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I.
INTRODUCTION
This report represents the analysis of the second phase of the Disability Program Navigator (DPN) Telephone Survey conducted with the original fourteen DPN projects (Arizona, California, Colorado, Delaware, Florida, Illinois, Iowa, Maryland, Massachusetts, New York, Oklahoma, South Carolina, Vermont, and Wisconsin).  The first phase of the survey was conducted from September 2004 through February 2005 (T1) and the second phase was conducted from March 2006 through July 2006 (T2).  

The Telephone Survey instrument was designed to:
1. Describe barriers and facilitators to services, supports and employment outcomes for individuals with disabilities in the Workforce Development System.

2. Monitor changes in barriers to services, supports and employment outcomes for individuals with disabilities in the local areas.  The change in ratings of barriers from T1 to T2 by individual subsequently will measure changes in barriers to services, supports and employment outcomes that may be associated with Navigator intervention strategies in the Workforce Development System.

3. Describe Navigator activities in facilitating improved system relationships and impact on reducing barriers to system relationships and improved individual outcomes.  Questions about awareness of the Navigator, DPN roles and responsibilities and contact with DPN provide information to document the DPN’s impact on barrier changes from T1 to T2.  This information also provides stakeholder perspectives that may need to be addressed with technical assistance and training activities.

The telephone survey is one of four components that comprise the DPN Evaluation Plan.  In addition to the telephone survey, the evaluation plan includes the following three strategies: the Navigator Quarterly Report evaluation instrument; in-depth four state study; and a comparison of individual outcome date.   

This report examines the findings from T2 including all interviews (both DPNs and non-DPNs) and compares it to the findings from T1 to note any changes.  Results of the first survey were reported in May 2005.  The report summarizes the questions asked and responses for quantitative questions.  

A.
The Sample
The telephone survey was designed to include approximately 11 One-Stop Career Center and local Workforce Development System staff partners and stakeholders for each Disability Program Navigator (Navigator or DPN).  Some participants are associated with more than one Navigator, and therefore there are fewer than 11 unique participants for each DPN eligible for the survey. The Navigators provided contact information for all participants who were not DPNs, and the survey unit of the LHPDC compiled these listings to confirm that each participant was surveyed one time even if listed by multiple DPNs. 

Participants from the Workforce Development System included (e.g. Navigator and Internal Stakeholders):

1.
Workforce Director and/or Senior Management Staff

2.
Navigator’s Supervisor in the One-Stop Career Center

3.
One-Stop Career Center Director

4.
Disability Program Navigator
5.
Employer Liaison

6.
Case Manager or Career Director

7.
One other individual designated by Navigator
Other participants included (e.g. External Stakeholders):

1.
Representative from Vocational Rehabilitation (VR)
2.
Benefits Planning, Assistance and Outreach (BPAO) specialist
3.
An Area Work Incentives Coordinator (AWIC) or representative from Social Security Administration (SSA) Field Office

4.
One other designated by the Navigator
The first survey was completed by 819 people, 149 (18%) were Navigators and 670 (82%) were non-Navigators.  The second survey was completed by 658 people, 193 were Navigators (29%) and 465 were non-Navigators (71%).  The sample size in T2 was significantly less than in T1 because of turnover and changes in positions between the two interview periods.  The survey team used the contact information provided in year one for consistency.  In several instances, the person was no longer in the position or unreachable during the time the year two survey was being conducted.

B.

Key Findings
1. Overall satisfaction with DPN services was high, and rated an average of 7.5 on a scale of 1 to 9, with 9 being “very satisfied.”

2. DPN services on average exceeded the threshold of “expectations met,” rating DPN services a 7.0 average, where 9.0 denoted “exceeds expectations.”

3. DPN services compared very well to an ideal set of services, rating DPN services an average of 6.71, where 9 represented “very close to ideal.”

4. The greatest advantages of having a DPN in the system in 2006 were consistent with findings from 2004 and include a) improving programs/service access, b) improving interagency coordination, and c) improving the availability of benefits counseling.

5. Navigators continue to work most frequently on raising customer awareness of programs and services; raising staff knowledge on how to support job seekers with disabilities; and improving connections with community service providers.

6. The highest-rated perceived outcomes of the DPN in both 2004 and 2006 include providing job seekers with disabilities greater access to program and services, as well as more effective and meaningful participation at One-Stop Career Centers.

7. Similar to results in 2004, interagency coordination, local board policies, availability of computer training, and job placement services were reported as the greatest facilitators to employment in 2006.
· External Stakeholders reported that transportation, access to health care, and availability of workplace accommodations were greater facilitators to employment in 2006 than in 2004.

8. Similar to results in 2004, transportation and employer attitudes were reported as the greatest barriers to employment.  Although rated as a significant barrier in 2004, unemployment rate in the local area was not rated as a significant barrier in 2006.

· External Stakeholders also rated access to health care as a substantial barrier.

· Navigators and Internal Stakeholders agreed that interagency coordination, employer attitudes and availability of workplace accommodations were less of a barrier in 2006 than they were in 2004.

9. Complexity of the customer’s needs and lack of awareness of available services were reported as the greatest barriers to obtaining services and supports for individuals with disabilities in the Workforce Development System in both 2004 and 2006.  
· Navigators and Internal Stakeholders agreed that computer, program and physical access; staff awareness and competency; and lack of awareness of services available (reported by External Stakeholders, too) have improved and are less of a barrier in 2006 than they were in 2004.
· External Stakeholders rated workforce development policies and procedures as a significant barrier in 2006.

10. A slight increase in percentage of respondents in 2006 from 2004 reported that groups or agencies are meeting regularly with the DPNs to a) make decisions regarding reduction of system barriers (82.49% vs. 79.7%), and b) make decisions regarding funding of service for an individual with a disability to meet employment goals (63.7% vs. 62.3%).
11. There is an increase from 2004 to 2006 in both awareness and frequency of interactions with the SSA’s Area Work Incentives Coordinator and benefits specialist with the Benefits Planning, Assistance and Outreach program (now referred to as the Work Incentives Planning and Assistance projects).
· In 2006, Navigators and Internal Stakeholders were most likely to interact with the AWICs concerning increasing the knowledge of One-Stop staff, whereas External Stakeholders were more likely to interact with the AWICs about increasing use of work incentives.
· In 2006, Navigators and Internal Stakeholders were most likely to interact with the BPAOs concerning increasing the knowledge of One-Stop staff, increasing referrals to the BPAOs, and increasing the use of work incentives.  External Stakeholders were most likely to interact with the BPAOs about increasing the use of work incentives.
II.
TELEPHONE SURVEY APPROACH COMPOSITE ANALYSIS
A.
Workforce Development System Barriers for Individuals with Disabilities
Question Q1a through Q1h concerned barriers to obtaining services and supports for individuals with disabilities in the Workforce Development System. Each participant was asked to rate each item as barriers for individuals with disabilities in obtaining service or support from the Workforce Development System on a scale from 1 (not a barrier) to 9 (greatest barrier). Each item was asked in the format “How much is _____ a barrier for individuals with disabilities in obtaining service or support from your Workforce Development System?”  Similar to results in 2004, interviewees reported that complexity of customers’ needs and lack of awareness of services was the greatest barriers, among those listed.  (“Other” responses were rated as greater barriers, but less than half of the respondents reported other barriers.)
	Question 1:  Service Barriers

(Total Sample)
	2004
	2004
	2004
	2006
	2006
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Computer access and use
	796
	3.15
	3
	642
	2.81
	2

	Program access
	792
	3.11
	3
	639
	2.87
	2

	Physical access
	809
	2.73
	2
	648
	2.48
	2

	Complexity of needs
	767
	4.85
	5
	615
	4.59
	5

	Policies and procedures
	782
	3.52
	3
	635
	3.17
	3

	Partner relationships
	801
	2.89
	2
	637
	2.78
	2

	Staff awareness and competency
	807
	3.51
	3
	650
	3.14
	3

	Lack of awareness of services available
	799
	4.55
	5
	647
	4.14
	4

	Other
	281
	7.00
	8
	219
	6.88
	7


In 2006, Navigators and non-Navigator Stakeholders agree that the two greatest barriers for individuals with disabilities in obtaining services or supports from their Workforce Development System are (1) the complexity of the customers’ needs and (2) a lack of awareness of services available.  In addition, External Stakeholders rated workforce development policies and procedures as a barrier.  External stakeholders may need to be more aware of the workforce development policies and procedures.  Navigators and Internal stakeholders may not view these policies and procedures as barriers because they are more familiar with them.
	Navigators, Internal and External Stakeholders’ Ratings of Barriers for Individuals with Disabilities’ Ability to Obtain Service or Support from Local Workforce Development System
(Barriers are rated on a 9 point scale from 1 “not a barrier” to 9 “greatest barrier”.)

