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>> ANNE HIRSH:  Hello everyone and welcome to the Job Accommodation Network's monthly webcast series.  I'm Anne Hirsh one of JAN's co-directors and I'll be your moderator today today's program called "Best Practices - Employment and Service Dogs:  Perspectives from Assistance Dog Experts" we're excited to have this topic on our agenda today as this week is International Assistance Dog Week.  We'll talk a little bit more about that today and you'll also find links to more information in the  PowerPoint.  As you probably know if you have ever joined our webcast in the past, before we start the program, we need to go over a few housekeeping items.  


First, if any of you experience technical difficulties during the webcast, please call us at 800-526-7234 for voice and hit button 5 or for TTY call 877-781-9403.  Second, toward the end of the presentation, time allowing, we'll have a question and answer period.  But you can send in your question at any time during the webcast to our e-mail account which is question@askJAN.org.  Or you can use your question and answer pod located at the bottom of your screen.  To use the pod just type in your question and then click on the arrow to submit to the question queue.  If we do not have time to answer all of the questions today, our speakers have agreed to answer them after the event and we'll post them with the archives of the event.  Anyone who signed up for the event will receive notification when that archive is posted. 

Also on the bottom of your screen you'll notice a file shore pod if you have difficulty viewing the slides or would like to download them click on the button that says save to my computer and finally I want to remind you that at the end of the webcast an evaluation form will automatically pop up on your screen in another window.  We really appreciate your feedback so please stay logged onto fill out that evaluation form.  Okay let's get started.  I'm going to start by introducing you to our two speakers today we're very lucky to have two great speakers today that have a great deal of experience and knowledge about assistance dogs in the workplace we have Dr. Margaret Glenn who is an Associate Professor and coordinator for the rehabilitation counselor education program at the West Virginia University she has a doctorate in counselling from George Washington University and a Masters of Science in rehabilitation counselling from Virginia Commonwealth University prior to coming to VCU she has worked as a counselor in a number of capacities and been on the faculty at VCU and Montana State University in 2012 she was awarded a Switzer distinguished rehabilitation research fellowship by the National Institute on Disability and Rehabilitation Research. 

Her research was on the use of service dogs in the workplace.  And in 2013 she published the journal article tiled:  Exploratory study of the elements of successful service dog partnerships in the workplace.  Margaret is going to share some of the results of that research with us today.  And there's also a link to the full article on one of the resource slides at the end of the PowerPoint.  We are also very lucky to have Marcie Davis join us today.  Marcie is a writer, public speaker, advocate and activist.  She is also the Chief Executive Officer of Davis Innovations, a public health and human service consulting firm based in Santa Fe, New Mexico.  Marcie has been a paraplegic for more than 40 years and has been partnered with a service dog for more than 20 years.  She is the founder of International Assistance Dog Week, the author of "Working Like Dogs: 

The Service Dog Guidebook", and the host of the Working Like Dogs radio show on Pet Life Radio.  In the bio page posted with this webcast you can find links to learn more about all of the items I just mentioned welcome Margaret and Marcie.


>> DR. MARGARET GLENN:  Thank you.


>> MARCIE DAVIS:  Thank you.


>> ANNE HIRSH:  And I thank you both for taking time out of your busy schedule to join us for today and for all of the meetings we had to prepare for this event.  As I mentioned this week is International Assistance Dog Week.  The purpose is to recognize all of the devoted hard working assistance dogs helping individuals mitigate their disability related limitations.  We hope to contribute to this week by educating you all about how to work effectively to integrate service dogs into the world of work.  We have put together a series of questions that will enable us to meet that goal just as a point of interest the dog pictures you will see throughout  this PowerPoint are actual assistance dogs Margaret met them while she was doing her research.  Okay next slide, let's get to it.  To that end let's make sure we're all on the same page by going over some definitions first. 

Marcie can you tell us what is a service dog?  


>> MARCIE DAVIS:  Sure.  The ADA defines a service dog as a dog that is individually trained to do work or perform tasks for a person with a disability.  Individually trained can mean by an organization or individual which is what we usually think of or it can also mean an individual as we know ADA covers over 1,000 disabilities and we are continuing discover new ways that dogs can be of assistance to people with all types of disabilities and limitations.  


>> ANNE HIRSH:  Great thank you next slide Marcie can you elaborate on that and tell us what types of services dogs provide for human partners.


>> MARCIE DAVIS:  Sure mostly we always think of dogs who are actually assisting someone who is blind or who has low vision.  But also assistance dogs can help people who are deaf or who have hearing loss to alert them to different sounds.  My assistance dog Whistle actually provides physical assistance to me because I use a wheelchair so he retrieves things that I drop.  He actually can help me transfer in and out of my wheelchair safely, open and close doors, even pull my wheelchair and as I said as we're learning more and more of what dogs can do for us, dogs are now helping people who have various types of seizures.  They also are working with veterans, with individuals who have any kind of mental needs or Post Traumatic Stress Disorders so it's just amazing at all of the types of services that animals can provide to us I can't stress enough that we are learning more and more every day of what types of things dogs can do to help people with varying types of disabilities.   


>> ANNE HIRSH:  Okay thank you Margaret do you have anything to add to that?  


