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The Top Nine (9) Myths of the Disability Employment Initiative (DEI) focus on core 
information that the National DEI Program Office feels is critical for both DEI grantees 
and workforce system staff and their partners to understand.  These myths complement 
the DEI Access webinar series, expanding the concept of accessibility (program, 
communication and physical) to Workforce Investment Act (WIA) and Wagner-Peyser 
services for adult and youth jobseekers with disabilities.   

The DEI Myths touch on important reminders of how DRCs can assist their local One-
Stop Career Centers to ensure that both adult and youth jobseekers with disabilities 
are included and gain access in the following ways: 

  Adults/Youth with disabilities are co-enrolled in WIA and Wagner-Peyser 
services, as well as in Vocational Rehabilitation and other programs. 

  Adults/Youth with disabilities have access to core, intensive and training 
services. 

  Adults/Youth with disabilities are included in and referred to the wide 
variety of workforce programs and partners available within the One-Stop 
umbrella (e.g., youth, Apprenticeship, Job Corp, On-the-Job training, 
National Emergency grants, etc.), as well as discretionary grants (e.g., 
Green Jobs, Community College, etc.). 

 

The primary goal is to ensure that adults and youth with disabilities are included and 
referred to the vast array of services and programs available in the public workforce 
system.   We hope that Disability Resource Coordinators will use the information 
presented in the Access Webinar Series and DEI Myths to help educate the workforce 
system and partners and increase meaningful employment opportunities for persons 
with disabilities.  
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On the following pages, you will find 9 MYTHs followed by detailed explanations and 
examples that explain why the statement is indeed a myth.  Following each explanation 
is a section on ‘RELATED RESOURCES’, in which you will find additional information 
and web links to resources, tools and training archives which support the explanations 
and examples offered.   

Please feel free to contact your NDI Technical Assistance Liaison (NDI TA Liaison) if 
you have any further questions about any myths, explanations and/or related resources.  
The information provided here is not meant to be exhaustive on each topic, but rather to 
give you a snapshot of some of the most commonly held myths about the workforce 
system serving youth and adult customers with disabilities. 

This is a living document.  As the DEI moves forward, with the addition of new rounds of 
DEI Projects and as current projects advance in their work, more myths may be 
identified that need to be addressed.  Please contact your NDI TA Liaison if you feel 
that there are one or more DEI related myths that present a challenge in your local 
workforce investment area that would benefit from being formally addressed. 

 

 

 

 

 

 

 

This project has been funded, either wholly or in part, with Federal funds from the 
Department of Labor, Employment and Training Administration under Contract No.: 
DOLJ081A20684. The contents of this publication do not necessarily reflect the views or 
policies of the Department of Labor, nor does mention of trade names, commercial 
products, or organizations imply endorsement of same by the U.S. Government. 
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Top 9 Myths of the 

Disability Employment Initiative…… 
 
1. MYTH: Multiple service systems (i.e., Workforce, Vocational Rehabilitation, 
Mental Health, Employment Networks, Social Security Administration, etc.) 
cannot report a successful employment outcome when providing services and 
resources to the same customer. 

One of the underlying goals of the DEI is to improve systems collaboration.  We learned 
from Disability Program Navigators (DPNs) and now Disability Resource Coordinators 
(DRCs) that in order for different service systems to work more effectively together, it 
takes time and effort devoted to partnership-building.  Organization/agency leaders 
need opportunities for ongoing dialogue on how resources can be leveraged and staff 
members from diverse agencies/programs need frequent opportunities to learn about 
how services can be blended and braided.   

Ultimately, staff members from one agency need to know they have the authority and 
support of management to pick up the phone and work together with another agency 
toward the successful employment outcome of a shared customer.  If this is not 
common practice in your area, in particular between Workforce and Vocational 
Rehabilitation, more focused discussion among leadership and staff around co-
enrollment of shared customers and outcomes may be needed, including how systems 
are working to prevent duplicating services.  Central to these discussions is addressing 
the question that often arises when multiple agencies provide services or resources to 
the same customer: “Who gets the point?”, or which service system can claim the 
customer in their system as meeting an outcome without duplicating the count?  Given 
the importance of performance measures for all service systems, it is critical that all 
organizations within a community understand that when co-enrolled customers reach 
employment goals, every agency involved in leveraging services and supports can 
report a successful outcome due to different funding streams.  Everyone gets the point 
and most importantly, the customer secures employment! 

RELATED RESOURCES  
 
Integrating Resources and Services Blending and Braiding Funds Leveraging 
Resources 
http://www.dei-ideas.org/chapter2-1/page3a_bbf.cfm 
(You must be logged in to the DEI website to access this link) 
 
Blending and braiding funds is an integral strategy that is incorporated into the IRT 
model, Guideposts, Vocational Rehabilitation, Customized Employment, Self-

http://www.dei-ideas.org/chapter2-1/page3a_bbf.cfm
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Employment and other employment models. Blending and Braiding funding refers to 
leveraging different federal and state program funds to involve two or more agencies 
contributing the individual jobseeker's education training and employment goals. This 
section is dedicated to providing resources and tools around strategies and ideas about 
how to blend and braid funds. 

  Blending and Braiding PowerPoint Presentation 
This PowerPoint Presentation provides an overview of the Blending and Braiding 
concept including the basic elements that are essential to this service delivery 
component. 

  Integrated Resource Team Approach 
Learn how members of Integrated Resource Teams can work together to identify 
and strategize how services and resources can be coordinated to help a 
jobseeker with a disability reach their employment goal. 

