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DVR Purpose and Ethical Standards

Introduction and Mission

Explanation of Contents

Standards of Ethical Conduct

WAC - Definitions

Introduction

The Rehabilitation Act was premised on the belief that every individual has the right to work and
make choices that affect their life. In 2014, Congress amended the Rehabilitation Act,
reinforcing the values and principles on which it is based and also establishing a new vision and
direction for rehabilitation programs that operate under its authority.

The Rehabilitation Act Amendments establish expectations for assisting individuals with
disabilities to achieve employment and make choices, including:

The right of a customer to make informed choices is broadened to all aspects of the
rehabilitation program.

o Staff development activities and minimum qualifications are established to ensure that
individuals with disabilities receive services from qualified staff.

o Cooperative working relationships are required among a variety of agencies involved in
services to provide a seamless service delivery system.

DSHS Mission Statement

The Department of Social and Health Services (DSHS) will improve the safety and health of
individuals, families and communities by providing leadership and establishing and participating
in partnerships.

DVR Purpose
Revised 07/02/2018

DVR's purpose is to empower people with disabilities to achieve a greater quality of life by
obtaining and maintaining employment. DVR believes employment contributes to a person's
ability to live independently and everyone has a right to work.
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Several efforts are under way to integrate the values and principles of the Rehabilitation Act into
our own service delivery practices as we carry out the mission of the division. Each of you plays
an important role in helping DVR become an agency that demonstrates these values and
principles every day. Many of you are in a position to make decisions that affect customers’ lives
and to make decisions about how to spend state resources. Because customers rely on you for
advice and support, you must understand and use the authority of your position and the
resources of the state to meet the needs of DVR customers in a fiscally responsible manner.

WAC 388-891A-0005 What is the purpose of this chapter?

This chapter explains the types of vocational rehabilitation (VR) services available to individuals
who are eligible through the department of social and health services (DSHS), division of
vocational rehabilitation (DVR).

VR services are offered to assist individuals with disabilities to prepare for, secure, maintain,
advance in, or regain employment that is consistent with their unique strengths, resources,
priorities, concerns, abilities, capabilities, interests, and informed choice.

This chapter is consistent with the Rehabilitation Act of 1973, as amended by the Workforce
Innovation and Opportunity Act of 2014 and codified in 34 C.F.R. Sec. 361, 363, and 397, as
well as chapter 74.29 RCW, Rehabilitation Services for Individuals with Disabilities, other
relevant state laws, and DSHS requirements.

Explanation of Manual Contents
Washington Administrative Code (WAC)

The Washington Administrative Codes (WACSs) are the primary case service guidelines for DVR
staff in the provision of services. The WACs are adopted by DVR from federal vocational
rehabilitation regulations to define the scope of benefits and services and to identify parameters
regarding available services in Washington State. The WACs also provide customers and the
general public with information about services available from DVR, as well as any applicable
limitations, requirements or restrictions. All DVR services must be provided in compliance with
the WAC.

Standards of Ethical Conduct
(Revised 10-19-09)

Following are values, attitudes, and standards of ethics DVR staff are expected to demonstrate
when carrying out the responsibilities of our positions. By doing so, we can continue the tradition
of quality services that has helped thousands of individuals with disabilities achieve
employment.

e Perform your job in a legal, ethical, and moral manner. Do not engage in dishonest,
deceitful, or fraudulent actions in the performance of your job, nor allow the pursuit of
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financial gain or other personal benefit to interfere with sound professional judgment and
skills.

o Respect the integrity and protect the welfare of people with whom we work, particularly
our customers. Strive to place a customer’s interests above your own at all times.

e Honor the rights of customers to make decisions about their rehabilitation services. Inform
customers about issues affecting or limiting their choices.

e Serve as advocates for people with disabilities. Ensure programs, facilities, and
employment settings are accessible prior to referring customers to them.

o Respect and protect the confidentiality of information provided by customers in the course
of their involvement with DVR.

e Practice consistent and equitable application of all DVR policies and procedures in the
delivery of services to customers. Treat customers respectfully and equitably regardless
of sex, race, creed, color, national origin, religion, sexual orientation, disabled veteran
status, Vietnam-Era veteran status, disability, or age.

e Maintain professional relationships that contribute to the customer’s rehabilitation. Ensure
the customer-counselor relationship is not used or exploited for financial gain or other
personal benefits. Sexual relationships with customers are unethical.

e Provide counseling and guidance about the purpose, selection and use of DVR services
to promote a customer’s rehabilitation. Place or assist in the placement of customers in
jobs consistent with their abilities and strengths, and not in positions that could damage
the interests or welfare of the customer or the employer.

e Recognize personal strengths and limitations and seek supervisory guidance when those
limitations may affect appropriate delivery of services to the customer.

e Act with integrity in your relationships with colleagues, other organizations, agencies,
institutions, referral sources, and others to facilitate achieving optimum benefits for
customers.

e Strive to understand the accessibility issues of individuals with disabilities and to
demonstrate this understanding in the performance of your job. Make an effort to keep
abreast of developments in rehabilitation practices through reading and attendance at
professional meetings and seminars.

e Use state property, equipment, time, and resources only for program purposes.

These standards of conduct are based on DSHS and DVR requirements and they are
consistent with the CRC Code of Ethics.

See Also:

DSHS Administrative Policy 18.64 Standards of Ethical Conduct for Employees

Code of Ethics Established by the Commission on Rehabilitation Counselor
Certification

In addition to the above standards of ethical conduct, VR Counselors demonstrate an in depth
understanding and the ability to use independent judgment consistent with the Code of Ethics
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established by the Commission on Rehabilitation Counselor Certification.

WAC - Definitions
Revised 07/02/2018

The following definitions are used throughout the WAC and manual. Other definitions that relate to a
specific section appear in that section.

WAC 388-891A-0010 What definitions apply to this chapter?

(1) "Comparable services and benefits" means services and benefits, including accommodations and
auxiliary aids and services, that are:

(a) Provided for, in whole or in part, by other federal, state, or local public agencies, health insurance, or
employee benefits;

(b) Available to you when you need them to ensure your progress toward achieving the desired
employment outcome in your individualized plan for employment (IPE); and

(c) Substantially similar to the services that you would otherwise receive from DVR.

(2) "Competitive integrated employment” means:
(a) Part-time or full-time work:
(i) that is performed in an integrated setting;

(i) for which you are paid at or above the highest applicable minimum wage of those specified in 29
U.S.C. Sec. 206(a)(1), RCW 49.46.020, or local minimum wage laws; and

(iii) Work for which you earn the same wages and benefits as other employees without disabilities in
similar occupations or performing similar tasks, who have similar training, experience, and skills; or

(b) Self-employment that yields income comparable to that received by other individuals without
disabilities who are self-employed in a similar occupation or performing similar tasks, who have similar
training, experience, and skills.

(3) "Division of vocational rehabilitation (DVR)" means the division primarily concerned with the
vocational rehabilitation of individuals with disabilities and responsible for the administration of the
vocational rehabilitation program of the department of social and health services (DSHS).

(4) "Employment outcome" means competitive integrated employment, supported employment, self-
employment, telecommuting, business ownership, or any other type of employment compensated at a
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competitive wage in an integrated setting that is consistent with your unique strengths, resources,
priorities, concerns, abilities, capabilities, interests, and informed choice.

(5) "Extended employment” means work in a nonintegrated or sheltered setting for a public or private
nonprofit agency or organization that provides compensation in accordance with section 14(c) of the
Fair Labor Standards Act.

(6) "Extreme medical risk" means the probability of substantially increasing your functional impairment
or death if medical services, including mental health services, are not provided quickly.

(7) "Family member" means a person who:

(a) Is your relative or legal guardian; or

(b) Lives in the same household as you and has a substantial interest in your well-being.
(8) "Individual with a disability” means an individual:

(a) Who has a physical or mental impairment;
(b) Whose impairment results in a substantial impediment to employment; and

(c) Who can benefit in terms of an employment outcome as a result of receiving VR services.

(9) "Individual with a most significant disability” means an individual with a significant disability who
has a severe physical or mental impairment resulting in serious functional limitations in four or more
areas (such as mobility, communication, self-care, self-direction, interpersonal skills, work tolerance, or
work skills) in terms of an employment outcome.

(10) "Individual with a significant disability” means an individual with a disability:

(a) Who has a severe physical or mental impairment resulting in serious functional limitations in one or
more areas (such as mobility, communication, self-care, self-direction, interpersonal skills, work
tolerance, or work skills) in terms of an employment outcome;

(b) Whose vocational rehabilitation can be expected to require multiple vocational rehabilitation
services over an extended period of time; and

(c) Who has one or more physical or mental disabilities resulting from amputation, arthritis, autism,
blindness, burn injury, cancer, cerebral palsy, cystic fibrosis, deafness, head injury, heart disease,
hemiplegia, hemophilia, respiratory or pulmonary dysfunction, mental illness, multiple sclerosis,
muscular dystrophy, musculo-skeletal disorders, neurological disorders (including stroke and epilepsy),
spinal cord conditions (including paraplegia and quadriplegia), sickle cell anemia, intellectual disability,
specific learning disability, end-stage renal disease, or another disability or combination of disabilities
determined on the basis of an assessment for determining eligibility and vocational rehabilitation needs
to cause comparable substantial functional limitation.
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(11) "Individualized Plan for Employment (IPE)" means the written plan, approved by your DVR
counselor, described in WAC 388-891A-0915 through 388-891A-0951.

(12) “Integrated setting” means one of the following:

(a) The setting in which you receive a VR service is integrated if it is a setting commonly found in the
community (such as a store, office, or school) where you come into contact with people without
disabilities while you are receiving the service. The people without disabilities who you come into
contact with are not the same people providing VR services to you.

(b) The setting in which you work is integrated if it is a setting commonly found in the community where
both your immediate co-workers and the public with which you interact include people without
disabilities. The amount of contact you have with people without disabilities is the same that a person
without disabilities in the same type of job would experience.

(13) "Most recent tax year" means the most recent calendar year for which you:

(a) Filed or were required to file an income tax return with the United States Internal Revenue Service
(IRS); or

(b) Were claimed as a dependent on an income tax return with the United States IRS.

(14) "Physical or mental impairment" means:

(a) Any physiological disorder or condition, cosmetic disfigurement, or anatomical loss affecting one or
more of the following body systems: neurological, musculo-skeletal, special sense organs, respiratory
(including speech organs), cardiovascular, reproductive, digestive, genitourinary, hemic and lymphatic,
skin, and endocrine; or

(b) Any mental or psychological disorder such as intellectual disability, organic brain syndrome,
emotional or mental illness, and specific learning disabilities.

(15) "Representative” means any person chosen by an applicant or eligible individual, including a
parent, family member, or advocate, unless a representative has been appointed by a court to represent
the individual, in which case the court-appointed representative is the individual's representative.

(16) "Student with a disability” means an individual with a disability who is:

(a) Currently enrolled in a secondary, postsecondary, or other recognized educational program;

(b) Not younger than fourteen years of age and not older than the maximum age established for the
receipt of services under part B of the Individuals with Disabilities Education Act (IDEA) in the state of
Washington, as described in WAC 392-172A-02000; and

(c) Receiving special education or related services under part B of IDEA or is a student with a disability
for the purposes of section 504 of the Rehabilitation Act of 1973, as amended.
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(17) "Substantial impediment to employment"” means the limitations or barriers you experience as a
result of a physical or mental impairment that hinder your ability to prepare for, secure, maintain,
advance in, or regain employment that matches your abilities and capabilities.

(18) "Vocational rehabilitation (VR) services” means those services described in WAC 388-891A-0700
through 388-891A-0890.

(19) "Youth with a disability” means an individual with a disability who is not younger than fourteen
years of age and not older than twenty-four years of age.
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How to Find Things in the Manual
(Updated 11/1/17)

When you open the manual in Word, there are two quick methods for finding the content you want to
access. The first of these is to use the table of contents. The second of these is to use the navigation
pane.

Table of Contents

If you have a general idea about where to find the content you are seeking, the table of contents is
probably the quickest route to get there. The manual is broken into chapters, which are sorted
according to phase of the VR process, the scope and provision of services, and a variety of administrative
tasks.

The table of contents for the manual is generated automatically by Word, which scans through the
document to find “headings,” and then produces a table of contents with hyperlinks for each section.
Each chapter of the manual has an entry on the table of contents, and these chapters are broken down
further according to the manual’s heading ‘levels’.

This means that any line in the table of contents can be selected, and will take you to the section of the
manual with the “heading” included.

For example, if you wanted to learn about the 90 day requirement for IPEs, you could scroll down
through the table of contents to the section on “IPE Development / Implementation,” and select
“Individualized Plans for Employment (IPEs) in 90 Days.” That would take you to the section in the
manual that had this heading:

IPE Development / Implementation

IPE Development Index Page

Current Document

IPE Development / Implementation Click or tap to follow link.
Individualized Plans for Employment {IPEs) in 50 Days
Customer Driven Development of the IPE

Custormer Option for Developing the IPE
90 Day IPE Development Extension

Employment Goal on the IPE
VR Services on the IPE

Aszessment after IPE is Underway

Selecting Services and/or Service Providers
Infarmation Provided to the Customer

Using Existing Information to Select an Employment Goal and Determine VR Needs_|
Purchasing Assessment Services
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Selecting this link will take you to the section pictured below:

Individualized Plans for Employment (IPEs) in 90 Days

DWVR must develop an Individualized Plan for Employment (IPE) for each eligible customer as
so0n as possible, but no later than 90 days following determination of eligibility, unless DVR and
the individual agree to a specific extension of that timeframe.

The intent is to move all eligible individuals through the VR process with minimal delay in order
to efficiently and effectively serve these individuals, resulting in the achievement of employment
outcomes in competitive integrated employment.

Customer Driven Development of the IPE

The 90-day timeline for plan development re-emphasizes the critical role customers play in their
IPE development. DVR has developed a comprehensive tool, the Customer Handbook, to
facilitate independent and informed plan development for customers. Increased transparency
regarding the multifaceted vocational assessment conducted by VR professionals, services
available, resources for career exploration, and customer rights creates an opportunity for
customers to actively participate in analyzing the primary items that influence career choice.

DVR staff should provide the Customer Handbook to customers at the earliest point of
engagement with DVR and must be readily available. It provides information that will influence

Navigation Pane

If you need to search the document by a key word or phrase, then the table of contents may not be the
fastest method for finding your information. Instead, you should use what Word calls the “Navigation
Pane.” This provides both a search box and an outline format for every heading in the manual.

You can access the “Navigation Pane” in Word in two ways. First, you can select “View” from the Ribbon
at the top of the screen, and ensure that the checkbox for “Navigation Pane” has been selected:

Home Insert Design Layout EEE Mailings Review Developer ACROBAT Q Tell me what you want to do...
El Iy g pe )
il ) [=] outline | Ruler = D One Page Dj DD'_J
E:l EH%H [m i s
Read Print Web I:l Draft Gridlines Zoom 100% EIE Multiple Pages Mew  Arrange  Split Switch

Mode = Layout Layout Window All Windows - Macros

| Mavigation Pane LED Page Width

Views Show Zoom Window Macros

You can also press “ctrl + f” at the same time, which will bring up a search box to the left of the manual:
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Appeal Options

Appeal Options Index Page
In this section of the manual:

Appeal Rights
Client Assistance Program (CAP)

Fair Hearing

Mediation

WAC - Appeal Options

WAC - Fair Hearings
WAC - Mediation
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DVR Appeal Rights and Process

Notification of Appeal Rights

If a customer disagrees with a decision, it is the responsibility of the VR counselor to provide the
customer with information, both verbally and in writing, describing the customer’s appeal rights,
including:

o Discussing the decision with a VR supervisor, Regional Administrator, the director or
designee;

e Contacting the Client Assistance Program;

¢ Requesting a formal mediation; and/or

e Requesting a fair hearing.
DVR’s goal is to resolve a customer’s issue with the least disruption to their progress in the
rehabilitation process as possible. A customer may use any one or a combination of the options
above to resolve the disagreement. For example, a customer may request mediation and a fair
hearing. If mediation resolves the issue, then the fair hearing is canceled, or a customer may
request mediation, and still ask to speak to a VR supervisor prior to the scheduled mediation. If
the issue is resolved, the mediation is canceled.

If a customer is trying to decide whether to select assistance from the Client Assistance
Program (CAP) or mediation, VR counselor should explain that either option is available. The
customer should be made aware however, that CAP representatives are familiar with the
Rehabilitation Act and the VR process. Although dispute resolution centers and mediators have
an understanding of conflict resolution, they may not be knowledgeable about the Rehab Act or
the VR process. For this reason, the customer may want to give preference to requesting
assistance from CAP rather than, or in addition to, mediation.

Note: A customer’s planned VR services continue while the issue is under review.

VR Supervisor / Regional Administrator / Director Review

A customer or counselor may request a VR supervisor, Regional Administrator or Director
review a VR counselor’s decision. It's up to the VR supervisor, Regional Administrator, or
Director to determine whether or not to review the decision. If they do they may review the case
service record, talk to the VR supervisor, VR counselor, customer, or others involved in the case
to gather information, if necessary.

The supervisor / Regional Administrator / Director may discuss the findings and relevant WACs
with the VR counselor and customer or they may move directly with issuing an e-mail or brief
letter with the summary of their review.

This notice will not include any additional appeal information or notification of customer rights,
as the appeal rights and filing timeframes for appeals are based on the intial determination.
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Client Assistance Program (CAP)
(Revised 4-14-17)

If a customer needs assistance to contact CAP, the VR counselor or other DVR staff person
provides assistance to make initial contact with a CAP representative, with an appropriate
completed DSHS consent form. CAP is a non-profit advocacy organization that is not part of
Washington State government. As such, it is important at all times to ensure that consent forms
are completed appropriately and that the secure email process is used when communicating
confidential information.

Contact Information for the Client Assistance Program

Client Assistance Program
PO Box 1014, Bellingham, WA 98227
Phone: (206) 849-2939

Email: Washingtoncap2@gmail.com

Web: www.washingtoncap.org

Fair Hearing
(Revised 11-21-11)

A customer may skip the informal options and request a fair hearing at any time a VR counselor
makes a decision and the customer disagrees with the decision. A customer needs to ask for a
fair hearing in writing within 45 calendar days of the decision. The fair hearing is conducted as
outlined under WAC 388-02: DSHS Hearing Rules.

If a customer needs help to put the request for a fair hearing in writing, the VR supervisor
ensures a VR staff person is available to assist the customer to complete the written
request. The request must include:

e Customer’'s name, address and telephone number;
o Written statement describing the decision and the reasons the customer disagrees with
the decision; and
¢ Any other information that supports the customer’s position.
If a customer requests a fair hearing DVR staff:

e Provides the customer with the Request for Fair Hearing form (see link below)
e Assists the customer in completing the form, if needed
o Documents in Waves that the customer was provided the Request for Fair Hearing form
and whether the customer was provided assistance completing the form.
If the form is completed by DVR staff, send a copy of the form to the DVR Fair Hearing
Representative/Coordinator, Mail Stop 45340 or Fax (360) 407-3946.
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Online Process

For online Fair hearing requests, customers should go to https://oah.wa.gov, then click
the How do | Request a hearing then select Public Assistance and complete the online form.

See Also:

DVR Request for Fair Hearing form (DSHS 05-247).

The request is mailed to the Office of Administrative Hearings, PO Box 42489, Olympia,
Washington 98504-2489.

Fair Hearing Coordinator Role

Once the State Office DVR fair hearing coordinator receives notification from the Office of
Administrative Hearings or a VR supervisor that a customer has requested a formal hearing, the
fair hearing coordinator is responsible to:

o Contact the customer to clarify the issue, if necessary.

o Explain WACs that apply to the decision, and offer to provide copies.

¢ Resolve the issue, if an agreement can be reached that is within the WAC.

o Offer the customer the option to participate in a pre-hearing meeting.
A Fair Hearing Coordinator assists the customer, VR counselor, VR supervisor and/or other
parties to resolve the disagreement that is consistent with the federal and state laws. If an
agreement is reached the Fair Hearing Coordinator asks the customer to contact the Office of
Administrative Hearings (OAH) to withdraw the request for the fair hearing. The Fair Hearing
Coordinator documents the agreement and notifies OAH that the matter has been resolved.

Pre-Hearing Meeting

A pre-hearing meeting is offered to all customers requesting a fair hearing. Ideally, this occurs
as early in the process as possible. The pre-hearing meeting is voluntary for customers. The
purpose of the pre-hearing meeting is to:

e Inform the customer about informal options available to resolve the issue;

o Educate the customer about fair hearing procedures;

o Clarify the issue(s), if necessary;

+ Review the WACs that apply to the decision; and

e Exchange documents to be presented at the fair hearing; and

¢ Resolve the issue, if possible.
The pre-hearing meeting may be conducted by telephone, by mail or in person as agreed upon
between the fair hearing coordinator or designee and the customer. The pre-hearing meeting is
not limited to one contact. Additional contacts may be made to address the elements of the pre-
hearing meeting, if needed. If the pre-hearing meeting does not result in a resolution, the fair
hearing coordinator or designee, represents DVR at the fair hearing.
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Mediation
(Revised 07/02/2018)

In mediation, a trained mediator conducts a meeting with the customer and a representative
from DVR (usually the VR counselor) to settle a disagreement. Mediation may be requested
anytime a customer disagrees with a decision but DVR is not required to enter into mediation.
Mediation is voluntary for both parties. Please see WAC 388-891A-0225(1)(c): What is
Mediation?.

Customers may request both mediation and a fair hearing at the same time. However,
requesting mediation at the same time does not change the time lines for the fair hearing. A fair
hearing must be held within 60 days from the date the customer submits a request for a fair
hearing. Please see WAC 388-891A-0260: After | submit a request for a fair hearing, when is it
held?. If an agreement is reached during mediation, the fair hearing is cancelled. Please see
WAC 388-891A-0230: When may | ask for mediation?.

Discussions during mediation are confidential and may not be used later in a fair hearing or civil
proceeding. Before beginning a mediation session, all parties must sign a confidentiality
statement. Please see WAC 388-891A-0240: Is information discussed during mediation
confidential?.

When a customer requests mediation, consultation with the VR supervisor is recommended,
and consult with your supervisor about procedures for requesting mediation services.

Mediation services are available through dispute resolution centers (link below) and are also
available through other mediators who are established under the DES master contract for
mediation services (link below). The customer can be provided informed choice in the selection
of the mediation, including the type and scope of mediation provided and the mediation service
used. The names of certified mediators can also be found on the Washington Mediation
Association web site (link below). If mediation is used from an outside area, DVR is required to
pay travel expenses. The service provider must be set up as a vendor so DVR can issue
payment. The service provider must be set up as a vendor so DVR can issue payment. DVR
assists with other associated costs for a customer to participate in mediation, such as childcare
if needed.

A mediator does not make a decision about a case, nor do they issue a ruling. A mediator helps
facilitate a discussion between the customer and the VR counselor in order to help resolve
miscommunication and improve greater understanding about concerns and priorities in order to
move a case forward. If DVR declines to participate in mediation, or if DVR patrticipates but does
not come to an agreement, there are no appeal options for declining to participate or declining
to come to an agreement.

DES Contract: #04215 Mediation Services

Washington State Dispute Resolution Centers (Listed by County)

Dispute Resolution Centers (Alphabetical Listing):
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Link to Washington State Dispute Resolution Centers

Washington Mediation Association:

Link to Washington Mediation Association Web Site

Upon completion of mediation, if an agreement is reached, the mediation service provider
develops a written statement of the agreement. The written statement is filed in the customer’s
case service record. The mediation agreement is not legally binding. Please see WAC 388-
891A-0225(4): What is mediation?. If the customer changes their mind and/or decides to
request a fair hearing, the mediation agreement may not be introduced or presented at the fair
hearing.

Upon completion of mediation, the service provider submits an invoice to the DVR office that
requested the service. The office reviews the billing invoice for accuracy and forwards the
original invoice along with a signed A-19 to the DVR State Office fiscal unit for payment.

WAC - Appeal Options

(Revised 07/02/2018)

388-891A-0205, How do | ask for an exception to a rule in this chapter?

388-891A-0210, What happens after | submit a request for an exception?

388-891A-0215, What if a DVR counselor makes a decision about my VR services that | don't
agree with?

388-891A-0220, What is the client assistance program (CAP)?

WAC - Fair Hearings
388-891A-0250, What is a fair hearing?

388-891A-0255, How do | request a fair hearing?

388-891A-0260, After | submit a request for a fair hearing, when is it held?

388-891A-0265, What is a prehearing meeting?

388-891A-0270, Do | receive a written fair hearing decision?

388-891A-0275, Is the fair hearing decision final?

388-891A-0295, Can DVR suspend, reduce or terminate my services if | request a fair hearing?

WAC - Mediation
388-891A-0225, What is mediation?
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388-891A-0230, When can | ask for mediation?

388-891A-0235, Who arranges and pays for mediation?

388-891A-0240, Is information discussed during mediation confidential?

388-891A-0245, If the mediation session results in an agreement, do | receive a written
statement of the results?

Customer Rights

Customer Rights Index Page

In this section of the manual:

Communicating with Customers in a Professional Manner

Complaint Resolution Standards

Customers May Audio Tape Counseling Sessions or Meetings

Access to DVR Programs / Services

WAC - Customer Rights

WAC - Communication Access to VR Services

See Also:

Exceptions to Policy

Reporting Abuse

Exceptions to Rules

(Revised 02/17/2022)
Exceptions to Rules Process
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WAC 388-891A-0205 How do | ask for an exception to a rule in this chapter?, WAC

388-891A-0206 Are there exceptions to rules in this chapter that DVR will not grant?,

and WAC 388-891A-0210 What happens after | submit a request for an exception to a

rule? provide the basis for considering a request for an exception to DVR rules.

Customers may not know they can request an exception to rule. The VR counselor
explains to the customer that an exception to rule may be requested at any time during
the VR process but not all requests can be granted.

The VR counselor:

3.

4.

Documents in a Waves why an exception to rule was requested, and the reason
the VR counselor supports or does not support this request for exception to a rule.
Forwards a written request to the VR supervisor. As the Director’s designee, the
VR supervisor may approve or deny most exception requests.

The VR supervisor does not serve as the Director’s designee for exceptions to
rule related to:

e Vehicle Purchases
e Undue Burden Requests made by CRPs related to paying for a spoken
language interpreter.

The Area Manager approves or denies an exception to rule to pay for a
customer’s moving expenses.

The VR supervisor:

Reviews the case service record prior to granting an exception to rule.
Determines if there is appropriate justification for an exception to rule, and that the
exception to rule does not conflict with federal or state law, regulations or DSHS
policy.

Consults with the DVR Policy (dvrpolicy@dshs.wa.gov) if there are questions
about whether an exception to rule can be granted. Considers the following
implications:

e The impact of the exception on accountability, efficiency, choice, satisfaction,
and quality of service;

e The degree to which the request varies from the WAC; and

e Whether the rule or condition is a federal regulation that must be waived.

Reviews the exceptions that cannot be granted as outlined in WAC 388-891A-
0206 and consults with the Policy Manager if there are questions about whether
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an exception to rule can be granted. Documents all exceptions to policy in Waves
case narrative using the heading "Exceptions to Rule".

Responds in writing to a request for an exception to rule within 10 working days of
receiving the request.

o If the request is approved, the DVR director or designee provides a written
approval that includes:
= The specific WAC for which the exception is approved;
= Any conditions of the approval; and
= The duration of the exception.

If the request is denied, the DVR director or designee will provide a written
explanation of the reasons for the denial.

The DVR director or designee makes the final decision on all requests for exceptions to
arule, as described in WAC 388-440-0001.

Exceptions to Rules that Cannot Be Granted

An exception to policy cannot be granted if it violates the Rehabilitation Act of 1973, as
amended, the Code of Federal Regulations (CFRs), state or federal laws or DSHS
policy. The following are items for which no exceptions can be granted because of legal
requirements. DVR funds cannot pay for:

A customer's normal living expenses as a maintenance service. The VR federal
regulations define a maintenance service as support for expenses such as food,
shelter, or clothing that are in excess of a customer's normal living expenses.
Medical marijuana. Although some states (including Washington) have legalized
medical marijuana, the acquisition of marijuana under any circumstances is still
against federal law. DVR is bound by federal law and cannot purchase or assist in
the acquisition of medical marijuana.

Court fees, attorney fees, fines or penalties related to illegal acts that result from
any civil or criminal legal proceedings or related matters.

Insurance including, but not limited to, health, vehicle, home, and life insurance
(WAC 388-891A-1180 What types of insurance does DVR pay for?).

Payment of salaries, cash and any other form of direct payment of working capital
to a customer as part of a self-employment plan.

