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>> SUZANNE GOSDEN KITCHEN:  Hello, everyone, and welcome to the Job Accommodation Network accommodation and compliance audio and web training series.  I will be the moderator for today's program called customized employment.  But before we start the program, I want to go over a few housekeeping items.  First, if any of you experience technical difficulties during the webcast, please call us at 1-800-526-7234 for voice.  And hit button 5.  Or for TTY call 877-781-9403.  Second, toward the end of the webcast we'll spend time answering any questions that you have.  You can send in your questions at any time during the webcast to our e-mail account at jan@JAN.Wvu.Edu, or you can use our question-and-answer pod located in the bottom left corner of your screen.  To use the pod, put your cursor over the line next to the word "question," type your question, and then click on the arrow to submit to the question queue. 

On the left-hand side, above the box to submit your question, you will notice a file-share pod.  If you have difficulty viewing the slides or would like to download them, click on the button that says "save to my computer."


You can also download the handout from this pod.  Finally, I want to remind you that at the end of the webcast, a evaluation form will automatically pop up on your screen in another window.  We really appreciate your feedback.  So stay logged on to fill out the evaluation form.  


And now, let me introduce today's featured speaker.  We're very fortunate to have Dr. Richard Luecking who is President of TransCen, a position he has held in 1987, when he was charged by the board of directors as the organization's first employee to improve linkages between schools, services providing agencies, government, business, and families, so that youth with disabilities experience improved post school employment outcomes.  During his tenure with the organization, he has written, directed, and/or overseen two dozen federal research and demonstration projects, and a nearly equal number of foundation projects that address school-to-work transition and employment services for people with disabilities.  He was an original consultant in the development of the bridges from the school-to-work program from the Marriott Foundation for people with disabilities, which has since been replicated and established in several nations, several national locations, with the help of TransCen. 

He has maintained active leadership in numerous local, state, and national initiatives including workforce development boards, school-to-career systems, business education associations, and professional organizations.  He served in the national school-to-work office of the U.S. Department of Education and Labor under a special appointment between 1997 and 1999 to promote the engagement of employers in school-to-work initiatives.  Prior to his tenure, he helped positions in rehabilitation, education, and non-profit management.  He is the author of numerous publications on topics related to employment of people with disabilities, business partnerships, school-to-work transition, and career development.  He regularly contributes to publications targeting practitioners in employment service programs and education. 

Welcome, Dr. Luecking.  


>> RICHARD LUECKING:  Thank you very much for that nice introduction.  I would like to add one thing to that introduction, and that is that I am also here today representing the U.S. Department of Labor Office of Disability Employment Policy.  I am there on a temporary one-year assignment working with the adult policy team at ODEP, and among the things that I am working on are the proliferation of ideas in policy activities related to customized employment and other activities that will lead to employment of people with disabilities.  So today I am wearing that hat.  But all of the things that you mentioned in the introduction, Dr. Kitchen, are relevant to me getting to this point.  So anyway, I am very happy to be here.  Thank you for your attention today.  I will try to get through this in a fairly short order because we have a brief time. 

But I want to make sure that I touch on some aspects of customized employment that would be relevant to anybody who might be on the call, whether you are a rehabilitation professional, or whether you are an employer, or whether you have a funder of programs for people with disabilities or have some personal interest in this.  Hopefully what I have to cover will be relevant to everybody.  I will do my best to make sure that I point out various aspects of these strategies that would be relevant to each of the audience represented.  


So if we can go to -- 


>> SUZANNE GOSDEN KITCHEN:  Absolutely.  Let me interject quickly.  I am not sure that I told everyone who I was.  


(Laughter) I am a senior consultant here at the Job Accommodation Network on the cognitive and neurological team.  So I do a lot of training for employers and rehab professionals and other service organizations, like Job Corp., and I do get a lot of telephone calls in my field regarding customized employment, and I just wanted to set the tone of this session by telling you that really customized employment can be for any person with any type of disability, but really any individual with any disability particularly those with multiple disabilities might benefit from customized employment.  My experience has been that any job could even be customized.  I'm not sure that there is any particular one job that's best for customized employment.  It could be any.  And from our aspect here at the Job Accommodation Network, of course, we have a heavy emphasis on job accommodations. 

That's what we do best.  And the types of accommodations that I normally talk to people with, and, Richard, you might agree or have other things on this one, job restructuring, or, in fact, in some of these cases we'll talk about job carving, obtains such as the use of a job coach, and acquiring equipment are generally the things that we hear people talk about at JAN are those your experiences, too, Richard?  


>> RICHARD LUECKING:  Yes, and a few more, but that captures much of it.  