 
Building Partnership & Collaboration:  The Integrated Resource Team (IRT) 
Approach Webinar Series 
http://www.dei-ideas.org/chapter1-1/page0a_tr35.cfm  
(You must be logged in to the DEI website to access this link) 
 
This webinar specifically addresses the Integrated Resource Team model and how that 
approach can work as a conduit to achieve blending and braiding funds and leveraging 
of resources.   
 
Under the “Oregon Disability Program Navigator Experience,” the use of a Resource 
Plan helped jobseekers to access more significant services within the One-Stop Career 
Center such as certifications, workshops, and training, and to incorporate community 
resources into their employment plans. By giving a goal specific explanation of available 
resources, the Resource Plan helps the customer, One-Stop staff, and community 
partners to coordinate and maximize available resources.  This webinar link also 
includes access to an example of a Resource Plan. 
 
2. MYTH: One-Stop Career Centers that have performed accessibility surveys and 
as a result, addressed physical access issues and installed adaptive technology, 
have built the capacity to effectively serve customers with disabilities and other 
multiple challenges to employment.  

While being able to get in the door and access job search resources within a One-Stop 
is certainly the first step to ensuring equal opportunity, building the capacity to serve 
and accommodate a diverse population of jobseekers on all levels of the Workforce 
Investment Act (WIA)-funded system is integral to achieving universal access.  Through 
both the DPN and DEI initiatives, we learned that in order to work towards physical, 
communication and program access across the spectrum of services and programs, 
One-Stops cannot do it alone.  They need to tap into the expertise of a wide network of 
resources at national, regional, state and local levels in order to better understand the 
challenges and accommodation solutions for such a wide-ranging customer base.  
These include accessing national experts such as the Job Accommodation Network, 

http://www.dei-ideas.org/chapter1-1/page0a_tr35.cfm
https://disability.workforce3one.org/view/2000927554771398150/info
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regional resources such as American with Disabilities Act (ADA) Centers, consultation 
with State Adaptive Technology Projects, and other local partners in your community, 
many of whom focus on the assets of individuals with specific disabilities. Among all of 
these resources, One-Stops need partners to assist them with problem-solving and 
brainstorming as challenges arise.  DRCs are not only charged with helping to forge 
these collaborative efforts, but also with encouraging workforce leaders to recognize 
that achieving universal access throughout a One-Stop is not a definitive process; it 
requires ongoing evaluation and revision based on the experiences of customers with 
disabilities and other multiple challenges to employment, innovation of more effective 
practices, and investment in latest technology.    

RELATED RESOURCES  
 
DEI Access Webinar Series 
http://www.dei-ideas.org/chapter1-1/page0a_tr38.cfm 
(You must be logged in to the DEI website to access this link) 

  Part 1: The Americans with Disabilities Act (ADA) & the One-Stop 
The ADA National Network is a national free resource that provides information, 
guidance and training on the Americans with Disabilities Act (ADA), tailored to 
meet the needs of business, government and individuals at local, regional and 
national levels. The ADA National Network consists of ten Regional ADA 
National Network Centers located throughout the United States that provides 
personalized, local assistance to ensure that the ADA is implemented wherever 
possible.  
 
This webinar, presented by the project director of the Rocky Mountain ADA 
Center, provides an overview of the ADA and discusses it in relation to the One-
Stop Career Center system.  It provides updated information on the 2008 ADA 
Amendments and their effect on the One-Stop.  Strategies shared include 
providing Good Customer Service in the One-Stop, and the role of the ADA. 
 

  Part 4: The Job Accommodation Network (JAN) & the One-Stop 
The Job Accommodation Network (JAN) is the leading source of free, expert, and 
confidential guidance on workplace accommodations and disability employment 
issues.  JAN’s consultants offer one-on-one guidance on workplace 
accommodations, the ADA and related legislation, and self-employment and 
entrepreneurship options for people with disabilities. Assistance is available both 
over the phone and online. Those who can benefit from JAN’s services include 
private employers of all sizes, government agencies, employee representatives, 
and service providers, as well as people with disabilities and their families. 
 
This webinar provides an overview of the JAN website and a demonstration on 
how One-Stop staff use JAN.  It shares strategies for providing Good Customer 
Service in the One-Stop, and the role of JAN. 
 

  Part 5: Regional ADA Centers & the One-Stop 

http://www.dei-ideas.org/chapter1-1/page0a_tr38.cfm
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This webinar provides an overview of services and support provided by the 10 
Regional ADA Centers, along with promising practices for One-Stops working 
with the Regional ADA Center.  It includes a demonstration of how One-Stop 
Career Center staff and partners can access their Regional ADA Center to 
provide technical assistance.  It shares strategies for providing Good Customer 
Service in the One-Stop, and the role of the Regional ADA Centers. 
 

  Parts 6 and 7: Assistive Technology (AT) & the One-Stop 
These two webinars provide basic and practical information on Assistive 
Technology (AT) in relation to the One-Stop Career Center system.   
 Part 1 discusses what AT is and the legislation that supports it.  It 

highlights how access to and use of AT impacts people with disabilities in 
the realm of employment.  It demonstrates how two statewide AT 
Projects—Alaska and New York--work with their DEI Projects. 

 Part 2 breaks down this information and discusses the role of the DEI in 
relation to AT.  It offers steps that DEI Projects can take to connect with 
AT partners & resources including how DRCs can assist One-Stop staff in 
understanding AT.  It includes strategies DRCs can use to assist their 
One-Stop staff and partners in promoting AT to jobseekers and employers 
and how DEI Projects/DRCs can help to develop clear access and 
accommodation procedures in the One-Stop to support a policy of 
universal access. 

 
3. MYTH: One-Stop Career Centers are programmatically accessible when 
customers with disabilities are able to independently access core services.  