Leases, purchase of property/real estate or insurance.

Religious education, training, supplies or materials (WAC 388-891A-0966 What if
the employment outcome | choose is religious in nature?)

Firearms, alcohol or tobacco.
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« Refinancing existing business or personal debt, costs related to bankruptcies or
co-signature of loans.

Case Records / Confidentiality

Confidentiality and Security of Case Records

Customer Access to the Case Service Record

Customers with Legal Guardians

Serving Minors / Customers under the Age of 18

Customers Must Grant Permission for Parents and Guardians to Access Specific Kinds
of Records

Public Disclosure Requests

DVR Records Related to Legal Actions Involving DVR

Services to Relatives (Family) or Others with Whom the Employee has a Close
Personal Relationship

Subpoena Duces Tecum

Confidentiality Guidelines for Staff Working in a Co-located Facility

WAC - Protection and Use of Confidential Information

Confidentiality and Security of Case Records

(Revised 7/1/08)
Protection of Confidential Information
Any time customer confidential information is obtained, reviewed, or filed reasonable

steps must be taken by staff to protect confidential information from unauthorized use,
loss, or theft.

Confidential information includes personal information that identifies a customer such as
the customer’s name, address, telephone number, and Social Security Number. It also
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includes information such as medical or mental health information, assessments or
reports, case narratives, and/or financial information.

See Also:

WAC - Protection and Use of Confidential Information

Safeguards for Entering Information in Waves so the Customer Doesn’t See the Names of Other Customers

The VR counseling staff member takes steps so that a customer’s name or other
confidential information is not inadvertently seen by another customer. When logging
into Waves, the customer should be asked to look away or the angle of the computer
monitor should be moved so the names of other customers on the counselor’s caseload
cannot be seen by the customer.

Precautions for Not Using the Customer’s Complete Name in Outlook

When scheduling appointments in Microsoft Outlook the customer’s full name should
not be entered. It is preferable to enter the customer’s first initial and last name, or
abbreviations for the customer’s name. Other confidential information such as the
customer’s Social Security number must not be noted on the calendar.

Sending a Fax that Contains Confidential Customer Information

When sending a fax that contains confidential customer information:

8. Note the word “confidential” prominently on the cover sheet;
9. Include a statement on cover sheet that says something such as:

This fax contains confidential information. If you received this fax in error, please
notify us immediately and remove the information from all electronic and hard
copy sources. Storing, printing or disseminating this fax to other parties is
prohibited unless authorized by the sender.

Sending an email that Contains Confidential Customer Information

When sending an email that contains confidential customer information:

e Don’t place the customer’s name or Social Security Number in the subject line.
Use non-descriptive identifiers in the subject line and email message because
email is a non-secure form of communication;
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« Disclose to customers that email communications are considered to be a work

product and they may become part of the customer’s case service record;
e Include a statement such as:

This email, including any attachments, may include confidential and/or
proprietary information, and may be used only by the person or entity to which it
Is addressed. If the reader of this email is not the intended recipient or their
authorized agent, the reader is hereby notified that any dissemination,
distribution or copying of this email is prohibited. If you have received this emalil

in error, please notify the sender by replying to this message and delete this
email immediately.

For guidance on inserting a statement (similar to the above) in the email
signature staff can consult with DVR IT staff (local ITSS or DVR HelpDesk).

Secure email

It is not necessary to encrypt emails sent between DSHS offices or between DSHS and
other state agencies because the state networks are behind firewalls and considered
secure. All emails sent outside the state system containing personal and private
information should be sent marked “confidential” and encrypted. For more information,
please review the LMS training for DVR Secure Email (can be found by searching the
LMS Course Catalog for “DVR Secure Email”).

Encryption Procedure:

e To encrypt an email message, type “[secure]” in the subject line of the email you
are sending.

o Type the email content as usual but don’t include personal information including
the customer’s name or Social Security Number in the subject line.

e Click the Send Button as usual.

You will receive an email after you send the message, confirming the encryption
of the message and that the system has sent an email to the recipient to let them
know that you have sent them a [secure] email.

More detailed information about the Secure Email System can be found on the Secure
Email System Information page:

Additional information about the Secure Email System can also be obtained by
contacting DVR IT staff (local ITSS) or DVR HelpDesk.
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Electronic Information and Removable Media

Special care must be taken to protect customer information on laptop computers and
removable media. Examples of removable media include magnetic tapes, optical discs
(CDs or DVDs), flash memory (thumb drive) devices, external hard drives, and internal
hard drives that have been removed from a computing device.

The following steps should be taken to protect electronic information:

N -

o gk w

. Configure laptops with unique User IDs and complex passwords in order to log on;

Encrypt all information that is stored on portable electronic devices such as
laptops, thumb drives, handhelds, and Personal Digital Assistant (PDAs) and
BlackBerrys;

When traveling, keep portable devices under your control at all times;

Never walk away from a portable device in a public area;

Manually log off of a portable device when you finish your work;

Make sure a portable device is set to automatically log off after 20 minutes of
inactivity.

Reporting Loss or Theft
DVR staff:

1.

Reports the loss or theft of laptops, or electronic portable devices to their
supervisor as soon as possible, and no later than one day after the confidential
information has been lost, stolen, or disclosed without legal authorization. Include
the following details:

1. Date, location, and circumstances of loss;

2. Description of lost information;

3. Whether and how information was protected; and

4. Number of clients impacted.

Notifies the local law enforcement agency and puts a copy of the report in the
customer’s case service record.

Note: If a case file is temporarily misplaced in a DVR office a report is not filed
with the local law enforcement agency until it is determined that the case file is
lost or stolen.

VR supervisor:

2.

Notifies DVR management (Regional Administrator and DVR Director), IT
Manager, (if a laptop or electronic portable device is lost or stolen) and the DVR
Privacy/Public Disclosure Officer at the State Office;
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3. Determines if additional security procedures are needed and takes measures to
prevent recurrence.

The IT Manager:

Follows the steps for reporting and investigating security-related incidents as
outlined in the DSHS IT Security Policy and Procedures Manuals.

Public Records Unit:

1. Notifies appropriate parties, such as the DSHS Assistant Secretary and DSHS
Public Records/Privacy Officer;

2. Notifies the customer in writing of specific customer information exposed (such as
the customer’s first and last name in combination with a Social Security Number,
driver’'s license number, bank account number or credit card number). See Also:
RCW 42.56.590 Notice of Security Breaches;

3. Provides the VR counselor with a copy of the letter to be filed in the customer’s
case service record.

See also the following DSHS Administrative Policies:

5.01 Privacy Policy - Safequarding Confidential Information

5.02 Public Disclosure of and Access to DSHS Records

5.03 Client Rights Relating to Protected Health Information

5.04 Records Retention

Customer Access to the Case Service Record

(New 8/24/09)

Customer is given Access to their Case Service Record unless it May Cause Harm

A customer may ask to review or obtain copies of documents in their case service
record. The request can be made verbally or in writing. Access to information or records
is provided unless there is concern that the information may cause harm. This includes
access to information or records from a provider or “third party” such as, a psychologist
or documents from the Social Security Administration.
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Responding to a Customer’s Request to Review or Get Copies of Information in the Case Service Record

If a customer asks to review or obtain copies of information in the case service record,
counseling staff:

1.

3.

Responds to the request no later than 5 business days from the date the request
is received. If it is going to take time to make copies, the customer must be given
a date to expect copies of their records. (Copies do not need to be provided within
5 business days, but counseling staff must respond to the request within 5
business days).

Reviews the case service record to determine if any documents identify another
person or are likely to endanger the safety or well-being of the customer or another
person. Information that identifies another person or is likely to endanger the safety
or well-being of the customer or another person is withheld but copies of other
requested information are given to the customer.

Arranges for the customer to review the case service record in a place where a
counseling staff member is present. This might be preferable than giving copies,
especially if there is concern the individual might misunderstand or misinterpret
information. In these instances, arrangements can be made for the individual to
review the case service record with a VR counselor present to explain content and
answer guestions. During this review the customer can designate if they want
copies of certain records or the entire case service record. The customer must not
be allowed to remove information from the case service record.

Contacts the Area Public Records Officer or Public Records Coordinator at the
DVR State Office if information in the case service record will be denied or for
guidance or assistance, if necessary.

Denying Customer Access to the Case Service Record

DVR may deny access to Protected Health Information (PHI) in a customer’s record
under any of the following circumstances:

1.

2.

3.

The information is likely to endanger the life or physical safety of the customer or
another person.

The record identifies another person, and disclosure is likely to cause substantial
harm to the other person.

The request is made by the customer’s personal representative, and giving that
person access is likely to cause substantial harm to the customer or another
person.

Note: The above, (1-3) is from DSHS Administrative Policy 5.03 Client Rights Relating
to Protected Health Information.
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If information identifies another person or is likely to endanger the safety or well-being of
the customer or another person, the information is withheld. Under these circumstances
counseling staff may:

1. Release the records considered harmful to a third party of the customer’s choice,
such as a representative, parent, legal guardian, or a qualified medical
professional.

2. Request a feedback session with a psychiatrist or psychologist for example, if there
is concern that the individual might not understand, or misinterpret information.

3. Request review by the DVR Licensed Health Care Professional. This person is
licensed to practice a health profession as defined in RCW 18.120.020: Reqgulation
of Health Professions - Criteria Contact the Policy Manager at the DVR State Office
for referral to the designated licensed health care professional.

The designated licensed health care professional can review information and consult
with counseling staff to help determine whether or not the customer should be denied
access to this information. If it is determined that information will be denied, counseling
staff notify the Public Records Coordinator at the DVR State Office.

The Area Public Records Coordinator notifies the customer or the customer’s personal

representative, if one is appointed, in writing when access is denied to any part of the
record, and explains the reason for the denial and the customer’s appeal rights.

Customer Requests to Amend a Case Service Record

Standard Operating Procedure: Processing Requests to Amend a Case Services Record

Purpose: DVR customers have the right to review and request a correction or change in their
case services record. DVR reviews such requests and determines how to proceed. This
procedure provides guidance on processing and responding (including potential denial) to a
customer’s request to add to or change their case service record.

Reference:

34 CFR 361.38(c)(4) & 361.47(a)(12): State Vocational Rehabilitation Services
Program
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WAC 388-01, DSHS Organization / Disclosure of Public Records

WAC 388-891A-0120, May | ask DVR to change incorrect information in my case
service record?

DSHS AP 5.04, Records Retention

DSHS AP 14.18., E-mail and Voice Mail Greetings and Responses

Washington State Agencies Records Retention Schedules

Actions by Customer

1. Reguests DVR make a change to their case service record. This request may be oral or
written. If the request is substantial, the customer may be encouraged to submit a written
request to assist DVR with the review.

Actions by any DVR staff

2. Documents the receipt of the request in a Case Note.

3. Sends the request to the designated VRC for action.

4. Sends a copy to the VRS to notify them of the request.
Actions by VRC

5. Reviews the request and the information in the case service record, consulting with the
VRS if needed.

6. Contacts customer within two business days:

o To confirm receipt of the request;

o To provide counseling and guidance and any information that may help
address the customer’s concerns with the existing record; and

o To obtain clarification of requested change, if needed.

7. Within ten business days of receiving the request, responds to the customer with a
decision as described in steps 11-15 below, or if additional time is required to process the
request, the date by which the determination will be complete.

Actions by Customer

If the customer provides written documents to support their request:
8. Provides a written document to the VRC explaining what information they believe is
incorrect, as well as any supplemental documents to support the change.
Actions by VRC

If the customer has provided a written explanation of their request:
9. Writes a Case Note documenting the receipt of the customer’s written explanation of the
disagreement.
If the review indicates that the information DVR has is incorrect:
11. Amends the information in the file.
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12. Documents the review and decision in a Case Note.
13. Within ten business days of receiving the request, informs the customer that DVR has
amended the information.

o If the change was not substantial, may inform the customer in person, by
secure email, or by phone.

o If the change was substantial, the notification must be provided in writing
through the US mail (or using an alternative written method specified by the
customer).

If the review indicates that the information is correct, and no amendment is needed:
14. Documents the review and decision in a Case Note.
15. Within ten business days of receiving the request, DVR informs the customer of the
following information in writing:
* DVR has declined the request to amend the case service record;
e The customer may provide additional written documents to explain which
information the customer believes is incorrect.
o |If the customer provides additional written documents, DVR will place the
information in their Case Service Record; and
¢ Provides the customer with a copy of written information regarding DVR Customer
Rights (brochure or flyer).
If there are questions about altering or removing information in the case service record:
16. Consults with VRS and DVR Public Records Unit staff to ensure compliance with records
retention rules.
If the information originated with another entity:
17. Notifies the customer that changes to the content of documents that originated with
another entity (such as a medical provider or vendor) must be made by that entity.
18. Notifies the customer of the decision to amend or not to amend the case services record.
19. Documents the customer notification in a Case Note.

Customers with Legal Guardians

(Revised 8/24/09)

In all cases where a customer has been assigned a court appointed guardian, the
guardian must present proof of guardianship, sign all documents that require signature
and participate in all significant decisions. Both the customer and the guardian sign all
documents. Letters from DVR are mailed to the customer and the guardian.

Including Guardians who Live out of the Area in the VR Process

The VR Counselor may want to write letters, fax, or email documents, and use
teleconferences.

Serving Minors / Customers under the Age of 18

(New 4/13/09)
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Parents of minor children (customers under the age of 18) unless emancipated by a
court, must sign all documents that require signature and participate in all significant
decisions. Both the customer and parent(s) sign all documents. Letters from DVR are
mailed to the customer and the parent(s).

Note: Legal guardianship, if assigned prior to age 18 (such as a parenting plan, does
not automatically carry over into adult legal guardianship. The VR Counselor is
encouraged to review the legal guardianship documentation to ensure that the
guardianship continues after the customer becomes an adult (age 18 or older).

Customer Can Continue to Have a Family Member or Guardian Involved

After the customer becomes an adult (age 18 or older) they can continue to have a
representative, family member, or guardian help them understand the VR process
and/or make decisions that impact them. The customer signs a release of information
so DVR can share information and a copy of the signed release of information form is
put into the Case Service Record.

Customers Must Grant Permission for Parents or Guardians to Access
Specific Kinds of Records

(New 4/13/09)

(The following excerpt is from DSHS Administrative Policy 5.03 Client Rights Relating to
Protected Health Information):

Parents or guardians may generally access and grant permission to others to access
the confidential records of a minor child who has not been emancipated by a court.
However, children over the age of consent for specific kinds of records must grant
permission for access to those records (13 for mental health or drug and alcohol
services, 14 relating to HIV/AIDS or other STDs; any age for birth control or abortion; or
18 for other health care of confidential records).

See Also:

RCW 71.34.530 Age of Consent-Outpatient treatment of minors

RCW 70.24.105 Disclosure of HIV antibody test or testing or treatment of sexually
transmitted diseases- Exchange of medical information

WAC 388-891A-0200: May a quardian or another representative request an exception
to a rule, mediation, or fair hearing on my behalf with DVR?
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Revoked consents

Customers can revoke a consent that they previously signed at any point by contacting DVR staff and
letting them know the consent is no longer valid. If a customer takes this action, staff must record a case
note indicating the specific consent(s) that was revoked. Due to the nature of this request, staff should
set the note to “Alert” to avoid sharing information that should not be shared with outside parties. This
is an interim process in place while creation of another tracking method is in progress.

Public Disclosure Reqguests

(New 8/24/09) (Revised 12-9-13)

A public disclosure request is a request for information or records held by DSHS from a
DSHS or DVR employee or from someone outside of DSHS (for example a community
member, attorney or media representative). It does not include a request from a
customer to review or obtain copies of their own case service record. Please see
Customer Access to the Case Service Record.

The Public Records Act, RCW 42.56, provides that the public has the right to see
records held or used by state agencies to conduct business. Public records may include
documents, audio and video recordings, pictures, email, computer discs, and electronic
data. DVR records are available to the public unless a law exempts them from
disclosure. For example, confidential customer records are exempt from disclosure
unless the customer gives specific authorization to release this information.

By law, a public disclosure request can be made by any means, including in writing, on
a Request for Records Form, DSHS 17-041, in person, by email, or by telephone. If the
form is not used, the written request should include the following information: The
requestor’'s name, organization, mailing address, telephone number, fax number, and
email address, the date of the request, a detailed description of the public record being
requested, the address where copies of the records are to be mailed, or if the requestor
wants to examine the records at DVR, and the signature of the requester.

Responding to Public Disclosure Requests

If a public disclosure request is received, the DVR staff person immediately transfers
the request to their designated Area Public Records Officer or the Public Records
Coordinator at the DVR State Office.

The designated Area Public Records Officer or Records Coordinator receiving a request
for public records, including a request for access to customer records:

1. Reviews the request
2. Contacts the requester if necessary to limit the request or determine what specific
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records are requested
3. Determines whether the requester is authorized to receive any confidential records
(authorization signed by the customer)
Determines if other sections of DSHS may have records included in the request
Search for records that are responsive to the request. This includes records
created, sent, organized, received or stored
6. Responds in writing within five business days of receipt (the 5-day letter) to
acknowledge the request or to provide the requested records. If DVR cannot
provide copies of all requested records within five business days, the response
must include one of the following:
1. When DVR will provide the records and the reason for the delay
2. A request for clarification of the request or
3. Denial of the request with specific reasons and the statutory basis

ok

DVR staff may be asked to locate and copy records

If the Area Public Records Officer or Public Records Coordinator asks a DVR staff
member to locate and copy records the officer or coordinator provides a copy of the
public disclosure request, or summary so it is clear what records are needed. The DVR
staff member forwards the copies to the Public Records Coordinator at the State Office.
Make a second copy of the documents released and send via certified mail to the Public
Records Coordinator at the State Office.

DVR staff may be asked to release records directly to a requester

In certain instances DVR staff may be asked to release requested records directly to a
requester by the designated Area Public Records Officer or the Public Records
Coordinator. The DVR staff responding to the public disclosure request:

1. Responds to requester to provide the requested records. Sends all documents by
certified mail

2. Provides a second copy of released records to the Public Records Coordinator at
the State Office for retention requirements

Access by Others to the Case Service Record

Other individuals or organizations requesting access or copies of a customer’s case
service record must have a signed authorization by the customer. Link to Authorization
form, DSHS 17-063.

Cost of Making Copies of DVR Records

DVR may charge the requester .15 per copy. The costs may be waived under WAC
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388-01-080 or at the discretion of the Area Public Records Officer or Coordinator.

Media Requests

Area Public Records Officers who receive public disclosure requests from the media
must notify the Public Records Coordinator at the DVR State Office. The Public Records
Coordinator notifies the DSHS Communications Office and the DSHS Public Disclosure
Manager of any media request.

See Also:

DSHS Administrative Policy 5.02 Public Disclosure of and Access to DSHS Records

DVR Records Related to Legal Actions Involving DVR

(New 10/12/08)

Upon request, all employees have a responsibility to identify, keep and produce DVR
records that are created and maintained as a part of their job duties that are related to
legal actions involving DVR. These responsibilities become effective at any time a DVR
employee:

1.

2.

Becomes aware or suspects that there may be a potential lawsuit or tort claim
involving DVR;

Receives a Litigation Hold Notice that instructs individuals who are likely to have
records related to a legal issue to take immediate action to identify and preserve
the records for future retrieval; or

Receives a Discovery Request from a party to a lawsuit or from an Attorney
General Representative for information or DVR records.

Procedure

If one of the situations described above occurs, the employee takes the following steps:

Notifies the supervisor as soon as possible of a potential lawsuit or that they
received a Litigation Hold Notice or Discovery Request

Identifies and keeps all records related to the matter. This includes all forms of
information, including electronically stored information, including records stored on
personally owned electronic devices used to do DVR work, such as a home
computer, personal laptop, thumb drive, cell phone, PDA, BlackBerry, etc.

Stops the destruction of all records that relate to a possible or actual lawsuit or tort
claim

Separates all identified records from other records and preserves them in native
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format (hard copy, tape, video, etc.) without redaction (blocking-out names or other
information) or alteration

« Provides the records as directed

« Continues to identify, keep and produce all related records created or located until
the legal matter or proceeding is fully resolved

Supervisor Responsibilities

If a VR supervisor is notified about a possible lawsuit or that an employee has received
a Litigation Hold Notice or a Discovery Request the supervisor notifies the Discovery
Coordinator at the DVR State Office.

DVR Public Records Unit
The DVR Public Records Unit consults with the DSHS Customer Relations Manager

and the Assistant Attorney General to determine if a formal Litigation Hold Notice is
called for.

Exclusions

These procedures do not normally apply to:
1. Fair Hearings
2. Actions initiated by DSHS
3. Legal, administrative, or other proceedings related to personnel actions

See Also:

DSHS Administrative Policy 5.05 Management of the Litigation Discovery Process.

Services to Relatives (Family) or Others with Whom the Employee has a
Close Personal Relationship

(Revised 3/12/10)
See Also:

DSHS Administrative Policy 18.60 Employee Relationships with Clients, Vendors and
Outside Organizations
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Definitions

Relatives: are persons related by blood, marriage or adoption

State Registered Domestic Partners: are two adults who meet the requirements for,
and have been issued a certification for, a state registered domestic partnership, as
established in RCW 26.60.030: State Registered Domestic Partnerships - Requirements

Friend: is a non-relative with whom the employee has a close, personal relationship

Colleague: is a past or present DVR employee, co-worker, agency partner, vendor or
contractor with whom an employee has a close working relationship

1. VR Counselors must not provide direct services to a relative, domestic partner,
friend or colleague with whom they have a close personal relationship

DVR employees must not:

1.
2.
3.

4.

Discuss the case with others in the office

Interfere with the work of the assigned VR Counselor

Try to unduly influence the VR Counselor's decisions or ask the VR
Counselor to “move things along faster,”

Request preferential treatment from a VR Counselor, VR Supervisor, or
Regional Administrator

1. The VR Supervisor must ensure that employees who have a close personal
relationship with a customer:

Don’t have access to a customer’s case service record

Assigns the case to another VR Counselor in the unit or coordinates with
another VR Supervisor assign a counselor from another unit. For example,
if there is only one VR Counselor or Rehabilitation Counselor for the Deaf
(RCD) in an office, a counselor from another office can travel to meet with
the customer

Provides the Regional Administrator with written confirmation about cases
that involve providing services to relatives or others with whom the
employee has a close personal relationship.

2. The Regional Administrator provides the VR Supervisor with guidance and support
about monitoring a current case with a real or perceived conflict of interest and
transferring a case to another VR Counselor.

See Also:
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Case Transfer

Subpoena Duces Tecum

(Revised 12/24/2018)

Scope

These procedures apply to litigation where DSHS and DVR are not parties. DVR is
often served with a subpoenas duces tecum, and/or a notice of deposition that seeks
production of an individual’'s records or information. Usually, these documents are filed
in the context of a court case where both the requestor and the subject of the records
are represented. The subject of the records may or may not be a DVR customer, but
typically they will have an attorney. In some instances, the subject of the records may
not know the attorney issuing the documents or the subject may not be aware that the
attorney is seeking information about them.

Definitions

Subpoena Duces Tecum

The term, subpoena duces tecum is derived from the Latin, duces tecum, meaning "you
shall bring with you.” This policy applies when a subpoena duces tecum is issued by an
attorney to obtain confidential customer records. These subpoenas are issued after a
notice of intent to serve compulsory process under the Health Care Information Act in
RCW 70.02.060. Such a subpoena may request reports, records or other information
under the control of the person or agency served. A subpoena may be served on the
agency, an individual employee or the records custodian for the agency.

Deposition

A deposition is a session held before a court reporter at a stated time and place where
an attorney asks questions of an individual(s) under penalty of perjury. A notice of
deposition may be sent with a subpoena to request an individual to appear and answer
guestions based on the records provided. The below policy applies equally to
subpoenas and notices of deposition, with the term "subpoena” used to refer to either
type of compulsory process.

Information Not Disclosed

3. DVR does not have authority to release information based solely on a subpoena
duces tecum and/or a deposition notice. While these documents are usually filed
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in the context of a court case, they are issued by an attorney rather than a court
and are not adequate for DVR to release information.

Any DVR staff person communicating with the person providing a subpoena duces
tecum and/or deposition must not reveal whether the individual named is a current,
past, or prospective applicant or recipient of DVR and/or DSHS services. These
communications include contact by telephone, email, in person, or by letter.

To allow an attorney to obtain information, the customer or former customer must
sign an authorization or the court must order disclosure.

Responding to a Subpoena Duces Tecum and/or Deposition

1.

When a DVR staff member receives a subpoena duces tecum and/or a deposition
notice, it is important to immediately contact the DVR Public Records Unit in order
to provide timely response. The DVR staff member also notifies their supervisor
about receipt of the subpoena and/or deposition.

(a) DVR must respond in writing within the time stated for response in the
request, but not less than a maximum of 10 days of the date the subpoena is
served at DVR. Otherwise, the AAG for DVR may have to appear in court to
quash the subpoena.

(b) The required response time applies whether or not the individual is a DVR or
DSHS customer.

A copy of the subpoena and/or deposition is faxed (preferably on the date
received) to the DVR Public Records Unit at the DVR State Office. If the individual
named in the request is a DVR customer, a copy of the request is also filed in the
customer’s case service record.

. The original copy of the subpoena and/or deposition notice is mailed to the DVR

Public Records Unit at the DVR State Office.

The DVR Customer Relations Manager (or designee) responds to the subpoena
and provides guidance to DVR staff on how to respond to the deposition notice.
When responding to a subpoena duces tecum and/or deposition notice the DVR
Public Records Unit does not disclose whether or not the individual named is a
current, past, or prospective applicant or recipient of DVR and/or DSHS services.
This type of information can only be provided if the customer signs an authorization
to release this information.

DVR Public Records Unit Responsibilities:

Past, Current or Prospective DVR Customer

2.

If the individual is a past, current, or prospective DVR customer, the DVR Public
Records Unit prepares a letter to object to the subpoena and/or deposition notice

Page 65 of 653



if no authorization is provided.
3. The written objection letter needs to contain the following information:

a. Confirmation of the receipt of the documents served,;

b. The date of service upon DVR (date received at DVR);

c. DVR is restricted by the Federal Code of Regulations and WAC from releasing
identifying information about customers. WAC 388-891A-0130 and 34 CFR
361.38 (e). DVR can release personal information if an individual provides
written authorization or if the serving party obtains a court order;

d. DVR is not able to produce records on the basis of the subpoena duces tecum
and/or deposition notice and is objecting under Superior Court Civil Rule (CR)
45(d) (1) and that we will not produce records or appear at the scheduled time
for any deposition or production of documents;

e. Notation that a copy of the letter is going to the assigned AAG;

f. Notation that a copy of the letter is going to the attorney of record for the
individual named on the subpoena, if known. To protect the customer’s privacy,
do not reveal on the letter that the individual named is a customer; and

g. Copy of the DSHS Authorization Form 17-063 and information about how to
obtain the form at the DSHS website.

Distribution of the Objection Letter

1. The original objection letter with the Authorization Form (DSHS 17-063) is sent to
the attorney sending the subpoena duces tecum and/or deposition notice.
2. Copies of the objection letter are distributed to:

a. The attorney of record in the court case, if known or to the individual (without
indicating whether the individual is known to DVR or DSHS;

b. The Assistant Attorney General representing DVR,;
c. The DVR Public Records Unit; and

d. The customer’s case service record.
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Individuals Other Than DVR Customers

If the individual named in the subpoena duces tecum and/or deposition notice is a past,
current or prospective DSHS customer (other than a DVR customer), the DVR Public
Records Unit refers to guidance in the following DSHS Administrative Policies:

DSHS Administrative Policy 5.01, Safeguarding Confidential Information

DSHS Administrative Policy 5.02, Public Disclosure of and Access to DSHS Records

DSHS Administrative Policy 5.03, Client Rights Related to Protected Health Information

Individual Is Not Known to DVR or DSHS

If the individual is not known to DVR or DSHS, the DVR Public Records Unit:

1. Contacts the requestor to inform that DSHS has no records for the individual.

2. Sends a letter is to the requestor to confirm that DSHS does not have records for
the individual; and

3. Keeps a copy of the letter.

Response to Further Contact from the Requestor

After the objection letter is sent to the requestor of the subpoena duces tecum and/or
deposition, if the requestor makes further contact with DVR, DVR employees must refer
the matter for handling to the DVR Public Records Unit, who will consult with other staff
and the AAG as needed.

Restricted Information Requiring Special Attention

1. If DVR receives an Authorization Form (DSHS 17-063) signed by a DVR customer
with a subpoena duces tecum and/or deposition notice, the matter is referred to
the DVR Public Records Unit.