>> DR. MARGARET GLENN:  Well actually if you go to the next slide after spending -- I was fortunate to get to spend days with people who were using their service dogs and one of the things that came to mind was I think marvel comics could actually have a superpower service dog cartoon going and it would be right on the money because not only are they efficiently and effectively performing all of these great tasks for a person with a disability they are also having other effects.  I've had people talk about in scientific evidence of people lowering their blood pressure they also have an effect on how our body actually responds to stress, reducing epinephrine and norepinephrine hormones that initiate our fight or flight responses to stress.  They reduce anxiety they increase endorphins which allows people to deal with pain and increases mood for people. 

It also increases oxytocin which is the trust chemical that's associated with love so you can imagine not only are they performing these tasks but they are having an enormous effect on the person and the person's ability to engage with other people.  


So go to the next slide.  What we find, it looks like for the person with a disability as a result is not just like I said the task but I find people talking about the increased confidence they have in going out into the world.  Safety is a big concern for a lot of people with disabilities.  And having a dog there to help them in case something happens reducing stress enormously.  


There's a lot of decreased health concerns, which was one I didn't expect to see quite at the level I did.  I met with person who had gone from 27 medications for mental health issues down to 1 within a year of getting her dog of the very effectively.  People who talk about the fact that the number of falls and broken bones, et cetera, they had because of seizures had decreased because they are not having 30 seizures a week, they are having 4 after getting their dog and when I ask why do they think that a dog that is responding to an epileptic seizure might have that effect they said it was a confidence they felt safe and something would be taken care of so the seizures had decreased.  Increased independence.  And increased social interactions.  They did a study and showed that a lot of people with disabilities are not often engaged by other people when they go out into the world. 

And -- but if they have a dog with them, it's a whole other ball game.  In fact to the point that one of the people I interviewed who happens to have a great Dane stability dog you can imagine she can't hide the fact she has got a dog too easily she said I feel like I have a big sandwich board yes I have a disability but because she has Parkinson's she says it's kind of nice to not worry that people think my stumbling is for reasons other than a disability like I'm drunk or something like that.  So they have an amazing effect around the task that we -- that's important for people.  And it's important particularly as you look at work.  When I observe the dogs at work and talked to the supervisors of the people, one of the things they talked about was work relationships were healthier.  Marcie can chime in a little bit on this.  I know that there's an actual modification of tension among the workplace when the dog comes into the place right Marcie.


>> MARCIE DAVIS:  Absolutely.  I just would like to add to what you're saying, Margaret, I echo it so deeply because I had gone, I had an education, I had a Master's Degree, got my first professional job.  And I thought I was doing just fine as a woman with a disability.  I had no idea what I was missing until I was partnered with my first assistance dog.  And how that impacted my professional life exactly what Margaret was saying, I was not accepting opportunities.  I was not getting out of my office very much because I felt like I couldn't.  I couldn't drive safely.  Because I had dropped my keys too many times in the parking lot and gotten stuck and felt unsafe but once I got my first assistance dog, I remember looking at her and thinking why in the world are we waiting on somebody to come pick us up. 

And at that point I actually worked with my vocational rehabilitation counselor to look at what I needed to do to become even more independent and it was totally because of my first assistance dog, Ramona, that I started traveling and driving and doing all kinds of things that I am still doing today that I totally attribute to my assistance dog.  


>> DR. MARGARET GLENN:  One of the other side effects of having a service dog in the workplace is that productivity increases.  A couple of cases that -- peoples experiences at work when I talk to them, I realize that the employers had effectively set up natural supports for people who had seizure disorders or might have problems related to diabetes.  Once the dog came into place, they realized that the people were no longer necessary.  The natural supports were now four legged, not two legged and those people reported that they didn't -- they felt better because they didn't have to worry about the person as much they were still concerned and still helpful but they didn't have to worry.  And I actually talked to one office in advance of a person getting a service dog who was concerned because they were actually big dog lovers in that office. 

There was no concern about whether or not a dog was going to be allowed because they were ready and waiting but they knew for the etiquette around service dogs was you are not supposed to interact with them.  You're not supposed to pet them and they just couldn't imagine that they were going to be able to do it.  So I suggested they talk -- because one of the elements that came out in the brainstorming around effective service dog partnerships in the workplace was that the dogs need breaks, they need be to be walked, they need to go to the bathroom, they need a little exercise during the day because they lay quietly so I suggested that maybe the employees would be able to take a break -- other employees would be able to take a break with the dog.  So she called me back later and said it was working beautifully. 

In fact when Winston is naked which means he doesn't have his service vest on the entire place disrupts with people coming out and wanting to play with him and she said it's actually made the workplace happier, more fun place to be for them because they get that break, too, themselves because we don't often take enough breaks ourselves during the day so it was a natural tension reliever and healthier workplace solution.


>> ANNE HIRSH:  I'm glad you explained that Winston's naked Margaret I've talked about the issues many times and I was racking my brain to remember what that meant.  

(Chuckles).


>> ANNE HIRSH:  Marcie do you have anything to add before we move on?  Is.