>> SUZANNE GOSDEN KITCHEN:  I would like to tell people one or two scenarios, recent ones I have helped people here with at JAN.  One involved a person who had a stroke and who had a lot of cognitive impairments, memory deficits, and some other things as a result of having a stroke.  And she was a social worker.  And in re-entering the workforce, which I think maybe took a clear or longer to recover well enough to return to a position, this person certainly needed a job coach to re-learn a lot of the tasks that are kind of the same ole same ole that do you everyday in the social work field.  But she had forgotten many of them, or couldn't put them in the right kind of order.  It was a great example for the use of a job coach.  There is one more I think in here that is, oh, a person who had a pretty severe seizure disorder who worked as a set designer at a University. 

He had a lot of muscle apparently and could move things around and put things where people needed to store them for long periods of time.  But the problem was that this individual had disorientation during and after a seizure.  He might be in a set room and not be able to find his way out or even know where he is or anything.  And so one of the things that we suggested was using, well, like a little video intercom system, like the picture that you see on the bottom right-hand corner, installed in the rooms where he typically would be, in the same place over and over again so you don't have to look in different places and in different rooms.  And very easily the person who is receiving his video message could look right behind him and see what room he was in, and tell him where he was and how to get out of that room and how to come for help, or they could send help to him. 

So that's an example of acquiring the use of a piece of equipment to help someone in a customized job.  And at this point, I am going to stop talking and let Richard completely take over.  


>> RICHARD:  Thank you, Suzanne.  Those are nice examples, and I will share a few of my own.  That's a nice way to frame this.  Before I start, I want to say one thing about my work at the Office of Disability Employment Policy and customized employment.  ODEP, as the office is otherwise referred to, pioneered the whole concept of customized employment earlier this decade with a series of demonstration projects that enabled people across the country to begin identifying best ways to implement this strategy, and develop ways that we can learn from it.  And I was fortunate enough to be involved in some of those demonstrations, and I learned a lot along the way.  Some of the examples that I will share with you are a result of that.  As a result of that, those demonstrations, ODEP has really taken the lead in helping the field to grasp what this is all about, and disseminate not only the strategies, but some of the important ways that this can be replicated and reproduced throughout the country. 

So I am hoping that today's webinar will further spread the word a little bit and share with you some of the possibilities of these strategies.  So I am happy to represent ODEP in that respect, and I am also happy that in my ordinary job as -- in TransCen, we're able to help ODEP in advancing the strategies for use in the field.  As you will learn through the course of today's discussions, these are activities and strategies that not only benefit job seekers who might have had difficulty acquiring jobs in other ways, but it's a great benefit to the employers, and I am going to highlight much of that during the course of my comments.  So the topic this case will cover today are three.  I will provide a brief overview of what is customized employment? 

How is it defined?  What does it look like?  How is it implemented?  I am also going to talk about what employers say about hiring individuals who might have significant disabilities for whom jobs are customized, and what do employers think about that?  What do they have to say about that?  What has there experience been in doing this?  And then finally I am going to finish with a partnership framework that's suggested by these -- this relationship between employers and folks that will have the customized jobs on behalf of job seekers with disabilities.  And during the course of that discussion, I am also going share some examples that illustrate this.  So as Suzanne mentioned at the beginning, along the way if you have questions, please type them in the chat room or send that e-mail, and I will be happy to address them if there is an opportune time to do that. 

So we'll do that as well.  So if you can go to the next slide.  


One thing that drives this work, and one thing that's important for ODEP and for those of us who have been in the field as long as I have, there are jobs for everybody who wants one regardless of their disability label.  Suzanne gave you a couple of examples of that at the beginning.  Regardless of their need for support.  In other words, regardless of the accommodation that they might need.  And then important to today's economic circumstance, regardless of the economic vitality of the community in which they live.  In other words, anybody who wants to work, there is a job there for them.  And so what customized employment does is it opens that employability to a lot more people previously presumed not to be employable. 

This is a way to make that happen.  


Also, it's a way to make it possible for employers to get benefit from it.  This is not a social justice theme here.  This is really all about how can we make employers' operations function better as a result of hiring a good employee who may have some job tasks and so forth that are customized to their particular circumstance.  So it's best to begin by telling you a story.  If you go to the next slide, I want to tell you a story about this man that you see in the slide.  His name is David.  


David previous to our knowing him spent 15 years in a sheltered workshop which if you are not familiar with that concept, that is a place where traditionally people with significant disabilities go to spend their days and perform -- piecework if it's available, otherwise engage in activities to keep them busy.  For David, that was not a satisfactory job.  What he was interested in was video and media.  He had different kinds of electronic media equipment in his home, and really enjoyed spending time with it.  So that was the thing that really stood out in David's life.  He was really wanting to try something else.  Where he didn't get a chance to do anything that was of interest to him.  We also learned from working with David that he enjoyed a variety of concrete tasks, and he enjoyed social contact. 

So when David first came to one of my colleagues who was operating a customized employment project, we learned that among other things David was -- had these strong interests, and he had these abilities to maintain attention on a specific task for a long period of time.  We knew that he could be really persistent at it.  We knew that he could do it well.  Now, what we also learned is that he needed a few accommodations to be able to find a job in his area of interest.  And so he in the past might have been described kind of in the following way, which wouldn't help us find a job for him, but does suggest the kinds of accommodations he needs.  You can't tell this in the picture, but David uses a motorized wheelchair.  He also has use of only one arm, his right arm and hand cause see in the picture. 