2. Prior to release of information, the DVR Public Records Unit reviews the
authorization form to make sure it meets all special protection information including
special protections for information about:

(a) HIV/AIDS or STD testing or treatment;
(b) Drug or alcohol services; and

(c) Mental health treatment. An additional release form, (DSHS 17-063) needs
to be completed to authorize the release of psychotherapy notes.
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See also:

Sample Letter - Subpoena Duces Tecum

Authorization Form (DSHS 17-063)

DVR Records Related to Legal Actions against DVR

Confidentiality Guidelines for Staff Working in a Co-located Facility

(12-9-13)

When DVR employees work at an office co-located with non-DVR personnel,
DVR staff must follow these guidelines to maintain customer confidentiality:

1.

2.

2.

A customer’s written consent is required to share any of their confidential information with
non-DVR employees within a co-located facility.

Be aware of your surroundings. If there are non-DVR personnel nearby who may overhear
a conversation, don’t refer to a customer by their first and last name. Only use a first name
or initials.

Let customers know if they contact you by phone to talk about a confidential matter you
may ask them to reschedule the call so you can take the call in an interview room or other
location where the conversation won’t be overheard by others.

Schedule an interview room in advance to have a confidential meeting with a customer or
vendor. Don’t use the interview room to do paperwork or take a break as this confidential
space may be needed by someone else in the office.

Hold staff meetings and supervisor/counselor meetings that involve discussing
confidential customer information in meeting rooms or interview rooms. Don’t have these
conversations in break-rooms or other common areas.

Be sure to schedule conference rooms and interview rooms in Outlook so DVR can track
usage of these spaces. This data will help DVR justify the need for confidential space.

See Also:

DVR Facility Guidelines and Standards

WAC - Protection and Use of Confidential Information

Revised 07/02/2018

WAC 388-891A-0100 What personal information about me does DVR keep on file?
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WAC 388-891A-0102 How long will DVR retain my personal information?

WAC 388-891A-0103 May DVR obtain personal information about me?

WAC 388-891A-0104 What happens if my personal information is lost, stolen, or
released in error?

WAC 388-891A-0110 What happens if DVR receives information that indicates |
have a history of violent or predatory acts?

WAC 388-891A-0120 May | ask DVR to change incorrect information in my case
service record?

WAC 388-891A-0130 May DVR share personal information in my case service
record with others?

WAC 388-891A-0135 How does DVR protect personal information about
substance abuse, HIV/AIDS, and sexually transmitted diseases?

WAC 388-891A-0140 May | review or obtain copies of information in my case
service record?

WAC 388-891A-0150 How does DVR protect personal information that is released
for audit, evaluation, reporting, or research?

Case Record Retention - 155
(Revised 12/24/2018)
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Retain all DVR customer case records consistent with the DSHS/DVR Records Retention
Schedule (1 year on site and 5 years at the Records Retention Center for a total of 6
years).

If a case file is sent to the Records Retention Center and the case needs to be reopened
in PES (Post Employment Service) with a new VR counselor, the file is requested from
the Records Retention Center and the VR supervisor transfers the case in Waves to the
new VR counselor so they have access to the case.

Six years after a case is closed, with no action of any kind, the case record is destroyed
by the Records Retention Center. Exceptions to the retention schedule are:

1. If a case has action such as a fair hearing or an audit finding occurs within 1
year from case closure document the action and the action date on the
outside of the case file. Maintain the case file on site for an additional year
from the date of action. At the end of the second year if no other action is
taken, the case file is sent to the Records Retention Center.

2. If aclosed case record is reopened within the six-year retention period, make
copies of any relevant information from the closed case service record, to be
added to the appropriate jackets. Such information might include: a case
narrative that acknowledges a fair hearing was requested and the outcome,
medical documentation and Consents and Authorizations jacket, and any
other information from the case file that needs to be retained.

1. Note: the entire, original closed file is returned to the Records Retention
Center.

Informed Choice

(Revised 6/20/11)

Informed Choice Index Page

See Also:

Employment Goal on the IPE

VR Services on the IPE

Informed Choice

Informed Choice is a Process
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Informed choice is a process by which customers in the public rehabilitation program
make decisions about their vocational goals, the services and service providers
necessary to reach those goals, and how those services will be procured. The decision-
making process takes into account the individual’s values, lifestyle, and characteristics,
the availability of resources and alternatives, and general economic conditions.

Guidelines

Informed choice does not mean unlimited choice. An individual’s choices are limited by
several factors.

6. The choice must relate to and be necessary to achieving an employment outcome.

7. The choice must be cost effective.

8. The choice must be consistent with the individual’'s strengths, resources, priorities,
abilities, capabilities, needs, and interests.

9. The choice must be made pursuant to all federal, state, and DSHS rules related to
purchasing and providing services.

Notifying Customer of VRC's Disagreement with Selected Employment
Goal, Assessment Service, VR Service, and/or PES Service

The VR Counselor’s is responsible to provide a customer with written notification when
the VRC disagrees with an individual’s selected employment goal, assessment service,
VR service, or PES service. Such written notification is necessary so that the customer
may exercise their rights to appeal within required timeframes and knows the specific
reasons on which the VRC’s decision is based.

See Also:

Use of Required STARS Letters

What to do if you Cannot Support the Customer's Choice.

If a VR counselor does not support a customer’s choice of employment goal,
assessment service, or VR service, the VR counselor must discuss their decision in a
counseling and guidance session with the individual. This discussion must be followed
by written notification to the customer. The customer may appeal the decision based on
the written notification that is provided by the VRC. The VRC must:

7. Make sure the reasons you do not support the customer’s choice are based on
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objective information, facts, and applicable sections of Washington Administrative
Code (WAC) 388-891A “Vocational Rehabilitation Services for Individuals with
Disabilities.” If the individual’s selection of an employment goal is not consistent
with the assessment of their VR needs, or they have selected assessment, VR, or
PES services that are not required for achievement of their employment goal,
discuss your concerns with the individual in an objective, factual way. Consult with
others or invite the individual to discuss the decision with a supervisor and/or the
Client Assistance Program (CAP).

8. After providing counseling and guidance send a letter to the customer within five
(5) working days of your discussion to provide written notification of your decision
not to support their selected employment goal, assessment service, VR, or PES
service. Use applicable STARS template letters for providing this written
notification. If the customer appeals your decision, this letter will provide the basis
for the appeal.

1. When you disagree with a customer’s selected employment goal, you must
state the objective reasons that you disagree with the goal and identify
either a more appropriate goal or the steps they must take to decide on a
better suited goal.

2. When you disagree with a customer’s selected assessment service or VR
service, you must state the objective reasons that the service is not required
for them to choose or achieve their selected employment goal.

e Clearly document in Waves why you cannot support the individual's choice. For
example, the employment goal is not consistent with the individual's strengths and
resources, the service is unnecessary, PES services will not be adequate, and a
new DVR case is needed, etc.

Role of the Customer

The role of the customer in the VR process has shifted with the change in the
counselor’s role. The amount of time and energy individuals commit to their vocational
rehabilitation efforts directly impacts their outcomes. Individuals should be expected and
encouraged to assume as much responsibility as possible in making decisions that lead
to achieving the goals outlined in the plan. By law, individuals make decisions about the
employment outcome and setting, VR services and service providers.

Suggested ways to use the informed choice process to encourage responsibility and
accountability include enabling individuals to:

1. Determine which steps in the process they can perform independently.
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Determine which steps require support and what support is needed.

Gather information about vocational options and alternatives.

Objectively discuss and consider information, counseling and guidance provided
by a VR counselor.

Evaluate the information as it relates to identified strengths, capacities,
capabilities, needs, resources, and interests.

Explore and secure resources needed to achieve plan goals.

Role of the VR Counselor

The VR counselor facilitates the process with knowledge of rehabilitation and the VR
process, an understanding of informed choice, information regarding rehabilitation
resources and current labor market trends and the experience of assisting other
individuals through the VR process.

The VR counselor explains the individual’s right and responsibility to make choices
throughout the rehabilitation process, and uses a combination of skills to ensure
individuals make effective choices, including:

abrwn

No

8.

9.

Ability to see the potential in each person.

Advocate for individuals and their rights when appropriate.

Challenge one’s own preconceived ideas about limitations.

Effectively communicate information in a way that meets the individual’s needs and
learning style.

Understand what information is relevant to a decision and how to obtain it.

Ability to understand and explain how each decision relates to achieving the
employment outcome.

Ability to explain rules related to making cost-effective decisions and helping an
individual apply the rules to decisions.

Help individuals assess advantages and disadvantages from various perspectives.

10. Effectively and objectively work through conflict and/or disagreement.
11.Recognize choices that do not contribute to an employment outcome or are not

cost effective, explain the reasons DVR cannot support those decisions, and
explore alternatives.

12. Clearly document in Waves why you support or cannot support the

individual's choice.

13. Explain consequences of decisions and hold people accountable.
14.Honestly and sensitively discuss an individual’s strengths and limitations as they

relate to decisions.

Selecting Service Providers
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(Updated 12-01-2021)

Encourage customers to be actively involved in the selection of service providers. VR
counselors need to ensure that individuals are offered the full array of choices among
service providers available, with adequate information to assess the options and make
an effective decision.

Suggestions about how individuals can participate in selecting the service provider
include:

3. Share information about service providers performance results available on the
DVR Intranet.

4. The VR counselor should discuss any experience and knowledge with various
service providers.

5. Arrange opportunities for individuals to discuss potential service providers with
other knowledgeable consultants or staff.

6. Encourage individuals to interview potential service providers in-person or by
phone.

Case Documentation

The case service record should reflect an individual’s choices throughout the
rehabilitation process. Case notes and narratives should clearly indicate to an
uninvolved reader of the case service record the level of involvement and responsibility
the individual assumed in making decisions throughout the VR process.

Suggested case record entries might address:

o Level of support needed by the individual to make informed choices.

e Support provided by the VR counselor to assist an individual to make effective
decisions.

« Individual's involvement in gathering information necessary to make decisions.

« Other consultants or resources the individual used to make decisions.

e Risks involved with the decision and how the individual addressed the risks.

e« VR counselor concerns about choices and counseling provided to address
concerns.

WAC - Informed Choice

WAC 388-891A-0300 What is informed choice?
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WAC 388-891A-0310 How does DVR support the informed choice process?

WAC 388-891A-0320 What if | do not know how to use the informed choice decision making
process?

WAC 388-891A-0330 What decisions may | make using informed choice?

Certification of Disability for Federal Employment
(New 10/12/08)

To remove barriers and increase employment opportunities in federal government jobs,
special hiring procedures are available to individuals with “mental retardation, severe
physical disabilities, or psychiatric disabilities”. Individuals with these disabilities may
apply for federal jobs under a provision called a Schedule A- Excepted Service
Appointment of Persons with Disabilities. To use this provision, the individual must
provide the hiring federal agency with:

o Certification of Disability (proof they are an individual with “mental retardation,”
severe physical disabilities or psychiatric disabilities); and/or
« Certification of Job Readiness (they meet all of the qualifications for the position
they are applying for; and they are likely to succeed in performing the duties of the
position).
Under the federal regulations (5 CFR 213.3102(u)) letters of certification can be
provided by a VR counselor of a state vocational rehabilitation agency. Certification
letters can also be provided by another state or federal vocational rehabilitation agency,
such as the Department of Veteran Affairs, DSB, a tribal VR program, a licensed
vocational rehabilitation specialist (i.e., state or private), or a licensed medical
professional, such as a physician or other medical professional.

The certification letter is usually given to the individual and the individual submits the
letter as part of their application materials. A signed release of information from the
individual is not needed if the letter is given directly to the individual. If DVR needs to
collect or share information with others to assist the individual, follow the usual
procedures related to obtaining a signed consent.

The VR office should keep a copy of the letter and any other supporting documentation
on file in case follow-up is needed.

An individual does not have to be an applicant, or a current or former DVR client to
apply using Schedule A or to request a certification of disability or job readiness from
DVR. The intent is to help individuals with disabilities to obtain employment and VR
counselors have the expertise to provide these certifications.
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NOTE: Individuals should indicate "Schedule A - 5 CFR 213.3102(u)" on their resumes
and applications for federal employment.

The federal Office of Personnel Management provides information about applying for
federal employment at https://www.opm.gov/policy-data-oversight/disability-

employment/.

Certification of Disability and Certification of Job Readiness

e The VR counselor prepares a letter and appropriate documentation (e.g., records,
statements, or other information) that certifies the applicant for federal employment
is an individual with “mental retardation, severe physical disabilities or psychiatric
disabilities”.

1. If the VR counselor has enough information about the duties of the position and
the individual's work skills and experience, the VR counselor also certifies the
individual's job readiness in the letter.

« If the VR counselor can certify the disability but cannot certify job readiness, the
counselor may provide a letter certifying the disability only. If the individual is later
tentatively selected for the position, the VR counselor may conduct further analysis
of job tasks or provide an on-site assessment to determine whether the applicant
is likely to succeed in the performance of the duties of the position.

1. If the VR counselor cannot certify job readiness, the VR counselor can suggest
that the individual request the certification of job readiness from a licensed medical
professional, such as a physician or other medical professional. The federal
agency is also permitted to temporarily appoint an individual to a position to
evaluate their ability to perform the essential functions of the position for which the
individual is applying.

For more information:

Office of Personnel Management 5 CFR Parts 213 and 315 Excepted Service-
Appointment of Persons with Disabilities and Career and Career-Conditional
Employment at the Federal Register web site: Office of Human Resources
Management - Individuals with Disabilities FAQ

Office of Personnel Management Schedule A- Questions and Answers

Example - Schedule A Certification Letter
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Standard Operating Procedure: Offering Voter Registration Assistance to DVR
Applicants and Customers

Purpose: To provide a standard practice for providing, and recording the provision of, voter
registration assistance to customers. This will assist DVR in fulfilling the reporting requirements
that ensure we meet our obligations under the National Voter Registration Act of 1993.

References:

National Voter Registration Act of 1993

Executive Order 07-04 Voter Reqgistration Assistance

DSHS Administrative Policy 8.12, Voter Reqgistration Assistance

RCW 29A.08 - Voters and Registration

Forms and Materials:

Secretary of State Agency Voter Registration Forms

DSHS 02-541, Voter Registration Assistance

DVR 02-541, Voter Registration Forms Completed (Internal Link)
DSHS 02-095, Request for Mailroom Distribution
DSHS 17-115, Zip Copy Request

DVR form letter, Voter Registration Form Letter (Internal Link)

Additional Guidance:

Reference - Voter Registration Assistance

Action by Rehabilitation Technician (or Vocational Rehabilitation Counselor During a
One-on-One Meeting)

1. Provides DSHS 02-541, “Voter Registration Assistance” to the customer at orientation
or intake (depending on office best practice) and asks the customer to complete the
form or whether they would prefer to fill out 01.1 — Voter Registration Assistance
together in Waves.

2. If the customer would like to take a voter registration form home or complete one with
assistance (either in the form of postage/mailing or help in the completion of the form),
provides the most current version of the Secretary of State’s Voter Registration form.

3. At the completion of orientation, if the Customer decided to fill out DSHS 02-541,
collects DSHS 02-541, “Voter Registration Assistance” and any completed Secretary
of State Voter Registration forms.
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For each customer, checks the appropriate box in Question 1 in the “DVR STAFF
ONLY” section of DSHS 02-541 or 01.1 — Voter Registration Assistance, “Did you
provide assistance to this customer in registering to vote?”

If appropriate, specifies the assistance provided in the checkboxes provided for
Section 2, Question 2 of DSHS 02-541, “Voter Registration Assistance.”

Keeps completed DSHS 02-541, “Voter Registration Assistance” and Secretary of
State Voter Registration forms with customer’s orientation/intake materials until
entered into STARS.

Once the customer’s orientation/intake materials are entered into STARS, check the
“‘Registered to Vote” box if the customer has completed a Secretary of State Voter
Registration form for postage and mailing, or if the customer has checked “Yes” in
Section 1, Question 1 of DSHS 02-541, “Voter Registration Assistance.”

Pulls completed DSHS 02-541, “Voter Registration Assistance” and Secretary of State
Voter Registration forms from the customer’s file and provide both forms to the Office
Assistant or other office staff responsible for Voter Registration Assistance
Coordination.

Action by Field Office Voter Registration Assistance Coordinator

(Typically, duties completed by an Office Assistant or a designated RT)

9.

10.

11.

12.

Upon receipt of Secretary of State Voter Registration forms and completed DSHS 02-
541, “Voter Registration Assistance”, separate and mails Secretary of State Voter
Registration forms.
Enters tally on internal DVR form IF-02541, “Completed Voter Registration Forms,” for
every “yes” response to Section 2, Question 1 on DSHS 02-541, “Voter Registration
Assistance.”
Files completed DSHS 02-541, “Voter Registration Assistance,” forms in a secure
location for later mailing to DVR State Office Voter Registration Assistance
Coordinator.
At the end of each calendar month, prepares a packet for mailing to the DVR State
Office Voter Registration Assistance Coordinator, specifying both Originating Office
and Reporting Period, that includes:

e Completed tally sheet for the month.

e All completed DSHS 02-541, “Voter Registration Assistance,” forms.

Action by DVR State Office Voter Registration Assistance Coordinator

13.

14.

15.

16.

Receives packet of Voter Registration Assistance materials from originating field
office.

Enters both tallied and qualified Voter Registration Assistance information from the
field office in the spreadsheet, “Voter Registration Totals - [YEAR],” found in the
S:\Voter Registration folder.

Separates the forms by office, and within each office, by: already registered, given
assistance to register, declined to register (if the form is blank, assume not interested)
and count each category. Notes the counts in appropriate cells within the spreadsheet,
“Voter Registration Totals - [YEAR].”

Finds each client's name STARS, and ensures that for those applicants who are
already registered, the “Registered to Vote” button is checked. If it is not checked,
checks it.
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a. The “registered to vote” button helps IT generate the list of customers who
have not registered and must be contacted again by DVR with an offer to
register.

17. Files the voter registration assistance forms by office.

18. If an individual office’s forms are not received by the end of the first week of the month,
contacts the Voter Registration Assistance Coordinator to determine whether they
have been sent. Entry needs to be completed by the 15th of the month in order to
report tallies to DSHS ERMO for Enterprise Risk Management analysis and
evaluation.

19. Tallies are due to DSHS ERMO by the 15th of each month. After entering all of the
Voter Registration Assistance data for the previous month, prepares the report to
DSHS ERMO.

20. Using the data in the “Totals” tab on the spreadsheet, “Voter Registration Totals —
[YEAR],” describes to DSHS in an e-mail the totals for the following fields:

e la-—total provided registration assistance.

o 1b —total offers (total number of clients plus total letters sent by State Office)

e 2a —total clients already registered.

e 2b — total clients declining (subtract the already registered and provided
assistance figures to get the number declining

DVR also Generates Periodic Reminders for Customers about the Opportunity to Register
to Vote

Action by IT Specialist

21. Generates weekly report of individuals who have no current voter registration identified
in STARS, and updates on shared drive under “S:\Voter Registration.”
a. Updates or replaces the spreadsheets titled “Voter Registration (non-Spanish)
[date]” and “Voter Registration (Spanish) [date]” contained in “S:\Voter
Registration” with this information.
22. Notifies DVR State Office Voter Registration Assistance Coordinator of the updated
list.
Action by DVR State Office Voter Registration Assistance Coordinator

23. Accesses the spreadsheets titled “Voter Registration (non-Spanish) [date]” contained
in “S:\Voter Registration,” and determines the total number of individuals listed in the
spreadsheet.

24. Gathers a number of envelopes with DVR return addresses that matches the number
of individuals identified in step 1.

25. Completes DSHS 02-095, “Request for Mailroom Distribution,” to be submitted to the
DSHS Mailroom.

a. For “Organization,” specify “DVR;” for Mailstop, use “45340.”

b. For “Title of Material...” include, “Voter Registration.”

c. In the “Special Instructions” section, specifies “z—fold letter and form, stuff
envelope, label, and mail.”

d. Inthe “Distribution Quantity” section, writes the number from step 1.

26. Completes two copies of DSHS 17-115, “Zip Copy Request,” on a single page, as an
attachment to the “Request for Mailroom Distribution” form.

a. For “Number of Pages:” specify “1” for the “Voter Registration Form Letter;”
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27.

28.
29.

30.

31.

32.

33.

specify “2” for “Secretary of State Voter Registration Form.”
b. For “Copies Per Page,” include the number identified in step 1 for both
requests.
c. Print “Woter Registration Form Letter” as “1-sided;” print “Secretary of State
Voter Registration Form” as “2-sided.” For “Paper Type,” both requests should
use “8 /2x 11.”
d. For“Line of Account Coding,” on both requests, use “001” for “Fund,” use “ER”
for “Sub Obj,” and use “9100” for “Sub Obj Object.”
e. In*“Ordered By,” include the requester’s name, phone number, and MS 45340.
Be sure to include the “Date Sent” and “Time Sent.”
Opens DVR form letter, “Voter Registration Form Letter,” and ensures that the date at
the top of the letter is current.
Prints and sign a copy of the “Voter Registration Form Letter.”
Prints a copy of the “Secretary of State Agency Voter Registration” form (using the
agency form for DVR).
Gathers a packet that includes:
a. completed DSHS forms 02-095 and 17-115.
b. envelopes.
c. printed and signed “Voter Registration Form Letter;”
d. printed the “Secretary of State Agency Voter Registration” form.
Places the packet in campus mail, addressed to DSHS Mailroom (follow instructions
on DSHS 02-095, “Request for Mailroom Distribution” form).
Sends an email to the OSSD mail processing lead with notice that a packet is on its
way, and attaches the spreadsheet titled “Voter Registration (non-Spanish) [date]” to
the message.
Opens the “Voter Registration (Spanish) [date]” spreadsheet. Creates labels and
prints the Spanish version of the Voter Registration letter. Attaches the letter to the
Spanish version of the voter registration form and mail from the state office.

Action by OSSD

34.

Mailroom staff makes copies of the signed “Voter Registration Form Letter,” and the
“Secretary of State Agency Voter Registration” form.

35. All envelopes are stuffed with copies of the signed “Voter Registration Form Letter,”

36.

and the “Secretary of State Agency Voter Registration” form, addressed with the
names and addresses found in the spreadsheets titled “Voter Registration (non-
Spanish) [date]” and placed in the mail.

OSSD staff send forms for the completed job back to DVR State Office Voter
Registration Assistance Coordinator to confirm completion.
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(Revised 9/8/step)

Voter Registration Assistance

DSHS/DVR is a Voter Registration Agency

DSHS/DVR is a designated voter registration assistance agency in Washington State. DVR staff
are required to provide an opportunity to register to vote and assistance with voter registration to
both the general public and to DVR customers.

DVR staff must not:
1. Attempt to influence an individual's political preference or party affiliation.

2. Display any political or party preference; or
3. Attempt to discourage anyone from registering to vote.

Voter Registration — Minimum Requirements
Registering to vote is not a requirement in order to receive DVR services.
To register to vote in the state of Washington, an individual must be:

1. A citizen of the United States;

2. Alegal resident of Washington State; and
3. Atleast 18 years old by Election Day

Responsibility for Determining Voter Eligibility

If a client accepts our offer to assist them to register to vote, it is the responsibility of the
Secretary of State's Office to determine whether the client is eligible to vote. The
Secretary of State's Office screens a list of registered voters 3 times a year to identify
individuals who are ineligible to vote.

1. An individual convicted of a felony loses the right to vote until the right is restored. An
individual's right to vote is restored as long as the individual is:

a. Not in prison; and
b. No longer under the community custody authority of the Department of Corrections
(DOC).

e Anindividual judicially declared mentally incompetent loses the right to vote until the right
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is restored.

For more information refer to the Washington Secretary of State - Felons and Voting Rights
page.

DVR Customer Voter Registration

Opportunity to Reqister — Customer Choice

DVR is required to offer DVR customers the opportunity to register to vote. There is no
requirement for a customer to register in order to apply for or receive DVR services. The DVR
customer makes a choice whether or not to register to vote. If requested, DVR staff provide
privacy to the customer to decide about registering and completing the form. If the customer
wants help to complete the form, DVR staff assist with form completion.

Points in the VR Process When Voter Registration is Offered

DVR customers who are or will be at least 18 years old by Election Day are offered the
opportunity to register to vote at the following points in the rehabilitation process:

Application;

Eligibility;

Annual Review; and
Address or name change.

Voter Reqistration When DVR Customer Applies for VR Services

When a DVR customer applies for vocational rehabilitation services, DVR staff provide information about
voter registration and determine the appropriate course of action. There are two forms relevant to voter
registration.

1. 01.1 - Voter Registration Assistance page in Waves

2. DSHS 02-541, Voter Registration _Assistance Form (VRA _ Form)
This form ensures that DVR is providing Voter Registration Service to DVR customers and
the general public and is an important record in the event of an audit.

3. Agency Voter Regqistration Form (AVR Form)
This form registers an individual to vote and is available on the Secretary of State's website.
Forms are available in English, Spanish, Chinese, Russian, Viethamese, Laotian, Cambodian,
and Korean.

The following table shows a series of questions to ask, the appropriate DVR action and the
forms to complete and distribute.

Questions and Actions at Application for VR Services
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Question

Customer’s

Response

DVR Action

Form Distribution

1.1 Are you registered | No, or | don’t know Go to Question 5 None
to vote where you live

now?

1.2 Are you registered | Yes Go to Question 2 None

to vote where you live
now?

2.1 If you are not
registered to vote
where you live now,
would you like to
register to vote here
today

No, or | don’t know

DVR completes DSHS
Voter Registration
Assistance (VRA)
Form

&

Provide the customer
with AVR Form

Bundle DSHS Voter
Registration
Assistance (DSHS
VRA) Form to send to
SO at end of the
month

2.2 If you are not
registered to vote
where you live now,
would you like to
register to vote here
today?

Yes

Go to Question 3

None

3.1 Do you require
addressing
confidentiality due to
domestic violence or
sexual assault?

No

Go to Question 4

None

3.2 Do you require
addressing
confidentiality due to
domestic violence or
sexual assault?

Yes, or | don’t know

Refer to Secretary of
State's Office Address
Confidentially Program
(ACP)

None

4.1 Would you like
assistance with voter
registration?

No, but would like to
register

Provide the customer
with DSHS VRA Form

&

Agency Voter
Registration (AVR)
Form

Bundle DSHS VRA
Form to send to SO at
end of the month.

Either customer or
DVR mails AVR
Form to the Sectary
of State Office.

4.2 Would you like
assistance e with
voting the

registration?

Yes

Assist with both forms
by phone or in person

DVR mails the AVR
Form to the Sectary of
State Office; bundles
DSHS VRA Form to
send to SO at end of
the month.
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Customer’s

Response

DVR Action

Form Distribution

Question

4.3Would you like
assistance e with
voting the

registration?

| don't know.

No response

DVR completes DSHS

VRA Form & provides
the customer with AVR
Form to take home

Bundle DSHS VRA
Form to send to SO at
end of month

5.1 If you are already
registered to vote,
would you like
assistance with
address or name
change for voter
registration?

No, but would like to
change my address or
name

At application only,
provide the customer
with DSHS VRA Form

&

Provide the customer
with AVR Form

Bundle DSHS VRA
Form to send to SO at
end of the month.

Either customer or DVR
mails the AVR Form to
the Secretary of State
Office.

5.2 If you are already
registered to vote,
would you like
assistance with
address or name
change for voter
registration?

| don't know;

At application only,
DVR completes DSHS
VRA Form

Bundle DSHS VRA
Form to send to SO at
end of the month.

5.3 If you are already
registered to vote,
would you like
assistance with
address or name
change for voter
registration?

No response

Provide the customer
with AVR Form to take
home.

None

5.4 If you are already
registered to vote,
would you like
assistance with
address or name
change for voter
registration?

Yes

At application only,
assist with both forms
by phone or in person

Bundle DSHS VRA
Form to send to SO at
end of the month.

DVR mails the AVR
Form to the Sectary of
State Office

Instructions — Forms Completion & Distribution

Agency Voter Reqgistration Form (AVR Form)

Forms and complete instructions are available on the Office of the Secretary of State Voter

Registration web page.
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In the rectangular shaped box under the return address on the Voter Registration form,
enter the name of the agency (DSHS) instead of the DVR office.

Tell the person they can either mail the form on their own, or have us mail the form for
them;

Give the person the form or mail the completed form to the Secretary of State based on
the person's choice.