>> MARCIE DAVIS:  I just so agree with everything that Margaret is saying and about productivity and just about the workplace in general.  I know for myself now, I as an independent contractor and consultant we go into all different types of working environments and it's always really interested to see how they respond to my assistance dog, Whistle.  And it really is, I mean people who you would think would have problems with it and issues are really interested and enticed and they want to ask questions and they want to know about the assistance dogs and what they do.  


So there's always an opportunity to educate in a healthy way about how to interact.  And it also really breaks down the barriers for someone with a disability.  Because as I said I use a wheelchair so I look different and people are sometimes uncomfortable with that.  But when they see  Whistle they could care less about me and they don't even remember my name most of the time I'll be out in public and they will yell at Whistle to say hello and they are like, you're Whistle's mom and what it did you see to break down barriers is remarkable and it's wonderful in and out of the workplace.


>> ANNE HIRSH:  Okay.  Thank you.  Let's move on here and shift gears just a little bit.  Marcie, can you direct -- address this next issue for us:  Where are service dogs allowed to go?  Can they go pretty much anywhere their human partners go?  Next slide.


>> MARCIE DAVIS:  Absolutely they can.  And I know that that's a big issue and a big question that a lot of people have is where can an assistance dog go.  And the ADA under Title II and III for state and local governments, businesses, non-profit organizations, it's anyone that serves the public.  And any place where the  public can go, service dogs have to be allowed to go, as well.  And that's changed over the years.  And I just had surgery over Christmas holidays.  And you know my assistance dog, Whistle was allowed to go all the way with me up until I went in for the surgery, which is hard to believe and there are a lot of concerns with some people about that.  But the truth is, is that assistance dogs are able to go in any of the areas where the public can go.  


And I always describe it as Whistle has the same rights that I have.  But it is something that we all have to get our heads around that an assistance dog is not a pet.  It is an assistive device and it's an assistive device that a person with a disability relies on for so many different things.  And Whistle was trained in over 100 commands.  He's like a part of my body that I depend on.  So he really has tremendous public access.  


>> ANNE HIRSH:  Okay, thank you, Marcie.  Let's move on to the next slide.  


Being the Job Accommodation Network, this is a question we get a lot from employers.  Does Title I of the ADA require employers to automatically allow employees with disabilities to bring their service animals to work?  


Next slide and let's explore the answer to that, Title I, the employment title of the ADA does not specifically address the service animal access so the rule is not the same as the tight  he will III DOJ rule therefore JAN contacted the EEOC on the issue and according to the EEOC Title I does not require employers to automatically allow employees to bring their service animals to work.  Instead allowing a service animal into the workplace is a form of reasonable accommodation.  And let me elaborate just a little bit on this.  What this -- what does this mean for employers?  Employers must consider allowing an employee with a disability to use a service animal at work unless doing so would result in an undue hardship.  In addition, the ADA allows employers to choose among effective accommodations.  Although providing a substitute accommodation for a service dog certainly could bring up other tricky issues. 

At JAN we encourage the employer to first consider the service animal as requested.  Identify any issues or concerns there might be related to allowing the service animal at work and determining if and how these issues can be dealt with like how and when will the dog relieve itself does the employer have to let an employee take five to six breaks in their eight-hour shift to let the dog outside?  Most likely, first of all, that wouldn't be necessary and no, an employer doesn't have to provide additional time for someone to relieve the animal.  But if you're not a dog owner or perhaps you are a dog owner with a revolving doggy door at your house you may not know about care for service dogs when they are working whether it's on the job or everyday life at JAN we often find once concerns are addressed the employers are allowing the dogs to attend work with human partners if the employer still has reservations about the issue we take it one more step and encourage them to consider it on a trial basis and set expectations of care of the animal and expectations of the of dog -- of the person doing the job once -- that they are hired to do. 

Also set a timeframe to revisit the issue to see if it's working.  We encourage people to do this in writing.  If it helps both the employer and employee understand what is expected to make this successful.  Sometimes employers tell us they make arrangements for a 30 or 45 day trial period.  And have another meeting to see where they are with the same issue.  Is this always needed?  Absolutely not.  But in situations where there is an issue, that may be a concern, this approach can be very helpful.  


My hunch is that if a service dog is well trained, and the employee is doing the work, the service dog will continue to be attending work with their human partner long after that trial period.  


Next slide.  Another issue employers and individuals ask JAN about relates to documentation.  What kind of documentation can an employer ask for?  Well as you probably know under ADA employers have the right to request reasonable documentation that an accommodation is needed.  Unless the need for accommodation is obvious.  So an employer can ask for documentation about the individual's -- can't ask for the disability unless the disability is obvious you won't ask Marcie for documentation on her disability based on her description.  


However what about the service animal; Marcie can you talk about some of the questions an employer can ask an employee or applicant about their service dog?  Next slide.


>> MARCIE DAVIS:  Sure you know when I got my first assistance dog I was really concerned about my employer and I was worried about -- I was actually working as a reference librarian at Florida State University at the time and I was concerned about my dog and what that was going to mean so I talked with my employer and we had a really good open dialogue about it because they had never experienced having an assistance dog in the workplace.  But that open communication and just being honest with each other about what that meant and what our concerns might be, it was really, really helpful.  