He also has cerebral palsy which affects his speech.  So he has labored speech and it's hard to understand unless you know him well.  But if we define him by those disabilities and those labels it would be very hard to present him to an employer and say, "Do you have a job for a guy who uses a motorized wheelchair and only has use of one arm?"


However, if we look at David in a different fashion and presume that he is employable, here is how we would describe him to a potential employer.  Here is a man who has a strong interest in video and media.  He knows how to operate various electronic equipment related to video and media like DVD players, CD players, other kinds of electronic equipment.  Here is a guy who when given a task, he can learn it with some help.  And once he learns it, he perform it is flawlessly every time.  He is also a person that likes to be around folks.  He is friendly to be with.  He reacts positively to co-workers.  That's how we might describe him.  Now, the job that David has that he is doing in the picture is he works for a small media company that reproduces DVDs and CDs, and for people who are in my age category you might remember the thing they used to call audio cassettes, cassette tapes. 


(Laughter) 


This company does a lot of business with people in my age category, has a million of those, and wants to convert them to modern digitally-based technology.  So they do that, and they also reproduce pictures for weddings and things like that on CD.  They have a very, very, very vibrant business and growing day by day.  


And so David was hired to work there to perform a discrete set of tasks.  You go to the next slide, I will explain what he did.  


The company, we learned from visiting with them, is that in this rapidly-expanding business it was hard to keep up with orders.  Man, people were coming in, and they were ordering these reproductions, and it was taking time to fill them because technical staff were doing a lot of the things that David was later hired to do.  They were performing administrative duties so that there was a delay in fulfilling the orders, and that delay flowed across production and shipping departments made it difficult to get the products ready for pickup by their various customers.  So those are some operational concerns.  


They weren't advertising for any position.  They didn't have a help wanted sign out.  They didn't really have an opening.  So this speaks for how customized employment can address issues for employers who are having operational problems, but don't really see themselves as having an opening.  But it also speaks for the ability for somebody like David to get a job even with a circumstance where a job isn't readily or ostensibly available.  But David was hired to duplicate DVDs and CDs.  Also part of his task was to package CD to get them ready for shipping.  He transferred video cassettes to DVD format.  During the course of all of that he timed and checked tapes.  These were his exclusive responsibilities, and he was taught to do that by a job coach with the help of his supervisor at the company. 

He was -- he had a workstation that was organized in such a way that he could wheel under it with his motorized chair.  And these duties were negotiated to meet these particular company's operational concerns.  So what customized employment means for David is that he has a job that is paying him a fair wage.  He has a job that is customized to his particular set of circumstances, and he has a set of job tasks that he is performing that allows him to have his first full-time job outside of the sheltered workshop setting.  


It also speaks to the fact that he can make a contribution, and that regardless of his disabilities, there are ways of finding out what he is good at and what can he do, and there are ways of finding out what kind of needs these companies have so that they can both benefit from the situation.  


If you go to the next slide this will outline it further.  


So the results for the company, for David being hired, is that the tech staff were able to focus more on the development tasks.  In other words, going out and seeking and serving customers.  And getting more business in.  They were able to fill their business orders more rapidly, which made them -- made their customers more happy.  And as a result, they increased their sales.  So here is a guy who wouldn't be able to present himself to this company under ordinary circumstances and apply for an off-the-shelf job, but when presented to the company to meet particular company needs that match his particular interest and particular area of task performance that he is good at, the results are good for the employer and for David.  Because for David he now works in an environment that welcomes his contribution. 

He performs tasks, and he has working conditions that are matched to his skills and preferences.  And, by the way, part of the negotiation had to be what kinds of performance expectations might there be because David works more slowly than most people would.  But he is able to complete the task in such a way that it makes sense for the company to have him do that.  So they can do other things.  


And also for him as I mentioned already it's his first real job.  Where an employer is directly paying him the wage.  So what's not to like for the company or for David?


That, in essence, is what customized employment is all about.  It makes it work for both parties.  


So the implications, if you go to the next slide, are that if rehabilitation professionals can provide service-oriented, what I call "consultation" in the jargon of the rehabilitation world it's "job development" but it's job development of a more focused kind, and where the rehabilitation professionals are really providing some consultation so that the demand is created for job-seekers with disabilities.  In other words, before we showed up on the scene where David works, they weren't thinking in terms of hiring anybody much less a person with a disability.  But through our attention to their particular needs, a demand was created for a particular set of tasks to be performed, and David happens to be the one who fills that, and he happens to have a disability. 


The second thing that it implies is that there are ways to add value to employers' operations that can create hidden customized job opportunities for individuals like David who are not able to easily apply for off-the-shelf jobs.  In spite of the economy, in spite of the high unemployment rate that most communities are experiencing these days, there are jobs there, and sometimes we have to help the employers find them, and sometimes employers have to help them identify them.  