	Service Barriers
(2006 sample)
	Navigators
	Internal Contacts
	External Contacts

	
	N
	Mean
	Median
	N
	Mean
	Median
	N
	Mean
	Median

	Computer access and use
	192
	2.65
	2
	299
	2.47
	2
	151
	3.68
	3

	Program access
	189
	2.75
	2
	298
	2.47
	2
	152
	3.8
	3

	Physical access
	193
	2.20
	2
	298
	2.22
	2
	157
	3.32
	3

	Complexity of needs
	185
	4.55
	5
	277
	4.20
	4
	153
	5.34
	5

	Policies and procedures
	190
	3.01
	2
	298
	2.75
	2
	147
	4.22
	4

	Partner relationships
	193
	2.77
	2
	296
	2.46
	2
	148
	3.45
	3

	Staff awareness and competency
	192
	3.03
	3
	301
	2.83
	2
	157
	3.87
	4

	Lack of awareness of services available
	193
	4.05
	4
	297
	3.88
	4
	157
	4.76
	5


Navigators and Internal Stakeholders reported significant reductions in barriers for individuals with disabilities in local Workforce Development Systems over the past two years.  Navigators and Internal Stakeholders agreed that computer access, program access, physical access; staff awareness and competency; and lack of awareness of services available have improved and are less of a barrier in 2006 than they were in 2004.  Internal Stakeholders report complexity of customer needs and partner relationships as less of a barrier in 2006 than they reported in 2004.  External Stakeholders viewed lack of awareness of services available as less of a barrier in 2006 than in 2004.

B.

Workforce Area Barriers to Employment for Individuals with Disabilities
Questions Q2a through Q2n concerned barriers to employment for individuals with disabilities in the local workforce area. Each participant was asked to rate how much each of the items were barriers to employment for individuals with disabilities in the local workforce area on a scale from 1 (not a barrier) to 9 (greatest barrier). Each item was asked in the format of “To what degree is ____________ a barrier to employment for individuals with disabilities in your local workforce area?”  Similar to results in 2004, interviewees reported that transportation and employer attitudes were the greatest barriers, among those listed.  Although rated as a significant barrier in 2004, unemployment rate in the local area was not rated as a significant barrier in 2006.  (“Other” responses were rated as greater barriers, but less than half of the respondents reported other barriers.)
	Question 2 Employment Barriers

(Total Sample) 
	2004
	2004
	2004
	2006
	2006
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Interagency coordination
	800
	3.51
	3
	648
	3.16
	3

	Social Security work incentives
	662
	4.23
	4
	558
	3.76
	3

	Transportation
	798
	6.20
	7
	642
	6.11
	6.5

	Job placement services
	786
	4.17
	4
	640
	3.87
	4

	Employer attitudes
	767
	5.40
	5
	622
	5.14
	5

	Local board policies
	658
	2.98
	3
	551
	2.79
	2

	Access to health care
	698
	4.75
	5
	575
	4.46
	4

	Federal performance measures
	596
	4.57
	4.5
	512
	4.44
	4

	Availability of skills training
	794
	4.15
	4
	641
	3.96
	4

	Availability of computer training
	800
	3.61
	3
	643
	3.40
	3

	Availability of employer supports, including job coaching
	774
	4.59
	5
	617
	4.32
	4

	Unemployment rate in local area
	769
	5.56
	6
	610
	4.41
	4

	Availability of workplace accommodations
	743
	4.49
	4
	608
	4.05
	4

	Other
	258
	7.08
	7
	157
	6.67
	7


Navigators and non-Navigator Stakeholders agree that the greatest barriers to employment for individuals with disabilities in their local workforce development areas are transportation and employer attitudes.  External Stakeholders also rated access to health care as a substantial barrier to employment.  External Stakeholders made need to be made more aware of health care options for individuals with disabilities.

	Navigators, Internal and External Stakeholders’ Ratings of Barriers to Employment

for Individuals with Disabilities in Local Workforce Development Area
(Barriers are rated on a 9 point scale from 1 “not a barrier” to 9 “greatest barrier”.)

	Employment Barriers

(2006 Sample)
	Navigators
	Internal Contacts
	External Contacts

	
	N
	Mean
	Median
	N
	Mean
	Median
	N
	Mean
	Median

	Interagency coordination
	192
	3.27
	3
	298
	2.89
	3
	158
	3.53
	3

	Social Security work incentives
	182
	3.36
	3
	220
	3.77
	3
	156
	4.20
	4

	Transportation
	193
	6.22
	7
	291
	5.72
	6
	158
	6.70
	7

	Job placement services
	189
	4.00
	4
	297
	3.38
	3
	154
	4.64
	5

	Employer attitudes
	192
	5.31
	5
	283
	4.92
	5
	147
	5.36
	5

	Local board policies
	174
	2.83
	2.5
	266
	2.47
	2
	111
	3.50
	3

	Access to health care
	182
	4.30
	4
	237
	4.09
	4
	156
	5.21
	5

	Federal performance measures
	160
	4.63
	4
	237
	4.37
	4
	115
	4.34
	4

	Availability of skills training
	193
	3.89
	4
	294
	3.70
	3
	154
	4.53
	5

	Availability of computer training
	193
	3.45
	3
	297
	3.19
	3
	153
	3.74
	3

	Availability of employer supports, including job coaching
	186
	4.34
	4
	278
	4.27
	4
	153
	4.40
	4

	Unemployment rate in local area
	187
	4.64
	5
	280
	3.95
	3
	143
	5.00
	5

	Availability of workplace accommodations
	187
	4.02
	4
	271
	3.79
	4
	150
	4.57
	5


All types of respondents (Navigators, Internal and External Stakeholders) agree that the barrier attributable to the local area unemployment rate was reduced from 2004 to 2006.  Navigators and Internal Stakeholders agreed that interagency coordination, employer attitudes, and availability of workplace accommodations were less of a barrier in 2006 than they were in 2004.  Navigators reported that Social Security work incentives, local workforce investment board policies, and access to health care were less of a barrier to employment for people with disabilities in 2006 than in 2004.  Internal Stakeholders report that job placement services were also less of a barrier in 2006 than they reported in 2004.  External Stakeholders did not report any reductions in barriers to employment for people with disabilities in their local workforce development area.

C.

Workforce Area Facilitators of Employment for Individuals with Disabilities
Questions Q3a through Q3n concerned facilitators to employment for individuals with disabilities in the local workforce area. Each participant was asked to rate how much each of the items were facilitators to employment for individuals with disabilities in the local workforce area on a scale from 1 (not a barrier) to 9 (greatest barrier). Each item was asked in the format of “How much is _____________ a facilitator to employment for individuals with disabilities in your local workforce area?”  Similar to results in 2004, respondents reported that interagency coordination, local board policies, availability of computer training, and job placement services were the most significant facilitators of employment for individuals with disabilities in their area.  
	Question 3:  Employment Facilitators 

(Total Sample) 
	2004
	2004
	2004
	2006
	2006
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Interagency coordination
	803
	6.51
	7
	643
	6.75
	7

	Social Security work incentives
	659
	5.30
	5
	555
	5.48
	6

	Transportation
	785
	4.41
	4
	631
	4.21
	4

	Job placement services
	796
	6.15
	6
	641
	6.23
	7

	Employer attitudes
	762
	5.19
	5
	622
	5.25
	5

	Local board policies
	644
	6.20
	7
	544
	6.37
	7

	Access to health care
	705
	5.42
	5
	571
	5.71
	6

	Federal performance measures
	589
	4.89
	5
	502
	4.94
	5

	Availability of skills training
	802
	6.11
	6
	645
	6.16
	6

	Availability of computer training
	799
	6.20
	7
	645
	6.35
	7

	Availability of employer supports, including job coaching
	768
	5.59
	6
	627
	5.89
	6

	Unemployment rate in local area
	755
	4.48
	4
	588
	5.16
	5

	Availability of workplace accommodations
	752
	5.70
	6
	619
	5.94
	6

	Other
	176
	7.03
	8
	114
	7.26
	8


Navigators and Non-Navigator Stakeholders agree that the greatest facilitator of employment for individuals with disabilities in the local workforce development area is interagency coordination.  Navigators and Internal Stakeholders report that local board policies are the second greatest facilitator of employment.  External Stakeholders rated that availability of computer training and job placement services as their second and third greatest facilitators of employment.  
	Navigators, Internal and External Stakeholders’ Ratings of Facilitators of Employment

for Individuals with Disabilities in Local Workforce Area
(Facilitators are rated on a 9 point scale from 1 “not a facilitator” to 9 “greatest facilitator”.)