Many workforce systems throughout the country have developed a better understanding 
that improving access is more than modifying a building to comply with the ADA, 
installing adaptive technology, or mandating disability awareness training.  However, 
even with this heightened awareness, ensuring program access on the wide spectrum 
of One-Stop services and partner programs still remains a major challenge.  Program 
access has been narrowly defined in some workforce areas, and as a result the doors to 
intensive and training services, including WIA Youth, Adult and Dislocated Worker and 
other U.S. Department of Labor (DOL) initiatives, have in some instances remained 
closed to customers with multiple employment challenges. 

Even before reaching the door of a One-Stop, program access begins with the inclusion 
of individuals with disabilities in outreach efforts, with reference to reasonable 
accommodations in all communications.  When customers make it to the front door of a 
One-Stop, program access involves how welcoming and accessible the referral and 
intake process is for customers, including the way in which disclosure of disability is 
handled and accommodations are offered and provided in these initial service phases.  
In particular, is there an effective accommodation policy in place with procedures 
developed to implement it, and do staff members have the authority and support of 
management to offer and provide accommodations?  
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Program access means that a diverse population of customers who are readily 
accessing core services, with or without accommodations, are considered for and 
regularly referred to programs beyond core services that provide another level of 
opportunity and assistance.  These resources include intensive and training services 
offered through the WIA Adult and Dislocated Worker programs, as well as other 
partner programs and DOL Initiatives housed in your workforce center that can enhance 
the likelihood of securing meaningful employment.  While it is recognized that not all 
customers who experience a disability or multiple challenges to employment will be 
enrolled in these additional services, they should be well represented among the 
different programs within your workforce system.  Achieving this level of program 
access involves ongoing collaboration between state and local workforce system 
leaders, partners and community allies to take a closer look at the experiences of 
customers with disabilities across the full spectrum of One-Stop services. 

RELATED RESOURCES  

DEI Access Webinar Series 
http://www.dei-ideas.org/chapter1-1/page0a_tr38.cfm 
(You must be logged in to the DEI website to access this link) 

  Part 2:  The Workforce Development System: A systemic look at Wagner-Peyser, 
the Workforce Investment Act (WIA), and Access  
This webinar featured NDI technical assistance liaisons, DJ Ralston and Brian 
Ingram, who served as guest presenters.  Prior to joining the national technical 
assistance team, they both served as a Navigator and a state lead under the 
Disability Program Navigator (DPN) initiative in Alaska and Oregon, respectively.  
Prior to the DPN initiative, both DJ and Brian were One-Stop employees, 
including case managers and, therefore, have been on both sides of the table 
and it is through this lens that they gave this presentation.   

 
Part 1 of this two-part training on WIA and Wagner-Peyser within the Access 
Series provides an overview of the Workforce Development System from an 
operational standpoint including details on how WIA legislation operates within 
the One-Stop; works in tandem with Wagner-Peyser programs; and how WIA 
and Wagner-Peyser have created Access issues for people with disabilities.  For 
this session, Randee Chafkin, national DEI Program Office, provided a special 
introduction to draw national attention and support emphasizing the importance 
of the information in terms of allowing for the provision of true programmatic 
access. 

 
  At Your Service: Welcoming Customers with Disabilities 

http://www.wiawebcourse.org/ 
"At Your Service: Welcoming Customers with Disabilities" is a self-paced 
webcourse for people interested in discovering best practices for working with 
customers who have disabilities. 
 
Upon completion of this webcourse, you will be able to: 

http://www.dei-ideas.org/chapter1-1/page0a_tr38.cfm
http://www.wiawebcourse.org/
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o State an understanding of the needs and experiences of people with 
disabilities. 

o Identify how to accommodate the needs of the customer with a disability while 
continuing to provide a high level of customer service. 

o Discuss basic etiquette for interacting with a customer who has a disability. 
o Explain how to comply with statutes regarding service to people with 

disabilities, including Section 188 of the Workforce Investment Act (WIA) and 
the Americans with Disabilities Act (ADA). 

 
4.  MYTH: Customers with disabilities are not able to achieve successful 
employment outcomes upon enrollment in WIA training.  

One-Stop customers with multiple challenges to employment may face yet another 
challenge in the workforce system: accessing WIA intensive and training services.  
Whether the challenge is disability, homelessness, lack of transportation or another 
factor that seemingly impedes the pathway to employment, One-Stops may simply 
determine a customer is not “job ready”.  In some cases, this decision may be both 
uninformed and highly subjective; however, from the perspective of a WIA case 
manager, training programs under WIA legislation are based on performance outcomes.  
If a customer does not successfully complete training and secure employment that 
produces self-sufficient wages and retain that employment, the workforce system “does 
not get the point”.   

One of the major obstacles to promoting enrollment of customers with disabilities in WIA 
training is the assumption that all customers with disabilities need specialized services.  
We know that this is simply not true and that many customers are able to effectively 
self-accommodate and use natural supports. Utilizing VR partners who will openly agree 
and communicate the message that they cannot serve, nor meet the resource needs of 
all customers with disabilities, can provide further validation to One-Stops.  As a DRC, 
you can also provide concrete examples of appropriate referrals to either VR or WIA 
programs, in addition to case scenarios of customers who may benefit from co-
enrollment in both service systems.  