So those are the implications.  So let me just, you know, talk about this is how ODEP defines "customized employment." I just gave you a real-life example on that.  In more official language, if you go to the next slide, it's referred to in most ODEP publications and other publications "customized employment" is where job tasks are reassigned from an existing job, as in the case of David where some of the reproduction activity that he performed were done by other people before.  And/or they are restructured from one or more existing jobs, also the case with David.  So the tasks that he performed were formally part of somebody else's job.  Or sometimes they are created to match the skills and the accommodation needs of the job-seeker.  In other words, in some cases, and I will give you examples of that later, there may be tasks that may be created because they meet a particular need that was identified in a particular workplace that nobody thought of before. 

But their tasks that are carved or restructured or created in such a way that the individual with a disability can perform them matched to the person's particular circumstances.  And this is just as important, if you go to the next slide, these restructured tasks, these carved tasks have to help the employers in specific ways.  Thus the individual has a customized set of skills.  He has a job that wasn't existing before, and customized so that the tasks were matched to his particular abilities.  And so that the tasks met some sort of -- met a particular company need.  It's important that both sides to that equation are discussed.  Customized tasks that are carved, created, and in that restructuring or creating or carving the employers' operation benefits in some way. 

So the individual has a customized job description.  


So David is an individual who would not likely complete any kind of formalized training program to help him be a electronic media technician, but he has the ability to perform certain tasks that would allow him to contribute in the workplace in the way that I described.  And so it makes work possible for folks like David, and it makes it all the more likely that employers are going to benefit from their present.  So employers might be thinking, "This might be a new kind of recruitment tool, or this may and way to re-think how things get done so that the company benefits and that an employee can be added to the workplace to perform them."


So the typical sequence if you go to the next slide, how this happens for people like David and the people that I will introduce you to later is a four-step process basically.  It's really quite self-evident, I think.  It makes perfect sense, at least to me, and it has to the hundreds of people that we've worked with in this fashion, and hundreds of employers that we've worked with.  But the first step is what we call a person-centered exploration or "discovery" of individual skills, interests, support needs, or accommodations, and importantly a list of potential tasks to feature in the job search.  We call it "person centered" because we have to focus on what the individual likes to do, what they are good at, as opposed to identifying some labor market or workforce need, and then trying to train somebody to meet that need. 

In this process, we start with the individual and find out what are the really good at?  What do they like to do?  In essence discovering them more about their skills so that we're representing them to an employer as somebody who has particular contributions to make, as opposed to somebody with a disability who would like the work.  There is a very important distinction there.  So during that discovery process, we're going to identify a list of potential tasks.  So for David, for example, we identified that he could put CDs or DVDs in the proper electronic media equipment, and he could time them, and he could reproduce things from them.  So that became the list of things that he could do.  And from that we had a list of tasks that would help us identify potential employers. 

And so the second step which is an individualized job search plan was to brainstorm about where might these particular skills that David's able to perform be needed?  What kinds of workplace would value these skills?  What kinds of work environment would be available that would need these kinds of tasks performed and benefit from his contribution.  So the individualized job search plan includes taking a potential list of tasks that he could do and then identifying potential companies that might need those skills.  So in  David's case, we actually made a list of several media-type companies.  The place he now works is one of about five that we identified.  The idea then was to go to the employers and talk with them and find out do, in fact, they have needs for things that could be done with the tasks that David can perform?


So if you go to the next slide, the third step then is to negotiate with prospective employers for task assignments and working conditions that would meet that need.  So in David's case, we talked with the employer and found out that, indeed, they were a growing business and they were having trouble keeping up with their orders, and that there were specific tasks that when re-assigned to David would make their operation run more smoothly.  So the negotiation was based on we have identified a need, and we think that hiring somebody to fulfill those tasks would be a big boon for you and help your company.  We have a young man we would like for you to meet who can do those tasks.  Can we bring them in and talk about it?  Now, I am simplifying that process quite a bit. 

But the idea is that we're not going to them saying, "Wouldn't it be nice if you hired someone with a disability because it's a good corporate thing to do?"


It's based on a company need, and the fact that David has a disability is a secondary consideration.  It is a consideration because the employer has to know how to accommodate him and so forth, and has to know what it is that he needs to be able to perform his job well.  But it's not the reason that he is hired or not hired.  And then the fourth step is once a company agrees to employ the individual, then we want to make sure that it works for everybody.  That David has the support that he needs to not only learn the job but maintain a level of production that's satisfactory to the employer.  And we want to make sure that the employer is happy with what's going On, and they feel comfortable with it.  So the idea is that post-placement support would be available not only for the new employee, but also the employer. 


So that's the typical sequence.  So if you go to the next slide, the question that we've often been asked is how can we create employer demand for workers With disabilities?