	Barriers
	Navigators
	Internal Contacts
	External Contacts

	
	N
	Mean
	Median
	N
	Mean
	Median
	N
	Mean
	Median

	Interagency coordination
	191
	6.73
	7
	296
	6.96
	7
	156
	6.38
	7

	Social Security work incentives
	182
	5.71
	6
	222
	5.39
	5
	151
	5.33
	5

	Transportation
	192
	3.78
	3
	284
	4.63
	5
	155
	3.98
	3

	Job placement services
	189
	5.99
	6
	297
	6.55
	7
	155
	5.91
	6

	Employer attitudes
	191
	5.17
	5
	282
	5.36
	5
	149
	5.14
	5

	Local board policies
	172
	6.24
	7
	262
	6.76
	7
	110
	5.64
	5.5

	Access to health care
	183
	5.71
	6
	239
	6.07
	7
	149
	5.12
	5

	Federal performance measures
	163
	5.07
	5
	228
	4.90
	5
	111
	4.86
	5

	Availability of skills training
	193
	6.06
	6
	298
	6.41
	7
	154
	5.81
	6

	Availability of computer training
	193
	6.12
	6
	299
	6.61
	7
	153
	6.14
	6

	Availability of employer supports, including job coaching
	190
	5.82
	6
	287
	6.03
	6
	150
	5.69
	6

	Unemployment rate in local area
	180
	4.92
	5
	270
	5.61
	6
	138
	4.61
	5

	Availability of workplace accommodations
	190
	5.93
	6
	279
	6.15
	7
	150
	5.57
	6


Navigators report that interagency coordination, employer attitudes and availability of skills training improved, functioning as greater facilitators in 2006 compared to 2004.  Internal Stakeholders reported that Social Security work incentives and the unemployment rate in the local area were greater facilitators of employment in 2006 than in 2004.  External Stakeholders reported that transportation, access to health care, and availability of workplace accommodations were greater facilitators of employment in 2006 than in 2004.

D.
Performance of One Stop Career Centers or Local Area
Questions Q4a through Q4m concerned the One Stop Career Center or Local Area's performance in different areas.  Participants rated performance on a scale from 1 (poor) to 9 (superior) in each area. The question was asked in the format of “How would you rate your One Stop Career Center or Local Area in ______?”  Similar to results in 2004, respondents reported that One Stop Career Centers and Local Areas were physically, technologically, and programmatically accessible; accommodations were available; they were connected with community service providers and had good interagency coordination; and benefits counseling was made available.
	Question 4.  One Stop Career Center  or Local Area's
Performance (Total Sample)
	2004
	2004
	2004
	2006
	2006
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Interagency coordination
	806
	7.03
	7
	645
	7.10
	7

	Employer relationships
	765
	6.85
	7
	616
	6.93
	7

	Technological access
	796
	7.16
	8
	640
	7.33
	8

	Program/Service access
	799
	7.10
	7
	641
	7.23
	7

	Physical access
	806
	7.31
	8
	646
	7.49
	8

	Availability of accommodations
	797
	7.21
	8
	639
	7.41
	8

	Availability of benefits counseling
	763
	7.02
	8
	621
	7.08
	8

	Availability of work incentives counseling
	738
	6.71
	7
	588
	6.80
	7

	Customer awareness of program and services available
	798
	5.91
	6
	634
	6.15
	6

	Staff knowledge of how to support job seekers with disabilities
	799
	6.36
	7
	640
	6.68
	7

	Access to training services
	785
	6.69
	7
	636
	6.84
	7

	Transition for youth with disabilities into employment
	699
	5.95
	6
	580
	6.40
	7

	Connections with community service providers
	790
	7.14
	7
	636
	7.26
	8


Navigators and Internal Stakeholders reported that their One Stop Career Centers or Local Areas performed well on all performance measures.  External Stakeholders reported that performance was poorer on customer awareness of programs and services available, staff knowledge of how to support job seekers with disabilities, access to training services, and transition for youth with disabilities into employment.
	Navigators, Internal and External Stakeholders’ Ratings of 
One Stop Career Center or Local Area’s Performance
(Performance is rated on a 9 point scale from 1 “poor” to 9 “superior”.)

	Performance Areas
	Navigators
	Internal Contacts
	External Contacts

	
	N
	Mean
	Median
	N
	Mean
	Median
	N
	Mean
	Median

	Interagency coordination
	193
	7.12
	7
	298
	7.43
	8
	154
	6.44
	7

	Employer relationships
	192
	6.93
	7
	293
	7.10
	7
	131
	6.57
	7

	Technological access
	192
	7.30
	8
	299
	7.65
	8
	149
	6.72
	7

	Program/Service access
	193
	7.21
	7
	298
	7.60
	8
	150
	6.53
	7

	Physical access
	193
	7.70
	8
	299
	7.64
	8
	154
	6.95
	7

	Availability of accommodations
	193
	7.50
	8
	297
	7.71
	8
	149
	6.68
	7

	Availability of benefits counseling
	191
	7.02
	8
	284
	7.31
	8
	146
	6.72
	7

	Availability of work incentives counseling
	187
	7.02
	7
	261
	6.79
	7
	140
	6.56
	7

	Customer awareness of program and services available
	190
	6.39
	7
	295
	6.32
	7
	149
	5.54
	5

	Staff knowledge of how to support job seekers with disabilities
	192
	6.77
	7
	299
	7.04
	7
	149
	5.83
	6

	Access to training services
	193
	7.01
	7
	295
	7.03
	7
	148
	6.22
	6

	Transition for youth with disabilities into employment
	183
	6.68
	7
	257
	6.48
	7
	140
	5.88
	6

	Connections with community service providers
	193
	7.34
	7
	298
	7.55
	8
	145
	6.58
	7


For those respondents who completed the interview in 2004 and 2006, Navigators reported that physical access and availability of accommodations, staff knowledge of how to support job seekers with disabilities, access to training services, and transition for youth with disabilities into employment all improved significantly from 2004 to 2006.  Internal Stakeholders reported that access to programs and services, availability of accommodations and availability of benefits counseling, staff knowledge of how to support job seekers with disabilities, and transition for youth with disabilities into employment all improved significantly from 2004 to 2006.  

E.
Groups that Meet to Resolve Issues
Question Q5 asked “Is there a group of agency representatives that meets on a regular basis to make decisions regarding funding of services for an individual with a disability to meet employment goals?” There was a slight increase of respondents in 2006 that reported that this group existed and met regularly.
	Question 5:  Interagency Funding Group
	2004
	2006

	Yes
	62.3%
	63.7%

	No
	37.7%
	36.3%

	N
	681
	556


Question 6 asked whether there was a group of agency representatives that meets on a regular basis to problem solve and make decisions regarding reduction of systems barriers to the employment of individual with disabilities.  There was an increase of respondents in 2006 that reported that this group existed and met regularly.

	Question 6:  Interagency Barrier Reduction Group
	2004
	2006

	Yes
	79.7%
	82.4%

	No
	20.3%
	17.6%

	N
	719
	592


F.
Coordination with Area Work Incentives Coordinator or other SSA Representative
Question 7 asks whether the respondents were aware of the Area Work Incentives Coordinator.  There was an increase of respondents in 2006 that reported being aware of the AWIC.  Navigators were the most likely to report that they were aware of the AWIC.  Internal Stakeholders were least likely to be aware of the AWIC.
	Question 7:  Awareness of AWIC
	2004
	2006

	Yes
	51.0%
	56.1%

	No
	49.0%
	43.9%

	N
	802
	624


Question 7a asks whether there is another SSA representative that the respondent interacts with.
	Question 7a:  Other SSA Representative
	2004
	2006

	Yes
	41.9%
	38.2%

	No
	58.1%
	61.8%

	N
	387
	275


Of respondents who reported that they were aware of the AWIC, question 8 asked whether they had any interaction with this individual.  External contacts (who may have been AWICs or work directly with AWICs) and Navigators were most likely to report that they had interacted with the AWIC.  Of respondents who interacted with the AWIC, question 8a asked about the frequency of those interactions.

	Question 8a: Frequency  of Interactions
	2004
	2006

	 
	Frequency
	Percent
	Frequency
	Percent

	Daily
	16
	6.23
	5
	2.33

	Weekly
	53
	20.62
	38
	17.67

	Monthly
	77
	29.96
	63
	29.30

	Quarterly
	74
	28.79
	64
	29.77

	Semi-annually
	22
	8.56
	30
	13.95

	Annually
	15
	5.84
	15
	6.98

	Total
	257
	100.00
	215
	100.00


Questions 9a through 9d asked about the content of interactions with the AWIC. 