Another major challenge to WIA training does not involve assumptions, but the realities 
of multiple resource needs.  Customers with and without disabilities may actually not be 
“job ready” due to a variety of challenges that need to be addressed before moving 
forward with training and employment.  A customer may need benefits counseling to 
understand the impact of work earnings, the opportunity to explore adaptive technology 
in a certain career field, or consultation with other community agencies to learn about 
available supports.  In any case, customers may need significant resource coordination, 
a role that a WIA case manager may not be able to fulfill because s/he does not have all 
the requisite tools, resources, and knowledge.  However, DRCs are in a position to 
engage multiple partners through the Integrated Resource Team approach and can use 
this critical strategy to engage more customers with disabilities in WIA training 
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programs.  In addition, DRCs can work closely with workforce leaders and partners to 
determine a process, such as a resource mapping workshop, incorporating it as part of 
an Individual Employment Plan (IEP), or an added intake procedure that allows 
customers the chance to map out resource needs and identify a plan of action to reach 
job readiness.   

RELATED RESOURCES  
 
DEI Access Webinar Series 
http://www.dei-ideas.org/chapter1-1/page0a_tr38.cfm 
(You must be logged in to the DEI website to access this link) 

  Part 3:  The Workforce Development System: A systemic look at Wagner-Peyser, 
the Workforce Investment Act (WIA), and Access 
This webinar featured NDI technical assistance liaisons, DJ Ralston and Brian 
Ingram, who served as guest presenters.  Prior to joining the national technical 
assistance team, they both served as a Navigator and a state lead under the 
Disability Program Navigator (DPN) initiative in Alaska and Oregon, respectively.  
Prior to the DPN initiative, both DJ and Brian were One-Stop employees, 
including case managers and, therefore, have been on both sides of the table 
and it is through this lens that they gave this presentation.   

 
Part 2 of this two-part series provides 'Real Life' examples to demonstrate WIA 
and Wagner-Peyser system barriers and offers solution-oriented strategies to 
help One-Stop staff address barriers faced by jobseekers with disabilities, along 
with strategies for providing Good Customer Service in the One-Stop, and the 
role of the WIA and Wagner-Peyser. 

 
Building Partnership & Collaboration:  The Integrated Resource Team (IRT) 
Approach Webinar Series 
http://www.dei-ideas.org/chapter1-1/page0a_tr35.cfm  
(You must be logged in to the DEI website to access this link) 

 
The vision for the DEI is to Improve coordination and collaboration among employment 
and training and asset development programs implemented at local levels, including the 
Ticket to Work Program, and to build effective community partnerships that leverage 
public and private resources to better serve individuals with disabilities and improve 
employment outcomes.  The IRT model serves as a conduit to improve coordination 
and collaboration among employment and training programs and focuses on leveraging, 
blending and braiding resources at a customer level thus improving access to the 
workforce investment system for ALL customers. 
 
This webinar specifically addresses the Integrated Resource Team model and how that 
approach can work as a conduit to achieve blending and braiding funds and leveraging 
of resources.  Under the “Oregon Disability Program Navigator Experience,” the use of 
a Resource Plan helped jobseekers to access more significant services within the One-
Stop Career Center such as certifications, workshops, and training, and to incorporate 
community resources into their employment plans. By giving a goal specific explanation 

http://www.dei-ideas.org/chapter1-1/page0a_tr38.cfm
http://www.dei-ideas.org/chapter1-1/page0a_tr35.cfm
https://disability.workforce3one.org/view/2000927554771398150/info
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of available resources, the Resource Plan helps the customer, One-Stop staff, and 
community partners to coordinate and maximize available resources.  This webinar link 
also includes access to an example of a Resource Plan. 
 
Resource Mapping the Guideposts and Working with Targeted Youth Groups 
http://www.dei-ideas.org/chapter1-1/page0a_tr36.cfm  
(You must be logged in to the DEI website to access this link) 
 
This webinar features Patricia Gill and Mindy Larson, the National Collaborative on 
Workforce and Disability for Youth (NCWD/Youth), who introduce and demonstrate a 
resource mapping tool that Disability Resource Coordinators can use to conduct 
research to identify community resources and connections, as well as gaps, to help 
build a foundation of partners within the community available to implement the 
Guideposts (a copy of the tool is included under "Materials / Resources"). 
 
5. MYTH: An Integrated Resource Team is an Interagency Committee that meets 
regularly to build cross-agency awareness and build systems collaboration. 

Most states and some local regions have organized Interagency Committees consisting 
of representatives from disability, workforce, and education systems, as well as 
community agencies and the business sector who come together to explore issues 
impacting individuals with disabilities.  Participation on these monthly or quarterly 
meetings is fairly consistent, with many diverse agencies at the table.  Interagency 
Committees typically identify solutions at a systems level to impact policy changes, 
improve interagency referral processes, and/or work together towards an annual event, 
such as a Job Fair or Employer Forum.  While these coalitions can serve as an effective 
tool for enhancing systems collaboration, they are often misunderstood as the strategic 
customer-level approach of the Integrated Resource Team (IRT). 

An IRT brings together a wide range of representatives at the local One-Stop 
community level to improve coordination of services and supports to a customer with a 
disability.  Since each One-Stop customer has a unique set of resource needs, each 
IRT is made up of staff from organizations and partner agencies that can offer those 
specific employment-related resources.  Members of an IRT work together to identify 
and strategize how their combined services and resources can be leveraged to support 
a customer’s employment goals.  The duration of time during which an IRT comes 
together to coordinate services is flexible, as it depends upon the specific needs and 
goals of each customer.  Overall, an IRT focuses on the resource needs of an individual 
customer with a disability and coordination of resources to address those needs, 
whereas an Interagency Committee focuses on systems coordination and collaboration 
on a broader level.  An Interagency Committee can be quite helpful to forming an IRT 
because if leaders from varied service systems are engaged in building stronger 
systems collaboration, this can serve as a foundation to resource coordination at the 
customer-level. 

http://www.dei-ideas.org/chapter1-1/page0a_tr36.cfm
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RELATED RESOURCES  
 
IRT Resources on DEI Website 
http://www.dei-ideas.org/chapter2-1/page2a_irt.cfm 
(You must be logged in to the DEI website to access this link)  

  Disability Employment Initiative (DEI) Projects - Integrated Resource Teams 
Approaches and Strategies: This document provides an at-a-glance picture of 
which DEI projects plan to implement this particular service delivery component, 
as well as what approaches and strategies they plan to utilize in order to execute 
the service delivery component. 