And it kept it a positive interaction so there was never any stress about that.  And I actually left had a job and went to another job before I actually got my dog.  And even in the interview process I shared with my new potential employer that I was on the waiting list for an assistance dog because I wanted to be really open and honest and I wanted to make sure that my employer knew clearly and openly about what kind of accommodation I was going to need with my assistance dog.  But according to the ADA, there are two questions that you can really ask.  


And that is is the dog a service animal required because of a disability?  And the second question is, what work or task has the dog been trained to perform.  And that's really it which doesn't sound like much but those are the two questions and staff are not allowed to ask about the person's disability and not required to require medical documentation.  I know I just made a hotel reservation this weekend I'm trying to get away -- get away from work for a weekend.  And when I made the reservation at the hotel I informed them that I had an assistance dog.  And they actually asked me for medical documentation and I had to talk with them and educate them and actually sent them some information, the information that we're sharing with you today from the Department of Justice about service animals and what you can really ask.  So it can get a little uncomfortable especially sometimes people with disabilities can feel uncomfortable in talking about their needs. 

And then employers can feel uncomfortable because they certainly usually want to support their employee.  But they also have other employees.  And they also have work that has to get done.  So I can't stress enough that talking openly and trying to work through what any concerns might be and how accommodations can be made because I really appreciated what Anne had said a few minutes ago about if it is a service dog that is appropriate to be in the workplace those animals are highly trained.  I always compare my dog -- my dogs all have their PhDs.  They are so trained in how to do their job.  They do not need to take breaks often because they are so highly trained.  My dogs can go almost all day without even having to go out to the bathroom.  I mean they are on the job.  They are serious.  They have a job to do.  


So it is comforting to employers when they start to experience that and see just how specialized and how trained and specific these dogs really are.  


But those two questions that I shared with you are the two appropriate questions to ask.  


>> ANNE HIRSH:  Okay, thank you, Marcie, let me just summarize again in terms of asking for documentation of a disability.  If the employer -- if it is not obvious by looking at the person and the employer say doesn't know that the person has Post Traumatic Stress Disorder or perhaps even a seizure disorder and the dog is needed to support those types of conditions, that employer is allowed to ask for medical documentation because the need is not obvious.  Again the goal of the employer when asking questions about the service animal is to understand why the service animal is needed and what it does for the person as Marcie so eloquently stated, the employer can ask if the service animal has been trained and that the dog will not disrupt the workplace.  Okay now that we have established need and training of a dog, let's move on.  

Margaret, can you start us off on the next slide and talk about some of the issues that employers may need to discuss with the applicant or employee when welcoming service dogs?  


>> DR. MARGARET GLENN:  Walking out your front door with a service dog is always -- I wonder what's going to happen today kind of moment.  And going into the workplace is another one of those.  So an employer can be sitting there with a lot of concerns about either staff or maybe their clients or customers.  That they have.  And top one on the list is allergies.  And people being allergic to dogs.  I remember reading somewhere that 10% of the population in the country or something like that, something small -- I wish I could remember the exact amount -- are allergic to dogs.  And I'm beginning to think they are all in the that service dogs want to go into sometimes because I hear about this so much.  And a Canada airline actually made a determination because sometimes dogs will be on an airplane with their owners, service dog or otherwise -- usually a service dog. 

And they determine that if another customer indicated they were allergic, that there had to be five rows between them and the dog.  So they -- and this is recycled air.  So they had a space that they had determined would not be a problem for someone who is allergic.  


So there are some policies and procedures in place that could make it work for the employer and the employee.  And the Job Accommodation Network your technical assistance document on service dogs has great suggestions for allergies really wonderful.


>> ANNE HIRSH:  We have a specific document just on that issue.


>> DR. MARGARET GLENN:  It is great they have probably covered just about everything you can think of that deals with allergies.  There's also fear of dogs.  One of the people that I interviewed, one of her co-workers was deathly afraid of dogs.  He worked in a different office so they weren't sharing space and so it wasn't an immediate concern.  But within not too long a time his fear began to dissipate because the dog was so well trained and so unobtrusive that he realized there really may not have been as much to fear as he thought.  But I know for some people it is actually more of a phobia and I remember one story of the present in the -- when I worked with one person they had a person with an assistance dog and another person bringing another assistance dog into the workplace and a person with extreme fear of dogs that that was too much and they had to work out no dog zones so that that person could operate effectively in the job. 

Disruption in the workplace, a lot of people are concerned that the dog will be disruptive.  I'll be honest with you, except a dog that was not well trained or whose owner was not maintaining the training, which didn't happen very often when I was out interviewing and meeting people, they are very quiet.  They are very unobtrusive.  You may not even know they are in an office if they are underneath a work desk or behind the person.  But they -- service dogs are trained to respond to their owner with verbal or hand gestures of some sort.  And their focus is on the owner, not the other people.  And I really haven't found that disruption in the workplace often happens.  Now obviously if the person gets sick or something happens, the dog might go out and find another person to come in and help.  In the person of the -- in the case of the person with seizure disorder if nobody was responding to the dog's pull of a bell the dog would actually go out and find somebody and bring them back in to help out. 

But that's not really disruption that was actually just handling the situation.  


