� �The up-front work of a Job Coach will complement 
the screening and hiring process of the business.

�� �Training and staff support from the Job Coach 
will dovetail with the style of the company.  The 
job coach will ensure this continues until the new 
employee is completely up to speed. 

�� �Job Coaches can assist with the identification of 
other accommodations for the company and be a 
resource for their diversity efforts.

�� �Job Coaches can assist the employer with pos-
sible tax credits such as the Work Opportunity 
Tax Credit (WOTC) and the Disabled Access Tax 
Credit for small businesses.

�� �Job Coaches will be at the business to provide on-
going supports and job retention services. 

REFERENCES & RESOURCES
�� �http://www.ocfs.state.ny.us/main/cbvh/vocrehab_manu-

al/08-38_Job%20Coaching.htm
�� �http://www.fcps.edu/ss/careertransition/crtnjobc.htm#job
�� http://www.uiowa.edu/hr/fsds/ada/jobcoach.html
�� http://www.worksupport.com
�� �http://www.worksupport.com/training/archivedWebcasts.cfm
�� �Brooke,V., Inge, K.J., Armstrong, A.J., & Wehman, P. 

(1997). Supported employment handbook:  A customer-
driven approach for persons with significant disabilities. 
Richmond. Virginia Commonwealth University, Rehabilita-
tion Research & Training Center. 

�� �Wehman, P., Inge, K.J., Revell, Jr., W.G., Brooke, V.A. 
(2007).  Real Work for Real Play -- Inclusive Employment 
for People with Disabilities.  Brookes Publishing Company.

Virginia Commonwealth University, School of Education and Department of Physical Medicine and Rehabilitation is an equal opportunity/affirmative 
action institution providing access to education and employment without regard to age, race, color, national origin, gender, religion, sexual orienta-
tion, veteran’s status, political affiliation, or disability.  If special accommodations are needed, please contact Howard Green at (804) 828-1851 
VOICE or (804) 828-2494 TTY.  This activity is funded through a grant (# 07EM01A) with the Virginia Board for People with Disabilities.
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Employment of People with Disabilities
Business Tax Credits & Deductions for

  	 There are three tax incentives available to help employers cover accommodation costs 
f o r employees and/or customers with disabilities to make their business environment accessible 

for these individuals.

What is it? Small businesses may take an annual tax credit for 
making their businesses accessible to persons with disabilities.  
The total disabled access tax credits taken in 1996 on corporate 
income tax returns by all industries totaled $11,865,000 (IRS 1996 
Statistics of Income Report, 1999).

Who it eligible?  Small businesses that in the previous year earned 
$1 million or less in gross receipts or had 30 or fewer full-time 
employees are eligible for the Small Business Tax Credit.

What expenses are covered?  The  tax credit is avail-able every 
year and can be used for a variety of costs such as:

Small Business Tax Credit:
 

FAST FACTS is a joint publication between the U.S. 
Chamber of Commerce & VCU-RRTC on Workplace 
Supports

	 sign language interpreters for employees/cus-
	 tomers who have hearing impairments;
	 readers for employees/customers with visual 
	 impairments;
	 the purchase of adaptive equipment or the modifi-
	 cation of equipment;
	 printed materials in alternate formats (e.g., braille, 
	 audio tape, large print); 
	 the removal of architectural barriers in buildings
	 or vehicles; and
	 other similar services (i.e., use of a job coach or a
	 co-worker to provide support to an employee with 
	 a disability).

What expenses are NOT covered?  The tax credit does not apply 
to the costs of new construction, and a building being modified 
must have been placed in service before November 6, 1990.

What is the amount of the tax credit?  The credit is 50% of 
expenditures over $250, but not to exceed $10,250, for a 
maximum benefit of $5,000.  

How can this credit be claimed?  Businesses can claim the 
Disabled Access Credit on IRS Form 8826.
 

Architectural/Transportation 
Tax Deduction:

What is it? Businesses may take an annual deduction for 
expenses incurred to remove  physical, structural, and trans-
portation barriers for persons with disabilities.

Who is eligible? All businesses are eligible.