  Integrated Resource Team PowerPoint Presentation: This PowerPoint 
Presentation provides an overview of the Integrated Resource Team (IRT) 
concept including the basic elements that are essential to this service delivery 
component. 

  Integrated Resource Team (IRT) Frequently Asked Questions: This document 
contains a list of Frequently Asked Questions (FAQs) pertaining to the IRT 
concept. This list was developed in response to grantee questions that arose as 
this concept was introduced during the previous Disability Program Navigator 
Initiative. This list of FAQs has been updated and includes information that is 
pertinent to the Disability Employment Initiative, including how the Disability 
Resource Coordinator can be an active part of the IRT model. 

  Promising Practices Integrated Resource Team Brief: In 2008, the National 
Disability Program Navigator (DPN) Program Office began to identify DPN 
promising practices to share with the WIA system nationwide. One of these 
promising practices included the Integrated Resource Team (IRT) Model. This 
brief details how DPN projects utilized this model to improve the employment 
outcomes of individuals with disabilities. 

  Disability Program Navigators: Making Employment Connections for Jobseekers 
with Disabilities: This video highlights how the Navigator facilitated an Integrated 
Resource Team within a One-Stop Career Center (Worksource Center, Portland, 
Oregon) to blend and braid resources around the employment needs of an 
individual jobseeker with disabilities. This video tells the story of how the IRT 
approach was successful in assisting a jobseeker who is deaf to receive training 
at his local community college and a paid internship, with the goal of finding a 
higher paying job. 

 
Partnership & Collaboration at the Local Level Webinar 
http://www.dei-ideas.org/chapter1-1/page0a_tr34.cfm  
(You must be logged in to the DEI website to access this link) 
 
This webinar provides DRCs and other DEI Project Staff with promising practices and 
guidance on how to build systems collaboration at the local level through strategic 
partnering and participation on interagency teams that target specific goals and 
outcomes. The training discusses the various steps that DRCs can take toward 
initiating, implementing and sustaining a close level of interagency collaboration with 
DEI goals in mind. 
 

http://www.dei-ideas.org/chapter2-1/page2a_irt.cfm
http://www.dei-ideas.org/chapter1-1/page0a_tr34.cfm
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Real scenarios are provided on the differences between networking and collaborating, 
particularly examples that demonstrate how to move an existing relationship or 
interagency group from networking to collaborating, as well as how to move an existing 
or newly formed interagency group toward setting and achieving shared goals and 
outcomes. 

  Partnerships and Collaboration Support Material 
The materials provided within this document are designed to assist Disability 
Resource Coordinators as they move forward in implementing the Partnership & 
Collaboration strategic service delivery component under the DEI.   

 
6.  MYTH: Under the Ticket-to-Work Program, One-Stop Career Centers can be 
successful Employment Networks without establishing a strong partnership with 
a Work Incentives Planning and Assistance Project or developing internal 
expertise in this area. 

As more One-Stops participating in the DEI have become approved Employment 
Networks (EN), they will soon begin receiving funding from the Social Security 
Administration (SSA) for assisting Ticket Holders in attaining employment-related 
milestones and outcomes.   In order for One-Stops to meet SSA’s defined milestones 
and outcomes, Ticket Holders will need a clear understanding about what this will mean 
to their livelihoods.  Will their cash benefits be reduced or cease?  If so, will their new 
earnings from work be more or less than their disability benefits?  Most importantly, will 
they be able to keep their medical insurance, and what about safety nets available to 
regain benefits if they have been terminated by SSA, but can no longer maintain 
employment because of their disability or lose their job as a result of the economic 
downturn?   

The answers to these questions can be extremely complex and are often compounded 
by over- and underpayments by SSA to beneficiaries in previous years.  Fortunately, 
ENs do not necessarily need to be the experts in all of the variables that impact a Ticket 
Holder’s benefits.  However, your One-Stops/ENs do need to work in close collaboration 
with professionals in your communities, such as Work Incentive Planning and 
Assistance (WIPA) projects who employ trained benefits specialists called Community 
Work Incentive Coordinators (CWIC’s).  CWICs are experts in disability benefits and 
have the technical experience to explain the cause and effect of various decisions made 
by customers regarding work.  It is critical that Ticket Holders receive accurate and 
detailed information about their disability benefits and available work incentives, as well 
as how earned income impacts other programs, such as Housing for Urban 
Development (HUD), Temporary Assistance for Needy Families (TANF), Food Stamps 
(now called SNAP--Supplemental Nutrition Assistance Program) and other state and 
local subsidies.  In fact, some DEI State projects have determined this is such an 
important service to provide Ticket Holders, they have built in this level of expertise by 
having DRCs trained as benefits specialists.  While this certainly is not a requirement of 
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all DEI projects, it demonstrates the importance of having this knowledge available to 
Ticket Holders who are served through One-Stop ENs. 

If your One-Stops/ENs assign Ticket Holders without initially connecting them to a 
benefits specialist, you not only run the risk of not reaching payment milestones due to 
Ticket Holders leaving jobs for fear of losing or real loss of cash benefits and/or 
insurance, but you will also have impeded the right of individuals to make informed 
choices that can greatly impact their health, career and financial livelihoods.  