Etiquette.  I'm sure Marcie is going to want to weigh in on this one, too.  


I you remember reading somewhere where they said there's no such thing as a quick trip to the convenience store with a service animal because -- and I watched people stopping and interacting and asking to pet and talking to the dog and interrupting over and over and over again with each person I interviewed.  


And I will have to say that the dogs are trained to obey their owners and their owners are their priority.  But they are going to get distracted by other people.  In fact one of the people I interviewed was -- just got a new service dog.  And she was talking -- getting input on Facebook about what the dog's secondary name should be and I said what do you mean secondary name and she said when somebody says what's your dog's name and you answer with the dog's actual name they will start using it and confusing the dog she said so I pick a second name that isn't the dog's name so the dog won't pay attention to the person so they are pretty adept at handling some of these but the etiquette is you don't engage the dog.  The dog is Marcie said it's an extension of that person.  And that should be the limit of what you do.  


Now, some people do -- Gander the dog that's in here, it's a service dog but his owner is pretty open to the dog interacting with other people quite often.  He has PTS and some autoimmune disorders this dog is actually trained not to walk off leash because the person has -- he has a physical disability that makes it often difficult for him to have the dog on leash so he's permitted to have the dog offleash but only because of the disability.  Marcie do you have any other things?  


>> MARCIE DAVIS:  Yeah I agree with that.  As I shared earlier people remember Whistle's name and not mine that's very common and there is no sneaking into the grocery store to grab something and get out.  Those days are over.  


But I really encourage people again to think of it as an assistive device just like you wouldn't touch my wheelchair without asking me.  It's the same thing with a dog.  And I know it's so hard because they are so adorable and furry and I myself have to get ahold of myself when I see another service dog because I want to go up and pet it and talking to it then I snap out because I realize that dog is there for that person's safety and if I disrupt or try to distract that dog in any way then that could be jeopardizing what that individual needs.  


And one thing that my first employer did when I got my dog was we actually worked together and did a memo out to staff because everybody was so curious they wanted to know all about the dog it was so helpful we put together an etiquette memo basically and we sent it out together and said the dog is coming going to arrive this day please know we're still in training together.  And we just put down some of the information and we said we would set up a time when people could come and welcome Ramona into the workplace as a new employee and that made it so smooth and it really engaged my co-workers so they felt like they were a part of it and they knew and understand service animals and they knew all about Ramona and they became part of it with us and really were respectful and it was a really smooth transition when I brought her into the workplace but it was because my employer took that initiative they actually worked with the Human Resources and we put that together collectively.


>> ANNE HIRSH:  Sounds like you've had a couple of good employers throughout your career.


>> MARCIE DAVIS:  I have.


>> ANNE HIRSH:  If I can add one more comment, too, about the allergies and fear of dogs and this is something that Marcie and Margaret both pointed out to me when we were meeting to prepare this is the individual that has the dog probably has dealt with one or both of these issues in the general public or in a previous place of employment so more -- frequently they are willing to discuss the issues.  For both issues we encourage employers to do is look at past travel look at where people have to pass each other or common work areas with technologies a lot of remote meetings can and do occur remote meetings can help with that issue.  Sometimes the person doesn't need the dog to be at their side and attending every meeting with them or everywhere they go.  That's possible that the dog could remain at the workstation while someone has to meet with somebody who perhaps has an allergy to the dog there are dander shampoos and other things that I would imagine some individuals who have service dogs use because of other people in their lives who are allergic to their dog. 

Just kind of reiterating the point that there are things that can be done and frequently you'll find that the person who has a service dog wants to discuss it and solve the problem with you.  Okay.  I think can we go on to the next slide and Marcie.


>> MARCIE DAVIS:  Yes.  So we have talked about all of the wonderful things about assistance dogs but sometimes there are -- assistance dogs and I was told this when I went through my first training there's no such thing as a bad dog but -- there is such thing as a bad handler and unfortunately I have run across some of those throughout my career and my life and there are some times when you can ask someone with a disability to remove their service animal and that is if a dog is out of control, if the person is not taking action to control the dog or if the dog is not housebroken, I can tell you I was at a restaurant one evening with my service dog and there was a woman with a dog and the dog was so out of control it was going from table to table.  It was not acting appropriately.  And they asked her to leave with her dog and that was totally appropriate for them to do that because the dog was disruptive. 

And if a dog is disruptive in the workplace or if there's undue hardship that you determine that's onto other employees, if it's unsafe, it's really a big thing then you do have the right to ask the person to remove the animal and I actually get this question a lot from law enforcement.  Because sometimes in public areas they actually unfortunately have to get involved.  And it does come down to a safety issue.  That if the dog is creating an unsafe issue or environment then it is appropriate for them to leave.  But under title -- under Title II and Title III of the ADA the individual with the disability still must be offered the opportunity for the goods or services without the animal's presence.  


So for example, the woman with the -- at the restaurant, they asked her if she would like to stay and finish her meal that she had ordered but that she did have to remove the animal.  