Completed Agency Voter Registration Forms are sent within three business days (by
mail or campus mail) to one of the following address:

Elections and Voting

Secretary of State's Office

P.O. Box 40229

Olympia, WA 98504-0229

Campus Mail:
Office of the Secretary of State
Voter Registration Mail Stop: 40229

Olympia
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Address Confidentiality Program for Victims of Domestic Violence or Sexual
Assault

Voter Registration information including the name and address of voters is normally considered
public information. If someone has been a victim of domestic violence or sexual assault and
requests confidentiality, refer them to the Secretary of State to register under a special program
called the Address Confidentiality Program (ACP).

This allows someone in the ACP to register to vote without having this record available to the
public.

Helping the General Public with VVoter Registration

If the individual requires address confidentiality due to domestic violence or sexual assault, refer
them to the Secretary of State's Office Address Confidentiality Program (ACP).

If the individual does not require address confidentiality, use the above table, Questions and
Actions at Application for VR Services as a guide to determine what action to take, the forms
to complete and the distribution of forms.

2. Give the individual privacy when they ask for it to decide if they want to register to vote
and to help them complete the form, as needed.

3. Complete the form, DSHS 02-541, Voter Registration Assistance, and include it in the
bundle to be sent to the State Office at the end of each month.

4. Assist or have the individual fill out the Agency Voter Registration Form.

Inform the individual that the completed form has to be sent to the Secretary of State's Office
within 3 business days of the date of signature and provide the address. If the individual
requests that DVR mail the form, send the completed form within 3 business days to the
address for the Secretary of State's Office listed above.

Communicating with Customers in a Professional Manner
(Revised 12-2-19)

DVR staff members are expected to communicate with customers and other individuals
in a courteous and professional manner. Written communications (such as a letter or
email) should follow these guidelines:

Procedures
A. For in-person or telephone, contact DSHS Employees will:
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1. Acknowledge or respond to in-person or recorded telephone messages within
48 hours or two business days of receipt or return to work;

2. ldentify themselves and use a courteous and professional tone when speaking
to customers;

3. Use plain language and explain any terminology or acronyms; and

4. Follow-up with appropriate action to aid and respond to the customer's
request.

B. For written contacts (letters or e-mails), DSHS employees will:

o Respond to written correspondence received by mail or e-mail within seven
calendar days. If the response will take longer than seven calendar days,
make an interim contact with the customer and give a reasonable estimated
date of response.

o Received by e-mail within 48 hours of receipt or return to work, as described
in DSHS Administrative Policy No. AP 14.18 DSHS Voicemail Standards.

o The written response must:

Acknowledge receipt of the correspondence;
Include a salutation. If the writer is anonymous, address the letter
“Dear ” or another similar salutation.
Make reference to the customer’s correspondence and restate the
customer’s request;
If the customer wrote to a different party, inform the customer why
the letter was referred to your administration or division.
Use proper grammar, spelling, capitalization, punctuation, and
formatting (e.g., paragraphs);
Close with a signature block that includes:

e The writer’s full name.

e Title or office; unit, division, or administration; and

e If applicable, a name and contact information for the customer

to contact for questions.

When using e-mail to respond, use an easy-to-read font and avoid active backgrounds,
bright colors, moving icons, and other distracting elements. Remove any internal e-mail
dialogue before sending the response to the customer.

Standard Operating Procedure: Complaint Resolution and
Response Standards

Purpose and Background: DVR has an obligation to document and respond to complaintsin a
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prompt manner. Complaints may be received from customers, community members,
legislative members or staff, the Office of the Governor, or other concerned individuals. This
procedural guidance describes how DVR meets this obligation to attempt to resolve complaints
and provide responses to individuals who make complaints.

VR staff treat individuals who have complaints fairly and courteously, responding to in-person,
telephone, and email complaints within 48 hours (2 business days) of receipt or return to work,
as described in DSHS Administrative Policies 08-11 and 14-18. Written complaints must be
responded to within seven calendar days, as described in DSHS Administrative Policy 08-11. All
complaints must be documented promptly.

Note: DVR customers are not required to resolve a complaint at the “lowest level,” they may
request to speak with any staff in the chain of command or the individual may refuse to talk
with the VR counselor or supervisor. Customers may make a request to talk with the Regional
Administrator, the Field Services Administrator or the DVR Director or designee.

When a customer alleges civil rights discrimination against DSHS based on race, color, creed,
religion, national origin, sexual orientation, age, sex, presence of any sensory, mental or
physical disability, or use of a trained dog guide or service animal by a person with a disability,
disabled veteran status or Vietnam Era veteran status, or other protected veteran status, DVR
provides the customer with the DSHS Nondiscrimination Policy which includes a complaint
form. If the customer wishes to submit their complaint via phone, they can be advised to
contact the DSHS Human Resources Division Investigations Unit at: 800.521.8060.

References:
34 CFR 361.57(c) Review of determinations made by [DVR] personnel

WAC 388-891A-0215 What may | do if a DVR counselor makes a decision about my VR services
that | do not agree with?

DSHS Administrative Policy 05-04, Records Retention

DSHS Administrative Policy 08-11, Complaint Resolution and Response Standards

DSHS Administrative Policy 14-18, Voice Mail Standards

DSHS Administrative Policy 18-81, Nondiscrimination in Direct Client Services

DSHS Information Security: Secure Email Overview

DSHS Information Security Standards Manual

Forms:
DSHS DVR Fair Hearing Request Form, DSHS Form No. 05-247

Action by VR Staff:
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For All Complaints

1. The VR staff member receiving the complaint resolves the individual's complaint when
made, if possible. If the matter cannot be resolved quickly and easily by the staff
member receiving the complaint, refer the complaint to the VR Counselor (VRC) of
record associated with the case; if the VRC is unavailable, the complaint can be
referred to the VR Supervisor (VRS). The VRS involves the Regional Administrator
(RA) as needed.

Note: As part of the complaint process, counselors are expected to offer customers the
meaningful provision of informed choice about options to resolve their complaints, including
providing information about the Client Assistance Program (CAP). CAP can help resolve
complaints and provide customers with advice and advocacy.

2. If the VR staff member receiving the complaint resolves the matter immediately, they:
a. Summarize the complaint and resolution in an email and send it to the appropriate
VR staff and VRS.
b. Enter a summary in Waves and no further action is needed.
3. If the complaint is not resolved, the VR staff member documents the complaint and

any attempts to resolve the complaint in Waves and refers it to the next level until
resolution. At each level, the VR staff member (VRC, VRS, etc.) documents in Waves
the steps taken to address and respond to the complaint.
4. Complaints from individuals other than current customers that cannot be immediately
resolved may be forwarded to the Customer Relations Manager (CRM) at the DVR
State Office for complaint response and triage. The CRM promptly documents and
keeps track of all complaints as required by the DSHS records retention schedule.
5. If a customer has a question about fair hearings:
a. Any VR staff may provide the customer with information about the fair hearing
process, including providing them with and/or helping them complete the DSHS
DVR Fair Hearing Request Form, DSHS Form No. 05-247;

b. Customers may also be provided contact information for the CRM to explain the
fair hearing process and answer their questions; and/or
C. Give them contact information for the Office of Administrative Hearings at

https://oah.wa.gov/ or 1-800-583-8271.
Note: Prior to providing confidential information about a case with a complainant who is not the
DVR customer, the VR staff who is addressing the complaint will verify that valid authorization or
consent documents are on file, including guardianship documentation, if applicable. If
authorization to release information cannot be verified, the VR staff informs the complainant about
the limitations in regards to confidentiality, listens to the complaint and provides general
information and assistance.

Action by VR Staff:

Handling Written Complaints (Procedural Guidance Specific to Written Complaints
Received)

6. VR staff receiving the written complaint (in which a customer or complainant clearly
requests a response or resolution) responds in writing to the individual regarding the
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complaint within seven calendar days (unless the complainant specifies a different
preferred form of response). If the response will take longer than seven calendar days,
VR staff will make interim contact with the customer and give a reasonable estimated
date of response.
The written response must:
Acknowledge receipt of the correspondence.
Include a salutation, and if the writer is anonymous, address the letter “Dear
Concerned Citizen” or use another similar salutation.
Make reference to the customer’s correspondence and restate the customer’s
complaint(s) or concern(s) in the body of the letter;
If the customer wrote to a different party, inform the customer why the letter was
referred to DVR;
Use proper grammar, spelling, capitalization, punctuation, and formatting.
Close with a signature block that includes:
i. The writer’s full name.

ii. Title or office; unit, division or administration; and

iil. If applicable, a name and contact information for the customer to contact
for questions.

When using e-mail to respond, use an easy-to-read font and avoid active
backgrounds, bright colors, moving icons, and other distracting elements.
Remove any internal e-mail dialogue before sending the response to the customer.
If sending confidential information via email, remember to use [secure] email as
outlined in the DSHS Information Security [secure] email overview.
The VR staff member who resolves the complaint documents the complaint outcome
in Waves.
If the VRC, VRS, or RA are not able to resolve the complaint informally, the individual
is advised of their rights under WAC 388-891A-0215, “What may | do if a DVR
counselor makes a decision about my VR services that | do not agree with?”
Complaints from individuals other than current customers that cannot be immediately
resolved may be forwarded to the CRM at the DVR State Office for resolution. The
CRM promptly documents and keeps track of all complaints as required by the DSHS
Records Retention Policy.

When the complaint is received by the Customer Relations Manager

Action by Customer Relations Manager

11.

The CRM at the DVR State Office is the central point of contact for all elevated
complaints received at the State Office which are unable to be triaged to the local field
office, VRS, or RA. Customer contact may be made by telephone, mail, email, or in
person. Individuals may be seeking general information or asking for assistance in
resolving a problem or complaint. The CRM:

a. Listens to the individual.

b. Identifies the nature of the complaint and the counselor of record.
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c. lIdentifies what steps have been taken to resolve the complaint.
d. Explains the next steps to resolve the complaint.
e. Directs the individual to the appropriate field staff member to resolve the
complaint.
f. Advises the individual of their rights.
12. Documents and keeps track of all complaints as required by the DSHS Retention

Policy.

13. If this resolves the issue, no further action will be taken and the CRM will enter a brief

Case Note in Waves to summarize the nature of the discussion with the individual.

14, When the matter is not resolved by the CRM listening and providing general
information, assist the individual in connecting with the appropriate VRC, VRS, or RA
who can best respond to the individual’s concerns. The assistance the CRM provides
is as follows:

a. Summarizes the complaint in Waves, when appropriate, and the steps taken to
resolve the complaint, by e-mail, phone call, or voice mail; and

b. Refers the matter to the appropriate field staff member(s) for resolution (i.e.
Rehabilitation Technician, VRC, VRS, or RA, or Director or director’'s designee)
with an email to memorialize the referral discussion.

c. Contacts the VRC, unless the customer has been unable to resolve the issue with
their VRC and the matter needs to be taken to the VRS. When a customer has
been unable to resolve their issue with the VRS, the CRM will make initial contact
with the RA.

d. When a customer asks to communicate directly with the DVR Director, offer first
the option to communicate with the RA. If the customer refuses this option, they
will be routed to the DVR Director or director’s designee.

e. Regardless of who is the initial point of contact, the CRM will always send a
courtesy copy of their email to the VRC, VRS, and RA so that all are aware of the
situation.

f.  When a VR supervisor or RA will not be available to follow up within 2 business
days, the CRM contacts whoever has been designated to act in the absence of the
VR supervisor or RA.

Note: The role of the CRM is to actively listen and assist the customer in connecting with the
appropriate field staff who will be able to address and resolve the individual's concerns. The
CRM’s role is to facilitate effective dispute resolution but not to decide how the issue is to be best
resolved. That decision will be the responsibility of the field staff who are involved.

15. May inform customers that they can re-contact the CRM if additional assistance is
needed. When a customer does re-contact the CRM for further assistance, they will
follow the above steps. In addition, they may engage the RA if they have not been
previously involved and can assist in addressing the individual’s concerns.

16. 16. Provides information about the Client Assistance Program (CAP) to all customers
seeking assistance in resolving a problem or complaint. In addition, if applicable, they
will inform the individual of their rights to request mediation and/or a Fair Hearing as
methods for resolving their concerns.

17. 17. DSHS DVR Fair Hearings: CRM will receive all inquiries that come through Office
of Administrative Hearings regarding customer and/or vendor Fair Hearing requests,
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who will inform the VRC, VRS and RA via e-mail of any Fair Hearing requests
submitted by their customers.
Action by Any DVR Staff to Whom a Complaint Has Been Assigned for Response

18. Contacts the complainant within 2 business days after being initially contacted with the
referred complaint. It is further expected steps will be taken within 5 working days to attempt
to resolve the matter and a summary email sent to the staff who made the referral within that
timeframe; courtesy copies are to be distributed to the VRC, VRS, and RA so are all informed
of the follow-up action.

19. Sends an email reply to the staff who referred the complaint acknowledging that they will
follow up with the customer within 2 business days and let the originating staff know if any
further action to assist with the situation is needed.

20. Completes any attempts to address a customer’s problem or complaint within 5 working
days, with an email sent to the staff who made the referral within this timeframe summarizing
the steps that were taken to resolve the matter. If the concern has not been resolved and it is
likely the individual will re-contact the staff who made the referral for further assistance, this
will be included in the email.

21. When working with a customer to address a problem or complaint, it is expected the VRC,
VRS, or RA will remind the individual of the CAP, if not already involved, as well as their right
to request mediation and/or a Fair Hearing.

22. After communicating with a customer about their problem or complaint, the VRC, VRS, or
RA will make a brief Case Narrative entry in the individual’s case servicerecord summarizing
the customer’s problem or complaint. The entry will summarize what was done to attempt to
find a resolution to the issue as well as any further steps that are expected to be taken.

Action by DVR Director, or Director’s Designee

23. When communicating with a customer and taking steps to resolve an individual’s problem
or complaint:
a. Notifies the CRM, RA, VRS, and VRC of their actions; and
b. Makes a brief Case Narrative entry in the customer’s case service record to
summarize the nature of their discussion with the individual.
Additional Information

Action by DVR Public Records Unit

1. The DVR Public Records Unit staff coordinates responses to all DVR general
inquiries and DSHS Constituent Services Referrals and triages with appropriate
staff members for intervention and resolution. The CRM may be requested to help
facilitate the response.

2. The DVR Public Records Unit staff will field general information emails from the
DVR Webpage and either respond directly or ensure that the appropriate staff
replies. CRM may be requested to help facilitate the response.

3. The DVR Public Records Unit staff will respond to and triage any complaints
received through communication with the Office of the Governor, elected officials,
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and legislative members or staff (state or federal).

Civil Rights Complaint

If a customer alleges a civil rights complaint (based on race, color, creed, religion,
national origin, sexual orientation, age, sex, presence of any sensory, mental or
physical disability, or use of a trained dog guide or service animal by a person with a
disability, disabled veteran status or Vietnam Era veteran status, or other protected
veteran status, notify the VR supervisor and immediately send the complaint to the
DSHS Human Resources Division Investigations Unit at P.O. Box 45839, Olympia, WA
98504-5839. The phone number for the DSHS Investigations and Reasonable
Accommodations Unit is 800-521-8060 or TDD 800-521-8061.

Procedures - State Office

1.

The Customer Relations Manager at the DVR State Office (Headquarters) is
the central point of contact for all complaints received at the State Office.

The Customer Relations Manager or designee:

arwnE
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Listens to the individual.

Identifies the nature of the complaint and the counselor of record.
Identifies what steps have been taken to resolve the complaint.

Explains the next steps to resolve the complaint.

Directs the individual to the appropriate field staff member to resolve the
complaint.

. Advises the individual of their rights as outlined above.

Documents and keeps track of all complaints as required by the DSHS
Retention Policy.

The Customer Relations Manager:

1.

2.

Summarizes the complaint and the steps taken to resolve the complaint, by
email, phone call or voice mail, and

Refers the matter to the appropriate field staff member(s) for resolution (i.e.,
Rehabilitation Technician, VR counselor, supervisor, or Regional
Administrator, or Field Services Administrator).

The Customer Relations Manager or designee responds to all Constituent Services
Referrals and works with appropriate staff members for intervention and
resolution.
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Customers May Audio Tape Counseling Sessions or Meetings
(12-9-13)

a. Customers may audio tape record counseling sessions or meetings. It is not
necessary for customers to provide justification or proof they require audio taping
as a reasonable accommodation. If audio taping is a reasonable accommodation
there must not be a delay in arranging or providing an audio tape recorder.
Providing a reasonable accommodation without delay is consistent with Article 1l
of the Americans with Disabilities Act (ADA), RCW 49.60, Washington State Law
Against Discrimination, and DSHS Administrative Policy 7.02 Equal Access to
Services for Individuals with Disabilities. “The department must provide people with
disabilities an equal opportunity to participate in and enjoy the benefits of
programs, services and activities.”

b. Ask the customer if they have a tape recorder. If the customer does not have a
tape recorder check the inventory of equipment to see if a tape recorder is
available. If one is not available, DVR can purchase a tape recorder for the
customer to use. Digital audio tape recorders are inexpensive and easy to use.
Complete and have the customer sign a Loan Agreement for Tools and Equipment,
DSHS 19-074.

c. If audio taping counseling sessions or meetings interfere with the relationship
between the counselor and the customer, the counselor consults with the VR
supervisor or the Regional Administrator to determine an appropriate course of
action.

d. Document in Waves that audio tape recording is being used to record counseling
sessions or meetings. Note whether the customer provided their own tape recorder
or if it was loaned from the inventory of equipment, or purchased for the customer
to use.

See Also:
Access to DVR Programs and Services

DSHS Administrative Policy 14.10 Accessible Meetings

Access to DVR Programs / Services
(New 05/2021)

DVR policies and procedures on equal access are based on the following DSHS
Administrative Policies:

e DSHS Administrative Policy No. 7.02, Equal Access to Services for
Individuals with Disabilities

e DSHS Administrative Policy No. 7.20, Communication Access to Services for
Persons Who are Deaf, Deaf/Blind and Hard of Hearing
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e DSHS Administrative Policy No. 7.21, Access to Services for Clients who are
Limited English Proficient (LEP)
e DSHS Administrative Policy No. 14.10, Accessible Meetings
DVR provides equal access to individuals to participate in all aspects of its programs
and services.

Providing program access may include:

e The provision of auxiliary aids and services and alternate formats necessary for
communication access.

e Making reasonable adjustments to policies, procedures and practices due to
limitations that result from an individual’s disability.

e Ensuring facilities where DVR provides services, holds meetings or conducts
public events are physically and virtually accessible.

e Providing language translation services to individuals who are limited English
proficient.

e Ensuring service animals are permitted to enter all DVR offices and service
locations to assist clients, applicants, employees, and the public. Service animals
include guide dogs, signal dogs, or other animals individually trained to provide
assistance to an individual with a disability. Companion animals are not considered
guide dogs.

e The removal of any barriers that impede communication or physical access.

Informing the Public/DVR Clients about Access to Programs and Services

Adequate signs need to be posted inside and outside to direct people to DVR offices,
including directions to accessible paths of travel, entrances/exits, rest rooms, and
meeting rooms.

DVR offices need to post adequate information in the lobby/reception area to instruct
individuals how to request auxiliary aids or interpreter services or alternate formats
needed to communicate or gain access to services. Procedures need to be in place so
that staff can be responsive to individuals who need services or assistance to
communicate.

Once an individual applies for services, DVR staff work with the individual to determine
the most appropriate method for communicating and providing information throughout
the rehabilitation process.

See Also:

WAC - Communication Access to VR Services
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WAC -

Interpreter Services

WAC 388-891A-0720 What are interpreter services?

Paying for Interpreter and Translation Services

Sign Langquage Interpreters

Each DVR office must:

Note:

Establish procedures for securing services from qualified sign language
interpreters and ensure staff are familiar with the procedures.

Secure the services of a certified interpreter upon request. If a certified interpreter
is not available, DVR may provide a qualified, non-certified interpreter if it is
acceptable to the client.

Whenever possible, DVR schedules contract interpreters identified by the
individual as effectively meeting their communication needs.

If an individual prefers to use their own sign language interpreter, they may do so
at their own expense. This does not alter DVR’s responsibility to use a qualified
interpreter.

All sign language interpreters who contract with DSHS are required to follow a
Code of Professional Conduct (outlined in DSHS Policy 7.20). Any violations of
this code are grounds for termination of an interpreter’'s contract and should be
reported to the Office of Deaf and Hard of Hearing.

Provide information in alternate formats, such as in large print, on a computer disk
or other formats identified by an individual.

The Office of Deaf and Hard of Hearing Services (ODHH) coordinates interpreter

services throughout DSHS to ensure all interpreters are registered and trained on
DSHS procedures. ODHH also maintains a list of certified and qualified interpreters.

The DSHS Office of Deaf and Hard of Hearing (ODHH) webpage has information about

telecommunication relay services and equipment.

The ODHH website for Sign Language Interpreter Contractors lists Freelance
Interpreters and Interpreter Referral Agencies. (There is a link to the contract for each of
the Interpreter Referral Agencies). Link to the Collective Bargaining Agreement for
Language Access Providers

Washington Relay Service (ODHH web site)

A free service provided by the Washington State Office of the Deaf and Hard of Hearing
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(ODHH) ensuring equal access to the telephone service for people who are deaf, hard
of hearing, deaf-blind and speech disabled. The service allows hearing callers to
communicate with text-telephone (TTY) users and vice/versa through specially trained
Communication Assistants (CAs). Anyone wishing to use Washington Relay Service
simply dials 711 to connect with a CA. The CA will dial the requested number and relay
the conversation between the callers. Contact numbers for the Washington Relay
Service: 1-800-676-3777 TTY/Voice

See Also:
WAC- Translation Services

WAC 388-891A-0860 What are translation services?

Paying for Interpreter and Translation Services

Sign Language Interpreter Fees for Job Interviews

Translation services

DVR provides language translation services to individuals who do not speak English to
access DVR services and/or communicate with DVR staff. Each DVR office shall
establish procedures for securing language translation services needed by applicants or
eligible individuals to access DVR programs and services and ensure staff are
knowledgeable about how to use the procedures.

When an individual receiving DVR services does not speak or read English, DVR is
responsible to translate specific documents into the individual’s primary language. DVR
staff assist the individual, with the help of a translator if necessary, to complete required
forms and documents in English, and then arranges for the documents to be

translated. Documents to be translated include:

Application for VR Services

Notification of Eligibility or Ineligibility

Individualized plan for employment

Notification of case closure

Notification of annual review, if appropriate

Any other formal or written notice that requires a signature from the individual to
continue receiving services

Other documents or case-related updates can be provided in person by a bilingual
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employee or contracted interpreter. If the DVR employee and client determine
translation of other material is needed or desired, they can request translations.

Translation Services are Provided under State of Washington General Administration Contract
Category 1, Translation of Forms, Publications, Brochures and Pamphlets
Category 2, Translation of Letters, Reports, Fill-ins, Informational Materials

Link to Contract # 04218: Translation Services - Written Word

Translation of Forms, Publications, Brochures and Pamphlets

(Revised 12/15/2022)

The DVR access specialist is the DVR contact for translating DSHS publications,
brochures and pamphlets in other languages. The access specialist can be reached
through e-mail at DVR.Languageaccess@dshs.wa.gov.

The policy and procedure specialist is the DVR contact for translating DVR forms. The
policy and procedure specialist can be reached at dvrpolicy@dshs.wa.gov. If they are
unavailable, the DSHS contact is Millie Brombacher, DSHS Records Office, Forms and
Records Management Services. Millie can be reached at (360) 664-6048, or email:
brombma@dshs.wa.gov.

The DSHS Forms and Records Management Services web site: Link to DSHS Forms and
Records Management Services.

Translation of Letters, Reports, Fill-ins, Informational Materials

(Revised 12/15/2022)

To translate a letter, report or fill-in document for a DVR customer, e-mail the document
to be translated to the DVR Access Specialist . If the document to be translated contains
personal information, work with the Access Specialist to ensure any customer information
will remain confidential. The Access Specialist will then complete the Client Specific
Translation Request (DSHS 17-120). DVR offices can contact the DVR Access
Specialist for information or assistance in requesting translations through e-
mail: @DVR.Languageaccess@dshs.wa.gov.

Client Specific Translation Request (DSHS 17-120)
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Alternate Formats for Written Material

Written correspondence with clients or written material shared with clients, such as
handbooks, guides, etc., need to be made available in alternate formats. Material must
contain a statement with instructions about how to obtain the document in an alternate
format. Following is a sample statement:

Upon request, this publication can be furnished in an alternate format for individuals
with disabilities by contacting: (contact location, telephone, including TTY). Available
formats include large print, Braille, audio tape, or electronic file.

Screen Magnification

Some options to consider when an individual requests screen magnification:

e Email forms/documents to the customer’'s home/school or work computer where
they have magnification software or screen reader software installed;

o Adjust magnification feature that is built into Microsoft Windows XP;

« Utilize CCTV or ZoomText software that are available in several DVR and
WorkSource locations;

« Enlarge the document in a copier (that has this capability); and

« Consult with ATAP if you have questions or need technical assistance.

Requesting Forms/Documents in Large Print

To request a form/document in large print, copies can be made on regular size paper
(requires more pages but is easier to work with and file), or request copies using larger
sheets of paper (11 x 17 sheet that prints in 14 pt font), contact Mille Brombacher,
DSHS Records Office, Forms and Records Management Services. Millie can be
reached at (360) 664-6048, or email: brombma@dshs.wa.gov.

The DSHS Forms and Records Management Services web site: Link to DSHS Forms
and Records Management Services

Requesting Forms/Documents in Braille

Contact the Braille Access Service Center,
Washington School for the Blind

Phone: (360) 696-6321, Ext. 158.

Email address: braille@wssb.wa.qgov.

Web site: www.wssb.wa.gov (select the Braille Access Center).
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Modification of Policies, Procedures and Practices

DVR may modify policies, procedures and practices if necessary to provide equal
access to an individual with a disability. An individual may request such modifications if
they experience difficulty accessing VR programs, activities or services. If a DVR
employee is aware that an individual is experiencing difficulty, the employee shall inform
the individual of the option of requesting an accommodation and assist him or her in
completing the request, if necessary. Requests can be verbal or in writing.

Requests are reviewed on a case-by-case basis. The VR counselor and, if necessary,
the supervisor will discuss the accommodation request, options available, and decide
upon a course of action. DVR follows the timeframes to respond within 10 working days
of the request as outlined in WAC 388-891A-0211: What does a DVR counselor do
when they make a decision to deny my request for VR services, reasonable
accommodation, or any other request that affects my participation in VR program
services?.

DVR Facilities

The office supervisor or designee is responsible for ensuring DVR facilities are
accessible to individuals with disabilities. This applies to all aspects of the facility
operation, such as parking, elevators, paths of travel and communication features, such
as TTYs and emergency signals and alarms.

Each office supervisor shall ensure that adequate number of staff are trained on how to

use a TTY as well as other equipment necessary to provide communication access to
individuals with disabilities.

Public Meetings, Hearings and Other DVR-Sponsored Events

DVR will hold public meetings, training, hearings, workshops, job fairs, and other events
in locations and facilities that meet the requirements of this policy. Whenever possible,
events shall be held on or near public transit routes.

Printed notices and announcements for DVR sponsored events should contain
information about how to request accommodations at no cost. Following is a sample
notice:

Accommodations are available to individuals with disabilities to participate in and
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access this event. To request an accommodation, please contact (Name,
telephone, including TTY) no later than (Date).

Communication access for public meetings shall be provided to meet the needs of
individuals requesting such accommodations, and may include:

Assisted listening systems compatible with hearing aids and cochlear implants;
Use of microphones by speakers.

Real-time captioning;

Sign language interpreters; and/or

Other methods of communication that are requested and can reasonably be made
available.

arwnE

If an individual requests accommodations within the specified time frame, but the
accommodations cannot be scheduled or provided, DVR will postpone the meeting and
reschedule at a date and time when appropriate accommodations can be provided.

DVR Contractors and Providers

DSHS contractors are required to comply with DSHS Policies related to equal
access. When DVR uses contractors to deliver services, they are also responsible to
provide equal access to programs and services, including the provision of services in
accessible facilities and methods of communication. DVR will inform the contracted
provider of the communications methods the individual has identified as being most
effective at the time of referral.

Failure to meet these requirements is grounds for contract termination. Field staff can

consult with the DVR Contracts Unit if access questions or issues arise regarding DVR
contractors or providers.

Fundamental Alteration/Undue Burden

If a requested accommodation would require a fundamental alteration of a program,
service or activity or would result in an undue financial or administrative burden, an
alternate means of providing access will be used, if possible.

If an accommodation would fundamentally alter a service, program, or activity or would
create an administrative or financial hardship, the supervisor must document the
reasons for the determination and submit the request in writing to the DVR Director or
designee for final approval or denial.
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If a request for accommodation is denied, DVR will offer other alternative methods to
provide access, if possible, that would not fundamentally alter services or programs or
result in an undue financial or administrative burden.