RELATED RESOURCES  

Ticket-to-Work / Benefits Basics - Resources on DEI Website 
http://www.dei-ideas.org/chapter6/page4a_bb.cfm  
(You must be logged in to the DEI website to access this link) 

  Social Security Disability Benefits Toolkit: This Toolkit was designed to provide 
information and resources to One-Stop Career Center customers who want to 
learn more about applying for Social Security disability  

  Ticket to Work and Social Security Disability Benefits Toolkit for One-Stop 
Customers Who Are Ready To Work: This Toolkit was designed to assist One-
Stop Customers who are receiving Social Security Disability Benefits better 
understand the Ticket to Work Program as well as various other Work Incentives 
that may be utilized in order to help them return to work.(WIPA information 
included) 

  Ticket to Work and Social Security Benefits Toolkit for One-Stop Career Centers: 
This Toolkit was designed to assist One-Stop Career Center Staff to better 
understand the Ticket to Work Program as well as to better understand Social 
Security Disability Benefits and Work Incentives which are critical to One-Stop 
Customers who are receiving Social Security Benefits. 

 
Ticket to Work Boot Camp - Foundational Knowledge 
http://www.dei-ideas.org/chapter1-1/page0a_tr47.cfm 
(You must be logged in to the DEI website to access this link) 

  The purpose of this two-part series is to provide DRCs with a working knowledge 
of some of SSA's employment supports and other work incentives, so that a DRC 
can serve as a resource to the workforce system. As a resource, the DRC can 
use and can also pass on this critical information to One-Stop Career Center 
staff, so that they have a better understanding of available employment supports 
and provide jobseekers with disabilities with information that can help in making 
informed decisions about work. 

  Part One: 'DRCs & One-Stop Staff Serving as a Resource on TTW' provides 
basic information and covers the role of the DRC and One-Stop staff serving as a 
resource on the Ticket to Work program. Supporting materials include 
'Downloadable Toolkits' that provide handouts that DRCs can print out and put 
into packets, either to use for One-Stop staff trainings or to have available in the 
One-Stops for jobseekers/beneficiaries with disabilities.  

  Part Two: 'SSA Work Incentives & Other State & Federal Work Incentives’ builds 
upon Part I and provides information on the basics of SSA disability benefits, 

http://www.dei-ideas.org/chapter6/page4a_bb.cfm
http://www.dei-ideas.org/chapter1-1/page0a_tr47.cfm
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SSA Work Incentives, and the importance of benefits planning for success with 
Ticket holders and ENs.  In addition, it highlighted other federal Work Incentive 
programs through Housing and Urban Development (HUD) and State programs 
that expand health coverage for working people with disabilities. 
 

Work Incentives Planning and Assistance Projects 
http://ssa.gov/work/WIPA.html 
 
There are 102 Work Incentives Planning and Assistance Projects or WIPAs throughout 
the U.S. and the U.S. territories (formerly known as Benefits Planning Assistance and 
Outreach projects or BPAOs). The WIPA projects were funded to assist SSA disability 
beneficiaries with information about work incentives, benefits planning, and making 
good choices about work. 
 
By working with a WIPA, SSA beneficiaries will be better equipped to make informed 
choices about work.  Each WIPA is staffed with Community Work Incentive 
Coordinators (CWICs) to: 

  provide work incentives planning and assistance; 
  help beneficiaries and their families determine eligibility for Federal or State work 

incentives programs; 
  refer beneficiaries with disabilities to appropriate Employment Networks or State 

VR agencies based on individual needs and impairment types; 
  provide general information about potential employer-based or federally 

subsidized health benefits coverage available to beneficiaries once they enter the 
workforce; and 

  inform beneficiaries with disabilities of further protection and advocacy services 
available to them. 

 
To find the WIPA project nearest you please visit the Service Provider Directory. 
 
7.  MYTH: A One-Stop Career Center cannot ask a customer if he/she has a 
disability. 

Even with heightened disability awareness across the public workforce development 
system, there still sometimes exists conflicting and confusing views on whether or not a 
One-Stop can ask a customer if he/she has a disability.  This may be because the 
answer varies depending on the situation. For staff members of a One-Stop, what they 
are and are not allowed to ask in regards to a customer’s disability depends on what 
role they are performing at any given time.  The reason for those different roles is that 
One-Stops provide different provisions of services.   

Under ADA Title II, asking about disability in the context of the provision of services is 
legal.  One-Stops provide service-related assistance intended to help customers explore 
all resources they might need and programs for which they may be eligible.  In this 
services context, disability-related inquiries are legal and even recommended to help 
assess customers who have particular types of employment challenges for signs of 

http://ssa.gov/work/WIPA.html
https://secure.ssa.gov/apps10/oesp/providers.nsf/bystate


15 

 

hidden disabilities, to determine eligibility for targeted programs, and to determine 
whether reasonable accommodations may help the customer succeed.  Where 
services-related standards apply under the ADA, there is broad latitude in asking 
questions related to disability.       

Under ADA Title I, the questions a One-Stop may ask about disability are much more 
limited under employment-related provisions (i.e., employment services), and illegal in 
certain employment contexts.  This is where it can become complex for One-Stops, 
since asking about a customer’s disability will depend on which type of activity a staff 
member is engaged in.  Overall, it is all about the context in which disability is 
discussed.  Whereas it is legal and appropriate in the context of guiding a customer to 
eligible services and resources, and assessing and providing accommodations, it is 
likely illegal in employment-related contexts in which unfair stereotyping may occur and 
employment opportunities could be lost.  DRCs can work together with workforce 
leaders and disability partners to evaluate the specific services provided in each local 
One-Stop and to offer more in-depth training to staff on the correlation between the 
various roles they perform and disability inquiries including the types of information that 
can and cannot be shared with employers. 