One of the things that I have heard over and over again in the course of my long career is that employers are often asked please hire people with disabilities because they are an untapped resource, et cetera.  And what we've learned through all of this is that employers don't hire people by category.  They hire people based on their particular needs.  And so what we need to do, or what rehabilitation professionals need to do is to create some sort of demand.  Can we do that?  The answer, of course, is yes, as I will talk about if you go to the next slide.  


This is particularly a question that you might ask about individuals who require extensive support and accommodation.  People like David where he, again, wouldn't be able to present himself by himself to a prospective employer, and try to apply for an off-the-shelf job.  He just wouldn't be able to do that.  But he does need extensive support in the combination that I described with his motorized wheelchair and customized task assignment.  But, by golly, not only he is doing the job that he likes, but he is making it possible for that employer to make more money.  What's not to like about that for all sides of the equation?


So, of course, the answer to that is yes, and actually if you go to the next slide, we've actually asked employers about this, because how do we know employers?  What do they think about this?  When in doubt ask them.  If you go to the next slide, we conducted, my colleagues and I under the auspices of a ODEP demonstration project, we went to the employers who hired many individuals -- we went to many employers who hired individuals through this customized employment process that I just described, and David was one of them, and we asked them several questions, including the ones that you see on your screen.  When you were first approached, what was your reaction?  What convinced you to work with the project?  What was the primary reason for hiring the job seeker? 

And how has the project helped meet a particular company need?  We thought these were important ways of getting -- good ways of answering important questions, and making sure that we understood how employers saw things, and how it looks to them, and what would make it work for them.  Here is what they told us if you go to the next slide.  


They said that customization met a specific need.  It did one of the first three things there.  In fact, these employers told us that it either helped them to meet production goals or backlogged work which is definitely the case with David.  That some employer s told us that they helped to meet sales goals or improve aspects of their operation.  I will have some examples of that later in my presentation will I tell stories about a couple of other people.  But the employers are telling us that it either helps them to meet production goals, it helps them to meet sales goals, or it freed other employees to take care of other tasks.  All of those would be important reasons to hire people, and would be reasons that employers would hire anybody for any kind of employment situation. 

And these were employers, by the way that included private-sector employers, like the company that David worked for.  We actually had a couple of retail stores.  We had a couple of government employers.  We had a manufacturing company.  We had a nursery plant kind of operation.  And a host of others just to give you examples.  Just a variety of industries and a variety of types of companies, with a variety of sizes.  


These are the answers that we got.  Of all of the employers who respond, they said that it did one of these things.  So you notice that none of these things say that the reason why hired somebody under these kind of arrangements was because it felt good to hire a person with a disability.  None of them said that it was all related to the circumstance, which is as it should be.  


The final bullet there, the other thing that they said which also tells a whole other story and it speaks to the relationship that employers should have with rehabilitation professionals and vice versa.  They told us that a big reason it worked was that the competence of the rehabilitation professional who helped them to identify the need, helped them to make it work, and that the rehabilitation professional was very attentive to the company's needs, and provided essentially very good service to the employer.  That made it very pleasant for the employers, and it made it very likely that they would continue to do it again.  


So those are really important themes.  In fact, if I was to take two things from this slide, I would say that it has to work for the employer, and that the relationship between the rehabilitation professional helping the job-seeker and the employer has to be based on mutual respect, mutual service, and particularly the rehabilitation professional has to understand employers' needs and deliver a service that will meet the need.  That's what the relationship is built on.  I will have more to say about that later, but it's important to identify these things because customized employment is a great way of helping people who have previously had difficulty finding jobs to get into the workplace, but at least as important is a way of helping employers meet specific needs or goals or sales goals and so forth. 


So, in fact, if you go to the next slide, this is really the point that I am trying to make.  This success of linking job-seekers with work, regardless of that job-seeker's label, regardless of that job-seeker's circumstance, indeed, if we're operating from the presumption of employability, we think they can all succeed if we give them the right match.  But it's as much about meeting employers' needs as it is serving job-seekers.  That's an important concept.  


So if you go to the next slide, you know, I want to just kind of make a couple of quick points before I go on to my stories that I promised to tell.  


So what we learn is that it is not effective to sell disability or disability category to employers.  We couldn't have gone into video editing at a company that hired David and say, "We have a young man with cerebral palsy who use as motorized wheelchair who is hard to understand and only has one arm.  Do you have any jobs?"


We couldn't do that.  But in essence when the rehabilitation community historically Has tried to sell disability to employers, and that's -- disability to employers, and that's not been effective.  And variations on a theme of recruiting from an untapped resource.  And I think that it's safe to say and it's true that people with disabilities are often untapped as a resource for employers.  But to market it that way, to appeal to employers that way is suggesting that untapped means either difficult to find at best, and at worst it means that they aren't really wanted.  And neither of those things are true.  So I think that we should begin think being representing this in a different way.  So in the case of David and the other examples that I am going To provide, it wasn't a matter of finding an untapped resource, but it was a matter of finding what are some operational concerns and how can they be addressed?


So let's go to the next slide.  