Complaints

Individuals who have been denied access or who believe they have been
discriminated against due to a disability may file a Civil Rights Complaint.

Human Resources Division Investigations Unit (formerly the Investigations and
Reasonable Accommodation Unit (IRAU) and previously DSHS Division of
Access and Equal Opportunity)

1115 S. Washington, OB2 2nd Floor NE Wing

PO Box 45839

Olympia, WA 98504-5839

Toll Free 1-800-521-8060

(inside Washington) Toll Free TDD 1-800-521-8061
(inside Washington)

Washington State Human Rights Commission
1-800-233-3247

1-800-300-7525
www.hum.wa.gov/

The U.S. Department of Justice

Civil Rights & Civil Liberties Complaints

Office of the Inspector General

U.S. Department of Justice

950 Pennsylvania Avenue, NW

Room 4706

Washington, D.C. 20530

Web Site: http://www.justice.gov/oig/index.html

Email: inspector.general@usdoj.gov

Hotline: (contact information in English and Spanish): (800) 869-4499, or
Hotline fax: (202) 616-9898.

The U.S. Health and Human Services Office for Civil Rights

Web site: http://www.hhs.gov/ocr/civilrights/
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Office for Civil Rights

U.S. Department of Health & Human Services
2201 Sixth Avenue - Mail Stop RX-11

Seattle, WA 98121

(206) 615-2290; (206) 615-2296 (TDD)

(206) 615-2297 FAX

Individuals who are deaf, deaf-blind or hard of hearing may file a complaint related to an
interpreter by contacting:

e The Office of Deaf and Hard of Hearing (ODHH)

(360) 902-8000 Voice/TTY

(800) 422-7930 Voice/TTY

(360) 902-0855 Fax

Email Address: odhh@dshs.wa.gov

Contact ODHH by Video at:
D-Link Video IP Address: 209.181.93.249
D-Link Video Phone Number: 360-902-8000

Sorenson Video IP Address: 209.181.93.251
Sorenson Video Phone Number: 360-902-8000

Contact DSHS Headquarters at:
(360) 586-0609 Voice/TTY

WAC - Customer Rights

WAC 388-891A-0200 May a guardian or another representative request an
exception to a rule, mediation, or fair hearing on my behalf with DVR?

WAC 388-891A-0205 How do | ask for an exception to a rule in this chapter?

WAC 388-891A-0206 Are there exceptions to rules in this chapter that DVR will
not grant?

WAC 388-891A-0210 What happens after | submit a request for an exception to a
rule?

WAC 388-891A-0211 What does a DVR counselor do when they make a decision
to deny my request for VR services, reasonable accommodation, or any other
request that affects my participation in VR program services?
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WAC 388-891A-0215 What may | do if a DVR counselor makes a decision about
my VR services that | do not agree with?

WAC 388-891A-0220 What is the client assistance program (CAP)?

WAC 388-891A-0225 What is mediation?

WAC 388-891A-0230 When may | ask for mediation?

WAC 388-891A-0235 Who arranges and pays for mediation?

WAC 388-891A-0240 Is information discussed during mediation confidential?

WAC 388-891A-0245 If the mediation session results in an agreement, do | receive
a written statement of the results?

WAC 388-891A-0250 What is a fair hearing?

WAC 388-891A-0255 How do | request a fair hearing?

WAC 388-891A-0260 After | submit a request for a fair hearing, when is it held?

WAC 388-891A-0265 What is a prehearing meeting?

WAC 388-891A-0270 Do | receive a written fair hearing decision?

WAC 388-891A-0275 Is the fair hearing decision final?

WAC 388-891A-0295 May DVR suspend, reduce, or terminate my services if |
request a fair hearing?

WAC - Communication Access to VR Services

WAC 388-891A-0420 If | do not speak English, how do | communicate with DVR
throughout the VR process, beginning at application?

WAC 388-891A-0421 What accommodations are available to help me
communicate with DVR throughout the VR process, beginning at application?

WAC 388-891A-0425 Does DVR translate written communication for me if | do not
speak English?
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Interpreter and Translation Services
See Also:

Access to DVR Programs and Services

Link to Interpreter Contract # 03514

Link to the Collective Bargaining Agreement for Language Access Providers

Paying for Interpreter and Translation Services

(Revised: 03/02/2020)

Service providers are expected to pay for interpreter and translation services needed by DVR
customers without charging an additional fee.

Sign Language Interpreter Services

If a service provider says it is an undue burden to provide an ASL (American Sign Language)
Interpreter DVR will take their word for it, and provide the interpreter at no cost and without
delay. This does not apply to CRP or IL contractors who are expected to provide
interpreters as part of the contract. See the section of the manual that explains The
Contractor is Responsible to Pay for a Spoken Language or ASL Interpreter

See also the special circumstances under which DVR can pay sign language interpreter fees:
Paying for Sign Language Interpreters for Job Interviews (below)

Mandatory State Contract for Spoken Language and ASL Interpreter Services

DSHS/DVR purchases interpreter services using a mandatory state contract for spoken
language interpreters through the State of Washington Department of Enterprise Services (link
to Contract 03514: Interpreter Contract), or an ASL contract administered by the DSHS
Office of Deaf and Hard of Hearing (ODHH). The ODHH website for Sign Language
Interpreter Contractors lists Freelance Interpreters and Interpreter Referral Agencies. (There
is a link to the contract for each of the Interpreter Referral Agencies).

For questions about spoken language interpreters or ASL interpreters or written translations
contact the DVR Limited English Proficiency (LEP) Coordinator, the Administrative Assistant 4
for the Field Services Administrator at the DVR State Headquarters Office.

Procedures for Requesting an American Sign Language (ASL) Interpreter- On Contract
1. Click on the link to the ODHH website for Sign Language Interpreter Contractors
2. Using your mouse select the county on the state map where the interpreting
service is needed. Scroll down the page and the names of contract interpreters are
listed for each region;
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3. Contact an interpreting service on the list and request an interpreter for a certain
date, time, and purpose (meeting, appointment, etc.). Explain you are using the
DSHS contract state rate;

4. If a contractor is available schedule the interpreter;

5. Complete the Online Request for Sign Language Interpreter form

If this form is not completed, you must provide your contact information, detailed
information about the date and hours the interpreter is needed, and the location. It is
also helpful to provide driving directions, and parking instructions.

3. The contractor will confirm their availability and send you a confirmation number

4. Pay for interpreter by AFP, or if there isn’t a case in Waves, pay by A-19

5. If you check with contract interpreters and a minimum of three interpreters are not
available follow the steps for purchasing “off contract” below

Procedures for Purchasing ASL (American Sign Language) Interpreter- Off Contract

o Contact a minimum of three contract interpreters. If a contract interpreters are not
available complete the Sign Language Interpreter Services Off Contract
Documentation Form, DSHS 17-177

e For more information about purchasing “off contract” see the_Sign Lanquage
Interpreter Services Off Contract Guidelines

e Contact an otherwise qualified “off contract” interpreter

o Pay for interpreter by AFP, or if there isn’t a case in Waves, pay by A-19

Procedures for Purchasing Spoken Language Interpreter- On Contract

1. Click on the link to the spoken language interpreter Contract 03514: Interpreter
Contract through the State of Washington Department of Enterprise Services

2. Contact one of the contractors listed and explain you are using the state contract
rate

3. If a contractor is available schedule the interpreter and provide any additional
information that may be needed such as driving instructions

4. The contractor will confirm availability and send you an confirmation number

5. Pay for the interpreter by AFP, or if there isn’'t a case in Waves, pay by A-19

Procedures for Purchasing a Spoken Language Interpreter- Off- Contract
1. The VR counselor documents in a case narrative in Waves the reason(s) or
special circumstances for using an off contract spoken language interpreter and
requests and exception to policy
2. The VR supervisor approves or denies the request based on whether there is
substantial justification to pay for an off contract spoken language interpreter

The DSHS Office of Deaf and Hard of Hearing (ODHH) webpage has information about
telecommunication relay services and equipment.

Washington Relay Service
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A free service provided by the Washington State Office of the Deaf and Hard of Hearing
(ODHH) ensuring equal access to the telephone service for people who are deaf, hard of
hearing, deaf-blind and speech disabled. The service allows hearing callers to communicate
with text-telephone (TTY) users and visa versa through specially trained Communication
Assistants (CAs). Anyone wishing to use Washington Relay Service simply dials 711 to connect
with a CA. The CA will dial the requested number and relay the conversation between the
callers. Contact numbers for the Washington Relay Service: 1-800-676-3777 TTY/Voice

1-800-676-4290 TTY/ Voice (Spanish)

Unexpected Interpretation Needs — Telephone Interpreter Services

(Revised 2/20/2020)

If a customer who does not speak English comes into a DVR office, and staff cannot determine
the language the customer is speaking or no one is available at the office to speak in the
customer's language, staff may call one of the three contracted providers listed below to request
a telephone interpreter.

Staff may need the use of two telephones—one for the customer, and one for DVR staff.

The links for each provider include an account number that is billed to the DVR State Office and
instructions for how to access the service:

» Corporate Translation Services (CTS Telephonic How to Access Services —
Automated System.pdf)

» Linguistica (10977 - Linguistica Dial In Instructions.pdf)

» 911 Interpreters (How to access our services - 911 Interpreters 1109.pdf)

If a customer who does not speak English brings a friend or relative to act as the interpreter, this
does not absolve DVR of the responsibility to provide interpreters or translators. It is not
acceptable to receive interpretation from friends, relatives, or immediate family
members. Interpreters and translators must be certified by DSHS.

In most cases, the customer will need to make an appointment for a later time so that DVR can
request an interpreter on the customer's behalf.

Paying for Sign Language Interpreters for Job Interviews

Background

Under Washington State law, an employer with 8 or more employees is obligated to provide
reasonable accommodations for otherwise qualified job applicants with disabilities when
necessary to ensure equal access and effective communication in the application and selection
process for employment. Employers covered by state law must provide the necessary
accommodation unless it would cause an "undue hardship," (such as significant cost or
difficulty).

Many employers are not familiar with the process of locating and arranging for
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interpreters. DVR needs to support the DVR customer and the employer throughout the
interview and the hiring process to create the greatest opportunity possible for employment.

Requesting Interpreter Services for a Job Interview

When a customer needs interpreter services for a job interview, the customer and VR counselor
evaluate the employment opportunity to determine whether to request an accommodation from
the employer.

If a Community Rehabilitation Program (CRP) representative is involved in placing the customer
in the job, the CRP representative may assist the customer and VR counselor to determine
whether to request an accommaodation from the employer.

If the customer and the VR counselor decide to request an accommodation from the employer,
the customer requests an accommodation by advising the employer that an interpreter is
needed.

Conditions for DVR Payment of the Interpreter Fee for a Job Interview
1. DVR coordinates and pays the interpreter fee if the employer indicates that arranging
and/or paying for an interpreter would

1. Jeopardize the customer's employment opportunity; and/or

2. Create an undue hardship for the employer.

1. DVR coordinates and pays the interpreter fee if the customer, VR counselor and job
developer determine that, by requesting the employer to pay for the interpreter, the
customer's employment opportunity would be jeopardized.

NOTE: If CRP Job Placement and Retention is authorized, the interpreter fee for the
customer's job interview is not considered to be included in the CRP Job Placement
and Retention fee. the VR counselor authorizes and pays for interpreter services as
a separate and distinct service.

Payment for Searching and Duplicating Medical Records and Postage Fees

Fees for searching and duplicating medical records are paid for according to WAC 246-
08-400 How much can a medical provider charge for searching and duplicating medical
records? DVR may also pay postage fees for medical records.

Standard Operating Procedure: Making Mandatory Reports of Suspected
Abandonment, Abuse, Financial Exploitation, or Neglect

Purpose and Background: All DVR employees are mandated reporters. This
procedure applies to all division employees, interns, volunteers, or work study students.
DVR employees’ mandatory reporting responsibilities are not limited to the work place,
and apply at all times, including off-duty hours.
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This procedure establishes the division process to:

1. Protect, to the extent possible, the health and safety of DVR customers;
2. Ensure that customer abuse is reported, investigated, and resolved; and
3. Ensure that procedures are in place to prevent abuse, abandonment, financial

exploitation, neglect, physical and sexual assault.

Several state laws require employees of DSHS to report to the appropriate authorities
any suspected abandonment, abuse, financial exploitation, and neglect of vulnerable
adults and suspected abuse or neglect of children:

4. Chapter 26.44 RCW: Abuse of Children mandates the immediate reporting
of any suspected abuse or neglect of a child to either the Department of
Children, Youth, and Families (DCYF) or to law enforcement.

5. Chapter 74.34 RCW: Abuse of Vulnerable Adults mandates an immediate
report to DSHS of suspected abandonment, abuse, financial exploitation, or
neglect of a vulnerable adult, and when there is suspected sexual or physical
assault of a vulnerable adult, it must be reported to DSHS and to law
enforcement.

6. RCW 70.124.030: Protection from abuse - Mandatory Reporting mandates
the immediate reporting of suspected abuse or neglect of state hospital
patients.

Employees who fail to report suspected client abandonment, abuse, exploitation,
financial exploitation, or neglect may be subject to disciplinary or criminal action, or
both. Failure to report for vulnerable adults is a gross misdemeanor under Washington
state law (RCW 74.34.053: Abuse of Vulnerable Adults - Failure to report - False
reports - Penalties).

References:

DSHS Administrative Policy 8.02, Client Abuse Reporting

DSHS Administrative Policy 9.01, Major Incident Reporting

DSHS Administrative Policy 18.62, Allegations of Employee Criminal Activity

Definitions relevant for “Vulnerable Adults”: RCW 74.34.020 (22), “Abuse of
Vulnerable Adults — Definitions”

Additional Resources:

DVR SOP 100-01-003, Responding to and Reporting DVR Incidents
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Mandatory Reporting/Vulnerable Adult Reporting Desk Reference

Contact numbers for reports involving vulnerable adults living in the community or
in DSHS leased or certified facilities and programs.

Region ' County APS Intake Information
1 Adams, Asotin, Benton,

Chelan, Columbia, Douglas, Iéz;lxelP_%l&t)?ke@dshs.wa.qov
Ferry, Franklin, Garfield,
Grant, Kittitas,  Klickitat, 8%39103 TTY:1-360-664-
Lincoln, Okanogan, Pend ’
Oreille, Spokane, Stevens, | Toll Free: 1-877-734-6277
Walla  Walla, Whitman,

Yakima
2 Island, King, San Juan, | R2APSIntake@dshs.wa.qgov ,
Skagit, Snohomish, | Fax; 1-206-626-5705, TTY: 1-
Whatcom 206-626-5710, Toll Free: 1-
877-734-6277
3 Clallam, Clark, Cowlitz, Grays

Harbor, Jefferson, Kitsap, Iéé’»xeng%?ke@dshs.wa.qov,

Lewis, Mason, Pacific, Pierce,
Skamania, Thurston, | 664-9103, TTY: 1-360-664-

Wahkiakum 9469, Toll
Free: 1-877-734-6277

Contact numbers for reporting Child and Vulnerable Adult Abuse

To report Child Abuse:
Reports involving children:

e Contact the local Child Protective Services (CPS) office or use the DCYF/CPS
statewide number: 1-866-363-4276 (EndHarm)

Reports involving 18-21 year olds in state-operated facilities providing 24-hour care for
children:

° Central Intake: 1-866-363-4276 (EndHarm)
To report Vulnerable Adult Abuse:

Reports related to provider practice issues involving adults living in nursing homes,
assisted living facilities, adult family homes, or supported living in program settings:
o Online reporting: www.dshs.wa.gov/altsal/reportadultabuse
. Residential Care Services (RCS)/Complaint Resolution Unit (CRU) statewide
number: 1-800-562-6078 or TTY: 1-800-737-7931

Reports Involving adult patients at Eastern and Western State Hospitals:
. Eastern State Hospital: 1-509-565-4520
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. Western State Hospital: 1-253-761-7599

Action by All Staff

1. Reports to the authorities identified below when there is reasonable cause to
believe any of the following has occurred:

o When there is reasonable cause to believe that abandonment, abuse,
financial exploitation, or neglect of a vulnerable adult (see definition under
RCW 74.34.020 (22)) or child has occurred, immediately report (following
step #2 below) to the appropriate department regardless of employee leave
or days off.

o When there is reason to suspect that sexual assault involving a vulnerable
adult or child has occurred, immediately report to the appropriate law
enforcement agency and to the appropriate department.

o When there is reason to suspect that physical assault involving a
vulnerable adult or child has occurred or there is reasonable cause to
believe that an act has caused fear of imminent harm, immediately report
to the appropriate law enforcement agency and to the appropriate
department.

o Immediately report to the department when there is reason to suspect that
the death of a vulnerable adult was caused by abuse, neglect, or
abandonment by another person, and report the death to the medical
examiner or coroner having jurisdiction and local law enforcement
(following RCW 68.50.020: Notice to coroner or medical examiner
- Penalty, in the most expeditious manner possible.

Note: A mandated reporter is not relieved from this reporting requirement by the existence of a
previously signed death certificate. If abuse, neglect, or abandonment caused or contributed to
the death of a vulnerable adult, the death is a death caused by unnatural or unlawful means, and
the body shall be the jurisdiction of the coroner or medical examiner pursuant to RCW
68.50.020: Notice to coroner or medical examiner - Penalty.

2. When reporting to either DSHS or DCYF, staff must:
i. Call the appropriate department reporting unit (listed in Attached reference
Contact Numbers for Reporting) immediately; and
ii. Notify their supervisor or manager immediately.
Note: Staff are not required to report to their supervisor a referral for non-work related situations,
such as family, friends, and neighbors.

2. When calling a DSHS reporting unit, provides all of the following information (to the extent
possible):

a. The reporter’'s name and contact information.

b. The name and address of the child or vulnerable adult, and the name of the facility
or agency providing care, if applicable.

c. The name and address of the client’s legal representative, if applicable.

d. The nature and extent of the abandonment, abuse, financial exploitation, or
neglect.
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e. Any known history of previous abandonment, abuse, financial exploitation, or
neglect.
f. The name of the alleged perpetrator, if known.
g. Other information that may be helpful in establishing the extent of abandonment,
abuse, financial exploitation, or neglect.
Note: Staff may only supply the information necessary to complete the referral; this is to ensure
that DVR safeguards the confidentiality of customer information to the greatest extent possible.

Action by Supervisor or Manager

3. Notify their supervisor or manager utilizing procedures as outlined in DVR SOP 100-01-
003 Responding to and Reporting DVR Incidents.
Action by Appointing Authorities

4. Follow additional reporting processes described in DVR SOP 100-01-003 Responding
to and Reporting DVR Incidents.

5. If contacted by CPS, APS, or RCS, because a report involves a DVR employee, consults
with their human resources consultant or manager before placing an employee on an
alternative work assignment.

Note: An external review is required when the report of known or suspected child or client abuse
or neglect involves the acts or omissions of the administrator or supervisor. In this situation, DVR
contacts another DSHS division and/or local law enforcement agency to conduct an external
review.

Word Version

Application

Application Index Page
In this section of the manual:
Inquiry

Applying for VR Services

Application Procedures

Referrals For Application

Voter Registration

WAC - Applying for VR Services

Application Documentation

Application Documentation (for Case Narrative)
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Identity and Citizenship

Conditions for Receiving VR Services under U.S. Citizenship and Immigration Services, (USCIS)

WAC- Identity and Citizenship

Inquiry

To improve our required federal reporting, it is important that we are tracking the inquiries that
individuals make into our services, even before they decide whether or not to apply. Whenever an
individual makes an inquiry into DVR services and is not completing an application the same day, staff
should log the inquiry into Waves. To do this, certain information about the potential customer must be
collected:

First Name

Last Name

Date of Birth

Preferred contact method and correlating contact information

PWNPRE

Whenever possible, staff should assist in scheduling intake appointments for potential customers at the
point of inquiry.

Applying for VR Services

Application Procedures

Referrals for Application

Voter Registration

WAC - Applying for VR Services

Application Procedures

(Revised 11/1/17)

Information Provided to Individuals Seeking Application for Services

Provide enough information for an individual to understand the services DVR offers. Explain the
following program areas and assist the individual, to complete the Application.

1. General Orientation to DVR Programs and Services
e The DVR process and the services available, including the right to make informed
choices throughout the process.
o Eligibility requirements and process for determining eligibility.
e Priority of service categories and the process for assigning a priority category.
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e Procedures and timeframes for determining eligibility.

o Information about the order of selection for services, including the estimated amount
that an individual may wait for services after being assigned to a closed priority
category, when DVR is operating under an order of selection.

e Information appearing in the DSHS Client Registry.

e Appeal rights and the Client Assistance Program (CAP).

o Voter Registration.

o Documentation requirements for individuals who are not U.S. citizens, if appropriate.

+ Notification that DVR may obtain personal information from state and federal
agencies to verify a customer's benefits, earnings and income from employment or
self-employment.

2. Information and Referral

Application/Intake under an Order of Selection

In addition to the basic elements of eligibility and VR services, a VR staff person explains the order of
selection process to all new applicants, so that any individual making the decision to apply for VR

services can have the opportunity for informed choice about the timing of their application. The DVR
staff person explains the priority categories, which category and application dates are currently being
served, and the importance of the application date in determining the order of selection for services.

DVR staff advise individuals of the opportunity to get information about other programs that offer
services that may meet their needs, and to get a formal referral from DVR to those programs.
Individuals may choose to receive information and referral services whether or not they decide to
continue with the application and eligibility process. A DVR staff member should not discourage an
individual who wants to apply for services from doing so, and in no case may a DVR staff member refuse
to accept an application.

Importance of the Application Date under an Order of Selection

Since individuals are selected for services by priority category and date of application when DVR is
operating under an order of selection, VR staff must explain the importance of the application date to
potential applicants and offer an opportunity to apply at the time of initial contact with DVR. The VR
staff member should ensure that individuals applying for services are able to exercise informed choice
by informing them of the current order of selection, and a current estimate for releases from closed
priority categories.

After being fully informed of the significance of the application date, an individual may prefer to discuss
their situation with a VR Counselor before making a decision to apply. In that case, the individual is
scheduled for a follow-up appointment with a VR Counselor or provided with the name and telephone
number of a VR Counselor to contact for a follow-up appointment.

Information and Referral at Application

Individuals may choose to receive information and referral services whether or not they decide to
continue with the application and eligibility process. A DVR staff member should not discourage an
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individual who wants to apply for services from doing so, and in no case may a DVR staff member refuse
to accept an application.

See Also:

Access to DVR Programs and Services

Interpreter and Translation Services

Applicants who are Social Security Recipients

1.

Intent to Achieve Employment

Individuals who apply for DVR services must intend to work as a result of receiving

services. During the intake/application process, DVR counseling staff need to explain to
individuals who receive SSI/SSDI the purpose and outcome of DVR services and confirm their
intent to achieve employment. Completion of the application process is sufficient evidence of
an individual’s intent to achieve an employment outcome, and no additional demonstration on
the part of the individual is required.

Verification of SSI/SSDI - Presumed Eligible designation

When a new application is entered, an automated process checks for a match with SSI/SSDI. If
benefits are confirmed, Waves automatically enters the date of verification on both the
Customer Tab and the Eligibility/Significance of Disability Form.

Documentation of Social Security Benefits

Documents that can be used for verification include, but are not limited to, an award letter
issued by the Social Security Administration, a payment document or service voucher that
states the type of benefits, a Benefits Planning Query or a Waves verification. The
documentation must establish the individual's own eligibility for social security benefits based
on a disability. An individual who receives benefits because of the disability of a family member
is not presumed eligible for DVR services. If a VR counselor is uncertain whether a document
establishes the individual's status as a social security recipient, consult with a VR supervisor for
guidance.

If an applicant is unable to provide appropriate evidence, such as an award letter, to verify
receipt of SSI/SSDI, the VR Counselor must verify receipt within the 60 day eligibility period.

Sixty-Day Eligibility Period

The VR Counselor explains the 60-day eligibility period and what information is needed to make an
eligibility decision.

DSHS Client Reqgistry
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At the time of application, the VR staff person needs to inform the applicant about the DSHS Client
Registry. The Client Registry is an electronic directory for authorized DSHS staff to look up information
about individuals receiving services from DSHS.

The information contained in the Client Registry includes the program name, customer name, birth date,
sex, social security number, and ethnicity.

The VR staff person must indicate the customer's wishes regarding Client Registry in Waves by clicking
the box next to “Client Registry Release” at the bottom of the Application Form in Waves. If the
customer changes their decision to appear in the Client Registry, the VR staff person must make the
necessary change in Waves.

Social Security Number

If an applicant does not wish to provide a Social Security number, contact the DVR Helpdesk to request
an alternate case number be assigned.

Social Security Card

Applicants who do not want to provide a copy of their Social Security card can provide DVR with other
documentation that shows their legal work status. See list of documents that can be used to establish
identity and employment authorization (work status) in Conditions for Receiving VR Services under
USCIS (formerly called INS) Laws.

If an individual has never been issued a Social Security Number and card, the VR counselor provides
counseling and guidance to apply for one. Link to the Social Security Administration Website - Number
and Card

Most employers require a Social Security card as a condition for employment. Employers are required to
obtain documents and complete an Employment Eligibility Verification form (Form 1-9) for all employees
(including U.S. citizens).

Data Entry for Application

(Revised 4/1/2020)

Enter required data from the Application in Waves within 5 days. Remember, however, the 60-day
eligibility period begins on the date the application form is signed by the customer (or the date stamped
as received in the DVR office, when received through the mail), not the date the information is entered
in Waves.

All agencies that receive federal funds must report race/ethnicity data either by a customer’s self-report
or staff observations. This requirement is based on the federal Office of Management and Budget (OMB)
Statistical Policy Directive Number 15, Race and Ethnicity Standards for Federal Statistics and
Administrative Reporting. If a customer chooses not to make a selection, it is mandatory that DVR staff
make a selection based on their observations and best professional judgment. If observations are not
sufficient, look through the case service record to see if there is a reference to the customer’s
race/ethnicity in medical records, the Client Registry, or in Barcode. If there is, this will help DVR staff to
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make a selection. Note in a case note that DVR staff made a selection. There is no consequence to a
customer for not self-identifying race/ethnicity. If a customer chooses not to report race/ethnicity,
continue with the application procedures. If a customer disagrees with a selection don’t argue with the
customer. Go ahead and change it to the race/ethnicity that the customer prefers. If a customer does
not self-identify their race/ethnicity and DVR staff chooses not to make a selection based on their
observations, the VR Supervisor determines an appropriate course of action.

See: WAC 388-891A-0510, After DVR receives my signed application, how long does it take to
make an eligibility determination?

Referrals For Application

Self-Referral for Application

DVR is responsible for the prompt and equitable completion of the application requirements listed in
WAC 388-891A-0410: How do | apply for VR services?. Individuals may seek information about VR
services and apply for services in several ways including self-referral by:

 An unscheduled visit to a DVR Office;

A telephone call; or

Submitting a written request to DVR with the following information:
Name, address and county

The nature of the disability

Birth date and gender

Date of application; and

6. Social Security number (optional)

abrwi e

See: Information Provided at Application, Social Security Number

Self-Referral by Unscheduled Visit to DVR Office

An individual who drops by a DVR Office to apply for VR services should be provided an opportunity to
receive orientation information and to complete an application at the time of the visit.

Self-Referral by Telephone Call

If an individual requests an application appointment by telephone and it is not feasible or practical to
complete the application appointment the same day, the individual is offered an application
appointment to be conducted within five working days.

Self-Referral and Application by Written Reguest

If an individual applies for VR services by submitting a written request including the information
required by WAC 388-891A-0410: How do | apply for VR services? (3), the date of application is the
date the written request is received by DVR.
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Written or Verbal Referral by Others

If the individual is referred from another source by telephone, in writing, or in person, and it is not
feasible or practical to complete the application appointment the same day, the individual is offered an
application appointment to be conducted within five working days.

WAC - Applying for VR Services

(Revised 07/02/2018)

WAC 388-891A-0400 Who may apply for vocational rehabilitation services?

WAC 388-891A-0405 May a guardian or another representative act on my behalf with DVR?

WAC 388-891A-0410 How do | apply for VR services?

WAC 388-891A-0420 If | do not speak English, how do | communicate with DVR throughout
the VR process, beginning at application?

WAC 388-891A-0421 What accommodations are available to help me communicate with DVR
throughout the VR process, beginning at application?

WAC 388-891A-0425 Does DVR translate written communication for me if | do not speak
English?

WAC 388-891A-0430 If | do not live in Washington, may | receive VR services?

WAC 388-891A-0431 May a case be open at the same time in more than one VR services
program?