What expenses are covered? The  architectural/trans-portation 
deduction is available each year to businesses with qualified 
expenses.  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 of deductions include:

	providing accessible parking spaces, ramps, and
	 curb cuts;
	 providing telephones, water fountains, and 
	 restrooms that are accessible to persons using 
	 wheelchairs; 
	 making walkways at least 48 inches wide; and/or
	 providing accessible entrances to buildings,
	 including stairs and floors.

What expenses are NOT covered?  The deduction may not be 
used for expenses incurred for new construction,   completion of 
renovation being done to a facility or public transportation vehicle, 
or for normal replacement of depreciable property.

What is the amount of tax deduction?  The Internal Revenue 
Service (IRS) allows a deduction of up to $15,000 per year 
for qualified architectural and transportation barrier removal 
expenses.

How can this expenditure be deducted?  Businesses seeking 
to take a deduction for expenditures made for architectural and 
transportation modifications should follow the instructions found in 
IRS Publication 907 and in IRS Publication 535, entitled: Business 
Expenses.  It is important to note that businesses may not take a 
deduction and a tax credit on the same expenditure. 

     IR Code Section 44, Disabled Access Credit  IR Code Section 190, Barrier Removal

Revised, 2009
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http://www.worksupport.com

Editors:  Valerie Brooke, VCU-RRTC on Workplace Supports
	 & Leslie Hortum, U.S. Chamber of Commerce

				  
				  

Give Virginia Commonwealth University, Rehabilitation
   Research & Training Center on Workplace Supports a call:
      (804) 828-1851 VOICE; (804) 828-2494 TTY; or (804) 828-2193 FAX 
	

 

	 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 beings 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.

Example of a Small Business Disabled Access 
Tax Credit using co-worker support as a similar 
service cost. 
Company X hired an individual with a disability; a co-worker 
was assigned to support the new employee as a workplace 
accommodation.  The co-worker spent a total of one hour 
each day providing support.  The number of co-worker 
hours spent with the employee totaled 200 hours during the 
calendar year.  The co-worker’s hourly wage was $10.00 
per hour.  Therefore, the cost of providing the reasonable 
accommodation for the new employee with a disability was 
$2,000.  The amount by which $2,000 exceeds $250 is 
$1,750.  Fifty percent of $1,750 is $875.  Company X may 
take a tax credit of $875 on its next income  tax return.

Is there new legislation?  In 2007 the WOTC was extended 
through August 31, 2011.

What is the WOTC? The Work Opportunity Tax Credit (WOTC), 
replaced the Targeted Jobs Tax Credit (TJTC) pro-gram, provides 
a tax credit for employers hiring individuals from certain targeted 
groups including: low-income, vocational rehabilitation referrals, 
former AFDC recipients, veterans, ex-felons, food stamp 
recipients, summer youth employees, SSI recipients, and TANF.  
The total amount of WOTC taken by all industries in 1996 on 
corporate income tax returns totaled $6,896,000  (IRS 1996 
Statistics of Income Report, published, 1999).

How does it apply to persons with disabilities?  An employer who 
hires an employee receiving Supplemental Security Income (SSI) 
or who is a certified vocational rehabilitation (VR) participant may 
claim the WOTC after certification is received from the State 
Employment Security Agency (SESA).

What is the amount?  An employer may take a tax credit of up 
to 40 percent of the first $6,000 (or $12,000 for veterans) in 
first year wages per qualifying employee.  The maximum per 
employee credit is $2,400 in a given tax year.  This credit applies 
only to employees who work at least 400 hours during the tax 
year.  With respect to qualified summer youth employees, the 
maximum credit for each is $1,200 (40 percent of the first $3,000 
of first year wages.)

What are the minimum employment requirements?   A partial 
credit of 25% for certified employees who worked at least 120 
hours, but less than 400 hours, may be claimed by the employer 
during a one year period.  No credit is available for employees 
who work less than 120 hours.

How do I claim the credit?  Complete and submit IRS Form 8850, 
Pre-Screening Notice and Certification Request for the Work 
Opportunity and Welfare-to-Work Credits, to your local SESA. 
Do not submit this form to the IRS. 