One of the things that is common in our lives, and I would do you raise your hands if I could see you, but the question is this, and raise your hands only if you feel comfortable in front of your computer doing so, but how many of you have ever been a customer of any kind of service or product?  And I my guess is that all of would you raise your hand.  There is a marketing maxim that applies to being a customer.  You really react best to those services and products that work directly to meet your needs and try to match your need with what the service or product is.  So there is a maxim that applies to marketing in general that I am going to apply to this circumstance.  And that is that it's better to find out what your customers need and want, and then match it to what you have than it is to get them to buy what you are selling. 

This is a -- in all of the business books that talk about marketing, this is the essence of it.  What that means for people in the rehabilitation field and the relationship well employers is that it's better to find out how employers operate and what they need, and then see if we can much it with a particular job-seeker rather than selling disability.  So what we're talking about here is a new way of interacting between employers and the rehabilitation professional community.  And so ironically We're talking about in the context of people who are often seen as having some of the more challenging accommodation needs.  So if you go to the next slide, what employers want then, and we've asked them this over and over again in the thousands of people that I and my colleagues have worked with, they tell us that what they want are partners who can help address a particular workforce need of the company. 

In other words, in David's company they didn't even know they had a workforce need until they found out and recognized the problems that they were having with their processes.  And they also want partners that can help address an industry-wide workforce need.  In other words, they don't want to work with people with disabilities -- they don't want to hire people with disabilities per se, although they will and they are not averse to it they are confused about it, and I will talk about that in a minute, but employers are really -- really the issue is how can we find people that can help us do our work better?  And so the next slide, what employers often get, unfortunately, and I would be curious to see how many employers would agree with this that are in on the call today, but often employers will get programs defined by category of disability. 

A lot of times employers have told us that, "Geez, somebody came to us and talked to us about hiring people with intellectual disabilities, or people with sensory disabilities, or people with mobility disabilities."


And that is often confusing for employers.  Often programs are defined by type of service.  Another thing that confuses employers is if somebody tells them that we provide supported employment services to people with disabilities, or we provide customized services to people with disabilities, and that's a type of service, but it's not necessarily relevant to what employers' needs might be.  


And, of course, there are varying qualities of implementing that, so employers sometimes get frustrated and confused, unnecessarily, as we have learned in our work.  So what would help, the next slide will address this.  


That would be a improved focus on employer-focused demand-side approaches.  In other words, in the rehabilitation and job development process, if we spend time -- if there is time spent getting to know employers' needs and focusing on how employers operate and what they need, that would be very helpful.  It would be a great complement to getting to know what job-seekers need, people like David.  So it also results in partnerships with distinct benefit to all parties.  No hiring relationship should occur without the employer benefiting from it, and the job candidate also benefiting from it.  So it has to be a mutual benefit, as I pointed out in David's case.  


So what to look for?  Next slide.  


In the context of customized employment, both employers might be asking this question of their own operation, and rehabilitation professionals might be asking this as they are talking to employers.  But things to look for include can work be re-organized to flow better?  David's case that was one of the issues.  Transferring the packaging of the CDs to the -- or transferring it from the order to the copying to the packaging to the delivery, the workflow was often interrupted, and hiring David helped to meet that need.  


Another thing to look for, again, if I am an employer, I would be asking this, and rehabilitation professionals who are working with employers might ask employers are there some employees who are overburdened by certain tasks?  People, for example, who are trying to do high-order tasks, or trying to wait on customers, or trying to fulfill certain obligations, are they performing administrative tasks that they can't just get to or that are hard to perform in the crush of the day?  And are there operational bottlenecks?  Any of these things might be looked at.  Because by asking these questions, there is a way of discovering are there ways of customizing the process?  Are there ways of identifying tasks that might be carved or restructure order created that will address a particular need?


And in doing so create a demand for employees who can do those things.  In other words, people with disabilities like David who are very good at certain things and can be -- have tasks customized to their particular circumstance.  So the job development process, if you go to the next slide, is really about partnerships.  Employers working with rehabilitation professionals.  It's a long-term process.  It doesn't happen in one meeting.  In David's case, at the video editing company, it was over the course of several visits to the company, over a couple of months' time that a relationship was created to propose and negotiate the job that David now has.  And then it was a foundation, again, on that based on mutual benefit.  So the idea is that not hire David because he has a disability, or in spite of the fact that he has a disability, but hiring David because he has these particular abilities that when applied in a customized way, in a customized job description, performing tasks that will benefit the employer, then the hiring process can begin. 


So let me finish up here with a couple of stories, and then we'll seek some questions from the audience.  I am seeing that there are a couple waiting that I will get to as soon as I am finished here.  If you go to the next slide, I want to tell you the story about Michelle.  