WAC 388-891A-0440 May | apply for VR services if | am currently receiving or am eligible to
receive VR services from the department of services for the blind?

WAC 388-891A-0450 May | apply for VR services if | am currently receiving or am eligible to
receive VR services from a tribal VR program?

WAC 388-891A-0490 Why does DVR offer me the opportunity to register to vote when | apply
for services?

Referral to a Tribal Vocational Rehabilitation Program
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Warm Hand-off to TVR/AIVRS

The following criteria are procedural guidance for staff in situations where a referral to partner TVR
programs / AIVR grantees in Washington is appropriate:

e DVR staff will refer an individual seeking VR services to the services that may be available to
them through the TVR program / AIVR grantee in their region in the following situations:

1. The individual self-identifies on the vocational information or application form as Native
American or having membership with a recognized tribe.

2. Theindividual self-identifies in a conversation with DVR staff as Native American or having
membership with a recognized tribe.

When a referral to TVR/AIVRS must be completed, staff should contact the TVR/AIVRS
representatives who serve as DVR liaisons in the region to determine what information will be most
helpful in completing a referral for the coordination of services.

o Note: A DSHS Consent form must still be completed to share information with partner TVR
programs.

DVR staff must complete a case note detailing the referral once the customer's information has been
shared with the partner TVR program.

The staff documenting the referral should create a note in Waves and select "Referral to AIVRS/Tribal
VR" from the dropdown for the Note Type so that the provision of the referral can be tracked for later
reporting.

01.2 Intake Case Narrative Form

Staff are required to record the following information and complete the Intake Case Narrative Form
01.2:

Preferences

This section may include information pertaining to the customer’s spoken language, preferred
method of communication, interpreter need, computer literacy, etc.

General Information

This section may include information pertaining to the customer’s gender, customer’s
presentation, customer’s presentation, customer’s pronouns, any cultural considerations, staff
observations, the referral agency, the date, etc.
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Stated Disability / Functional Limitations

This section may include information pertaining to the customer’s physical, mental or cognitive
disabilities and/or limitations, any diagnoses, the location(s) of customer’s treatment, as well as
any other concerns.

Work History

This section may also include apprenticeships, internships, or volunteer work.
Education

This section may include certificates, degrees, or diplomas.
Vocational Goals / Ideas

IE. Does the customer have an idea as to what they would like or need from DVR?
Other Barriers

This section may include information pertaining to the customer’s non-disability related
barriers. IE. Childcare, Transportation, Language, Criminal History, Socio-Economic Factors, etc.

Benefits / Supports / Resources

This section may include, but is not limited to, the following types of information:
Guardianships, Attorneys, Healthcare, Benefits, Housing, SSA, Transportation, Benefit Planning,
etc.

Next Steps

This section may include details as to the next steps needed to be taken by the counselor,
whether referrals are needed, or noting that additional information is needed.

Identity and Work Status

Last revised: 02/06/2018

Conditions for Receiving VR Services under U.S. Citizenship and Immigration
Services, USCIS Laws (Formerly called INS)

DVR only provides paid services, including assessment services for the purpose of determining eligibility,
to an applicant who provides documentation of one or more of the following:

1. United States Citizenship.
2. Permanent residency status in the United States.

3. Avalid work permit.
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Identity

DVR must obtain documentation of an applicant's identity before paying for services. Documentation
that meets this requirement is outlined in List A and List B (below).

Citizenship and Work Status

An individual who is not a U.S. citizen has the right to apply for VR services.
Upon receiving an application from an individual who reports they are not a U.S. citizen:

1. DVRrequests the documentation necessary to establish the individual's legal work
status. Documentation that meets this requirement is outlined in List A and List C (below).

2. DVRinitiates requests and pays for records needed to establish eligibility.

3. DVR may only pay for existing records needed to establish eligibility without documentation of
identity and work status.

The eligibility determination period may be extended beyond 60 days if necessary for the individual to
provide documentation of legal work status, but under the above circumstances the extension must be
approved by the VR supervisor.

Verification of USCIS Status Prior to Eligibility

The VR counselor must verify the applicant's USCIS identity and employment status prior to providing
assessment services to determine eligibility for an applicant who is not a U.S. citizen.

If the applicant presents an employment authorization issued by the USCIS, the VR counselor ensures
the expiration date is far enough in the future to enable the individual to achieve an employment
outcome.

USCIS Compliant Identity/Work Status Verification Procedures

The VR counselor is responsible for establishing and documenting identity and employability consistent
with USCIS laws. To comply with this requirement, DVR staff must obtain one document from List A
below, or a combination of one item from List B and one item from List C. The copies of the document(s)
are filed in the case service record.

List A

Any one of the following documents establish both identity and employment authorization under INS

laws. See the USCIS 1-9 Acceptable Documents website for examples of appropriate List A
documents.

U.S. Passport or U.S. Passport Card (unexpired or expired).
Unexpired Foreign Passport with I-551 stamp.
Alien Registration Receipt Card or Permanent Resident Card (INS Form [-551).
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Unexpired Employment Authorization Document issued by the INS which contains a photograph (INS
Form 766).

For aliens authorized by the INS to work only for a specific employer: Unexpired Foreign Passport with
Form 1-94 containing an endorsement of the alien's nonimmigrant status.

List B

Any one of the following original documents is acceptable to establish identity only, and must be
provided with any one of documents in Section C below. See the USCIS I-9 Acceptable

Documents website for examples of appropriate List B documents (use the tabs on the page to
select the appropriate list).

1. Driver's license or ID card issued by a state or outlying possession of the United States, provided
it contains a photograph or information such as name, date of birth, sex, height, eye color, and
address.

2. ID card issued by federal, state, or local government agencies or entities provided it contains a
photograph or information such as name, date of birth, sex, height, eye color, and address.

3. School ID card with photograph.

4. Voter's registration card.

5. U.S. military card or draft record.

6. Military dependent's ID card.

7. U.S. Coast Guard Merchant Mariner card.

8. Native American Tribal document.

9. Driver's license issued by a Canadian government authority.

10. For persons under age 18, school record or report card, clinic, doctor or hospital record, day-
care or nursery school record.

List C

Any one of the following original documents is acceptable to establish employment authorization only,
and must be provided with any one of the documents in Section B above. See the USCIS I-9

Acceptable Documents website for examples of appropriate List B documents (use the tabs on the
page to select the appropriate list).

e U.S. Social Security card issued by the Social Security Administration (except when the card
specifies on the face that the issuance of the card does not authorize employment in the
United States).

e Consular Report of Birth Abroad (Form FS-240).
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e Certificate of Birth Abroad issued by the Department of State (Form FS-545).

e Original or certified copy of birth certificate issued by a state, county, municipal authority or
outlying possession of the United States bearing an official seal.

e C(Certification of Report of Birth issued by the U.S. Department of State (Form DS-1350).
e Native American tribal document.

e U.S. Citizen ID card (INS Form 1-197).

e |D Card for use of Resident Citizen in the United States (INS Form 1-179).

e Unexpired employment authorization document issued by the Department of Homeland
Security (DHS) (other than those listed under List A).

e Some employment authorization documents issued by DHS include but are not limited to
the Form 1-94 Arrival-Departure Record issued to asylees or work-authorized nonimmigrants
(for example, H-1B nonimmigrants) because of their immigration status, the unexpired
Reentry Permit (Form 1-327), the Certificate of U.S. Citizenship (Form N-560) or Replacement
Certificate of Citizenship (Form N-561) (PDF, 40 KB), or the Certificate of Naturalization
(Form N-550) or N-570 (PDF, 488 KB). A Form 1-797 issued to a conditional resident may be
an acceptable List C document in combination with their expired Form |-551.

See Also:

U.S. Citizenship and Immigration Services web site (formerly called the Immigration and
Naturalization Service, INS)

WAC - Identity and Work Status

WAC 388-891A-0507 Am | required to provide proof of my identity and work status?

Customers with Legal Guardians

(Revised 8/24/09)

In all cases where a customer has been assigned a court appointed guardian, the guardian must
present proof of guardianship, sign all documents that require signature and participate in all
significant decisions. Both the customer and the guardian sign all documents. Letters from DVR
are mailed to the customer and the guardian.

Including Guardians who Live out of the Area in the VR Process

The VR Counselor may want to write letters, fax, or email documents, and use teleconferences.

Serving Minors / Customers under the Age of 18
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(New 4/13/09)

Parents of minor children (customers under the age of 18) unless emancipated by a court, must
sign all documents that require signature and participate in all significant decisions. Both the
customer and parent(s) sign all documents. Letters from DVR are mailed to the customer and
the parent(s).

Note: Legal guardianship, if assigned prior to age 18 (such as a parenting plan), does not
automatically carry over into adult legal guardianship. The VR Counselor is encouraged to
review the legal guardianship documentation to ensure that the guardianship continues after
the customer becomes an adult (age 18 or older).

Customer Can Continue to Have a Family Member or Guardian Involved

After the customer becomes an adult (age 18 or older) they can continue to have a
representative, family member, or guardian help them understand the VR process and/or make
decisions that impact them. The customer signs a release of information so DVR can share
information and a copy of the signed release of information form is put into the Case Service
Record.

Customers Must Grant Permission for Parents or Guardians to Access
Specific Kinds of Records

(New 4/13/09)

(The following excerpt is from DSHS Administrative Policy 5.03 Client Rights Relating to
Protected Health Information):

Parents or guardians may generally access and grant permission to others to access the
confidential records of a minor child who has not been emancipated by a court. However,
children over the age of consent for specific kinds of records must grant permission for access
to those records (13 for mental health or drug and alcohol services, 14 relating to HIV/AIDS or
other STDs; any age for birth control or abortion; or 18 for other health care of confidential
records).

See Also:

RCW 71.34.530 Age of Consent-Outpatient treatment of minors

WAC 388-891A-0200: May a guardian or another representative request an exception to a rule,
mediation, or fair hearing on my behalf with DVR?
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Case Service Record Organization
(Revised 10/01/08)

Case Service Record Definition

The official case service record is the electronic record which contains all DVR documentation of
VR decisions and services provided to individuals throughout the rehabilitation process. The
case record includes (but is not limited to) case notes, forms, records needed to verify eligibility
or ineligibility, plans, letters, and services requested and received.

Case Service Record Content

The customer’s electronic service record is identified by the customer’s name and Customer
Number. DVR staff organizes the contents of the case record by utilizing several jackets:

Jackets

¢ Rehabilitation Program Jacket

e Medical Jacket

e VR Service Provider and Related Material Jacket
e Vocational Assessment Jacket

e Benefits Planning/Social Security Jacket

e School Information Jacket

e Employment Jacket

e Consents and Authorizations Jacket

e Correspondence Jacket

o Fiscal Jacket

e Post Employment services (PES) Jacket

e Pre-Employment Services (Pre-ETS) Jacket
e Self-Employment (SE) Jacket

e Assistive Technology Services (ATAP) Jacket

Rehabilitation Program Jacket

Contents:

o Ifrequired, the signed IPE Development Extension letter

e Signed DVR IPE

¢ Signed DVR Amendment to the IPE

o Signed closure letter and copy of the review of disability-too-severe letter, if applicable
¢ Financial Statement, DSHS 14-068

¢ Vocational Information, DSHS 11-019
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e Application for Vocational Rehabilitation Services, DSHS 11-022

e United States Citizenship and Immigration Services (USCIS) documents (ID & Social
Security Card) for identification and employment eligibility verification

e Client Registry documentation

e Vehicle Registration/Insurance

e Guardianship paperwork

o Eligibility extension

e Certification of Disability

Medical Jacket

(Revised 05/25/17)
Content:

e |If required, the signed Eligibility Extension letter

o Certification of Significance of Disability, (DSHS 11-048)

o Definitions of Functional Loss (Barriers to Employment)

e All medical and psychological documentation (evaluations, reports, and letters)
e Letters from medical providers

e Reduced Bus Fare Documentation

VR Service Provider Jacket
Contents and Order:

e CRP outcome plans and reports

e IL evaluation plans/service report and reports

¢ Name and contact information of the Employment Network (EN) for the Ticket to
Work Program, if long term supports are needed

e Any other VR Service Provider information or related material

e FCS Referral

o Discovery Profile Report

Vocational Assessment Jacket

Vocational Assessment information such as:

e Vocational Assessment from Waves and any Vocational Assessment adjustments
e WorkStrides/Dependable Strengths reports

e Driving Evaluations

e Employment Readiness Scale

e Transition Portfolios
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e Labor Market research
e Results from: WOWI, WOIS, ONET, CAPS, COPS, COPES, etc.

Benefits Planning/Social Security Jacket

e Benefit Planning Checklist (completed)
e Benefits Planning Query (BPQY)
¢ Benefits Planning Report
e Ticket to Work documentation such as:
o A copy of the “in use” letter
e (3288 Social Security consents are filed in the Consents and Authorizations
Jacket)
e (The name and contact information of the EN (long-term support) is filed in the
VR Service Provider and Related Material Jacket)
e Social Security documentation such as eligibility letters (medical information goes in the
Medical Jacket)
e Benefit Planning related documentation (may include PASS/IRWE paperwork, pay stubs,
HWD application, Medicaid/Medicare information, etc.)

School Information Jacket

e Student Identification Number

e Pin Number (optional)

e School

e Course of Study

¢ Plan of Study

e Financial Award Information

e Higher Education Coordinating Board (HECB) Statement

e Class Schedules

e Grades

e Tuition/Fees

e Transcripts

e Public Institution of Higher Education (PIHE) agreement (this is the cost sharing
agreement between DVR and public institutions for certain services), if applicable)

e Progress Updates

e Degrees/Certificates

Employment Jacket
e Criminal background check
e OJT Employment

e Resumes/Cover letters
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e Letters of recommendations

e Internships

e Apprenticeship

e Supported employment letter of commitment of long-term support

e Certification to Employ at Sub-minimum Wage, U.S. Department of Labor (DOL), WH-22-
MIS, and DOL 120 Hours Community Assessment Program Certificate

e Worker Opportunity Tax Credit (WOTC) Information

e Certificates/Permits

e Other/Misc

e Proof of employment

Consents and Authorizations to Release Jacket
(Revised 5/25/17)

e Consent form, DSHS 14-012

e Authorization form, DSHS 17-063

e Request For Records, DSHS 17-041

e Other agency releases (e.g. Social Security Administration, schools, CAP, etc.)
e PES consents

e PRU requests

e Personal Requests for Records

Correspondence Jacket

o All customer related letters and important emails

o Referral forms, i.e., Labor and Industries, and Community Services Offices

e Fair Hearing correspondence — including correspondence with Customer Services
Representative (CSR)

Fiscal Jacket

e Loan Agreement for Tools, Equipment, Initial Stock and Supplies, and Devices DSHS 19-
074
e Authorization for purchase (AFP) of client services and vendor invoices and supporting
documentation such as:
e Bids and supporting documentation
e Field Orders, A-17-1 if applicable
e Order to Cancel Warrant, DSHS 07-016
o Affidavit of Lost, Stolen, or Destroyed Warrant, DSHS 09-013(x)
¢ Refund Notice, DSHS 06-069
¢ Notice of Cancellation letter
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e AFP Register at time of transfer or closure

e Overpayment (on top of pile — below AFP register)

e Request for Debt Forgiveness — OFR (on top of pile — below AFP register)
e Direct Pay Agreement

Post-Employment Service (PES)

e PES Rehabilitaiton

e PES Medical

e PESVR

e PES Plan/Amendment
e PES Closure Letter

e PES Assessment

e PES CRP SDOP/SDOR

Pre-Employment Transition Service (Pre-ETS)

e Pre-ETS Consent Form
e Pre-ETS SDOPs and SDORs
e Pre-ETS other/misc

Self-Employment

e SE Feasibility SDOP (Self-Employment

e SE Start up and Monitoring SDOP (Self-Employment)
e SE Business Plan

e SE Other

Assistive Technology Services/ATAP

e Assistive Technology Evaluations

e Vehicle Modification Documentation
e ATAP Referral Form

e ATAP Report

e ATAP Other

Standard Operating Procedure: Administering Barcode Access under the DVR-
Economic Services Administration (ESA) Barcode Memorandum of Understanding

(MOU)

Purpose and Background: The purpose of this procedure is to implement the Memorandum of
Understanding between ESA/CSD (Community Services Division) and DVR for administering

Page 129 of 653



access to ESA’s Barcode system. If DVR staff require access to Barcode to provide timely and
coordinated services to a DVR customer (including for purposes of eligibility determination and
benefits planning), the following process must be followed to administer access in compliance
with the above agreement between ESA/CSD and DVR.

Note: All requirements must be met for DVR staff to maintain access to the Barcode system.
DVR staff must not access the Barcode system records for any individual without a DSHS
Consent form on file. DVR is responsible for maintaining the record of completion for all
requirements as described in the procedure below. ESA may monitor this documentation.

Reference:

DSHS 14-012: Consent

DSHS 03-374B: Agreement on Nondisclosure of Confidential Information

ESA/CSD and DVR Memorandum of Understanding for Barcode
Training Materials Required for Barcode Access

WAC 388-891A-0103, May DVR obtain personal information about me?

Definitions:

“Barcode” is a client server system that manages workflow and document images. Twenty
major component subsystems track childcare eligibility, social services case management,
federal QA audits, EBT card issuance, administrative hearings, protective payee plans, and
negotiables. Provides programmed and ad hoc access to ACES, eJAS, and native Barcode data.

Action by DVR Staff

1. Completes required Barcode Training.

2. Completes DSHS form 03-374D, Agreement on Nondisclosure of Confidential
Information.

3. Sends documentation of completed annual privacy and confidentiality training

from LMS and the completed non-disclosure form to their DVR Regional Barcode
Coordinator.

Action by DVR Regional Barcode Coordinator

(Regional Program Specialist, or the Administrative Assistant to the DVR Chief of Field Services [for
State Office staff])

4. Confirms completion of required annual privacy and confidentiality training.
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5. Forwards signed DSHS form # 03-374D to the Administrative Assistant to the
DVR Barcode Security Monitor.

6. Submits DVR IT HelpDesk ticket requesting Barcode access for staff who have
completed the documentation requirements above.

Action by DVRIT

7. Grants Barcode access to staff when requested by DVR Regional Barcode
Coordinator.

Action by DVR Barcode Security Monitor (Administrative Assistant to the DVR Chief of Field
Services)

When signed form 03-374D is received from DVR Regional Barcode Coordinator:

8. Adds the employee’s name to the “active master list” of users (spreadsheet)
stored in the “Barcode Access Documentation” directory on the DVR S: drive.
9. Files signed forms received from the Regional Program Specialist in the

“Barcode Access Documentation” directory on the DVR S: drive.
When DVR Staff Separations Occur

Action by DVR Barcode Security Monitor (Administrative Assistant to the DVR Chief of Field
Services)

1. Receives Notice of Separation list from DSHS HRD via email for all employees.

2. Reviews the Notice of Separation list and update the “active master list” of users
(spreadsheet) stored in the “Barcode Access Documentation” directory on the DVR S:
drive to indicate which staff no longer has access to Barcode.

Action by DVRIT

3. Receives Notice of Separation list from DSHS HRD via email for all employees.
4. Removes access rights to Barcode immediately when staff separates from the employ of
DVR.

If a Breach of Confidential Information Occurs
Action by DVR Staff

1. Becomes aware of suspected or actual loss of Confidential Information from the use of
BARCODE system.

2. Immediately sends a message to the following recipients, copying the DVR public records unit
(PRU) on the message, to provide notice of the compromise or potential compromise of
confidential information:

a. DSHS Privacy Officer: dshsprivacyofficer@dshs.wa.gov
b. DSHS Information Security: isoteam@dshs.wa.gov
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c. ESA Contract Monitor: esadsa@dshs.wa.gov
d. CCto: dvrpru@dshs.wa.gov

Action by DVR Public Records Unit

3. Receives notice from DVR field staff or management of the compromise or
potential compromise of Confidential Information contained within the BARCODE

database system.

4. Follows up with DVR field staff or management to understand the nature of the

compromise to confidential BARCODE information.

5. Within one (1) business day of discovery must also take actions to support mitigation
efforts to the risk of loss and comply with any notification or other requirements

imposed by law.

6. Acts as a point of contact for any follow-up to the breach of confidential

information.

Assessments

Assessments Index Page
In this section of the manual:

Assessment of VR Needs

Criminal History / Violent or Predatory Acts

Assessment of VR Needs

Examples of Assessment Services

Community Based Assessment

DVR Staff Supervising a CBA

Paid On-the-Job Evaluation

Training as an Assessment

Applicable WAC

See Also:

Assessment after IPE is Underway
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Clear and Convincing Evidence

CRP - Vocational Evaluation Services

CRP - Trial Work Experience / Community Based Assessment

Examples of Assessment Services

Listed below are a variety of assessment methods or assessment questions for use in collecting more
information from a customer to determine eligibility or the customer’s VR service needs. A customer’s
self-reported information is also considered in each of the types of examples listed below.

1. Examples of Disability-Related Assessments

o Performance Based Physical Capacities Evaluation

e Psychological/Medical Evaluations
- Psychiatric
- Physiatrist
- Alcohol and Drug
2. Examples of Methods to Assess Strengths

o Transferable skills analysis

o Past work history and performance evaluations

o Job references

e Community based assessment
e On-the-job evaluation

e Past achievements

e Military service

e Success in training

3. Examples of Considerations in Assessing Resources

¢ Financial resources.
e Family support.

e Medical insurance.
e Support groups.

4. Examples of Considerations in Assessing Priorities

e Personal work preferences.
e Work style.
e Opportunities for advancement.

o Health and other insurance benefits needs.

5. Examples of Methods to Assess Abilities
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e Examine what a customer can do well or what they’ve been successful at in the past.

e GATB.

e SATs.

e Review school/college transcripts.

e Use commercial assessment systems through a Community Rehabilitation Program
(CRP).

o Work/school history.

6. Examples of Methods to Assess Capabilities

e How do you handle stress/work pressure?

o Do you have the ability to qualify for and obtain commercial driver license?

o Do you have the ability to meet various entry level and/or professional license
standards?

7. Examples of Methods to Assess Interests

e Interest inventories.

e Interview/discussion.

e Job shadowing.

e Informational interviewing.

e Community based assessment.

e Assessment in a sheltered workshop.

8. Examples of Methods to Assess Needs

e Minimum acceptable salary.

¢ Need for ongoing support to maintain job performance.

o Assistive technology assessment.

e Conduct an independent living evaluation to look broadly at all of the customer’s
concerns that may impact their employment decisions.

9. Examples of Methods to Assess Other Customer Concerns
e Can be provided by customer self-report:
- "l do not want to make my disability get worse.”
- "l want to keep my Medicare benefits.”

- "l don’t want others to think I'm lazy, even though | can’t do certain things.”

Community Based Assessment

The purpose of the Community Based Assessment (CBA) is to:

e Identify barriers to employment
 Obtain information needed for the DVR Customer to select a suitable vocational
goal; or
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o Determine the nature and scope of Vocational Rehabilitation (VR) services an individual
needs to achieve an employment outcome.

Community Based Assessment (CBA) can be provided at any point in the vocational rehabilitation
process.

Generally a CBA is conducted after the individual is determined eligible for services.

A CBA may be conducted before eligibility is determined only under the following circumstances when
information is needed to determine if an applicant requires vocational rehabilitation services:

e The individual is employed and seeking services to advance in employment; or
e The individual is seeking services to maintain employment.

Individuals receiving Supplemental Security Income or Social Security Disability Insurance are presumed
to require VR services and shall not participate in a CBA before their eligibility is determined. However, if
the individual cannot be presumed to benefit from services due to the significance of their disability, a
TWE shall be conducted.

A trial work experience is done prior to the determination of eligibility or at any later point in the VR
process before determining that the individual is not eligible or no longer eligible for VR services due to
the significance of the individual’s disabilities.

See Also:

CRP Trial Work Experience Services

Supervising the Customer in a Community Based Assessment

If a community based assessment is conducted by a CRP, the CRP needs to supervise the assessment
throughout its duration. The CRP does not need to be on-site at all times, but must ensure everything is
working well before leaving. The CRP must be available to return to the work site if needed.

The employer is not to provide day-to-day supervision, but may provide general work instructions to
assess the customer’s ability to work with others, follow directions, etc.

DVR staff can conduct a community based assessment (CBA) without a CRP. DVR staff then assumes
responsibility for supervision and assessment of the individual’s work. This could be done in a DVR
office, WorkSource center, partner agency or other setting.

DVR Staff Supervising a CBA

DVR staff can conduct a community based assessment (CBA) without a CRP. DVR staff then assumes
responsibility for supervision and assessment of the individual’s work. This could be done in a DVR
office, WorkSource center, partner agency or other setting.
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If DVR staff conducts the CBA, the staff member must:

e Understand the requirements and essential functions of the job and work environment in
which the assessment is being conducted. (This may require the staff member to do a
work site evaluation or job analysis).

e Supervise the assessment throughout its duration. The staff member does not need to
be on-site at all times, but must ensure everything is working well before leaving. The
staff member must be available to return to the work site if needed. Some worksites
operate 24 hours a day, 7 days a week.

o Address the needs of customers who require extensive supervision.

e Have on-the-job assessment tools to measure the customer’s skills, work habits, and
behaviors.

e Have on-the-job assessment and behavior remediation skills.

e Understand the business culture.

o Have business relationship skills.

« Be able to deal with confidentiality issues at the worksite.

By law, the arrangement cannot continue once assessment activities are complete. If the employer
wishes to retain the individual at the work site to perform work, an employer-employee relationship
must be established.

Paid Community Based Assessment

If the CBA pays wages to the customer, benefits planning is recommended as the earned income could
impact the individual’s Social Security benefits.

Paid On-the-Job Evaluation

Purpose

A paid on-the-job evaluation (OJE) may be a useful tool for the customer and VR counselor to utilize as
part of the vocational assessment process. It may be used alone or in combination with more formal
assessment tools, such as interest or aptitude tests.

A paid OJE provides a customer an opportunity to collect information needed to establish an
employment goal. The paid OJE may also be used to assess a customer’s need for accommodations,
basic readiness for work or other issues, such as attendance, punctuality, personal hygiene, learning
style, interaction with other employees, physical tolerances, ability to perform essential job functions,
work independently, accept supervision, etc. A paid OJE may also be used when conducting a trial work
experience to determine an individual’s eligibility.

The paid OJE is always an actual job. The customer becomes a “temporary employee” of the host
employer and is paid by the employer during the OJE period. A fee is paid to the employer as
compensation for expenses incurred hosting the paid OJE.
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Because the paid OJE involves wages being paid to a customer, some individuals may not be able to take
advantage of this evaluation method, because the earned income will jeopardize benefits they are
receiving from other programs. Be sure to consider whether your customer will be negatively affected
by a temporary wage.

General Guidelines

A VR counselor may arrange a paid OJE with any employer. Approach the employer and ask whether the
employer would evaluate a DVR customer for a specified number of hours on the job. The employer
needs to agree to pay the customer as a temporary employee during the evaluation period.

The employer pays the customer the usual wage paid to other employees for the work the customer is
performing and not less than minimum wage. DVR reimburses the employer for wages paid to the
customer, payroll costs such as FICA, L&l industrial insurance, etc. and a negotiated fee to perform the
evaluation. The employer covers the customer under workers’ compensation.

There is no time limit. The evaluation period is determined on a case-by-case basis depending on the
areas to be evaluated regarding the customer’s employment readiness.

Developing and Managing an OJE

A VR counselor usually has responsibility, along with the customer, to develop the OJE. A VR supervisor
may be consulted for advice and support.

The VR counselor, customer, and host employer jointly develop a written OJE agreement to identify:

e Specific questions to be answered through the paid OJE.

e Overall length of the paid OJE and number of paid hours involved in the customer’'s OJE
activity.

o Agreement by the host business to legally register the customer as a paid, temporary
employee.

e Hourly wages to be paid to the customer (not less than minimum wage).

e Individual responsibilities of the customer, DVR counselor, and employer.

o Copies of the evaluation plan are given to the VR counselor, customer, and employer.

Costs of Paid OJE

The customer’s OJE occurs as a temporary employment relationship with the host employer. As a
temporary employee, the customer must be paid wages for their work. The host employer is also
responsible for paying federal and state payroll taxes on these wages and the customer’s state industrial
insurance premiums.

The host employer may also incur additional personnel costs to provide for supervision of the customer,
observing the customer’s performance on the job, completing the OJE report, and staffing the OJE with

the VR counselor and customer. An employer may be compensated for these costs, to be negotiated on
a case-by-case basis by the VR counselor with the host employer as a flat fee for assessment services.
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To establish a fair and reasonable flat fee for the assessment, begin with the customer’s total payroll
expenses to the host employer, including the customer’s hourly wages and payroll taxes for the total
number of hours the customer will be paid. Add to this an amount, as agreed to by the host employer,
necessary to reasonably cover the additional expenses involved in providing the customer with basic
supervision, observing the customer’s performance, and completing an OJE report. The fee is authorized
using the service category, “Assessment (Non-CRP)".