How does it work?  The following steps should be followed.
  

VCU School of Education and Department of Physical Medicine and Rehabilitation is an equal opportunity/affirmative action institution and does not discriminate on 
the basis of race, gender, age, religion, ethnic origin, or disability.  If special accommodations are needed, please contact Valerie Brooke at VOICE (804) 828-1851 
or TTY (804) 828-2494.  Funding for this product is provided grant #H133B980036 with the National Institute on Disability Rehabilitation Research with the U.S. 
Department of Education, Washington, D.C.

Work Opportunity Tax Credit: (WOTC)

Contributors:  Howard Green, Valerie Brooke, & Phil Rumrill
Layout & Design:  Jeanne Roberts

for further information contact your accountant

Resources:
			       		   1.	 Office of Associate Council, IRS, Passthrough & Special 

Industries, 1111 Constitution Avenue, NW, Washington, D.C. 
20224, (202) 622-3110.

2.	 IRS web site for information:  http://www.irs.gov/prod/help/
newmail/user.html

3.	 For statistical information: (202) 874-0410 or write,
	 Director, Statistics of Income division, CP:R:S, IRS,
	 P.O. Box 2608, Washington, D.C.  20213-	 2608

4.	 WOTC web site address is:  	 www.doleta.gov/
	 business/incentives/opptax/
	 or call (202) 219-9092
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http://www.worksupport.com

Fast 
Facts
On...

   When the Job Candidate has a 
     Disability 

  

Vol. III, No. 4, September 2003

Even the most seasoned interviewer may feel less 
confident when interviewing an applicant with a dis-
ability. For those with even less experience, the task 
can be overwhelming.

DID YOU KNOW?
 

	 One in nearly five Americans is affected by a disability.
	 Almost 500,000 students with disabilities attend two or four year colleges and universities.
	 Seventy-two percent of adults with disabilities want to work.
	 Studies indicate that workers with disabilities rate average or above average in performance, 

attendance, and work safety.
	 According to research, workers with disabilities are more inclined to stay in jobs longer, reducing 

high turnover costs. 

Interviewing Tips
 

FAST FACTS is a joint publication between the U.S. Chamber’s
Center for Workforce Preparation & VCU-RRTC on Workplace 
Supports:  A Business Marketing Initiative

	 Conduct the meeting as you would any other inter-
view.

	 Emphasize the individual’s abilities and 
	 achievements.
	 Refer to the individual’s strengths as they are 

reflected on the resumé or application.
	 If it appears the person’s disability could interfere 

with job performance, ask the person how he or 
she would perform the job.

Hiring Do’s and Don’ts –Pre-Job Offer
 

Basic rule:	 The ADA does not allow questions about a candidate’s disability or to give a medical examination until after
	 a conditional job offer is made.

Examples of what you can ask:	
	 	 Whether the applicant has appropriate education, training, and skills necessary to perform the essential 
		  functions of the job.
	 	 Whether the applicant can satisfy the job’s requirements or essential functions (describe these job 
		  functions to the applicant).* 
	 	 How much time off the applicant took in previous jobs (but not why), the reason he or she left, and any 
		  past discipline received. 

	 Just as it is not always necessary to mention an indi-
vidual’s gender or ethnic origin, it is also not neces-
sary to mention that a person has a disability.

	 It is acceptable to use everyday phrases that may 
relate to the individual’s disability. It’s perfectly accept-
able to say to a person who uses a wheelchair, “Let’s 
walk over here.” Or to someone who is blind, “It was 
nice to see you.”

VCU School of Education and Department of Physical Medicine and Rehabilitation is an equal opportunity/affirmative action institution and 
does not discriminate on the basis of race, gender, age, religion, ethnic origin, or disability.  If special accommodations are needed, please 
contact Valerie Brooke at VOICE (804) 828-1851 or TTY (804) 828-2494.  Funding for this product is provided by grant #H133B980036 with 
the National Institute on Disability Rehabilitation Research with the U.S. Department of Education, Washington, D.C.
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Examples of what can’t be asked:	
	 	 Questions about an applicant’s physical or mental disability or how he or she became disabled (e.g., 
		  questions about why the applicant uses a wheelchair).
	 	 Questions about an applicant’s use of medication.
	 	 Questions about an applicant’s prior workers’ compensation history.