	Content of Interactions with AWIC

	Question 9:  Were your interactions with the AWIC about…
	2004
	2006

	
	N
	Percent Responding “Yes”
	N
	Percent Responding “Yes”

	Increasing the use of work incentives
	248
	72.6%
	211
	73.9%

	Increasing the use of Ticket to Work
	250
	58.4%
	212
	50.5%

	Improvement in meeting One Stop customers
	249
	39.4%
	209
	40.2%

	Increasing knowledge of One Stop staff
	249
	69.1%
	216
	75.5%

	Increasing referrals to AWIC
	245
	72.2%
	213
	71.8%


Based on Type of Respondent, 2006 data only.  Navigators and Internal Stakeholders were most likely to interact with the AWICs concerning increasing the knowledge of One Stop staff.  External contacts were most likely to interact with the AWICs about increasing the use of work incentives.
	Navigators, Internal and External Stakeholders’ Ratings of 
Interactions with the Area Work Incentives Coordinator

	Respondent Type
	Question 9:  Were your interactions with the AWIC about…
	2006

	
	
	N
	Percent Responding “Yes”

	Navigator
	Increasing the use of work incentives
	117
	77.8%

	
	Increasing the use of Ticket to Work
	119
	43.7%

	
	Improvement in meeting One Stop customers
	119
	40.3%

	
	Increasing knowledge of One Stop staff
	121
	81.8%

	
	Increasing referrals to AWIC
	119
	68.9%

	Internal Contact
	Increasing the use of work incentives
	42
	64.3%

	
	Increasing the use of Ticket to Work
	40
	57.5%

	
	Improvement in meeting One Stop customers
	40
	57.5%

	
	Increasing knowledge of One Stop staff
	43
	88.4%

	
	Increasing referrals to AWIC
	43
	81.4%

	External Contact
	Increasing the use of work incentives
	52
	73.1%

	
	Increasing the use of Ticket to Work
	53
	60.4%

	
	Improvement in meeting One Stop customers
	50
	26.0%

	
	Increasing knowledge of One Stop staff
	52
	50.0%

	
	Increasing referrals to AWIC
	51
	70.6%


G.
Coordination with Benefits Planning, Assistance, and Outreach Projects
Question 10 asks whether the respondents are aware of the Benefits Planning, Assistance, and Outreach projects.

	Question 10 :  Awareness of BPAO projects
	2004
	2006

	Yes
	67.6%
	76.6%

	No
	32.4%
	23.4%

	N
	808
	610


Of respondents who reported that they were aware of the BPAOs, question 11a asked about the frequency of those interactions.

	Question 11a:  Frequency of Interactions
	2004
	2006

	 
	Frequency
	Percent
	Frequency
	Percent

	Daily
	58
	15.59
	17
	5.11

	Weekly
	99
	26.61
	99
	29.73

	Monthly
	120
	32.26
	123
	36.94

	Quarterly
	55
	14.78
	67
	20.12

	Semi-annually
	21
	5.65
	19
	5.71

	Annually
	19
	5.11
	8
	2.40

	Total
	372
	
	333
	


Questions 12a through 12d asked about the content of interactions with the BPAOs. 

	Content of Interactions with BPAO

	Question 12:  Were your interactions with the BPAOs about…
	2004
	2006

	
	N
	Percent Responding “Yes”
	N
	Percent Responding “Yes”

	Increasing the use of work incentives
	364
	74.2%
	336
	75.0%

	Increasing the use of Ticket to Work
	363
	59.0%
	333
	56.8%

	Improvement in meeting One Stop customers
	359
	60.7%
	329
	59.3%

	Increasing knowledge of One Stop staff
	362
	75.1%
	334
	76.0%

	Increasing referrals to BPAO
	368
	79.1%
	331
	74.6%


Based on Type of Respondent, 2006 data only.  Navigators and Internal Stakeholders were most likely to interact with the BPAOs concerning increasing the knowledge of One Stop staff, increasing referrals to the BPAOs, and increasing the use of work incentives.  External contacts were most likely to interact with the BPAOs about increasing the use of work incentives.
	Navigators, Internal and External Stakeholders’ Ratings of 
Interactions with the Benefits Planning, Assistance and Outreach project

	Respondent Type
	Question 12:  Were your interactions with the BPAO about…
	2006

	
	
	N
	Percent Responding “Yes”

	Navigator
	Increasing the use of work incentives
	174
	79.9%

	
	Increasing the use of Ticket to Work
	174
	58.6

	
	Improvement in meeting One Stop customers
	172
	70.9%

	
	Increasing knowledge of One Stop staff
	174
	81.6%

	
	Increasing referrals to BPAO
	171
	81.9%

	Internal Contact
	Increasing the use of work incentives
	77
	62.3%

	
	Increasing the use of Ticket to Work
	76
	57.9%

	
	Improvement in meeting One Stop customers
	75
	58.7%

	
	Increasing knowledge of One Stop staff
	78
	80.8%

	
	Increasing referrals to BPAO
	77
	81.8%

	External Contact
	Increasing the use of work incentives
	85
	76.5%

	
	Increasing the use of Ticket to Work
	83
	51.8%

	
	Improvement in meeting One Stop customers
	82
	35.4%

	
	Increasing knowledge of One Stop staff
	82
	59.8%

	
	Increasing referrals to AWIC
	83
	53.0%


H.
Roles and Responsibilities of Disability Program Navigator
Questions 13a through 13r asked respondents to rate the degree to which the following items were roles or responsibilities of the Disability Program Navigator.  Ratings were done on a scale with 1 (not a responsibility of the DPN) to 9 (primary responsibility of the DPN).
	Question 13: Roles and Responsibilities of DPN

Total Sample (2004 and 2006)
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Improving interagency coordination
	799
	7.9
	8
	645
	7.9
	8

	Building employer relationships
	789
	7.1
	7
	633
	7.3
	8

	Improving technological access
	793
	7.3
	8
	636
	7.4
	8

	Improving program/service access
	801
	8.0
	8
	645
	8.0
	8

	Improving physical access
	786
	7.1
	8
	638
	7.4
	8

	Improving availability of accommodations
	797
	7.5
	8
	639
	7.7
	8

	Improving availability of benefits counseling
	787
	7.5
	8
	632
	7.6
	8

	Increasing referrals to BPAO, AWIC, Maximus, or SSA
	770
	7.7
	8
	614
	7.8
	8

	Raising customer awareness of programs and services available
	802
	8.3
	9
	648
	8.3
	9

	Raising staff knowledge of how to support job seekers with disabilities
	802
	8.4
	9
	647
	8.4
	9

	Improving access to training services
	796
	7.5
	8
	637
	7.6
	8

	Improving transition for youth with disabilities into employment
	751
	7.1
	7
	613
	7.2
	8

	Improving access to Social Security work incentives information
	772
	7.6
	8
	624
	7.7
	8

	Improving connection with community service providers
	800
	8.0
	8
	646
	8.2
	9

	Improving transportation services
	768
	6.1
	6
	623
	6.3
	7

	Improving employer to health care
	767
	6.0
	6
	612
	6.2
	7

	Improving employer attitudes toward hiring people with disabilities
	793
	7.6
	8
	641
	7.9
	8

	Raising awareness of the ADA
	799
	7.9
	8
	645
	7.9
	8


For respondents who were interviewed in both 2004 and 2006, there were few significant changes.  Of note, External Stakeholders rated that improving connections with community service providers were more of a role or responsibility for DPNs in 2006 than they had reported in 2004.

	Navigators, Internal and External Stakeholders’ Ratings on 
Roles and Responsibilities of the Disability Program Navigator



	2006 Data
	Navigators
	Internal Contact
	External Contact

	
	N
	Mean
	Median
	N
	Mean
	Median
	N
	Mean
	Median

	Improving interagency coordination
	193
	8.2
	9
	297
	7.9
	8
	155
	7.3
	8

	Building employer relationships
	193
	7.5
	8
	294
	7.3
	8
	146
	7.0
	7

	Improving technological access
	193
	7.7
	8
	293
	7.4
	8
	150
	7.1
	8

	Improving program/service access
	193
	8.2
	9
	298
	8.0
	8
	154
	7.9
	8

	Improving physical access
	192
	8.0
	8
	295
	7.3
	8
	151
	6.8
	7

	Improving availability of accommodations
	193
	8.1
	9
	295
	7.7
	8
	151
	7.4
	8

	Improving availability of benefits counseling
	192
	7.8
	8
	289
	7.6
	8
	151
	7.5
	8

	Increasing referrals to BPAO, AWIC, Maximus, or SSA
	193
	7.9
	8
	271
	7.8
	8
	150
	7.6
	8

	Raising customer awareness of programs and services available
	193
	8.5
	9
	300
	8.3
	9
	155
	8.2
	9

	Raising staff knowledge of how to support job seekers with disabilities
	193
	8.6
	9
	300
	8.4
	9
	154
	8.1
	9

	Improving access to training services
	193
	7.9
	8
	292
	7.5
	8
	152
	7.4
	8

	Improving transition for youth with disabilities into employment
	192
	7.6
	8
	273
	7.1
	7
	148
	7.0
	7

	Improving access to Social Security work incentives information
	192
	7.9
	8
	278
	7.6
	8
	154
	7.6
	8

	Improving connection with community service providers
	193
	8.4
	9
	298
	8.2
	9
	155
	7.9
	8

	Improving transportation services
	192
	6.8
	7
	283
	6.3
	7
	148
	5.7
	6

	Improving employer to health care
	191
	6.6
	7
	274
	6.3
	7
	147
	5.5
	5

	Improving employer attitudes toward hiring people with disabilities
	193
	8.2
	9
	295
	7.8
	8
	153
	7.5
	8