Reporting and Payment

At the conclusion of the OJE, the host business completes an OJE Report answering the questions in the
original OJE plan. The VR counselor and customer discuss the contents of the report with the host
employer.

A checklist of assessment items is provided to the host employer in advance to use during the paid OJE
period and submit at the end of the evaluation.

Payment is made when the host employer has completed the paid OJE according to the OJE agreement,
submitted the OJE report to the VR counselor, and the customer has been properly paid. Payment to
the host employer is made within five working days of receipt of the paid OJE report.

Training as an Assessment

Training provided as an assessment service at an institution of higher education is typically limited to
one term. Prior to the VR counselor authorizing costs for the customer to begin attending an institution
of higher education for assessment purposes, the customer submits a copy of their completed
application for financial aid. Application for financial aid includes, but is not limited to, the Pell grant.

A copy of the customer's financial aid award or denial notice must be in the customer's case service
record by the end of the initial term to proceed with an IPE involving training services at an institution of
higher education.

Results of Assessment

VR counselor considers the results of the one-term assessment before agreeing to provide training
services as part of the IPE.

If a customer is sent to school for one quarter as an assessment, the VR counselor may be trying to
answer some questions about the customer. If these questions have been answered, the VR counselor
determines if additional training is required before agreeing to include training services in the IPE.

Additional Assessment

If additional assessment in the training setting is needed to develop an IPE, the VR counselor may
authorize one additional quarter of training as an assessment. The VR counselor documents the
reason(s) additional assessment is required in the Waves note.

Extended training beyond what is necessary for assessment purposes may not be authorized under the
assessment service category.
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Applicable WAC

WAC 388-891A-0705 What are assessment services?
WAC 388-891A-0527 What is a trial work experience?

WAC 388-891A-0530 What is involved in a trial work experience?

WAC 388-891A-0535 What if | cannot participate in or decline to participate in a trial work
experience?
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Criminal History / Violent or Predatory Acts

Assessing Risk of Offending Behavior

Offender Risk Assessment Evaluations

WAC- Criminal History and Violent or Predatory Acts

Assessing Risk of Offending Behavior

Identify Potential Risks

If a VR counselor receives information that indicates an individual has been charged with or convicted of
a sexual offense or has a documented pattern of sexual offending or predatory behavior, the VR
counselor takes steps to assess the risk prior to referring the individual to community-based services
and/or developing an employment plan.

Requesting Records

Collect adequate documentation with the written consent of the individual. Records that may provide
relevant information include:

e Court records;

e Criminal background check;

e Probation/parole records;

o Hospital records;

e Therapist records;

e Mental health or developmental disabilities records;
e School records; and

e Previous employment.

Obtaining Professional Assessments

If a VR counselor obtains information and/or records that reasonably lead the counselor to believe that
an individual poses a risk to a service provider, employer, or the community due to violent or predatory
behavior, an assessment by a qualified professional is required.

This type of assessment is in addition to the usual vocational assessments necessary to select an
employment outcome and VR service needs. The information gained through these assessments
provides additional information necessary to more narrowly define the type of employment,
employment setting, and conditions necessary for a successful job match. Ensure the assessment results
address the level of risk involved in an employment situation, as well as any types of employment or
employment settings that represent an increased risk for the individual.

If the individual is a minor or has a legal guardian, the parent or guardian must be notified and provide
consent prior to initiating the services.
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Sexually-Related or Predatory Offenses or Behavior

If the individual has a history of sex offenses, predatory, or deviant behavior, the assessment of risk
must be conducted by a certified Sex Offender Treatment Provider (SOTP). If an assessment report
completed within the past two years is available and there are no documented incidents or offenses
since the report was completed, the VR counselor and the individual may use the results of the existing
report to plan VR services. The VR counselor consults with their VR supervisor to decide whether an
updated assessment is needed.

Risk Assessment Evaluations for Violent or Predatory Behaviors

(Revised: 12/24/2018)

DVR contracts with certified or licensed professionals to assist in determining whether an individual
requires a restricted work environment due to violent or predatory behaviors. These guidelines are
intended to describe elements of written reports and recommendations that are useful to the VR
counselor and DVR customer in identifying needed services and developing an employment plan.

When selecting a risk assessment provider, it is important to ensure that the evaluator has experience in
assessing risk. These assessments, depending on the provider, may or may not provide all of the
information required. Therefore, a detailed referral letter describing the requested information, along
with copies of relevant documentation, is key.

e For general risk assessments, a licensed, forensic psychologist with risk assessment experience
may be used. In addition, each county may have risk assessment evaluators utilized by the
courts, such as providers who conduct “safe to be at large” or psychosexual assessments. The
court clerk for each county may have information about potential referral resources. To search
for a forensic psychologist, the provider locator is available at the American Psychological
Association website.

e If conducting a risk assessment due to sexual offending behaviors, a certified sex offender
treatment provider (SOTP) must be used. If sexual offending behaviors are documented/known,
this type of provider must be used regardless of the status of any legal/criminal charges.

NOTE: When searching for a qualified risk assessment provider, it may be useful to contact psychosexual
evaluators to determine if they have experience in conducting non-sexual offending, psychosocial
evaluations, including a risk assessment and treatment plan. Many of these providers have extensive
experience with the courts in assessing potential risk; using a combination of psychometric testing,
clinical interview, and review of supplemental documentation/external reports.

Basic Information
 Name of treatment professional(s) conducting evaluation.
e Date of evaluation.
e Name of person requesting assessment.
e Concern that prompted the request.
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o General description of the individual, including gender, age, and nature of disability.

Information Sources
¢ Interview(s) with individual, including dates, length and setting.
e Interviews with others, including dates, names and relationship to individual, length, and
setting.
o Individual records/documents reviewed, including previous assessments, medical,
school, policy and court records, and incident reports.

- Source/author of records.
- Date of records.
- Type of records.

o Description of information sources not available or still needed for a comprehensive
assessment.

Summary of Findings
e Medical, neurological, and developmental conditions.
Historical, family, environmental and other conditions, including a chronology of
significant events in the individual’s life.
Psychiatric history and diagnosis, if applicable.
Offense history:

- Criminal charges and other offenses or behaviors of concern, listed chronologically
with dates.

- Gender and age of victims (if applicable).

- Use of weapons.

- Nature and extent of injuries to victims or property damage (if applicable).
- Victim empathy.

Assessment of Possible Risk to Self, Others, or Property

o Potential target populations, triggers, and grooming patterns.

o Whether behavior is opportunistic or predatory, acts are planned or spontaneous, and if
primary threat is to persons or property.

e Hypothesis about function or purpose of behavior(s) and whether there are multiple risk
issues (e.g. sexual deviance, arson, assault).

e Mental health issues contributing to the performance of risk behaviors, including mental
states that increase the likelihood of re-offending.

e Likelihood the person will engage in risk behaviors, with and without supervision.

e Supporting rationale for the assessment:

- Identify risk assessment tools used and results (e.g. low, moderate, high).
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- If a prior risk/SOTP assessment is available, discuss any recommendations that may be
in conflict with the recommendations you are making.

e Amenability to treatment.
e Amenability to supervision.

Recommendations
o Description of services currently in place which serve to reduce the potential risks
e Additional supports recommended that are likely to substantially reduce the potential
risks. For each recommendation, be as detailed as possible.

- Are restrictions on activities, social relationships, and/or possession of certain material
items indicated (e.g. alcohol, children’s clothing, TV/video)?

- Is the involvement of a psychiatrist, SOTP or other therapist, mental health agency, or
neurologist indicated?

- Is employment indicated?

- Is a change in residential setting indicated?

- Are limitations to work or work settings indicated?

- Are additional supports to family or residential conditions indicated?
- Are any victim considerations indicated?

NOTE: If the risk assessment is a psychosexual evaluation, the following items should be addressed in
the evaluation:

o Chronology of sexual development and all known sexually deviant and/or predatory
behavior.

- Self-reports of sexual interests, fantasies, and any sexual abuse.
- Assessment of the person’s understanding of appropriate and legal sexual behavior.
- Results of plethysmograph and/or polygraph tests.

o Description of corroborated information which appears dependable and accurate.
o Description of discrepancies, and an assessment of the veracity of conflicting
information.

e Goals for individual, group or family therapy, if recommended.

See Also:

Serving Individuals with Sexual Offending Behavior
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WAC - Criminal History and Violent or Predatory Acts

WAC 388-891A-0110 What happens if DVR receives information that indicates | have a history
of violent or predatory acts?

Trial Work

(Revised Section 6-30-12)

Trial Work Experience (TWE)

A trial work experience(s) is an assessment in which the DVR customer performs work in an
actual paid employment setting(s), or other realistic work setting(s), with the direct provision of
appropriate supports and training.

The VR counselor conducts a trial work experience if the counselor cannot presume that the
individual is capable of working as a result of receiving VR services because of the significance
of the individual’s disabilities.

A trial work experience is conducted to determine:

e If the individual is capable of working as a result of receiving VR services and is eligible
for VR services; or

e There is clear and convincing evidence that the individual cannot benefit from VR
services due to the significance of the individual’s disabilities and is not eligible or no
longer eligible for VR services.

Before determining that an individual is ineligible or no longer eligible the VR counselor
follows the steps described in WAC 388-891A-0545 What happens if DVR determines
that | am not eligible or no longer eligible for VR services? and WAC 388-891A-0550 If |
am not eligible or no longer eligible for VR services, does DVR help me find other
programs and service providers to meet my needs? .

Before a VR counselor makes a determination that an individual with a disability is incapable of
benefiting from VR services, the VR counselor must conduct a trial work experience to obtain
clear and convincing evidence to support the determination.

The VR counselor explains to the customer why a TWE is being done, what questions will be
addressed, and informs the customer if there is clear and convincing evidence that the
individual cannot benefit from VR services because of the significance of the individual’s
disabilities, the individual will be determined ineligible for services and the case will be closed.
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A trial work experience may be arranged and conducted by DVR staff or purchased as a service
from a Community Rehabilitation Program (CRP). If the TWE pays wages to the customer,
benefit planning is recommended as the earned income could impact the individual’s benefits.

See Also:

Eligibility Determination

Clear and Convincing Evidence
(Federal Language)

Clear and convincing evidence means that the Division of Vocational Rehabilitation shall have a
high degree of certainty before it can conclude that an individual is incapable of benefiting from
services in terms of an employment outcome...The term clear means unequivocal. For example,
the use of an intelligence test result alone would not constitute clear and convincing evidence.
Clear and convincing evidence might include a description of assessments, including situational
assessments and supported employment assessments, from service providers who have
concluded that they would be unable to meet the individual’s needs due to the severity of the
individual’s disability. The demonstration of “clear and convincing evidence” must include, if
appropriate, a functional assessment of skill development activities, with any necessary
supports (including assistive technology) in real life settings. (S.Rep.No.357, 102dCong., 2d.Sess.
37-38 [1992]) CFR 361.42

Use of Existing Case Service Records in Lieu of a Trial Work Experience

If an applicant has previously had an open DVR case that included a trial work experience in the
past 12 months the VR counselor may use information from the previous case service record in
lieu of a trial work experience if:

o Sufficient services were provided in the previous case to assess the individual’s ability to
benefit from services.

e The case service record contains documentation that establishes clear and convincing
evidence regarding the individual’s ability to benefit from VR services.

¢ You have explored whether circumstances have changed that would increase the
individual’s ability to benefit from DVR services at this time. For example, in the
previous TWE if the customer refused to follow through with the treatment
recommendations such as taking medications, or participating in psychotherapy or
other type of treatment and is willing to do so now, a new TWE must be conducted to
assess if these supports will allow the customer to be successful.
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If existing records are used in lieu of a trial work experience, the VR Counselor documents in
case narrative the rationale for the decision and what information was used. If existing records
do not establish clear and convincing evidence of an individual’s ability to benefit from VR
services, a new trial work experience is used to obtain updated information. Consultation with
the VR supervisor is recommended if the VR counselor has questions about whether the
previous case record provides clear and convincing evidence or if a new trial work experience is
necessary.

If there is a need to gather or exchange information with other parties to complete the
assessment for determining eligibility and significance of disability, a VR Counselor must obtain
signed consent and/or release forms from the applicant.

Scope of Trial Work Experience

A trial work experience provides an opportunity for an individual to perform in one or more
realistic work settings while receiving appropriate support services. Possible areas of evaluation
during a trial work experience include:

e Mobility to and from work or within a work setting.

e Ability to tolerate the typical demands of a regular work schedule or work environment.

o Ability to demonstrate the manual skills and dexterity to perform typical work tasks.

e Ability to manage self-care needs in a work environment.

o Ability to learn work tasks and identify what type and level of supports are needed to
perform tasks.

e Ability to understand others and communicate effectively.

¢ Interpersonal skills and ability to respect typical social and personal boundaries.

Trial Work Experience Requirements

e Setting

Trial work experiences are conducted in the most integrated setting possible based on
the individual’s needs and informed choice. The trial work experience includes the
number and variety of settings necessary to obtain sufficient information for the
counselor and customer to make sound decisions. The ideal trial work experience is
conducted in a real work setting, such as for-profit businesses, non-profit organizations,
government agencies, or home-based employment.

1. Duration
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The duration of a trial work experience is determined based on an individual’s needs as
determined by the nature and extent of the areas being explored and the estimated
time needed to sufficiently assess the individual’s abilities, capabilities, and capacity to
perform in the trial work setting. The trial work experience is scheduled for the shortest
time necessary to answer all of the questions about the customer’s work performance.
In some instances, the questions that prompted the trial work experience will be
answered right away. In other instances, additional time will be necessary.

e Supports and VR services during trial work experience.

Appropriate support must be provided during the trial work experience, including
rehabilitation technology services and personal assistance services, to accommodate
the rehabilitation needs of the individual. Any other VR service may also be provided to
meet the individual’s rehabilitation needs during the trial work experience.

1. Written Agreement

Once a trial work site is identified, the VR counselor develops a written agreement to
document the work site, timelines, VR counselor, customer, and host/employer
responsibilities and VR services to be provided to assess the individual’s abilities,
capabilities, and capacity to perform in the work setting. The written agreement is

completed in Waves. This form is also available on the Intranet: DSHS 11-058 Trial Work
Experience Agreement

The purpose of the TWE Agreement is to:

2. Document the VR counselor, customer, and host/employer understanding of
each party's role and responsibilities; and.

3. Provide written documentation in the event of a misunderstanding or dispute
about the TWE.

3. Documenting Progress and Results

The VR Counselor reviews the results of the trial work experience with the individual
and others involved. The VR Counselor reviews the information learned about the
individual’s abilities, capabilities, and capacity to perform in the work setting, and
discusses next steps in the rehabilitation process. The VR Counselor summarizes in a
Waves note the results of the trial work experience and the agreed upon next steps.
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Unpaid Trial Work Experiences

An individual may participate in a Trial Work Experience as an unpaid volunteer at a for-profit
business, non-profit organization, or government agency. If a for-profit business is used as a
trial work site, United States Department of Labor (DOL) guidelines must be followed. The
following conditions apply to an unpaid Trial Work Experience at a for-profit business:

4. Monitoring and support of the individual is arranged through a CRP or provided by DVR
staff. The business providing the site for the trial work experience is not required to pay
wages or workers’ compensation.

5. The business is not obligated to offer the individual employment following the trial work
experience.

6. The business does not benefit from the activity. No workers are displaced and the
customer’s activities do not immediately benefit the business. The customer could
perform work similar to other employees if other employees normally responsible for
those duties are still performing the usual tasks for the same number of hours per week
at the same pay. There are no vacant positions that are not being filled as a result of the
customer’s volunteer work.

7. Placement at the work site is for assessment only.

8. The customer agrees with and understands that participation is voluntary and that the
business is not required to compensate them or make an offer of employment at the
conclusion of the trial work experience.

9. If alegal guardian is appointed, the guardian must agree to the terms of the trial work
experience.

Paid Trial Work Experience

If the TWE pays wages to the customer, benefit planning is recommended as the earned
income could impact the individual’s Social Security benefits.

When a customer is paid by the employer for work performed during a trial work experience,
an employer-employee relationship exists. The customer must be compensated in accordance
with the U.S. Department of Labor, Fair Labor Standards Act. The following conditions apply to
a paid trial work experience:

e Monitoring and support of the individual is arranged through a CRP or provided by DVR
staff.

e The customer is hired as a regular employee with the same rights and privileges as other
entry-level employees for the period of time jointly agreed upon by the customer,
counselor, and employer.

e The customer is paid an hourly rate of at least the minimum wage for the job being
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performed.

e The customer is covered by the employer’s workers’ compensation insurance if an injury
occurs at the work site during the trial work experience. If the employer is not insured
(businesses with less than 5 workers are not required to carry workers’ compensation
insurance), the community rehabilitation program covers the individual during the trial
work experience.

e Ifthe employer agrees to provide supervision and/or training to the customer during
the trial work experience, DVR may reimburse the employer for the cost of the

supervision/training.
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IL Services
Independent Living Services
2014-2016 IL Contract Summary

Selecting Services and/or Services Providers

Independent Living Services

(Revised 7-1-14)
Overview

Independent living (IL) issues can be significant barriers to employment for individuals with severe
disabilities. Active and informed involvement of the customer and early identification of IL needs
increases successful vocational outcomes.

IL services are usually purchased during a vocational assessment to reduce and/or eliminate barriers to
employment prior to developing an Individual Plan for Employment (IPE) and to help the customer
participate in vocational services.

To reduce and/or eliminate a customer's independent living barriers to employment, DVR contracts for
IL Evaluations and IL Services:

e Independent Living Evaluation
An IL evaluation may be provided at any time during the VR process. The purpose of the
IL evaluation is to assess an individual’s readiness and/or barriers to participate in the
vocational rehabilitation process and pursue a vocational goal. An IL evaluation may be
provided to assist the VR counselor to make a decision about a customer’s eligibility for
vocational rehabilitation services. An IL evaluation assesses the individual’s strengths
and limitations and needs for IL Skill Training or IL Work-related Systems Access
Services related to home and community life that could impact the customer's
participation in the VR process and attainment of competitive employment.

¢ Independent Living Services
IL services may be provided at any time during the VR process. It is preferable to
provide IL services as early in the case as possible. Early identification of barriers and
their removal or reduction enhances the customer’s success in completing their plan for
employment and becoming successfully employed.

Services

IL Services assist people with disabilities to identify and address life issues that may interfere with
preparing for, getting or maintaining a job.

IL Services can only be purchased from an IL approved individual through a contract with DVR. The
following services are contracted by DVR with IL service providers:
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1. IL Evaluations (Comprehensive or Partial);
2. IL Skills Training; and
3. IL Work-Related Systems Access.

Independent Living Comprehensive Evaluation

A Comprehensive Evaluation may be needed when a VR counselor is getting to know the
customer and needs an extensive assessment to more thoroughly evaluate the customer’s life
issues including, but not limited to:

e Strengths;

e Functional limitations;

e Abilities for home management; and
e Community life and integration.

A Comprehensive Evaluation occurs when the VR counselor authorizes all ten (10) of the
defined evaluation topics in the Service Delivery Outcome Plan (SDOP).

Partial Independent Living Evaluation Services

A Partial IL Evaluation is appropriate when the VR counselor is more familiar with the customer,
but needs information limited to a specific topic or topics to evaluate the customer’s life issues
including, but not limited to:

e Strengths;

e Functional limitations;

e Abilities for self-management;

e Abilities for home management; and
e Community life and integration.

A Partial Independent Living Evaluation occurs when the VR counselor authorizes a minimum of
one (1) or up to a maximum of five (5) of the defined evaluation topics in the IL Service Delivery
Outcome Plan (SDOP).

Independent Living Evaluation Topics

Independent living evaluation topics may include one or more of the following:

1. Disability:

e Understanding of disability and related limitations;
e Ability to manage physical, emotional and mental health.

2. Residential issues:

e Accessibility;
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e  Mobility within the home;

e Environmental management;

e Home safety;

e Level of independence; and

¢ Need for housing benefit program or residential support services, etc.

3. Community mobility:

e Mobility outside of the living environment;
e Transportation ability and needs; and
e Safety issues in the community.

4. Financial issues:

e Anindividual’s ability to budget, pay bills and manage money;
¢ Need for public benefits;

e Problems with current benefit programs;

¢ Need for guardian or protective payee;

e Significant debt;

e Use of payday lenders; and

e Other legal issues related to financial issues.

5. Home management issues: Basic skills of home management that could impact ability to
work, i.e. cooking, cleaning, shopping, laundry, family issues, and needs for adaptive

equipment or caregiver services to assist in home management activities.

6. Social skills:

¢ How the individual relates to family and other socially;

e Ability to appropriately interact with others in an employment setting;
e Identification of any social and/or family support system;

e Use of free time;

¢ Involvement with recreational activities; and

e Problems with abuse and/or neglect.

7. Support Systems:

e Ability to access all appropriate benefit programs, i.e. mental health, DDA, food

stamps, medical programs, housing assistance, etc.;

e Understanding of why the person is accessing benefit programs and who the

contact is for the programs;

e Ability to manage benefit programs and community resources independently;

e Understanding of rights and responsibilities for benefits programs;
e Identification of significant problems with any benefit programs;
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e Identification of need and eligibility for long-term employment supports
through a community resource or if natural supports are available.

8. Communication:

e Ability to read, write and take messages;

e Understanding and response to verbal and written communication;
e Ability to express oneself verbally and non-verbally; and

e Ability to access and use telephone, TTY, computer, etc.

9. Self-Care: Management of personal health care, i.e. medication management, doctor
appointments, routine preventative health care measures; bathing; dressing; grooming;
toileting; and need for personal care assistance.

10. Education and Employment

e Educational background/history with special education services;
e Learning difficulties and styles;

e Employment history;

e Understanding of DVR process, vocational goals, plans, etc.; and
e Criminal / legal issues that may impact employment.

IL Skills Training Services
Independent Living Skills Training is for the purpose of enhancing the customer’s success in
completing their plan for employment and becoming successfully employed. The VR counselor
ensures the IL Skills Training is directly tied to an employment outcome and clearly identified
on the SDOP.

IL Skills Training works in conjunction with other planned VR services. An example of IL Skills
Training is bus training to help the customer with transportation to participate in another
service such as a vocational assessment.

Contractors follow the SDOP requirements or consult with the VR counselor if other issues are
found.

Independent Living Skills Training Topics

Independent Living Skills Training topics may include one or more of the following:
1. Transportation

Use of transportation services to develop an individual’s ability to:
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e Explore, understand and utilize different transportation options;

e Utilize direct bus use training;

e Identify community resources for bus training;

e Get to work and to feel safe obtaining transportation services, etc.

2. Decision Making

Development of an individual’s ability to:

e Identify a problem;

e Collect data on potential solutions;

o Weigh alternatives;

e Develop what would be considered a wise plan of action;
¢ Implement the plan of action;

e Assess the success of the plan; and

e Make adjustments as needed, etc.

3. Money management:

Development of an individual’s ability to:

e Track income and expenses;

e Budget for upcoming expenses;

e Shop wisely;

e Pay bills on time;

e Balance a checkbook;

e Avoid bad debt;

e Learn about deceptive financial practices; and

e Know where to get assistance if financial difficulties arise, etc.

4. Use of communication access services:

Development of an individual’s ability to explore, identify, and access effective
communication options, such as interpreters, Braille services, assistive technology, etc.

5. Organizational abilities:

Development of an individual’s ability to identify and develop specific strategies, systems
and tools to increase their efficiency and independence at home, in daily living, and in
employment. Examples may include use of day planners, palm pilot, charts, checklists, filing
systems, other memory aids, and work station arrangement.

6. Interpersonal and social relationships:

Development of an individual’s ability to understand effective interpersonal and social
relationships and how they may affect one’s personal life, judgment, decision making,
functional behavior, common ground, teamwork skills, etc. Examples may include work and
family relationships.
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7. Time management:

Development of an individual’s ability and techniques to:

Plan, schedule and manage time related to employment, personal life, and
home activities;

Acknowledge one’s personal time needs;

Manage personal priorities, goals and life skill needs; and

Do all things necessary to facilitate time management.

8. Self-advocacy:

Development of an individual’s ability to:

Learn strategies and knowledge to resolve one’s own problems;
Speak for one’s self;

Exercise civil rights; and

Make decisions affecting one’s life.

9. Accessing community resources and benefit programs:

Development of an individual’s ability to independently obtain services or financial
assistance through available support systems. Examples include Social Security, TANF,
Healthcare for Workers with Disabilities, Section 8 and Public Housing, etc.

10. Attendant management:

Development of an individual’s ability to self-manage:

11. Self-care:

Personal care providers including, but not limited to, how to recruit, hire, train,
schedule, supervise, dismiss (if necessary), manage payroll, problem solve and
develop a plan for when a personal care attendant is ill or stops working; and/or
Personal care needs, i.e. time required for assistance, ability to explain how
assistance is to be given, having all supplies on hand, being organized, using
time effectively, etc.>

Development of an individual’s ability to manage basic independent living skills, including
but not limited to:

Grooming and hygiene (toileting, bathing and dressing);

Health management (setting up doctor appointments; getting routine physical
and preventative care; accessing medical, psychological, and other professional
services as needed); and

Medication management (setting up a system to take medications on-time,
keeping doctors informed of changes in medication, getting prescriptions
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refilled, etc.).

12. Self-protection:

Development of an individual’s personal awareness and skills to be safe when:

e Inthe home or community (how to respond to an emergency, contacting 911,
escaping during a fire, etc.);

e Interacting with others (being taken advantage of financially, sexually or in other
ways); and

e Using public transportation or technology (internet "scams”, identify theft,
online sexual predators); etc.

IL Work-Related Systems Access Services:
Independent Living Work-Related Systems Access services are individualized direct services to
assist the customer to access and use specific public support systems. An example of such
service is to provide assistance to the customer to maneuver through the steps of applying for
and receiving benefits from another public agency such as a Community Service Office,
Developmental Disabilities, Mental Health, or Social Security Disability.

IL Work-Related Systems Access works in conjunction with other planned VR services. The VR
counselor ensures the Work-Related Systems access is directly tied to an employment outcome
and clearly identified on the SDOP.

Contractors follow the SDOP requirements or consult with the VR counselor if other issues are
found.

Independent Living Work-Related Systems Access Services Topics

Specific topics of Independent Living Work-Related Systems Access Services include, but are not
limited to:

e Income — Social Security, TANF, Disability Lifeline, etc.;

e Personal care — Medicaid Personal Care, COPES, etc.;

e Housing — Section 8, Public Housing, Adult Family Homes, etc.; and

e Medical coverage — Medicaid, Medicare, Basic Health, Healthcare for Workers
with Disabilities, etc.

Arranqging for IL Evaluations and IL Services

Prior to referral of a customer to an IL contractor, the VR counselor informs the customer about the
choice of IL contractors available to provide IL evaluations or IL services. The VR counselor also ensures
that the customer has a thorough understanding of and is actively involved in selecting an IL contractor.
The DVR Intranet contains a list of IL contractors.
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Selecting IL Services or IL Service Providers

The VR counselor explains to the customer the role of the customer, the VR counselor, and the IL
contractor and ensures that the customer has a thorough understanding of and is actively involved in
determining the expected outcomes of the evaluation and/or services. The VR counselor documents this
interaction with a case note.

The VR counselor determines whether the IL contractor’s staff person is approved to provide IL services.

The customer signs a release of information so the VR counselor can provide referral information to the
IL contractor to facilitate communication and coordination of services between the VR counselor and
the IL contractor.

Referral to an Independent Living Contractor

1. The VR counselor contacts the IL contractor to make the referral and to schedule an appointment for
the VR counselor, customer, and contractor to meet to develop the IL Service Delivery Outcome Plan
(SDOP).

2. The content of a DSHS 14-447: Independent Living Referral Checklist to an IL contractor includes
the:

a. Reason for the referral;
b. Desired outcomes; and

c. Disability related information that could impact service delivery and outcomes.

The VR Counselor takes the following steps to refer a customer to an IL contractor of the customer’s
choice:

e Contact the IL contractor to discuss referral information (#2 above) to determine if the IL
contractor will accept the referral.

e Schedule an appointment with the customer and the IL contractor to discuss the IL evaluation or
service that is needed and to complete an IL Service Delivery Outcome Plan (SDOP).