>> ANNE HIRSH:  Okay.  Thank you, anything to add, Margaret or should we --


>> DR. MARGARET GLENN:  I think one of the things that happens with service dogs also is as they age, sometimes their effectiveness and what they are supposed to do can be diminished and there's a transition period between one dog to another dog for the person using it and if it's not done well that's another time where if a person holds on to the dog for too long, there can still to be problems and it's one of the things I kept noticing is people were afraid to say you really -- this isn't working for us because the dog is not behaving well they got caught up in the law and it was sort of like the pink elephant in the middle of the room they weren't willing to say, it's causing us problems.  So they were using other reasons to try to address the situation which may have meant somebody lost their job.


>> ANNE HIRSH:  That's exactly why we were talking about earlier that it's important for an employer to lay out expectations of both care for the dog and what's going to happen in the workplace in terms of getting the work done.


>> DR. MARGARET GLENN:  Exactly.  Yeah.  


>> ANNE HIRSH:  For Title I lay out those expectations.  Okay, next slide, I think Margaret you're up.


>> DR. MARGARET GLENN:  Yeah this is one that I wish during my travels that I had thought about taking a picture of every dog that I got to interview.  Because more than likely this is exactly what you saw when the dog was not actively doing a task.  They were on a mat or in their space being very quiet and diminishing themselves as much as possible.  Marcie and I sat at a table one time with her -- with Whistle who is just adorable and another service dog having a chat and they were all underneath the table.  People were walking around us they were smiling because they saw dogs.  But they really were not disruptive.  They were quiet.  They were in their space.  And I think that that -- for me that was an important piece of the of it's like that really is not that disruptive when the dog is trained to do and is doing what it's supposed to do.


>> ANNE HIRSH:  Absolutely.  Shall we move on to the next slide?  Margaret, can you talk more about how to create that successful partnership in the workplace?  And if you could -- based on the research you did, what issues should an employer or an individual anticipate and be prepared to address?  Next slide if you can talk about some of your research.


>> DR. MARGARET GLENN:  I got -- I had a wonderful year exploring what service dogs meant in the workplace and I have to say that I started with a bias in that I am a huge animal lover but I honestly was absolutely amazed day in and day out what I was able to learn about the nuances of what it meant for a person with a disability to navigate world of -- their world with a service dog.  And I had a group of people come together and brainstorm the elements of successful service dog partnerships in the workplace.  I wanted to hear from them what made it work.  Not what made it not work.  But what made it work so we could begin to gather that data.  


And they then sorted them into categories.  And we came up with the categories of dog preparation, monitoring, employee competence, legal knowledge, information and education and co-worker preparation.  The top two that received the highest rating for level of importance it was a neck-to-neck tie between dog preparation and monitoring, monitoring of the dog's behavior and the team in the workplace.  Information and education, Marcie was talking about that how effective that was for her when she went into a workplace.  Legal knowledge.  We have also talked.  It's amazing how much we don't know that we don't know about the legal aspects of having dogs walk -- going around with us, service dog.


>> ANNE HIRSH:  Those situations can get very specific and pretty tricky and that's why we encourage people to contact JAN on an individual basis.  We'll try to help you muddle through that.


>> DR. MARGARET GLENN:  And they can do a wonderful job of it.  Move on to the next slide.  So I'm going to talk just a little bit about some of the specific -- there were 68 elements it came up with and I tell people, this is not to be used as a checklist.  There's ideas about how to make it work.  And what you can do and how you might be proactive in making sure that it works, dog preparation is a major concern this is sir Thomas a great Dane and maintenance of behavior and task colleagues is expected of the service dog team we talked about this over and over again this is a service dog it's trained, it's trained to help a person to accomplish a task at least one task and behavior is an important part of the dog's training and we can expect that the person that has Sir Thomas actually has a great blog and she talks about when she trained her Dane to ride in a plane.  

How much time they spent with him when they got into the plane he backed into the row she her son and her husband occupied one row and he laid down and she said most of the people didn't know she had a dog on the plane with her and it was a great Dane so it tells you how successful service dog teams to be in -- can be in completing a task they learn a lot from programs or individually train their dogs they know a lot about how to make it work for people.  Next.  Monitoring there has already been a question about responsibility for a dog in their workplace the owner is responsible for the dog's behavior and they are also responsible for their well-being.  They are the ones who groom, feed, take the breaks, water the dog.  It's a part of who they are.  Much like they would take a break, their dog would take a break. 

And so that's an important one for us to think about is as you monitor the day-to-day interactions it is the owner's responsibility to maintain all of those.  Marcie do you have any input on these two right now?  


>> MARCIE DAVIS:  Absolutely I just so agree with what you're saying, Margaret, it's totally the individual's responsibility for their dog.  And as it was described to me, it's a two-way street and everything that Whistle does for me, I in turn have to do for him.  So I'm responsible for feeding him, grooming him, everything that he needs, he meets all of my needs and I have to meet all of his needs.  And it's really inappropriate for other people to do it because for he and I to maintain that bond that we need to do the work that we do together it really has to be that way.  He has to depend on me as much as I depend on him.


>> DR. MARGARET GLENN:  The person who works with the dog that's on this slide actually taught me more about what -- how much work goes into by the owner into maintaining the dog's well-being, including a lot of exercise, health visits to the vet, grooming, all of those things are important components.  Those are a lot of work.  But I'm not sure how you work full time and have a service dog.