	Raising awareness of the ADA
	193
	8.1
	9
	298
	8.1
	9
	154
	7.5
	8


I.
Level of Interaction with the Disability Program Navigators
Questions 14a through 14r were asked of non-Navigator participants only, e.g. Internal and External Stakeholders.  Participants were asked to rate their level of interaction with the Navigator in a variety of areas.  Ratings were made on a scale from 1 (no interaction) to 9 (daily interaction).
	Question 14:  Internal and External Contacts, 2004 and 2006 Sample
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Improving interagency coordination
	716
	5.50
	5
	458
	5.09
	5

	Building employer relationships
	710
	4.42
	5
	456
	4.21
	5

	Improving technological access
	707
	4.02
	4
	456
	3.83
	3

	Improving program/service access
	710
	5.35
	5
	456
	4.89
	5

	Improving physical access
	705
	3.88
	3
	452
	3.58
	3

	Improving availability of accommodations
	707
	4.33
	5
	455
	4.04
	3

	Improving availability of benefits counseling
	705
	4.54
	5
	449
	4.12
	3

	Increasing referrals to BPAO, AWIC, Maximus or SSA
	692
	4.55
	5
	436
	4.08
	4

	Raising customer awareness of programs and services available
	711
	5.68
	5
	456
	5.30
	5

	Raising staff knowledge of how to support job seekers with disabilities
	705
	5.54
	5
	458
	5.15
	5

	Improving access to training services
	704
	4.72
	5
	455
	4.37
	5

	Improving transition for youth with disabilities
	677
	3.72
	3
	444
	3.62
	3

	Improving access to Social Security work incentive information
	697
	4.42
	5
	450
	4.02
	3

	Improving connection with community service providers
	707
	5.31
	5
	456
	4.97
	5

	Improving transportation services
	691
	3.31
	3
	446
	3.26
	3

	q15p
	693
	3.33
	3
	444
	3.22
	3

	Improving access to health care
	707
	4.76
	5
	457
	4.45
	5

	Raising awareness of ADA
	708
	4.87
	5
	458
	4.42
	5


J.
Frequency of Disability Program Navigators work on Issues
For Questions 14a1 through 14a18, Navigators were asked to report how frequently they worked on a variety of issues.  Ratings were done on a scale with 1 (have not worked on yet) to 9 (almost daily).

	Question 14a:  Navigators, 2004 and 2006 Sample
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Improving interagency coordination
	93
	6.58
	7
	192
	6.77
	7

	Building employer relationships
	93
	5.66
	6
	192
	5.77
	6

	Improving technological access
	93
	5.38
	5
	191
	5.07
	5

	Improving program/service access
	93
	6.77
	7
	192
	6.57
	7

	Improving physical access
	92
	5.11
	5
	191
	4.65
	5

	Improving availability of accommodations
	93
	6.18
	7
	192
	5.77
	5.5

	Improving availability of benefits counseling
	93
	6.15
	7
	191
	5.88
	6

	Increasing referrals to BPAO, AWIC, Maximus or SSA
	93
	6.61
	7
	192
	6.21
	7

	Raising customer awareness of programs and services available
	93
	7.62
	8
	192
	7.58
	8

	Raising staff knowledge of how to support job seekers with disabilities
	93
	7.53
	8
	192
	7.15
	7

	Improving access to training services
	91
	6.09
	6
	192
	5.86
	6

	Improving transition for youth with disabilities
	92
	4.75
	5
	192
	5.06
	5

	Improving access to Social Security work incentive information
	92
	5.95
	6
	192
	5.99
	7

	Improving connection with community service providers
	93
	7.32
	7
	192
	7.03
	7

	Improving transportation services
	90
	4.02
	3
	190
	4.29
	5

	Improving access to health care
	90
	4.50
	5
	191
	4.47
	5

	Improving access to health care
	92
	6.05
	7
	192
	5.98
	6

	Raising awareness of ADA
	93
	6.52
	7
	192
	6.36
	7


K.
Advantages of Having a Disability Program Navigator in the Workforce Development System
Question 15 asked all respondents to rate the degree to which various activities were advantages to having a DPN in the system.  Ratings were done on a scale from 1 (not an advantage) to 9 (greatest advantage).  Similar to findings in 2004, respondents rated improving access to programs and services, improving interagency coordination, and improving availability of benefits counseling as advantages to having a Navigator in the Workforce Development System.
	Question 15:  Total Sample
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Improving interagency coordination
	804
	7.72
	8
	651
	7.75
	8

	Building employer relationships
	791
	7.06
	8
	643
	7.12
	8

	Improving program/service access
	804
	7.75
	8
	652
	7.78
	8

	Improving availability of benefits counseling
	789
	7.43
	8
	638
	7.45
	8

	Improving employment outcomes
	783
	7.36
	8
	633
	7.42
	8

	
	499
	8.51
	9
	380
	8.65
	9


In 2006, Navigators reported improving interagency coordination as the greatest advantage compared to 2004, where Navigators reported improving access to programs and services as the greatest advantage.  Internal Contacts reported the reverse.  In 2006, Internal Contacts reported that improving access to programs and services was the greatest advantages of having a DPN in the Workforce Development System, whereas in 2004, Internal Contacts reported improving interagency coordination.  In both 2004 and 2006, External Contacts reported improving access to programs and services as the greatest advantage of having a Navigator in the Workforce Development System.
	Navigators, Internal and External Stakeholders’ Ratings on 
Advantages of having a Disability Program Navigator in the Workforce Development System



	Total Sample
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Navigators
	Improving interagency coordination
	72
	7.89
	9
	192
	8.23
	9

	
	Building employer relationships
	72
	7.22
	7
	192
	7.28
	8

	
	Improving program/service access
	72
	7.94
	8
	192
	8.10
	8

	
	Improving availability of benefits counseling
	72
	7.92
	8
	192
	7.86
	8

	
	Improving employment outcomes
	72
	7.67
	8
	191
	7.87
	8

	
	Other
	56
	8.61
	9
	130
	8.66
	9

	Internal Contacts
	Improving interagency coordination
	299
	8.00
	8
	300
	7.78
	8

	
	Building employer relationships
	296
	7.37
	8
	294
	7.27
	8

	
	Improving program/service access
	299
	7.88
	8
	300
	7.86
	8

	
	Improving availability of benefits counseling
	292
	7.57
	8
	288
	7.39
	8

	
	Improving employment outcomes
	294
	7.50
	8
	293
	7.43
	8

	
	Other
	199
	8.58
	9
	182
	8.65
	9

	External Contacts
	Improving interagency coordination
	157
	7.04
	8
	159
	7.12
	8

	
	Building employer relationships
	152
	6.41
	7
	157
	6.65
	7

	
	Improving program/service access
	157
	7.29
	8
	160
	7.24
	8

	
	Improving availability of benefits counseling
	158
	6.89
	7
	158
	7.06
	8

	
	Improving employment outcomes
	154
	6.94
	7
	149
	6.82
	7

	
	Other
	80
	8.19
	9
	68
	8.63
	9


L.
Perceived Outcomes of the Disability Program Navigator Initiative
Questions 16 through 30 asked participants for their perceptions of outcomes related to having a DPN in the system. Each question gave participants the options of Strongly Disagree, Disagree, Neither Agree nor Disagree, Agree, and Strongly Agree. Questions included the following: 

	Perceived Outcomes Total Sample
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	q16. Job seekers have greater access at One Stops
	807
	4.43
	5
	651
	4.45
	5

	q17. Job seekers have more effective and meaningful participation at One Stops
	806
	4.40
	5
	648
	4.42
	5

	Q18. Barriers to physical access have been removed
	753
	3.74
	4
	633
	3.99
	4

	Q19. Barriers to program access have been removed
	772
	3.77
	4
	641
	3.94
	4

	q20. Barriers to technological and communication access have been removed
	774
	3.87
	4
	637
	4.05
	4

	q21. Staff have been trained to assist individuals with disabilities with computer access and use
	777
	3.95
	4
	627
	4.09
	4

	q22. Job seekers are benefiting from improved service coordination
	796
	4.27
	4
	645
	4.32
	4

	q23. More job seekers with disabilities were registered for WIA services
	616
	3.80
	4
	528
	3.94
	4

	q24. More job seekers with disabilities have accessed WIA intensive services
	644
	3.80
	4
	533
	3.91
	4

	q25. More job seekers with disabilities have accessed training services or ITAs
	676
	3.67
	4
	561
	3.81
	4

	q26. Job seekers with disabilities have access to new or additional resources to achieve employment goals
	790
	4.24
	4
	638
	4.26
	4

	q27. Job seekers with disabilities have effective access to services equal to those without disabilities
	781
	3.80
	4
	639
	3.84
	4

	Q28. Job seekers with disabilities have timely access to services equal to those without disabilities
	775
	3.87
	4
	632
	3.95
	4