*If it appears an applicant has a disability requiring a reason-
able accommodation(s), the interviewer may ask if she or he 
will need one. This is an exception to the rule that questions 
regarding disability and reasonable accommodations should 
come after making a conditional job offer.

Example: “As you can see from the job description, this 
position requires some lifting and moving. Do you forsee 
any difficulty in performing the required tasks? If so, do you 
have any suggestions how these tasks can be performed?”

Hiring Do’s and Don’ts–Post-Job Offer
 

Examples of what you can do:	
	 	 If you want to give a medical examination to someone who has been offered a job that involves heavy 
		  labor, you must give the same exam to everyone who is offered the same kind of job.
	 	 You can withdraw an offer from an applicant with a disability only if it is clear that she or he cannot do the 
		  essential job functions or would pose a direct threat (i.e., a significant risk of 	 substantial harm) to the 
		  health or safety of himself or herself or other employees. Be sure to consider whether any reasonable 
		  accommodation(s) would enable the individual to perform the job’s essential functions or would reduce 
		  any 	 safety risk the individual might pose.
	 	 You may withdraw an offer of a manufacturing job involving the use of dangerous machinery if you learn 
		  during a post-offer medical exam that the applicant has frequent and unpredictable seizures. 

Examples of what you can’t do	
	 	 You can’t withdraw an offer to an HIV-positive applicant because you are concerned about customer and 
  		  client reactions or because you assume that they will be unable to work long and stressful hours. 

Basic rule:	 After making a job offer, the interviewer may ask any disability-related questions and conduct a medical 
	 examination as long as this is done for everybody in the same job category.

Resources
 

	 Job Accommodation Network (JAN)
	 http://www.jan.wvu.edu
	 U.S. Equal Employment Opportunity Commission (EEOC), 

www.eeoc.gov  –  800-669-4000, (TTY 800-559-6820)

	 Society for Human Resource Management (SHRM)  
	 800-283-shrm  –  www.shrm.org
	 Disability & Business Technical Assistance Centers 

(DBTAC) – 800-949-4232  –  www.adata.org

Editors:  Valerie Brooke, VCU-RRTC;  Beth B. Buehlmann, Center for Workforce Preparation, U.S. Chamber of Commerce.   Contributors:  Cathy 
Healy and Zanna Gilbert, Center for  Workforce Preparation, U.S. Chamber of Commerce; Eastern Paralyzed Veterans Association; Howard Green, 
VCU-RRTC; DOL-ODEP; Virginia Department of Rehabilitative Services; SHRM.   Layout & Design:  Jeanne Roberts

Center for Workforce Preparation
U.S. Chamber of Commerce
1615 H St., N.W. 
Washington, D.C.  20062-2000
202-463-5525 VOICE; 202-463-5308 FAX 
www.uschamber.com/cwp

Your Gateway to Employment for People with   
  Disabilities

VCU-RRTC on Workplace Supports 
1314 W. Main St., Richmond, VA  23284-2011
804-828-1851 VOICE; 804-828-2494 TTY 
804-828-2193 FAX        www.worksupport.com/
biznet/index.html

Disclaimer: This fact sheet does not constitute legal advice. Legal 
advice must be tailored to the specific circumstances of each case.  
Because  laws and regulations are constantly changing, nothing 
contained in this fact sheet should be used as a substitute for advice 
from legal counsel.

Source:	 The Americans with Disabilities Act:  A Primer for Small 
	 Business. The U.S. Equal Opportunity Commission
	  www.eeoc.gov/ada/adahandbook.html
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Employment specialists who are successful and enjoy the career search process have built solid and trusting relationships with the business community.   
Employment specialists, as well as individuals with significant disabilities who spend time conducting informational interviews will be rewarded with a rich 
pool of businesses who are interested in the services offered by the community rehabilitation organization. These companies will know that the 
employment support organization understands their business and is interested in establishing a mutually satisfying relationship.  
 

