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I.	Access and Opportunity
	
WIOA Section 188 promotes access and opportunity for individuals with disabilities seeking to participate in, or enjoy the use of, services, aid, training, or benefits offered through the one-stop delivery system. 

This requires program access, physical access, effective communication, and effective policies and procedures for providing reasonable accommodations.

Draw a line to match the disability compliance element in the left column with the related example in the right column:
	
Compliance Element

	
Example

	
Program Access

	A customer who uses a scooter and is deaf arrives at your location for an introductory computer training session. The customer is not able to attend because there is one step, and no ramp, from the main entry to the room where the course is being held. 


	
Physical Access

	A customer who uses a scooter and is deaf arrives at your location for an introductory computer training session. Staff instruct that the customer first must meet with a vocational rehabilitation specialist prior to attending the session.


	
Effective Communication

	A customer who uses a scooter and is deaf arrives at your location for an introductory computer training session. Because there is one step from the main entry and the room where the course is being held, the customer requests a ramp.


	
Reasonable Accommodations


	A customer who uses a scooter and is deaf arrives at your location for an introductory computer training session. As requested by the customer, staff provides sign language interpretation services. However, a video played during the session does not have captioning.



II.	The Interactive Dialogue

On his first visit to your location, a customer tells staff he has low vision. What should staff be trained to do?



III.	Competitive, Integrated Employment

	A.	Competitive, defined

What does “competitive” employment mean?

	






B.	Integrated, defined

What does “integrated” employment mean?




IV.	Engagement Etiquette

Do 
Use “person first” language (e.g., “individual with a disability,” “individual on the autism spectrum,” “individual who uses a wheelchair”)
Speak directly to the customer with a disability, and not a companion, unless the customer instructs otherwise.
Ask how you may assist. Let the individual decide what assistance, if any, is needed. Respect the individual’s decisions and choices.
Ensure that you have a way to communicate effectively with the customer (e.g., you understand the customer, and the customer understands you). Be patient. Repeat instructions or other information as needed.
Focus on the “essential eligibility requirements” for the program of activity and collect information from the customer only as needed to determine eligibility for the program or activity.
Follow your policies and procedures for the program and communicate requirements to the customer
Be discrete and maintain confidentiality of medical information as required by law.
Treat all customers with dignity, respect, and courtesy.
Do Not 
Use “crippled,” “handicapped,” “impaired,” “wheelchair bound
Touch or pet a service animal. Service animals should be under full control of the customer (e.g., harness, leash, voice commands) and it is improper to pet or touch the animal while it is working.
Assume to know what assistance is needed (e.g., some individuals who are deaf will prefer sign language interpreters, other individuals who are deaf do not know sign language and will prefer captioning)
Be offended if your offer of assistance is declined. Like the rest of us, individuals with disabilities prefer to be as independent as possible.
Ask personal questions (e.g., “Did you have surgery?” “What happened to you? What is it like to be blind?”)
V.	Service animals

	A. 	Defined
	
What is the definition of a service animal?



B.	What can you ask?

Identify the two questions that staff may ask an individual with a service animal.




	C.	Allergies

A customer with a service animal is using your resource room, and another customer advises that she is allergic to dog hair. How should staff respond?


 
	D.	Requesting an individual with a service animal
leave the premises

Under what specific circumstances can an individual with a
service animal be asked to leave the premises?




VI.	Service-Related versus Employment-Related
	Questions

What is the difference between service-related activities and employment-related activities?

	
Employment-related activities
	Service-related activities (the provision of services, aid, and benefits)
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What advisements do we provide the customer prior to asking any medical or disability-related questions?



What are the distinctions between employment-related and service-related activities?

	
Employment-related activities
	Service-related activities (the provision of services, aid, and benefits)

	This category includes activities of employment-related training, job placement, and job referral. Employment-related training is “training that allows or enables an individual to obtain employment” such as occupational skills training, on-the-job training, or job-readiness training.
The category also includes employment-related activities of any entity acting as an “employment agency” (such as American Job Centers) to the extent that the entity regularly has a principal function of either (1) procuring employees for at least one employer, or (2) procuring work opportunities for customers.
	This category of activities involves the provision of services, aid, and/or benefits to qualified members of the public (i.e., persons who meet the essential eligibility requirements for the services, aid, or benefits at issue).
Some examples include determining eligibility for WIOA Title I financially assisted programs in the areas of childcare, transportation, and housing assistance.
Also included would be benefits counseling services, such as assisting a customer in applying for unemployment insurance benefits.
And, this category includes assessing the skills, prior work experience, and employability of a customer as well as creating a service strategy for that individual.





VII.	Accommodations Examples

	


	
In-person
	
Telephone
	
Written

	
Autism
	



	
	

	
Blind/Low Vision
	



	
	

	
Deaf/Hard of Hearing

	



	
	

	
Non-verbal

	



	
	

	
Wheelchair/Scooter

	



	
	


	


VIII.  Sample Reasonable Accommodation Request Form

Below is a disability accommodations request form used by a college. If this educational institution received WIOA Title I financial assistance (e.g., through an individual training account), would you have any compliance concerns?
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Compliance concerns?
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