Michelle is a young lady who if she was to be described in kind of traditional rehabilitation disability terms, she is somebody with Downs Syndrome, has intellectual disability, is unable to read, is unable to add or recognize numbers and moves slowly.  I guarantee if you those are the characteristics that we would use in presenting her to prospective employer, she would still be unemployed.  But in getting to know Michelle through the customized employment process I described earlier, and getting to discover her interests and capabilities, what we learned about Michelle is that she is really almost flawless in matching items to each other.  She doesn't have to be able to read what's on the item, or match the number. 

But if she is see items together, she can match them perfectly.  The other thing that we learned about her is that once she learn as task, she sticks with it until it's done.  And if you are an employer, what's not to like about that?  An employer who will actually stay with a task for as long as it's necessary.  We also learned that she is -- in fact, she is so -- she sticks to the task so much that if the shift's over, we learned that unless you tell her it's time to quit, she will keep working.  So if you are an employer, what's not to like about that also?  We also know about Michelle because of her disability she needs certain accommodations.  So in Michelle's case, she was hired by a large national grocery store chain.  You see in the picture that she is in an aisle that has different kinds of products. 

This particular aisle is a very popular aisle that people come to at the end of the workday to grab stuff on their way home from work.  And so it's very important that this aisle be stocked fully at all times, and so to have Michelle come in during the day and have it all stocked before the big rush comes right affidavit workday, the 5:00 end of the day for a lot of people, that's a big help to the store.  Also, if she does these tasks, the other sales clerks and other stock clerks I should say are able to attend to other aisles and perform other kinds of stocking tasks that might take a little bit more time.  So when Michelle gets to work, her accommodations include the rolling kind of ladder tray you see behind her.  It's stacked with boxes for that particular aisle. 

She retrieves a tray, rolls it to the aisle, unpacks the boxes, and finds a place on the shelf that matches that item.  She does this flawlessly.  She is perfect at it.  She doesn't stop.  She has to be told to take breaks.  And among the accommodations are initially she had a job coach to teach her how to do this, but now it's a co-worker Who works the same shift who comes by and checks her work and tells her when it's time for break and time to go back to work.  So in her case, here is somebody with multiple disabilities who is performing a very necessary task for an employer.  Her employer is gaining from the experience because that stock is always fully stocked -- I mean, that row of shelves is always fully stocked when the customers come and access it the most. 


So as a consequence, her task, which is carved from a regular stock clerk's job, she only performs some of those tasks in one aisle only, but she does it in such a way and at such a time that it works great for the employer.  


So let me show you a couple more examples.  The next slide.  


This is a young man who works in a dental office.  His name is Ramon.  The interesting thing about Ramon is that when we were working with him to develop his job search plan to get to know him, his main requirement for a job is that he wanted to wear a tie to work.  His dad goes to work everyday with a tie.  He wanted to do the same thing.  


So you can see him in this slide wearing a very dapper outfit, definitely wearing a tie.  He works at a dental office.  His job is carved from the receptionist area there.  There is a receptionist who is very, very busy in this dental office taking care of billings and customers and handling calls.  So Ramon's job is at the end of each examination, the dentist hands him the chart, and he finds the place in that very large wall of files where it goes.  He is able to do that because he has good number recognition, and he has good sight reading ability.  But he couldn't present himself for the receptionist job because he wouldn't be able to handle the phone calls in a fast enough fashion, and wouldn't be able to handle the billing and so forth.  But his customized job is performing that set of filing activities. 


Now, I should also mention that he did this job so well that he got bored with it, and he didn't want to stay there, and he doesn't work there anymore.  But he does work at the -- at another job, actually a federal office in the Washington, D.C., area, and he works full-time as -- in a carved position as an office clerk assistant where he performs all kinds of duties like copying, collating, delivering packages and so forth in his very large department.  And his experience in this dental office led to another job which is also customized, but also very much makes it possible for the people in the legal department where he works in this government office to pay attention to developing their legal briefs and not have to worry about all of these other tasks, these administrative tasks. 


One final example, and then I will wrap it up.  If you go to the next slide, we have a young man named Alex, who happens to have autism.  He doesn't, again, describe him in terms of his disability, he doesn't speak.  He has very good receptive language.  It's very hard to know what his preferences are, but we do know from getting to know Alex that he is precise, absolutely precise, in assembling tasks.  And his job, you can see him in the picture, is to assemble pizza boxes for a Pizza Hut so that when the rush of the pizza deliveries happen in the evening, all of these boxes are ready to go.  And you can see from the stack of boxes behind him that he produces.  


So for the pizza company, he is able to make this nice service delivery go much more rapidly, and the pizza deliveries, and the pizza makers are able to coordinate their work as a result of his customized contribution.  So if you go to the next slide, a couple more comments here and we'll get to the questions.  What we're learning from this, and this is the partnership framework that I talked about in the beginning, the third thing that I promised to talk about, that employer partnerships equal jobs.  Identifying ways to add value to employers' contributions as in the case of all of the examples that I gave, will often create hidden customized job opportunities.  Hidden jobs even the employer didn't know were there, and customized to fit the individual's particular task performance abilities, and the particular work environment needs. 