We have an example of this philosophy in action with our business partner Sears Outlet, a discount appliance superstore, on Tomlynn Road.  VCU RRTC 
first began working with Sears Outlet in September of 2010 when a client was hired for a warehouse position.   During the initial job site training, the 
employment specialist cultivated a relationship with management and gathered information about the business in general.  Based on a previous 
successful placement and strong working relationship, the employment specialist stressed that the RRTC would be happy and willing to help fill any other 
employment needs that developed.  This communication paid off when in August of 2011 management approached RRTC about a warehouse technician 
position and Sears hired another client. You can read this Success Story in the January 2011 Newsletter.  It came as no surprise when Sears called 
again in September with employment needs.  It is not often an employer seeks out an employment services organization with open positions, but 
because of the strong foundation our Employment Specialist has built Sears contacted us for two open positions within two months.  It should also be 
stressed that the job leads were shared with all employment specialists at RRTC, and the most appropriate candidate referred for employment.  Building 
a successful relationship starts with a successful job match.  Read more about our most recent placement with Sears featured as the Success Story on 
page two of the newsletter. 
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Quick  Links 

Vicki Brooke      VCU-RRTC Business Connections      Director of Employment Services       vbrooke@vcu.edu       804.828.1873 

 

 
Unemployment rates, although lower than at the beginning of 2010 in most large 
metropolitan areas, remains very high.  This meant employment specialists needed to 
engage in organizational marketing and career search. This duplicate function is known 
as developing corporate relationships and business linkages for building strong future 
business partnerships.   If relationships are carefully built, then partnerships will be 
developed with the business community. This approach can make the difference 
between success and failure in the career search process.  Generally, the mistake that 
many employment specialists make during this process is to focus exclusively on con-
tacting employers for the sole purpose of obtaining a job.  Although the ultimate goal is to 
assist persons with significant disabilities in obtaining employment and building careers, 
solely pursuing jobs is shortsighted.  
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Business Connections Team 

Vicki 

 

Ebony 
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Whitney 

 
 
 
 

 

 

Stephanie 

 
 
 

Rachael 

SUCCESS  

VCU Business Connections 

1314 West Main Street 

Richmond, VA 23284  

804.828.1873 

 

 

Story    

Kalafatis 
 

Employment Specialist 
804.828.2325 
ehedhkalafat@vcu.edu 
 

Collins 
 

Employment Specialist 
804.827.0752 
tatehe@vcu.edu 
 

Molinelli 
 

Employment Specialist 
804.827.0751 
admolinelli@vcu.edu 
 

Lau 
 

Employment Specialist 
804.827.0753 
sjlau@vcu.edu 
 

 

 

 

Phillips 
 

Employment Specialist 
804.828.0754 
phillipsm2@vcu.edu 
 

 

Ham 
 

Employment Specialist 
804.828.0830 
hamwa@vcu.edu 
  

Tolbert 
Employment Specialist 
804.827.0749 
tolbertjd@vcu.edu 
 
 

 

Brooke 
 

Director of Employment Services 
804.828.1873 
vbrooke@vcu.edu 
 

 

Schwartz 
Employment Specialist 
804.828.1873 
schwartzep2@vcu.edu  

V
C
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After previously hiring two VCU-
RRTC Business Connections 
clients, it came as no surprise 
when Sears Outlet on Tomlynn 
Road called again with 
employment needs.  This time the 
discount appliance super store had 
an opening for a warehouse 
associate to unload incoming 
products.  The employment 
specialists put their heads together 
and one clear choice emerged, 

Ben. 

 
 
 
 
 
 
 
 

 

Ben completed the Project Search 
program at MCV in 2010, but was 
unable to secure employment 
when his internship rotations 
concluded. His experience in 
Central Supply at MCV as well as 
his physical strength made him a 
prime candidate for the warehouse 
position at Sears.   
 

Ben began impressing immediately 
when, during the working 
interview, the store manager 
remarked, “Ben, if you keep 
coming in dressed so well, the 
other employees are going to have 
to buy whole new wardrobes.”  
Ben continues to impress with his 
work ethic while unloading 
refrigerators, washers, and 
mattresses from incoming trucks, 
stripping off packaging and staging 
them for delivery.  
 