	Q29. Job seekers with disabilities have meaningful access to services equal to those without disabilities
	783
	4.06
	4
	640
	4.06
	4

	q30. Job seekers have improved their employment status, including becoming employed, increasing hours, or increasing wages
	732
	3.80
	4
	598
	3.84
	4


Using a scale from Strongly Disagree (1) to Strongly Agree (5), Navigators and non-Navigators reported that barriers to physical access and technological and communication access had been reduced.  Navigators and Internal Contacts agreed that barriers to program access had been reduced.  Navigators reported improved staff training to assist computer access and use, increased registration and access of WIA services and ITA services by individuals with disabilities.  External contacts also reported that improved registration for WIA services.  Navigators also reported that job seekers have improved their employment status, including becoming employed, increasing hours, or increasing wages.  In 2006, Internal Contacts were less likely to agree that job seekers with disabilities have meaningful access to services equal to those without disabilities than in 2004.  
	Navigators, Internal and External Stakeholders’ Ratings on 
Perceived Outcomes of the Disability Program Navigator Initiative


	Total Sample
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Navigator
	q16. Job seekers have greater access at One Stops
	72
	4.78
	5
	194
	4.70
	5

	
	q17. Job seekers have more effective and meaningful participation at One Stops
	72
	4.74
	5
	194
	4.65
	5

	
	Q18. Barriers to physical access have been removed
	72
	3.97
	4
	191
	4.18
	4

	
	Q19. Barriers to program access have been removed
	71
	3.85
	4
	194
	4.06
	4

	
	q20. Barriers to technological and communication access have been removed
	72
	3.96
	4
	192
	4.11
	4

	
	q21. Staff have been trained to assist individuals with disabilities with computer access and use
	72
	3.97
	4
	193
	4.23
	4

	
	q22. Job seekers are benefiting from improved service coordination
	71
	4.41
	5
	193
	4.50
	5

	
	q23. More job seekers with disabilities were registered for WIA services
	63
	3.90
	4
	184
	4.11
	4

	
	q24. More job seekers with disabilities have accessed WIA intensive services
	67
	3.78
	4
	182
	4.01
	4

	
	q25. More job seekers with disabilities have accessed training services or ITAs
	66
	3.71
	4
	184
	3.97
	4

	
	q26. Job seekers with disabilities have access to new or additional resources to achieve employment goals
	72
	4.49
	5
	194
	4.46
	4

	
	q27. Job seekers with disabilities have effective access to services equal to those without disabilities
	72
	4.10
	4
	194
	4.01
	4

	
	Q28. Job seekers with disabilities have timely access to services equal to those without disabilities
	72
	3.97
	4
	194
	4.04
	4

	
	Q29. Job seekers with disabilities have meaningful access to services equal to those without disabilities
	72
	4.32
	4
	193
	4.25
	4

	
	q30. Job seekers have improved their employment status, including becoming employed, increasing hours, or increasing wages
	72
	3.90
	4
	188
	4.09
	4

	Internal

Contacts
	q16. Job seekers have greater access at One Stops
	300
	4.47
	5
	300
	4.42
	5

	
	q17. Job seekers have more effective and meaningful participation at One Stops
	299
	4.43
	5
	299
	4.41
	4

	
	Q18. Barriers to physical access have been removed
	287
	3.82
	4
	294
	4.00
	4

	
	Q19. Barriers to program access have been removed
	293
	3.84
	4
	297
	3.99
	4

	
	q20. Barriers to technological and communication access have been removed
	293
	3.98
	4
	296
	4.11
	4

	
	q21. Staff have been trained to assist individuals with disabilities with computer access and use
	298
	4.07
	4
	296
	4.13
	4

	
	q22. Job seekers are benefiting from improved service coordination
	298
	4.40
	4
	298
	4.36
	4

	
	q23. More job seekers with disabilities were registered for WIA services
	234
	3.84
	4
	239
	3.87
	4

	
	q24. More job seekers with disabilities have accessed WIA intensive services
	246
	3.86
	4
	247
	3.95
	4

	
	q25. More job seekers with disabilities have accessed training services or ITAs
	257
	3.66
	4
	251
	3.74
	4

	
	q26. Job seekers with disabilities have access to new or additional resources to achieve employment goals
	296
	4.28
	4
	296
	4.24
	4

	
	q27. Job seekers with disabilities have effective access to services equal to those without disabilities
	295
	3.91
	4
	297
	3.97
	4

	
	Q28. Job seekers with disabilities have timely access to services equal to those without disabilities
	295
	4.09
	4
	295
	4.07
	4

	
	Q29. Job seekers with disabilities have meaningful access to services equal to those without disabilities
	295
	4.20
	4
	300
	4.11
	4

	
	q30. Job seekers have improved their employment status, including becoming employed, increasing hours, or increasing wages
	274
	3.85
	4
	269
	3.80
	4

	External

Contacts
	q16. Job seekers have greater access at One Stops
	158
	4.26
	4
	157
	4.20
	4

	
	q17. Job seekers have more effective and meaningful participation at One Stops
	160
	4.23
	4
	155
	4.16
	4

	
	Q18. Barriers to physical access have been removed
	140
	3.46
	4
	148
	3.72
	4

	
	Q19. Barriers to program access have been removed
	145
	3.51
	4
	150
	3.69
	4

	
	q20. Barriers to technological and communication access have been removed
	147
	3.55
	4
	149
	3.83
	4

	
	q21. Staff have been trained to assist individuals with disabilities with computer access and use
	145
	3.67
	4
	138
	3.83
	4

	
	q22. Job seekers are benefiting from improved service coordination
	157
	3.99
	4
	154
	4.05
	4

	
	q23. More job seekers with disabilities were registered for WIA services
	112
	3.53
	4
	105
	3.80
	4

	
	q24. More job seekers with disabilities have accessed WIA intensive services
	108
	3.51
	4
	104
	3.66
	4

	
	q25. More job seekers with disabilities have accessed training services or ITAs
	130
	3.55
	4
	126
	3.72
	4

	
	q26. Job seekers with disabilities have access to new or additional resources to achieve employment goals
	154
	4.04
	4
	148
	4.03
	4

	
	q27. Job seekers with disabilities have effective access to services equal to those without disabilities
	149
	3.34
	4
	148
	3.38
	4

	
	Q28. Job seekers with disabilities have timely access to services equal to those without disabilities
	146
	3.44
	4
	143
	3.57
	4

	
	Q29. Job seekers with disabilities have meaningful access to services equal to those without disabilities
	151
	3.60
	4
	147
	3.70
	4

	
	q30. Job seekers have improved their employment status, including becoming employed, increasing hours, or increasing wages
	142
	3.50
	4
	141
	3.60
	4


M.
Overall Satisfaction, Expectations and Comparison to Ideal Services

Question Q31 asked participants “What is your overall satisfaction with the services provided by the Disability Program Navigator project, on a scale from 1 (Very Dissatisfied) to 9 (Very Satisfied)?” Question Q32 asked participants “Considering all of the expectations you may have had about the DPN services, to what extent have the services met your expectations?  Please respond on a scale from 1 (Falls Short of Your Expectations) to 9 (Exceeds Your Expectations).” Question Q33 asked participants “Think of the ideal program for people in your circumstances. How well do you think the DPN services compare with the ideal set of services?  Please respond on a scale from 1 (Not Very Close to the Ideal) to 9 (Very Close to the Ideal).”

Respondents rated their overall satisfaction with DPN services as high, and rated an average of 7.5 on a scale of 1 to 9, with 9 being “very satisfied.”  Respondents reported that DPN services on average exceeded the threshold of “expectations met,” rating DPN services a 7.0 average, where 9.0 denoted “exceeds expectations.”  DPN services compared very well to an ideal set of services, rating DPN services an average of 6.71, where 9 represented “very close to ideal.”

	Overall Satisfaction, Expectations and Comparison to Ideal Services  Total Sample
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	q31. Overall satisfaction with services provided by DPN
	804
	7.54
	8
	649
	7.57
	8

	q32. DPN services meet expectations
	798
	7.01
	7
	648
	6.96
	7

	q33. How well DPN services compare to the ideal set of services
	794
	6.65
	7
	645
	6.76
	7

	Navigators, Internal and External Stakeholders’ Ratings on 
Overall Satisfaction, Expectations and Comparison to Ideal Services  

	
	2004
	2006

	
	N
	Mean
	Median
	N
	Mean
	Median

	Navigators
	q31. Overall satisfaction with services provided by DPN project
	72
	7.81
	8
	193
	7.86
	8

	
	q32. DPN services meet expectations
	71
	7.34
	7
	192
	7.34
	7

	
	q33. How well DPN services compare to the ideal set of services
	72
	7.18
	7
	191
	7.18
	7

	Internal Contacts
	q31. Overall satisfaction with services provided by DPN project
	297
	7.75
	8
	298
	7.77
	8

	
	q32. DPN services meet expectations
	298
	7.24
	7
	300
	7.17
	8

	
	q33. How well DPN services compare to the ideal set of services
	295
	6.83
	7
	297
	6.98
	7

	External Contacts
	q31. Overall satisfaction with services provided by DPN project
	157
	6.92
	7
	158
	6.83
	7

	
	q32. DPN services meet expectations
	155
	6.43
	7
	156
	6.07
	7

	
	q33. How well DPN services compare to the ideal set of services
	158
	5.96
	6
	157
	5.82
	6


Telephone Survey Instrument

Section I.
Introduction 

Contact Information:


Name:


Telephone Number:


Agency:


State:


Job Title or Position:

Hello.  My name is ____________________________ and I am calling from the University of Iowa’s Law, Health Policy and Disability Center.  We have been hired by the U.S. Department of Labor to evaluate the Disability Program Navigator program.  As part of that evaluation, we are conducting telephone interviews with stakeholders.  We were provided contact information for you from __________________.  