And it's these kinds of jobs that regardless of the economy are there.  And so if you go to the next slide, the bottom line really is that the presence or absence of a disability, or I should say the presence of a disability should neither deter or promote employer hiring decisions.  It should all be about that mutual benefit that I talked about earlier.  


And another part of the bottom line which is the next slide, the jobs are there.  We just have to work together to find them sometimes.  So customized employment is not just a strategy to help individuals who might have difficulty finding jobs, but it's a strategy to meet workforce needs that are going To exist regardless of the economy and regardless of individual circumstances.  And I think that we've proven by not only these examples that I shared with you today, but all of the hundreds of people that we helped work with and some of those ODEP demonstration projects.  These strategies, and Suzanne mentioned at the beginning, apply across the board regardless of disability.  It doesn't matter if it's a sensory disability or cognitive disability or mobility disability or a combination thereof. 

This is a strategy that can help anybody who wants to work get to work.  


So if you go to the next slide, well, there is a question here that just came in, and I want to answer that before I talk about this next slide.  


Somebody's asking, "Can you tell us more about what makes these arrangements work for employers?"


Of course, I covered some of that earlier, but I am assuming that the question really is that I gave some pretty clear examples of the mutual benefit.  But one thing that I will emphasize again, and maybe this is what the caller is asking about, the fact that the partnership between the rehabilitation professional who is representing the job-seeker and the employer is so -- so much crafted on mutual benefit, and identifying ways in which the value can be added to the workplace by the presence of an individual who happens to have a disability performing tasks that are customized, that's where really the employers really find that to be very, very helpful, and another point of emphasis is what I mentioned earlier, is that employers are constantly told us that one thing that makes this work is to have really responsive, service-oriented partners to work with as these kinds of arrangements are being setup. 

I hope that answers that question to the satisfaction of the caller, or of the person who asked the question.  


The slide that you see up there right now is identifying some resources where you might go.  The website at the Department of Labor, ODEP, www.dol.gov/ODEP/.  


If you go to that website and look for publications, customized employment, there are several very good publications describing the process, and giving much more detail than I was able to give today.  


The second website is a website that shares information about customized employment.  A project that was funded by ODEP over the course after few years, and, in fact, all of the people that are represented in this presentation were participants in that project.  Also more information about customized employment, and the value that it might have to both employers and people with disabilities.  


I should also mention that not only has this been promulgated as a possible strategy across the country, and thanks to ODEP's leadership in that regard, but also it's a strategy that's been adopted in other parts of the world.  I just finished working with some folks -- actually, I should say that I am just in the process of this, but I just finished a seminar with them, of people in Brazil who are trying to adopt this as a strategy to meet the particular Brazilian requirement for employers to hire a certain percentage of their workforce as people with disabilities.  And one of the problems that they have there is finding enough people with disabilities to meet that quota, and customized employment is just another strategy.  We've had the pleasure of working with the program called Programa, and that's sponsored by the Brazilian academy of sciences. 

It's a strategy that's not only applied across the board for people with different disabilities and in different places of our own country, but it's a strategy adopted in other parts of the world.  A couple of other resources that I will finish up with.  These include, if you go to the next slide, two books that are available from Brookes Publishing company.  The first one is I wrote with my colleagues, and the second is written by Carrie Griffin and authors that present strategies on customized employment that I talked about today.  


So I will end right there and see if there are other questions.  If you could put up the last slide, there might be more resources there to share.  These are other links that people can go to to get more information about these kinds of strategies, and how this might work.  But I will stop there and, Suzanne, or anybody else, if you have questions that we can address in the couple of minutes that we have left.  


>> SUZANNE GOSDEN KITCHEN:  We do have a couple of questions.  We might have time for one more, and then I will blog about them later so that your answers will be there for you.  One of the questions here is is how do you locate the employers that you approached, Richard?  


>> RICHARD LUECKING:  Very good question.  Getting back to the discovery process, when we're getting to know the individual job-seeker and what they like to do we are developing a list of tasks that they are good at.  So we start brainstorming about specific companies that might need those tasks performed.  And then the next thing that we do is visit them.  We do what we call an informational interview.  That's a strategy.  We call on a company, go visit them, and take a tour of what they do and ask the questions of the people there.  And that's the best way to find out what employers need, and it's a great way to get your foot in the door of employers without them thinking you are trying to sell them something.  That strategy called "informational interviews" is something that we talk about in both of those books that I mention. 


>> SUZANNE GOSDEN KITCHEN:  That's great.  That's a great tie-in.  And that's all the time that we have.  If you need additional information, or if you want to discuss an accommodation or an ADA issue, freely contact us here at JAN.  We thank you for attending.  And we thank you for a wonderful presentation, Dr. Luecking.  Thank you to Alternative Communication Services for providing net captions.  We hope that this program was useful.  An evaluation form will pop up on your screen in another window as soon as we're finished.  We appreciate your feedback, so take a minute to complete the form this concludes today's webcast.  


(End of webinar)
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