>> MARCIE DAVIS:  It's a huge commitment.  Let me tell you it's a lifetime commitment.

(Chuckles).


>> DR. MARGARET GLENN:  Not something you can return very easily that's for sure.  Okay.  Next.  We've got -- we've gone over the legal -- oops; sorry; I went to the wrong slide.  It's important for the employee, the person with the disability that has the dog to be able to articulate what the job related or supportive tasks that will include the service dog it's important they can tell the employer what they need as Marcie said to work with the employer to make it work.  It's a team effort.  That's one of the things I got over and over and over again.  This is a team effort and it's not just a dog it's not just a person with a disability, it's the trainer, it's the VR counselor if there's one involved, it's the employer, the co-workers, everybody is part of it making it work.  And they can -- they can make it work. 

Next.  


Legal knowledge we have gone over some of the ADA and everybody really needs to understand what the laws are related to not only to the ADA, the Federal laws, but also the state laws.  Every state and even into cities can have -- they can have more restrictive rules.  But they can have less restrictive or other information that they require people -- we were just talking earlier somebody asked about a service dog in training.  And the ADA does not cover having a service dog in training with you.  State laws may do that or city laws may address that.  


So it's not just understanding the ADA.  It's understanding very specifically what your state or local areas require.


>> ANNE HIRSH:  Margaret if I can just interject we do have another question that might be relevant at this page.  Does a service dog have to be professionally trained or is training by the handler sufficient enough?  And there is no rule that says it has to be professionally trained.


>> DR. MARGARET GLENN:  No.


>> ANNE HIRSH:  But that handler's training has to be sufficient enough for the dog to be working effectively.  


>> DR. MARGARET GLENN:  Yeah the dog has to show the right behavior and task completion and I went into this about a bias toward one or the other I know the Veterans Administration came out they will not support a dog that's not trained by a group that's called Assistance Dogs International which is established -- which has established it's certification but I can say after meeting with the people that I met with who had individually trained their dogs I couldn't see any reason to not have the individually trained dog.  They are very -- many of them are very well trained but they are also program -- there are also programs that have done poor jobs of training dogs as Marcie said it's up to the person to maintain the behavior and the training and that may not work sometimes.  


>> ANNE HIRSH:  Marcie do you have anything to add on that issue?  


>> MARCIE DAVIS:  Yeah, I have to say my dogs have all come from agencies because I don't have time to train a dog to do what I need it to do for me but I agree with Margaret, I have to say I sort of had a bias at first I thought oh individuals can't really train their dogs to do this.  But I've seen dogs that have been trained individually by people with disabilities.  And yes, they can but it is a huge commitment.  It takes a lot of time.  And as Margaret said and as I live every day, you have to do it every day.  Consistency is so important.  And I have to work with Whistle every day.  Where if I don't, his skills will start to decrease so it is a lifetime ongoing work commitment.  At the workplace and at home, it's work.  


>> DR. MARGARET GLENN:  Next.  This next one was about information and education and having Human Resources people who are -- understand what it means to be hiring a person with a service dog and do the kinds of things that Marcie spoke about, I think the Job Accommodation Network has a great information to provide and probably one of those places where we can do a little bit more of creating information, educational materials.  Marcie actually wrote a really great guidebook about service dogs that I have given to and encouraged other people and I think it's on our list at the end to talk about.  Let's move on to the next.  


And those were the different components.  


>> ANNE HIRSH:  Okay.  Thank you very much, Margaret.  And moving on here, Marcie, can you give us your thoughts on how an employer and the employee prepare for the service dog to come to work?  


>> MARCIE DAVIS:  Yeah.  We talked a lot about some of these issues.


>> DR. MARGARET GLENN:  Next slide.


>> MARCIE DAVIS:  Earlier, communication is so important.  And really just talking honestly with an individual about how you can work with them.  And when you approach it in that positive way about how can we make this successful for you and your assistance dog, I mean that's just so key and it will really help you make your life easier when you're welcoming a dog into the workplace.  But I just can't stress enough to think about the dog as an assistance device it really is a -- an extension of the person.  It's not a pet.  It's there to do a job and it's so important that that job is honored and that the dog is allowed to do that job.  But if there are any issues that come up or any concerns, really talking to the individual about it.  -- being mindful we have in a litigious world unfortunately and just being mindful of what's appropriate to ask and not to ask but also to have the expectations because we are all there to do a job and we want to do the best job we can. 

That dog can be an awesome co-worker for you that's what my clients say they feel like I'm one and a half not only do they get me but they get Whistle and in the work that Whistle and I do he has gone into some pretty stressful situations with me as an employee and as a volunteer where I've done lots of crisis work and lots of pretty intense situations and he really is an asset not only for me but for my co-workers and helping them to calm down and helping them to get some stress relief and then being in situations where we're serving people through our jobs and he's there supporting me so that I can do the work and I can help people but also he does, too.  So think of them as a co-worker and you're getting a bonus.  You're getting a person and a half.  


>> ANNE HIRSH:  Okay.  Next slide.  