RELATED RESOURCES  
 
ADA & Disability Inquiry Resources on the DEI Website 
http://www.dei-ideas.org/chapter2-3/page1a_ade.cfm   
(You must be logged in to the DEI website to access this link) 

  PowerPoint: "Disability Related Information: Asking, Telling, Using and Storing" 
This PowerPoint was created by Denise Sudell from the Civil Rights Center 
within the United States Department of Labor. It addresses the four major areas 
related to Disability Information within a One-Stop setting: Asking, Telling, Using 
and Storing. 

  Disability Inquiries in the Workforce Development System 
This brief from the National Collaborate on Workforce and Disability (NCWD) - 
Youth, was created for people working in One-Stop Career Centers to clarify 
what and what cannot be asked as it pertains to disability. 

 
ADA Resources: DEI Access Series 
http://www.dei-ideas.org/chapter1-1/page0a_tr38.cfm  
(You must be logged in to the DEI website to access this link) 

  Part 1: The Americans with Disabilities Act (ADA) & the One-Stop (Expert 
Presenter: Jana Burke, Ph.D. - Project Director, Rocky Mountain ADA Center) 
This training provides an overview of the ADA, discusses the ADA and the One-
Stop, provides information on the 2008 ADA Amendments and their effect on the 
One-Stop, and offers strategies for providing Good Customer Service in the One-
Stop, and the role of the ADA. 

  Part 5: Regional ADA Centers & the One-Stop (Expert Presenter: Jana Burke, 
Ph.D. - Project Director, Rocky Mountain ADA Center)  

http://www.dei-ideas.org/chapter2-3/page1a_ade.cfm
http://www.dei-ideas.org/chapter1-1/page0a_tr38.cfm
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This training provides an overview of services and support provided by the 10 
Regional ADA Centers, Promising Practices for One-Stops working with the 
Regional ADA Center, demonstrates One-Stop Career Center calls/technical 
assistance with ADA Centers, and offers strategies for providing Good Customer 
Service in the One-Stop, and the role of the Regional ADA Centers. 
 

8.  MYTH: It is the role of the DRC, One-Stop staff, and/or a partner program to 
decide which service provider and resources best match a customer’s needs.   

All customers have a choice around whether or not to access the array of services and 
resources available within a One-Stop, including whether they will participate in 
programs for which they are eligible. Of course, not every customer will decide to use all 
services offered, which might result in passing up an interview workshop, missing a job 
fair, or not completing an eligibility requirement for training.  However, the resources are 
available and it is up to each customer to decide what path to take towards his/her 
goals.  Customers with disabilities are no different than customers without disabilities; 
there may just be more services and supports available on the pathway to achieving 
employment, such as benefits counseling, adaptive technology and a range of 
accommodations. 

Through the DPN initiative and DEI, many workforce systems now understand that 
“steering” or automatically referring all customers with disabilities to VR or other special 
programs is illegal, since it is based solely on a person’s disability.  Both workforce and 
VR also know that neither agency can meet the needs of all people with disabilities; 
communities need both systems because each provides specific resources, tools, and 
knowledge to the customer.  Customers with disabilities should have the choice to tap 
into as many resources as they need to reach their goals, since only the individual 
customer will know the right combination of services that may be his/her formula to 
success.  This means that each customer who comes into a One-Stop should be 
evaluated on an individualized basis and provided a menu of options to choose from.  
As a DRC, this involves training One-Stop staff to offer the same level of customer 
service to individuals with disabilities as any other customer, in addition to providing 
information on available supports such as those offered through VR, Independent Living 
Centers and other local community service agencies.  The key is for One-Stops to 
continue beyond referring out customers with disabilities, in order to ensure that all 
customers have the opportunity to explore and benefit from the range of workforce 
services. 

RELATED RESOURCES  
 
Promising Practices... Supporting jobseekers with multiple challenges to 
employment 
https://disability.workforce3one.org/view/2000927554771398150/info  
 

https://disability.workforce3one.org/view/2000927554771398150/info
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Since the inception of the DPN initiative in 2003, DPNs have focused on the 
coordination of integrated services to jobseekers with multiple challenges to 
employment. With considerable knowledge on resources within the public workforce 
investment system and in the community, Navigators often see the "big picture" or the 
many pieces needed to form the puzzle. This information brief highlights the use of 
Integrated Resource Teams, which represent one significant approach DPNs are using 
to bring together multiple partners across service systems helping to build teams who 
work together to combine resources and help jobseekers reach employment. 

 
Resource Mapping the Guideposts and Working with Targeted Youth Groups 
http://www.dei-ideas.org/chapter1-1/page0a_tr36.cfm  
(You must be logged in to the DEI website to access this link) 
 
Resource Mapping the Guideposts and Working with Targeted Youth Groups, which 
featured Patricia Gill and Mindy Larson, NCWD/Youth, is the first training targeted 
specifically to the DEI youth focused projects (but also open to other DEI projects that 
want to learn about strategies and resources for serving youth). This webinar focused 
on addressing the needs of youth in the Juvenile Justice and Foster Care systems.  The 
NCWD/Youth guest presenters introduce and demonstrate a resource mapping tool that 
Disability Resource Coordinators can use to conduct research to identify community 
resources and connections, as well as gaps, to help build a foundation of partners within 
the community available to implement the Guideposts. 

 
9. MYTH: One-Stop Career Centers have built the capacity to more effectively 
serve a diverse population of jobseekers by referring all customers with 
disabilities to a DPN or DRC for one-on-one employment and job search services, 
benefits counseling, and/or resource coordination. 