Have I reached you at an OK time to talk?


If Yes, continue


If No, "What would be a better time?" _________________________________.

The purpose of this interview is to evaluate the Disability Program Navigator program and to identify ways that it may improve services.  We will be interviewing approximately 1500 stakeholders this year and re-interviewing the same individuals approximately one year from now.

This interview will take about 30 minutes of your time.  

Do you have any questions at this point?

Is this a good time for you to participate?


If Yes, continue


If No, Can we schedule it at a more convenient time for you?

II.
Barriers and Facilitators of Employment

The first questions concern barriers and facilitators of employment for individuals with disabilities in your community.

Interviewer keys:  88 = Don’t Know, 99 = Refused to Answer

1.
On a scale from 1 (not a barrier) to 9 (greatest barrier), I am going to ask you to rate how much the following are barriers for individuals with disabilities in obtaining service or support from your workforce development system?

1
2
3
4
5
6
7
8
9


Not







Greatest

Barrier







Barrier


How much is ________________ a barrier for individuals with disabilities in obtaining service or support from your workforce development system?

a) physical access



______ (1-9
88-DK

99-Ref)

b) computer access and use


______ (1-9
88-DK

99-Ref)

c) program access



______ (1-9
88-DK

99-Ref)

d) complexity of needs


______ (1-9
88-DK

99-Ref)

e) policies and procedures


______ (1-9
88-DK

99-Ref)

f) partner relationships


______ (1-9
88-DK

99-Ref)

g) staff awareness and competency

______ (1-9
88-DK

99-Ref)

h) lack of awareness of services available 
______ (1-9
88-DK

99-Ref)

Are there other important barriers that I have not mentioned?  If yes, explain?

i) other 




______ (1-9
88-DK

99-Ref)

2.
On a scale from 1 (not a barrier) to 9 (greatest barrier), I am going to ask you to rate how much the following are barriers to employment for individuals with disabilities in your local workforce area. 


To what degree is _______________ a barrier to employment for individuals with disabilities in your local workforce area? 

a) interagency coordination


______ (1-9
88-DK

99-Ref)

b) Social Security work incentives

______ (1-9
88-DK

99-Ref)

c) transportation



______ (1-9
88-DK

99-Ref)

d) job placement services


______ (1-9
88-DK

99-Ref)

e) employer attitudes



______ (1-9
88-DK

99-Ref)

f) Local Board policies


______ (1-9
88-DK

99-Ref)

g) access to health care


______ (1-9
88-DK

99-Ref)

h) Federal performance measures

______ (1-9
88-DK

99-Ref)

i) availability of skills training

______ (1-9
88-DK

99-Ref)

j) availability of computer training

______ (1-9
88-DK

99-Ref)

k) availability of employer supports

   (including job coaching)


______ (1-9
88-DK

99-Ref)

l) unemployment rate in local area

______ (1-9
88-DK

99-Ref)

m) availability of workplace accommodations _____ (1-9    88-DK

99-Ref)

Are there other important barriers to employment for individuals with disabilities in your local workforce area that I haven’t mentioned?  If Yes, explain.

n) other




______ (1-9
88-DK

99-Ref)

3.
On a scale from 1 (not a facilitator) to 9 (greatest facilitator), I am going to ask you to rate how much the following are facilitators to employment for individuals with disabilities in your local workforce area.

How much is ________________ a facilitator to employment for individuals with disabilities in your local workforce area?

a) interagency coordination


______ (1-9
88-DK

99-Ref)

b) SSA work incentives


______ (1-9
88-DK

99-Ref)

c) transportation



______ (1-9
88-DK

99-Ref)

d) job placement services


______ (1-9
88-DK

99-Ref)

e) employer attitudes



______ (1-9
88-DK

99-Ref)

f) Local Board policies


______ (1-9
88-DK

99-Ref)

g) access to health care


______ (1-9
88-DK

99-Ref)

h) Federal performance measures

______ (1-9
88-DK

99-Ref)

i) availability of skills training

______ (1-9
88-DK

99-Ref)

j) availability of computer training

______ (1-9
88-DK

99-Ref)

k) availability of employer supports

   (including job coaching)


______ (1-9
88-DK

99-Ref)

l) unemployment rate in local area

______ (1-9
88-DK

99-Ref)

m) availability of workplace accommodations _____ (1-9    88-DK

99-Ref)

Are there other important facilitators to employment for individuals with disabilities in your local workforce area that I haven’t mentioned?  If Yes, please explain.

n) other




______ (1-9
88-DK

99-Ref)

4.
On a scale from 1 (poor) to 9 (superior), I am going to ask you to rate your One Stop Center or Local Area’s performance in different areas.


How would you rate your One Stop Center or Local Area in  _______________?

a) interagency coordination



______ (1-9
88-DK
   99-Ref)

b) employer relationships



______ (1-9
88-DK
   99-Ref)

c) physical access




______ (1-9
88-DK
   99-Ref)

d) technological access



______ (1-9
88-DK
   99-Ref)

e) program/service access



______ (1-9
88-DK
   99-Ref)

f) availability of accommodations


______ (1-9
88-DK
   99-Ref)

g) availability of benefits counseling


______ (1-9
88-DK
   99-Ref)

h) availability of work incentive counseling

______ (1-9
88-DK
   99-Ref)

i) consumer awareness of program and 

    services available




______ (1-9
88-DK
   99-Ref)

j) staff knowledge of how to support job seekers

   with disabilities




______ (1-9
88-DK
   99-Ref)

k) access to training services



______ (1-9
88-DK
   99-Ref)

l) transition for youth with disabilities

    into employment




______ (1-9
88-DK
   99-Ref)

m) connections with community service providers
______ (1-9
88-DK
   99-Ref)

5.
Is there a group of agency representatives that meets on a regular basis to make decisions regarding funding of services for an individual with a disability to meet employment goals? 

a) yes

b) no

c) Don't Know

d) Refused

6.
Is there a group of agency representatives that meets to problem solve and makes decisions regarding reduction of systems barriers to employment of individuals with disabilities?  

a) yes

b) no

c) Don't Know

d) Refused

7.
Are you aware of Area Work Incentive Coordinator (AWIC)?

a)  Yes (Go to 8)

b)  No (Go to 7a)

c)  Don’t Know (Go to 10)

d)  Refused (Go to 10)

7a.
Is there another SSA representative that you have interaction with?


a)  Yes (Go to 7a1)


b)  No (Go to 10)


c)  Don’t Know (Go to 10)


d)  Refused (Go to 10)


7a1.
Who is the other SSA representative that you interact with?



Name: __________________



Position or Title: _____________________

8.
Have you had any interaction with the AWIC?


a)  Yes (go to 8a)


b)  No (skip to 10)


c)  Don’t Know (skip to 10)


d)  Refused (skip to 10)


8a.  How often have you interacted with the AWIC?


a)  Daily


b)  Weekly


c)  Monthly


d)  Quarterly


e)  Semi-annually


f)  Annually

9.
Have your interactions with the AWIC been about _________? 



Yes = 1



No  = 2



Don’t Know = 8



Refused = 9


a)  increasing the use of work incentives




_______



b)  increasing the use of Tickets to Work




_______


h)  improvement in scheduling meetings with customers at the One-Stop
_______ 


i)  increasing One-Stop staff knowledge about social security eligibility and benefits










_______ 


j)  increasing the use of the AWIC as referral source to respond to customer needs











_______ 

Are there other important issues that you have interacted with the AWIC on?  If yes, please explain


k)  others







10.
Are you aware of Benefits Planning and Outreach grantees (BPAO).


a)  Yes


b)  No (skip to 13)


c)  Don’t Know (skip to 13)


d)  Refused (skip to 13)

11.
Have you had any interaction with the BPAO?


a)  Yes (go to 11a)


b)  No (skip to 13)

c)  Don’t Know (skip to 13)


d)  Refused (skip to 13)


11a.
How often have you interacted with the BPAO?


a)  Daily


b)  Weekly


c)  Monthly


d)  Quarterly


e)  Semi-annually


f)  Annually

12.
Have your interactions with the BPAO been about _____________? 



Yes = 1



No  = 2



Don’t Know = 8



Refused = 9


a)  increasing the use of work incentives




_______



b)  increasing the use of Tickets to Work




_______ 


h)  improvement in scheduling meetings with customers at the One-Stop
_______ 


i)  increasing One-Stop staff knowledge about social security eligibility and benefits










_______ 

j)  increasing the use of the workforce development system as referral source to respond to customer needs







_______ 

Are there other important issues that you interacted with the BPAO on? If yes, please explain


k)  others







Section III:  Interaction with DPN

13.
On a scale from 1 (not a role or responsibility of the DPN) to 9 (primary responsibility or role of DPN), I am going to ask you to rate the degree to which the following are roles or responsibilities of the DPN.