>> MARCIE DAVIS:  So the next slide is one of my favorite pictures and this is actually a poster that the Department of Labor did that I had no idea they were even doing this until they had done it and they shared it with me and I wanted to share it with you today because I loved it so much and that was a couple years ago when we were celebrating International Assistance Dog Week and they prepared this poster and I just loved it because as you can see, the dog has an ID badge which most of us have now for the work that we're doing.  And I just loved it because I thought that's right, that's the way it is, they are another co-worker and actually when I volunteered for the police department and my dogs have had police IDs in the past.  So they really are another co-worker.  They bring so much value to the workplace because if an individual with a disability is using their dog as they should, that it is going to make them more independent so they can work harder for you. 

And that's really the way it should be.  And it should be celebrated, which is what we're doing this week and we do every year this time of year, during the dog days of August we celebrate International Assistance Dog Week.  


>> ANNE HIRSH:  All right.  Thank you and the next slide we do have a few questions to get to so Margaret and Marcie I would like to just summarize the resource pages so we can get to some of these questions.  We do have two resource pages for you first on the top of here is the link to the service animal page on the JAN Web site which has a lot of the documents we referenced there's information about Working Like Dogs, Marcie's issue, as well as the International Assistance Dog Week that she was just talking about.  And there's a link on this site, as well, to the article that Margaret wrote based on the research she did.  And on the next slide and Margaret correct me if I'm wrong, but these are links to some of the dogs that you saw in the pictures.  And about what their lives are like.  


>> DR. MARGARET GLENN:  There are some -- there's some advocacy.  Gander is a -- works with a Veteran and work that they are doing to help other Veterans decrease the amount of suicide that's going on through the use of dogs.  The Parkinson service dog the owner has an amazing blog that she does.  And Rethy has respect the vest and some of the laws and other -- the laws and other issues that show up about how you might go about individually training a dog and then there's Parker pup the service dog.  


>> ANNE HIRSH:  Let's get to some of the questions people have figured out how to use the chat box and sent them in and the first question and Marcie you might want to start off with this one.  Does the individual dog have to demonstrate certain competencies?  And I think they mean if they are individually trained by someone.  If so, who certifies the competency of the dogs as a service dog as opposed to being a pet are there certain competencies.


>> MARCIE DAVIS:  That's a great question and actually under the ADA they do not have to.  But Margaret mentioned an organization earlier and I get this question a lot from individuals who want to train their dog.  And I encourage them to get on the Assistance Dogs International Web site and there is actually a public access test that I'm required to do because of my agency my agency requires me to meet all of those different tasks and to be able to perform those in public and at my home but when an individual trains their dog, they do not have to have any kind of official certification or identification.  And that can make it difficult if it's a person that's not being responsible.  


But as Margaret and I have talked about today, if they are being responsible, then they will be able to perform appropriately in the workplace.  And if they are not and it creates an unsafe workplace, then you could ask the individual to remove the dog.  


>> ANNE HIRSH:  That goes back to what we were saying earlier about the employer can ask what is the dog trained to do for you.  Which will get at what is the competency, what do they need to do.


>> MARCIE DAVIS:  But there isn't a certification requirement for that.


>> ANNE HIRSH:  Absolutely right I agree.  


>> MARCIE DAVIS:  It's difficult and I certainly advocate for there to be certification.  But right now, under the ADA, the Department of Justice does not -- is not requiring that.


>> ANNE HIRSH:  Okay.  Can -- Margaret, maybe you want to speak to this one about emotional support animals in the workplace and I think it goes to that same issue of the employer saying what is the dog trained to do for you.


>> DR. MARGARET GLENN:  An emotional support animal is different than a service dog.  An emotional support animal can do certain things like go on a plane with you and do other things.  It's not automatically allowed in the workplace.  I mean I guess it could be asked where it's not covered.  An emotional support -- now confusion sometimes comes into play between an emotional support dog and a service dog that's working through somebody that has a psychiatric diagnosis, PTSD or something like that, the task is the difference.  An emotional support dog is there to comfort you and that is part of what a lot of service dogs do.  I watched a guy who has -- a Veteran who has traumatic brain injury.  And PTS and one of his issues that his dog automatically started doing was when he gets anxious the dog comes up and paws his hand and calms him down, reconnects him. 

Rethy does when her person is walking through large areas, maybe a Costco or whatever, that dog actually begins to go from one side to another between her and other people so that she feels protected as a result of that.


>> ANNE HIRSH:  Those are specific tasks that could be explained to an employer while the individual in those situations may call the dog an emotional support dog they might also seem to have a service dog --


>> DR. MARGARET GLENN:  They have to have a desk.


>> ANNE HIRSH:  Unfortunately we do have more questions but we're also out of time that is all the time we have.  I'll get the rest of these questions to Marcie and Margaret and we'll get written responses and post them in the archives we want to thank you all for attending.  We also want to thank Alternative Communication Services for providing the net captioning.  


If you need additional information about anything we have talked about today, please do let us know.  And if you want to discuss an accommodation, please feel free to contact us here at JAN.  We really hope this program was useful.  As mentioned earlier, an evaluation form will automatically pop up on your screen in another window as soon as we finish.  We appreciate your feedback so we hope you'll take a minute to complete the form.  Again, thanks for attending.  We hope to see you next month and go check out those Web sites on International Assistance Dog Week.  

***
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