With partnership-building a major component of the DEI, DRCs engage in significant 
outreach and resource mapping to promote cross-agency collaboration and more 
effective leveraging of public and private resources across multiple workforce, disability 
and generic service systems.  Through outreach, DRCs also learn how the workforce 
system can better serve customers with various disabilities, such as how to ensure 
communication access for customers who are deaf or the different kinds of 
accommodations that can be offered to customers with learning or mental health 
disabilities.  DRCs use a variety of strategies to foster partnerships, whether this 
involves developing an Interagency Committee, organizing a cross-agency collaborative 
event such as a Job Fair or Employer Forum, or simply bringing staff from two agencies 
together to encourage open discussion on effective collaboration.  However, how can 
DRCs work to ensure the impact of this extensive partnership-building on the customer-
level?   

In order for DRCs to understand the experience of customers with disabilities within the 
workforce system, they need to be as integrated as possible. This does not mean, 
however, that DRCs should meet with every customer with a disability who comes into a 
One-Stop.  DRCs who are well-integrated into their workforce systems may regularly 

http://www.dei-ideas.org/chapter1-1/page0a_tr36.cfm
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volunteer to work at the front desk and resource room of their One-Stops to learn more 
about how welcoming and accessible these areas are for all customers, especially 
customers with disabilities and other multiple challenges to employment who may need 
accommodations.  DRCs may periodically attend resume and interviewing workshops, 
computer courses offered within the One-Stop, and assist with on-site job recruitments 
to gain a better understanding of the scope and accessibility of these services.  By 
regularly participating in One-Stop and Business Services staff meetings, DRCs can 
learn more about their local workforce system’s practices, as well as use these 
opportunities to introduce a range of available resources from other service systems, 
such as benefits counseling, job coaching services, or funding for adaptive equipment.  

In order to further gauge the experiences of customers with disabilities, DRCs can 
provide support to One-Stop staff and partners while they are meeting with and 
providing employment and training services to customers who may have multiple 
challenges and/or resource needs. This allows the opportunity for DRCs to demonstrate 
how to offer and provide accommodations, in addition to the chance to assist staff with 
reaching out to other service systems for collaborative approaches.  While DRCs may 
occasionally meet one-on-one with customers who experience any number of 
challenges, it is ultimately the DRC’s role to help customers to navigate through the 
One-Stop system and access all of the valuable tools provided by workforce 
professionals, as well as to assist with the coordination of multiple resources needed to 
facilitate each individual customer’s career pathway. 

RELATED RESOURCES  
 
Partnerships and Collaboration 
http://www.dei-ideas.org/chapter2-1/page8a_pandc.cfm  
(You must be logged in to the DEI website to access this link) 
 
Coordination across multiple agencies includes outreach to the partner's 
clients/consumers, co-location and integration in One-Stop Career Centers, and 
leveraging available funds, resources and organizational expertise. Partnering across 
multiple systems/programs is often a pre-requisite to providing employment-related 
supports that are needed to successfully address multiple challenges to employment. 
This section contains resources pertinent to Partnership and Collaboration. 

  Partnerships and Collaboration PowerPoint Presentation 
This PowerPoint Presentation provides an overview of the Partnership and 
Collaboration concept including the basic elements that are essential to this 
service delivery component. 

  Partnerships and Collaboration - Building an Interagency Team PowerPoint 
Presentation 
This PowerPoint Presentation provides an overview of how building an 
Interagency Team can facilitate partnerships and collaboration. 

 

http://www.dei-ideas.org/chapter2-1/page8a_pandc.cfm


19 

 

Promising Practice:  Achieving a more welcoming, integrated and accessible 
One-Stop Career Center system 
https://disability.workforce3one.org/view/2001018056540591023/info  
 
As one of the key principles of WIA, universal access offers the promise of a welcoming, 
integrated, and user-friendly system. All jobseekers should be able to independently tap 
into all available employment services, resulting in fewer requests for specialized 
assistance and more efficient use of staff resources. Under WIA and the ADA, 
reasonable accommodations are provided upon request; however, One-Stop Career 
Centers aim to streamline services so that a wide-ranging population of jobseekers 
have direct access to resources, programs and activities. This information brief 
highlights how Navigators throughout the country are helped to expand universal 
access in One-Stop Career Centers for a more diverse population of jobseekers, 
including jobseekers with disabilities. 
 
DEI FAQ:  Establishing a Local Interagency Committee to Strengthen and Sustain 
Systems Collaboration 
http://www.dei-ideas.org/chapter5/q3.cfm 
(You must be logged in to the DEI website to access this link) 
 
Establishing a local 'Interagency Committee' may be one key approach to ensuring that 
partners have an ongoing means to communicate, problem-solve and ultimately work 
together to improve employment outcomes of people with disabilities. This FAQ is 
considered ADVANCED in terms of the level of strategies discussed in the subject area 
of systems collaboration. Prior to implementing the outlined strategies, new DRCs or 
DPNs (less than a year) may want to first access the BASIC FAQ: "How can 
DRCs/DPNs begin to build relationships with community service providers and sustain 
these relationships?" (http://www.dei-ideas.org/chapter5/q2.cfm)  
 
IRT Resources on DEI Website 
http://www.dei-ideas.org/chapter2-1/page2a_irt.cfm 
(You must be logged in to the DEI website to access this link)  

  Integrated Resource Team PowerPoint Presentation: This PowerPoint 
Presentation provides an overview of the Integrated Resource Team (IRT) 
concept including the basic elements that are essential to this service delivery 
component. 

 

https://disability.workforce3one.org/view/2001018056540591023/info
http://www.dei-ideas.org/chapter5/q3.cfm
http://www.dei-ideas.org/chapter5/q2.cfm
http://www.dei-ideas.org/chapter2-1/page2a_irt.cfm