To what degree is _______________ a role or responsibility of the DPN?


a) improving interagency coordination

______ (1-9
DK=8
REF=9)

b) building employer relationships


______ (1-9 
DK=8
REF=9)

c) improving physical access



______ (1-9 
DK=8
REF=9)

d) improving technological access


______ (1-9 
DK=8
REF=9)

e) improving program/service access


______ (1-9 
DK=8
REF=9)

f) improving availability of accommodations

______ (1-9 
DK=8
REF=9)

g) improving availability of benefits counseling
______ (1-9 
DK=8
REF=9)

h) increasing referrals to BPAO, AWIC, 

    MAXIMUS or SSA



______ (1-9    DK=8  REF=9)

i) raising consumer awareness of program

    and services available



______ (1-9 
DK=8
REF=9)

j) raising staff awareness and knowledge

   of how to support job seekers with disabilities
______ (1-9 
DK=8
REF=9)

k) improving access to training services

______ (1-9 
DK=8
REF=9)

l)  improving transition for youth with disabilities

    into employment




______ (1-9 
DK=8
REF=9)

m) improving access to Social Security work 

    incentive information



______ (1-9    DK=8  REF=9)

n) improving connection with community service

   providers





______ (1-9 
DK=8
REF=9)

o) improving transportation resources

______ (1-9 
DK=8
REF=9)

p)  improving access to health care


______ (1-9 
DK=8
REF=9)

q)  improving employer attitudes toward hiring 

     people with disabilities



______ (1-9 
DK=8
REF=9)

r) raising awareness of the ADA


______ (1-9
DK=9
REF=9)

Are there other important roles or responsibilities of the DPN that I have not mentioned?  If Yes, please explain.

s) other





______(1-9 
DK=8
REF=9)

14.
On a scale from 1 (no interaction) to 9 (almost daily interaction), I am going to ask you to rate your level of interaction with the Navigator in a variety of areas?


How frequently do you interact with the Navigator on _______________? 


[For Navigators, “On a scale from 1 (have not worked on yet) to 9 (almost daily), I am going to ask you how frequently you work on the following issues.  How frequently do you work on __________________ ]

a) improving interagency coordination

______ (1-9 
DK=8
REF=9)

b) building employer relationships


______ (1-9 
DK=8
REF=9)

c) improving physical access



______ (1-9 
DK=8
REF=9)

d) improving technological access


______ (1-9 
DK=8
REF=9)

e) improving program/service access


______ (1-9 
DK=8
REF=9)

f) improving availability of accommodations

______ (1-9 
DK=8
REF=9)

g) improving availability of benefits counseling
______ (1-9 
DK=8
REF=9)

h) increasing referrals to BPAO, AWIC, 

    MAXIMUS or SSA



______ (1-9    DK=8  REF=9)

i) raising consumer awareness of program

    and services available



______ (1-9 
DK=8
REF=9)

j) raising staff awareness and knowledge

   of how to support job seekers with disabilities
______ (1-9 
DK=8
REF=9)

k) improving access to training services

______ (1-9 
DK=8
REF=9)

l)  improving transition for youth with disabilities

    into employment




______ (1-9 
DK=8
REF=9)

m) improving access to Social Security work 

    incentive information



______ (1-9    DK=8  REF=9)

n) improving connection with community service

   providers





______ (1-9 
DK=8
REF=9)

o) improving transportation resources

______ (1-9 
DK=8
REF=9)

p)  improving access to health care


______ (1-9 
DK=8
REF=9)

q)  improving employer attitudes toward hiring 

     people with disabilities



______ (1-9 
DK=8
REF=9)

r) raising awareness of the ADA


______ (1-9
DK=9
REF=9)

Are there other important ways that you interact with the Navigator?  If Yes, please explain.

s) other





______ (1-9 
DK=8
REF=9)

15.
On a scale from 1 (not an advantage) to 9 (greatest advantage), please rate the degree to which the following are advantages to having a DPN in the system?

a) improving interagency coordination

______ (1-9 
DK=8
REF=9)

b) building employer relationships


______ (1-9 
DK=8
REF=9)

c) improving program/service access


______ (1-9 
DK=8
REF=9)

d) improving availability of benefits counseling
______ (1-9 
DK=8
REF=9)

e) improving employment outcomes


______ (1-9 
DK=8
REF=9)

Are there other advantages to having a DPN in the system?  If yes, please explain.

f)  other





______ (1-9 
DK=8
REF=9)


For the next set of questions, I am going to ask you how much you agree with some statements.  You will need to tell me whether you 

1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree or


5)  Strongly Agree




16.
As a result of the Disability Program Navigator project, job seekers with disabilities will have a greater level of access to services at One-Stop Centers.



1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree


8)  Don’t Know


9)  Refused



17.
As a result of the Disability Program Navigator project, job seekers with disabilities will have more effective and meaningful participation at One-Stop Centers.



1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree


8)  Don’t Know


9)  Refused


18.
As a result of the Disability Program Navigator project, barriers to physical access in One-Stop Centers have been removed.







1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree


6)  No changes necessary because no physical barriers existed.





8)  Don’t Know


9)  Refused




19.
As a result of the Disability Program Navigator project, barriers to program access in One-Stop Centers have been removed.




1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree


6)  No changes necessary because no barriers to program access existed.





8)  Don’t Know


9)  Refused




20.
As a result of the Disability Program Navigator project, barriers to technological and communication access in One-Stop Centers have been removed.


1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree


6)  No changes necessary because no barriers to technological and communication access existed.





8)  Don’t Know


9)  Refused




21.
As a result of the Disability Program Navigator project, staff has been trained to offer assistance to individuals with disabilities to enhance computer access and use. 


1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree





8)  Don’t Know


9)  Refused




22.
As a result of the Disability Program Navigator project, job seekers with disabilities are benefiting from improved Service Coordination.



1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree





8)  Don’t Know


9)  Refused




23.
As a result of the Disability Program Navigator project, more job seekers with disabilities were registered for WIA services.  



1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree


8)  Don’t Know


9)  Refused




24.
As a result of the Disability Program Navigator project, more job seekers with disabilities accessed WIA Intensive Services.


1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree





8)  Don’t Know


9)  Refused




25.
As a result of the Disability Program Navigator project, more job seekers with disabilities accessed training services or Individual Training Accounts.



1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree



8)  Don’t Know


9)  Refused




26.
As a result of the Disability Program Navigator project, job seekers with disabilities have access to new and/or additional resources to help them achieve their employment goals.


1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree


8)  Don’t Know


9)  Refused




27.
As a result of the Disability Program Navigator project, individuals with disabilities have access to services in an effective way equal to job seekers without disabilities.



1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree





8)  Don’t Know


9)  Refused


28.
As a result of the Disability Program Navigator project, individuals with disabilities have access to services in a timely way equal to job seekers without disabilities.



1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree





8)  Don’t Know


9)  Refused




29.
As a result of the Disability Program Navigator project, individuals with disabilities have access to services in a meaningful way equal to job seekers without disabilities.



1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree





8)  Don’t Know


9)  Refused




30.
As a result of the Disability Program Navigator project, job seekers with disabilities will have improved their employment status (secured jobs, increased number of hours worked and/or increased wage status).


1)  Strongly Disagree


2)  Disagree


3)  Neither Agree or Disagree


4)  Agree


5)  Strongly Agree


8)  Don’t Know


9)  Refused




31.
On a scale from 1 “Very Dissatisfied” to 9 “Very Satisfied,” what is your overall satisfaction with the services provided by the Disability Program Navigator project?


Rating: ________
(1-9)


Don’t Know
88


Refused 
99

32.
Considering all of the expectations you may have had about the DPN services, to what extent have the services met your expectations? Please respond on a scale from 1 (Falls Short of Your Expectations) to 9 (Exceeds Your Expectations).


Rating: ________
(1-9)


Don’t Know
88


Refused 
99

33.
Think of the ideal program for people in your circumstances. How well do you think the DPN services compare with the ideal set of services? Please respond on a scale from 1 (Not Very Close to the Ideal) to 9 (Very Close to the Ideal.)


Rating: ________
(1-9)


Don’t Know
88


Refused 
99

Thank you for your participation.  We appreciate your time and cooperation.
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