Supervisors remark he has the 
uncommon ability to maintain a 
consistent work rate throughout a 
shift without tiring. Because of his 
intrinsic motivation and ability to 
self monitor, Ben works 
unsupervised in the afternoon 
prepping items for delivery and 
resetting the warehouse floor for 
the next business day.  The 
chemistry that develops among 
employees during a placement is 
another telling sign of a successful 
job placement.  Here again Ben 
shines. 
 

We would like to welcome our two newest Employment Specialists: 
 

Erica              Jonathon 
 
 
 
 
 
 
 
 

 
 

Erica has been an employment specialist with VCU 
since August 2011. After receiving a B.S. in sociology 
from Virginia Tech, Erica went on to graduate with an 
M.S. from VCU's Department of Rehabilitation 
Counseling. In addition to working with DBVI clients, 
Erica is currently working with individuals with ASD 
with Project SEARCH at St Francis Medical Center. 
Erica is completing the supported employment web-
based certificate series in order to obtain an ACRE-
certification. 
 

Jonathon joined the team in July of 2011 to 
continue our work serving individuals with Autism 
as well as other DRS customers.  Originally from 
Roanoke, VA, Jonathon relocated to Richmond in 
2001 to obtain a BA in English from VCU in 2005.  
After graduating, Jonathon was an elementary 
school instructional assistant and went on to teach 
special education in Henrico County Public Schools 
for 5 years and worked with the County’s Inclusion 
and Therapeutic Recreation programs.  
 

“We are committed to helping you achieve your placement goals through providing person centered and customer 

directed supported employment services to individuals with all types of disabilities with a focus on job retention.” 

Vicki Brooke 

  

Rounds 
 

Employment Specialist 
827-0754 
roundsrs@vcu.edu 
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mailto:vbrooke@vcu.edu
mailto:schwartzep2@vcu.edu
mailto:roundsrs@vcu.edu
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Success Stories
Appendix C:  �
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SUCCESS  

 

 

When the prospect of VCU Health Systems hosting 
Project SEARCH was first brought to the table, 
ARAMARK Healthcare was present.   ARAMARK  
Healthcare provides clinical support services  in the areas 
of food, facility, and clinical technology services for VCU 
Heath Systems. 
 

Greg Talley, the Human Resources Manager for 
ARAMARK  Healthcare - VCU Health System, has been a 
leading force and a constant source of knowledge and  
support throughout the three year stint at the hospital.  
Many relationships, internships, as well as jobs, have 
grown through his dedication and effort.  
 

The interns have gained invaluable skills in integrated 
work settings.  They learned vocational skills in 
conjunction with functional life skills throughout the 
various departments run by ARAMARK  Healthcare.  Mr. 
Talley’s belief in the important role that Project SEARCH 
serves for our interns and to VCU-HS has greatly 
contributed to the success of the program on many levels.   
 

 Story    
 

Clifton to locate employment that would use his 
experience as well as his remarkable creativity.  In 
September 2009, Clifton began working with Old 
River Cabinets (ORC), as a Cabinet Maker.   

 

Although Clifton was initially hired to build cabinets, 
but unfortunately after training neither he nor the 
employer was entirely satisfied with his placement 
in this position.  Clifton expressed his preference to 
move around and be more creative. Victor 
Morrissette, owner of ORC, gave him an 
opportunity to make dove-tailed drawers instead.  
“Building dove-tailed drawers is a true craft” stated 
Mr. Morrissette, and Clifton has excelled in this 
position.   

 

“I wish all my employees worked as hard.” 

 – Victor Morrissette 

 

Mr. Morrisette noted increased concentration and 
focus as two of Clifton’s strengths. He went on to 
explain that although hearing loss may be 
considered a disability, individuals who are deaf 
have an extreme edge working with loud 
equipment.   

 

VCU-RRTC would like to acknowledge Old River 

Clifton R. has a strong skill 
set in woodworking that spans 
over 18 years.  Clifton’s DRS 
Counselor  and  VCU 
employment specialist 
partnered with 

Story    
 

 

SUCCESS  
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