Completion of the IL Service Delivery Outcome Plan (SDOP)

When the VR counselor, the customer and the IL contractor meet to complete the Service Delivery
Outcome Plan for IL Services, the VR counselor ensures that the customer and contractor understand
the purpose and expected outcomes of the IL evaluation or the IL services to be provided. The VR
counselor explains the role of the customer, the VR Counselor, and the IL contractor. The VR counselor
also ensures that the customer has a thorough understanding of and is actively involved in determining
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the expected outcomes of the evaluation and/or services. The VR counselor documents this interaction
with a case note.

1. The VR counselor, customer, and IL contractor complete an IL Service Delivery Outcome Plan
(SDOP) for an IL evaluation or IL services with the following:

a. The beginning and end date of the authorization, not to exceed 90 days and the expected
date of the report from the contractor.

b. Expected outcomes for the IL services or evaluation and the person responsible for the
outcomes.

c. Expected time frame for service (e.g. if the IL evaluation report and recommendations are a
resource for eligibility determination, both the IL contractor and the customer should be
aware of eligibility time frames)

d. Number of hours to be purchased for IL services or a flat fee for IL evaluation. For services
that are provided on an hourly basis, the VR counselor authorizes up to twenty (20) hours per
service on an incremental basis. If more than twenty (20) hours are needed, the VR counselor
consults with the VR supervisor.

e. If the VR counselor requests periodic updates about the customer’s participation and
progress, the expected updates are noted on the SDOP. The VR counselor determines the
format, method and frequency of the periodic updates such as email, telephone contact
and/or brief written updates. Payment for periodic updates is not authorized.

f. If travel expenses are required by the contractor, the expenses according to contract criteria
are noted on the SDOP; and

g. The total cost of the SDOP.

2. The VR counselor ensures that the customer and contractor understand the purpose and
expected outcomes of the IL evaluation or the IL services to be provided.

3. The VR counselor, customer and contractor each get a copy of the SDOP.

4. At the end of the meeting, the VR Counselor provides the IL contractor with a referral packet,
which may include the following: IL referral checklist, copies of releases of information, and
disability related information, as appropriate.

5. The original SDOP plan should be filed in the appropriate jacket of the electronic case service
record.

IL Skills Training and IL Work-Related Systems Access on One SDOP

IL Skills Training and IL Work-Related Systems Access services are permitted on one Service
Delivery Outcome Plan (SDOP) under the following conditions:

e The number of hours authorized for each of the two services are clearly
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identified.

e No flexibility of hours between the two services is allowed; and

e If additional hours for either service are needed to successfully provide the
service, the increase in the number of hours for the specific service is approved
by the VR counselor.

IL Contract Summary

(Revised 7-1-14)

Service Delivery Outcome Report

1. The IL contractor completes the IL Service Delivery Outcome Report (SDOR) for an IL evaluation
or IL services by:
a. Either entering detailed narrative information for each topic as it corresponds to each
topic on the SDOP; or
b. Entering “See Attached” on the SDOR and attaching detailed narrative information for
each topic as it corresponds to each topic on the SDOP report; and
c. Providing a professional opinion and summary.

2. If IL Skills Training and IL Work-Related Systems Access services are on one Service Delivery

Outcome Plan (SDOP), the SDOR may contain a narrative report for each of the services. Each
narrative report must contain headings that clearly identify which service the report is for.

3. If the SDOR does not thoroughly meet the reporting requirements in the contract, amendments and
the SDOP, the VR counselor may return the SDOP to the contractor for revisions.

Fees and Reports

Comprehensive IL Evaluation Service Fees and Reports

The uniform flat fee for a Comprehensive IL Evaluation is $715.00.

If a vocational counselor requests an in-person consultation to discuss the results of the
Comprehensive IL Evaluation with the VRC and the customer, the contractor can invoice and
shall be paid a flat fee of $85.00.

Total consideration payable to the contractor for satisfactory performance of work under this
contract shall be based on the following:

Within thirty (30) calendar days of completing the Comprehensive IL Evaluation Services, as
authorized in the SDOP, the contractor shall submit an approved invoice to the authorizing VR
counselor with a written IL Evaluation Report.
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The written report shall identify all of the following elements:

1. The customer's IL barriers to competitive employment;

2. The IL Evaluator's summary impressions;

3. The IL Evaluator's name; and

4. Specific recommendations regarding what IL Skill Training, natural supports and/or

community resources may mitigate or eliminate the customer's IL barriers to
competitive employment.

Partial IL Evaluation Services Fees and Reports

The uniform flat fee for a Partial IL Evaluation is $502.00.

If a vocational counselor requests an in-person consultation to discuss the results of the
Comprehensive IL Evaluation with the VRC and the customer, the contractor can invoice and
shall be paid a flat fee of $85.00.

Total consideration payable to the contractor for satisfactory performance of work under this
contract shall be based on the following:

Within thirty (30) calendar days of completing the Partial IL Evaluation Services, as authorized in
the SDOP, the Contractor shall submit an approved invoice to the authorizing VRC with a
written IL Evaluation Report.

The written report shall identify all of the following elements:

1.

arwDd

The customer’s abilities and limitations in each of the specified Partial IL
Evaluation topics;

The customer’s IL barriers to competitive employment;

The IL Evaluator's summary impressions;

The IL Evaluator's name; and

Specific recommendations regarding what IL Skill Training, natural supports
and/or community resources may mitigate or eliminate the customer’s IL barriers
to competitive employment.

Transportation Expenses Report

If traveling more than fifty (50) miles from the contractor’s nearest staffed office location for more than
one DVR customer, the contractor shall choose one DVR customer and submit an invoice and report for
the chosen customer. The contractor shall not submit invoices for multiple customers for the same
transportation expenses.

The contractor shall choose the shortest, most expedient route for travel when serving customers more
than fifty (50) miles from the contractor’s nearest staffed office location.
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Upon completion of the services provided through this contract, the contractor shall submit a written
report on the SDOR documenting all transportation expenses authorized by the DVR VRC and invoiced
by the contractor to include:

(1) Travel time at a fixed rate of $37 per hour in quarter-hour increments if service delivery occurs
more than fifty (50) miles from the contractor’s nearest staffed office location;

(a) Report shall include:
i. Address of contractor’s nearest staffed office location, point of origin;
ii. Date and time the contractor departed from the point of origin;
iii. Address of destination the contractor is traveling to;
iv. Date and time the contractor arrives at destination address; and
v. Date and time the contractor returns to point of origin.

(2) Mileage if actual service delivery occurs more than fifty (50) miles from the contractor’s
nearest staffed office location. See OFM Mileage Reimbursement Rates;

(a) Address of contractor’s nearest staffed office location, point of origin; and
(b) Address of destination the contractor is traveling to.

(3) Other transportation expenses may be authorized by the DVR VRC such as State Ferry fees
and toll fares.

IL Skills Training Services Fees and Reports

The fee paid for IL Skills Training Services for the entire term of this contract is:

1. An hourly rate of $85.00

2. Billable in quarter hour increments; and

3. Allowed only for time that directly pertains to the delivery of services for the DVR
customer. No payment will be made for time involved in report writing.

Total consideration payable to the contractor for satisfactory performance of work under this
contract shall be based on approval of the contractor’s invoice and written report by the
authorizing VR counselor. The contractor must submit the invoice and written report no later
than thirty (30) days after completion of the IL Skills Training.

The written report shall identify all of the following elements:

All service delivery activity, as identified in the SDOP, provided to reach the customer’s IL Skills
Training goal(s);

1. Dates and hours of all activities provided;
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2. Specific results achieved by the customer for each IL Skills Training topic as identified in
the SDOP;

3. Name of the contractor’s staff person providing services; and

4. Specific recommendations, if any, for further services.

IL Work-Related Systems Access Services:

The fee paid for IL Work-Related Systems Access Services for the entire term of this contract is:

=

An hourly rate of $85.00

Billable in quarter hour increments; and

3. Allowed only for time that directly pertains to the delivery of services for the DVR
customer. No payment will be made for time involved in report writing.

n

The contractor must submit the invoice and written report no later than thirty (30) days after
completion of the IL Work-Related Systems Access services.

e All service delivery activity, as identified in the SDOP, provided to reach the customer’s
IL Work-Related Systems Access goal(s);

e Dates and hours of all activities provided;

e Specific results achieved by the customer for each IL Work-Related Systems Access
Services topic as identified in the SDOP;

¢ Name of the contractor’s staff person providing services; and

e Specific recommendations, if any, for further services.

Selecting Services or Service Providers

Information Provided to the Customer

Provide the customer with information to the extent available; to adequately inform and explain to the
customer what CRP, IL, or RT services and service providers are available to assist in completing the
rehabilitation process. Information includes, but is not limited to:

1. The services offered by each service provider.

Cost of each service.

3. Accessibility of the service provider in compliance with the Architectural Barriers Act of 1968,
the Uniform Accessibility Standards and their implementing regulations in 41 CFR part 101,
subpart 101-19.6, the Americans with Disabilities Act of 1990, and Section 504 of the
Rehabilitation Act of 1973, as amended.

4. Average duration of each service.

Consumer satisfaction with service provider staff and services.

6. Degree of integration in service delivery settings.

N

o
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7. Qualifications of approved service providers.
8. Information about how the customer may contact a service provider representative directly to
ask questions related to the services available, for example:

o What service delivery methods are available (e.g., whether services are provided in
community settings, whether services are provided individually or in groups);

o Qualifications and experience of service provider staff, and customer options for
choosing an appropriate staff member for services;

o Estimated time that services could begin and how long services might last;

e The customer’s involvement in making decisions about the way services are provided to
them;

e For CRPs, the types of occupations and the employers an CRP targets for
CRP Vocational Evaluation Services or CRP Job Placement Services; and

e For CRPs, the job placement rate and track record in assisting customers achieve
competitive employment.

See Also:

Template for IL SDOP - Evaluation (Partial or Comprehensive)
Template for IL SDOP - IL Skills Training

Template for IL SDOP - IL Work-Related Systems Access Services

Exhibit A - IL Code of Ethics

Alcohol/Substance Abuse Assessments

If a customer demonstrates behaviors of alcohol and/or substance abuse and you are uncertain
whether they can benefit from DVR services, you may refer the individual for a comprehensive
evaluation. The evaluation may be conducted by a state-certified treatment center, a certified
Chemical Dependency Counselor (CDC), or a psychologist or psychiatrist with special training in
this area. An observed urinalysis may be required, if the circumstances suggest the need.

An alcohol assessment can also be a useful tool in helping a customer identify whether a
substance abuse problem is present. The results can be used to assist the customer to look at
substance abuse issues and receive professional guidance.

Guidelines

1. It is suggested the VR counselor consider the following elements when authorizing an
evaluation:
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3. A comprehensive history which describes past treatment and the pattern of use
including issues related to tolerance, abstinence, and withdrawal, consistent with
"Diagnostic and Statistical Manual of Mental Disorders” (DSM-IV-TR).

4. A description of the adverse effects of the substance abuse/dependency.

5. Anindication of loss of control over the substance.

6. A description of the functional limitation to employment resulting from the effects of
the abuse/dependency.

7. Treatment recommendations and a description of support systems necessary to ensure
continued abstinence, e.g., random urinalysis and/or lab tests or other appropriate
monitoring.

8. A description of prescribed medications as a part of the treatment program.

9. Identification of the length of time the customer has been drug free.

2. Before entering into an IPE, it is suggested the customer:

e Be alcohol or drug free, or be participating consistently in a treatment or support
program.

e Agree to include terms and conditions on the IPE related to participation in a state
certified treatment program or a support program, such as Alcoholics Anonymous or
Narcotics Anonymous, for maintaining substance-free behavior.

e Receive additional counseling or assessments, if indicated by behaviors that clearly
impact employment potential.

3. It is generally recommended that a customer be in recovery for about 90 days before
engaging in full time employment or a training program.

4. Comparable services and benefits are usually available through the Division of Behavioral
Health and Recovery (formerly called the Division of Alcohol and Substance Abuse, DASA)
for in-patient treatment. Outpatient treatment may also be needed when a customer’s
alcohol or substance abuse is likely to interfere with their ability to complete the IPE or go
to work.

5. The customer’s continued participation in services or treatment to maintain sobriety, such as
AA, NA or state certified program might be included in the terms and conditions of the IPE.

6. If, at any time in the rehabilitation process, a VR counselor is uncertain whether the
customer can benefit from DVR services in terms of employment, the VR counselor may
require an assessment to determine whether the customer is still eligible for DVR
services. If an assessment indicates the individual is unable to benefit from DVR services,
the case may be closed as ineligible or no longer eligible.
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Assessment after IPE is Underway

The VR counselor determines whether an assessment is needed. An assessment can be an ongoing
process and occur at any time during the VR process.

If an assessment is needed, the VR counselor and the customer may consult with a service provider
about the assessment, but the customer is responsible for making decisions about the scope and
duration of the assessment in consultation with the VR counselor.

The VR counselor monitors the progress of the customer's assessment at least once every 30 days, by
speaking directly to both the customer and the service provider to determine whether the assessment is
proceeding as originally agreed upon. If not, the VR counselor takes immediate steps to get the
assessment back on track or terminate it.

Selecting Services and/or Service Providers

Prior to referral for a Community Rehabilitation Program (CRP), Independent Living (IL) and/or
Rehabilitation Technology (RT) service, VR counselor makes sure that service is:

e Necessary and likely to result in an employment outcome;

e Consistent with the customer’s strengths, priorities, concerns, abilities, capabilities, interests,
and informed choice;

e The Least Cost option that will meet the customer’s needs;

e Comparable benefits/services have been explored and fully utilized.

See also:
CRP - Referral Criteria
WAC 388-891A-1150 May | select the services and service provider of my choice?

WAC 388-891A-1125 If comparable services and benefits are available from another program
or organization, and | do not want to use them, who is responsible for the cost of the
services?

Information Provided to the Customer

Provide the customer with information to the extent available; to adequately inform and explain to the
customer what CRP, IL, or RT services and service providers are available to assist in completing the
rehabilitation process. Information includes, but is not limited to:

1. The services offered by each service provider.

Cost of each service.

3. Accessibility of the service provider in compliance with the Architectural Barriers Act of 1968,
the Uniform Accessibility Standards and their implementing regulations in 41 CFR part 101,
subpart 101-19.6, the Americans with Disabilities Act of 1990, and Section 504 of the
Rehabilitation Act of 1973, as amended.

N
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Average duration of each service.

Consumer satisfaction with service provider staff and services.

Degree of integration in service delivery settings.

Qualifications of approved service providers.

Information about how the customer may contact a service provider representative directly to
ask questions related to the services available, for example:

ONoOU R~

1. What service delivery methods are available (e.g., whether services are provided in community
settings, whether services are provided individually or in groups);

2. Qualifications and experience of service provider staff, and customer options for choosing an
appropriate staff member for services;

3. Estimated time that services could begin and how long services might last;

4. The customer’s involvement in making decisions about the way services are provided to them;

5. For CRPs, the types of occupations and the employers an CRP targets for CRP Vocational
Evaluation Services or CRP Job Placement Services; and

6. For CRPs, the job placement rate and track record in assisting customers achieve competitive
employment.

Using Existing Information to Select an Employment Goal and Determine
VR Needs

e DVR staff will make maximum use of existing information available from the customer and other
sources to assist the individual in selecting an employment goal and determining the VR services
needed to achieve that goal. The VR counselor will be responsible for determining which
additional assessment information is needed and obtaining it at the least cost.

e An adequate assessment must be conducted and documented in the case record to support the
customer’s selection of a suitable goal and to substantiate their need for VR services.

Before purchasing assessment services to assist the customer in selecting an employment goal and
determining the VR services needed to achieve that goal, maximum effort will be made to:

a) Collect and make use of existing information that is available from the customer or other
sources; and

b) Conduct necessary assessments by the VR counselor (making full use of existing professional
VR skills), using tools and resources that are already available through DVR, WorkSource, and
other no-cost services.

Eligibility
Eligibility Index Page

In this section of the manual:
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Assessment to Determine Eligibility

Eligibility Determination

Timeline for Eligibility Determination

Advance in Employment

Review and Assessment of Existing Records to Determine Eligibility

Conditions under Which a Community Based Assessment Can Be Used Prior to the
Determination of Eligibility

Ineligibility May Be Determined at Any Point in the VR Process

Significance of Disability Determination

Assessment of Functional Losses

Functional Loss Definitions

Trial Work

Trial Work Experience (TWE)

Ineligibility Determination

Before Closing a Case Because an Individual is not Eligible or No Longer Eligible

WAC - Eligibility

See also:

CRP - Trial Work Experience
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Assessment to Determine Eligibility

(Revised Section 6-30-12)

Eligibility Determination

Eligibility Requirements
The VR Counselor collects sufficient documentation to determine that an applicant:

e Has a physical, sensory, or mental impairment that results in a substantial impediment
to employment;

¢ Requires VR services to achieve employment; and

e Can benefit from VR services by achieving an employment outcome consistent with
their unique strengths, resources, priorities, concerns, abilities, capabilities, interests,
and informed choice.

Presumption of benefit: The VR Counselor presumes that an applicant who meets the eligibility
requirements can benefit from VR services, unless there is clear and convincing evidence that
the provision of VR services will not result in employment due to the significance of the
individual’s disability.

Presumption of eligibility for Social Security Recipients

An applicant who has been determined eligible for SSI/SSDI has demonstrated that they have a
significant disability that results in a substantial impediment to employment. Therefore, the VR
Counselor presumes an applicant who is a recipient of SSI/SSDI:

e Has a physical, mental, or sensory impairment that results in a substantial impediment
to employment;

e Requires VR services to achieve employment; and

e Can benefit from VR services in terms of an employment outcome, unless there is clear
and convincing evidence VR services will not result in an employment outcome due to
the significance of the individual’s impairment.

When a customer’s receipt of SSI/SSDI was been verified against SSA data, the appropriate box

in the Benefits Planning — SSI & SSDI section of the Customer demographics landing page will
populate with the date of verification.
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In many instances, the VR counselor will have sufficient existing information to complete the
eligibility determination. If so, the counselor completes the eligibility form in the case
management system

If a counselor is uncertain whether an individual can benefit from VR services due to the
significance of the disability, the VR Counselor obtains additional information sufficient to make
the determination before completing the eligibility determination.

Ability to Benefit from VR services - Clear and Convincing Evidence

If the VR counselor is uncertain that VR services will assist an applicant (whether receiving
SSI/SSDI or not) achieve employment due to the significance of the disability, the VR Counselor
obtains sufficient information to make the determination prior to completing eligibility. The VR
Counselor conducts a trial work experience to explore the individual's abilities, capabilities, and
capacity to perform in realistic work situations.

The results of the trial work assessment are used to determine:
e That the individual can achieve employment through the provision of VR services and is
eligible for VR services; or
e There is clear and convincing evidence that the individual cannot benefit from VR
services due to the significance of disability. and is ineligible for DVR services

See Also:

Use of Existing Case Service Records in Lieu of a Trial Work Experience

Eligibility Determination Letters

(New section: 5/16/2019)

All eligible customers must be notified of their eligibility status in writing immediately after they are
determined to be eligible. When DVR is operating under an Order of Selection, the content of the letter
depends on whether the customer is determined to be in an open or closed priority category.

Eligibility Determination Letters for Customers in Open Priority Categories
(Effective: 5/20/2019)

For customers in open priority categories, the eligibility determination letter in the case management
system includes language that:

e Informs the customer of the 90-day timeframe to develop their IPE;
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e Requires a proposed appointment date to begin IPE development; and
e Informs the customer that they must contact DVR if they wish to reschedule their appointment.

It is the VR Counselor’s responsibility to ensure the following information is in the eligibility
determination letter before it is sent to the customer:

e The date and time of the customer’s scheduled vocational assessment / IPE development
appointment.

Counseling staff are responsible for following up with customers that have not responded to the letter.
All attempts to contact the customer must be documented in the case management system. DVR staff
must attempt and document multiple methods of contact (mail, phone, email, etc.).

Eligibility Determination Letters for Customers in Closed Priority Categories

Customers who are put on the waiting list due to assignment to a closed priority category must be
notified in writing. If a customer is determined to be eligible, but is also determined to be in a priority
category that is closed for service, DVR staff will:

1. Send a letter informing the individual in writing, and using other methods of communication if
necessary, of the determination. The letter includes:

a. Information about the Order of Selection;

b. The individual’s right to appeal the decision and how to request an appeal; and

c. Information explaining the purpose of the Client Assistance Program (CAP) and
how to contact CAP for assistance.

2. Follow the standard operating procedure for Offering Information and Referral
Services to Customers in Closed Priority Categories.

Timeline for Eligibility Determination

Eligibility Over 60 Days

The 60-day period within which a VR Counselor must determine if an applicant is eligible begins
on the date the individual signs the Application for VR Services form.

If it will take longer than 60 days to determine eligibility, DVR staff may negotiate and agree to
an extension of the eligibility determination period only when:

1. there have been exceptional and unforeseen circumstances related to gathering the
information needed to determine eligibility, or
2. the counselor and applicant have agreed to a Trial Work plan that requires DVR to
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gather more information about the applicant’s ability to work, such as through the
completion of a Trial Work Experience

The phrase “exceptional and unforeseen circumstances” describes circumstances outside of the
control of DVR that make it impossible to collect adequate information to determine eligibility.

Examples of these situations include, but are not limited to:

a. illness on the part of the applicant that prevents their attendance in meetings with
the counselor,
b. DVR staff received incorrect information from an applicant or provider and acted on

that information in good faith, causing a delay in requests necessary to obtain
information for determining eligibility,

c. lapses in communication from medical providers (even after good faith efforts to
prompt and promote a response from the provider) to acquire necessary medical
records, or

d. situations in which assessment is necessary prior to the determination of eligibility,
but in which provider availability (even after good faith efforts to find an available
provider) prevents an assessment from being conducted and a report being received
within the eligibility determination period.

If the individual agrees to extend the eligibility period, the VR counselor and applicant complete
the extension documentation and the VR counselor adds a copy of the signed extension
agreement in the case service record. This agreement is not valid until signed by the applicant.

DVR staff should allow reasonable time for mail delivery to and from the applicant if the
extension agreement cannot be signed in person during an appointment (while not an absolute
benchmark, an identified best practice is to send the extension agreement at least two business
weeks or ten business days before the due of the determination). If the applicant does not
return the signed extension agreement within ten calendar days, counseling staff must follow
up to obtain the signed agreement. The VRC will attempt to contact the customer via phone,
email, mail, and by any other appropriate contact persons listed in the customer’s case
contacts. Attempts to contact the customer must be documented as case notes.

Counselors must specify the date to which the applicant agrees to extend the eligibility period
in the extension agreement; if the VR counselor has not been able to discuss the eligibility
extension with the applicant beforehand, the counselor should propose a date by which they
expect to make an eligibility determination in the extension agreement. The proposed
extension of the eligibility determination period must be reasonable and allow enough time to
gather and exchange information to complete the assessment for eligibility and severity of
disability. If the VR counselor needs to gather or exchange information with other parties to
complete the assessment for eligibility and severity of disability, the VRC must obtain signed
consent forms from the applicant.
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Alternative Methods of Signature Delivery Accepted

In some cases, a customer may have received the eligibility extension agreement but will be
unable to return it in person or by mail before the end of the 60-day timeline. DVR may accept
documentation of the signed eligibility extension agreement over fax or email when this is the
case.

The criteria that must be met to accept electronic delivery of a sighed document can be found
in Criteria for Accepting Electronic Delivery of Signed Documents.

Documenting an Extension to Eligibility

To document an eligibility extension, the VR counselor completes the 2.1 Eligibility Extension
form in the Forms tab for the customer. When the form is completed and saved, the Eligibility
Extension Letter will appear in the form details word merge for staff to send to the customer.
Staff must document that the letter was sent in the case service record, and if the letter is
returned with a customer signature, the signed letter must also be added to the case service
record. To extend eligibility determination beyond 60 days for the purpose of determining legal
work status, see: Identity and Work Status.

Advance in Employment

An individual who is currently employed in a job that is not consistent with abilities or
capabilities, whose disability hinders their ability to secure such a job, and who needs VR
services to obtain employment for which they are both capable and interested, is likely to be
eligible for DVR services. In this case, DVR should assist the individual to advance into
employment that is consistent with their abilities, provided the individual meets the eligibility
criteria and is capable of performing more advanced work. The extent to which DVR should
assist eligible individuals to advance in employment depends on whether the individual has
achieved employment consistent with this standard.

This does not mean that individuals with disabilities who are employed are automatically
eligible to receive DVR services. Rather it is intended to recognize that "under-employed”
individuals are eligible for DVR services provided they meet the eligibility criteria including the
requirement that the individual’s disability constitutes a substantial impediment to
employment and the individual requires VR services. This also does not mean entry-level
employment is not permissible. An entry-level position is an entirely appropriate goal if it
reflects the type of work that the individual is capable of performing or chooses to perform.

Current employment is neither a basis for automatically determining an applicant eligible for
DVR services, nor a reason to find an individual ineligible. The eligibility criteria must be applied
consistent with the requirement to assist individuals achieve employment that is consistent
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with their strengths, resources, priorities, concerns, abilities, capabilities, and informed

choice. In some instances, an individual with a disability who is already employed may not need
financial assistance to achieve a more appropriate employment outcome, but needs a VR
counselor’s expertise in addressing obstacles the individual faces in moving into a new and
more challenging job.

Review and Assessment of Existing Records to Determine Eligibility

(Revised 12-9-13)
The Eligibility Decision Involves More than Collecting Documents

The eligibility decision is more than collecting documents. The VR counselor reviews and
assesses information and uses their professional judgment about whether the individual has a
physical, mental, or sensory impairment that results in a substantial barrier to employment;
that the individual requires VR services to prepare for, get or keep a job; and the individual is
capable of working as a result of receiving VR services.

To make an eligibility determination, DVR must review and assess information about the
individual’s disability. By law, only a VR Counselor is qualified to make an eligibility
determination.

1. Existing Records

A VR Counselor bases the determination of eligibility on a review and assessment of
existing records including, but not limited to records provided by:

1. The individual or the individual’s family and others who know the individual
well.

2. Existing medical records

3. Education records

4. Determinations made by other state or federal agencies such as Social
Security, the Developmental Disabilities Administration, Mental Health
Agencies

5. Information provided by other outside professionals who serve the customer.

6. A previous case service record (if the individual has received services from
DVR before)

Note about Barcode records: As a hybrid entity under HIPAA, DSHS has some programs that are
required to safeguard data under specific rules. Because of these rules, DVR must ensure that a
consent is in place to access the records that exist in Barcode.

2. Records obtained by purchasing VR Services
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The VR counselor determines whether the existing records are adequate to make an
eligibility decision. If the VR counselor determines that a new evaluation is necessary, an
evaluation may be purchased from a qualified licensed professional. Before purchasing
an evaluation the VR counselor is responsible to check the Department of Health
website to make sure a health care provider has a current license:

Health Professions Quality Assurance (Washington Department of Health

See Also:

Psychotherapy under Medical / Dental and Health Care Professionals

Disability Categories

Timely Development of IPE

Voter Registration

Standard Operating Procedure: Administering Barcode Access under the DVR-
Economic Services Administration (ESA) Barcode Memorandum of Understanding

(MOU)

Purpose and Background: The purpose of this procedure is to implement the Memorandum of
Understanding between ESA/CSD (Community Services Division) and DVR for administering
access to ESA’s Barcode system. If DVR staff require access to Barcode to provide timely and
coordinated services to a DVR customer (including for purposes of eligibility determination and
benefits planning), the following process must be followed to administer access in compliance
with the above agreement between ESA/CSD and DVR.

Note: All requirements must be met for DVR staff to maintain access to the Barcode system.
DVR staff must not access the Barcode system records for any individual without a DSHS
Consent form on file. DVR is responsible for maintaining the record of completion for all
requirements as described in the procedure below. ESA may monitor this documentation.

Reference:

DSHS 14-012: Consent

DSHS 03-374B: Agreement on Nondisclosure of Confidential Information
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ESA/CSD and DVR Memorandum of Understanding for Barcode
Training Materials Required for Barcode Access

WAC 388-891A-0103, May DVR obtain personal information about me?

Definitions:

“Barcode” is a client server system that manages workflow and document images. Twenty
major component subsystems track childcare eligibility, social services case management,
federal QA audits, EBT card issuance, administrative hearings, protective payee plans, and
negotiables. Provides programmed and ad hoc access to ACES, eJAS, and native Barcode data.

Action by DVR Staff

10. Completes required Barcode Training.

11. Completes DSHS form 03-374D, Agreement on Nondisclosure of Confidential
Information.

12. Sends documentation of completed annual privacy and confidentiality training
from LMS and the completed non-disclosure form to their DVR Regional Barcode
Coordinator.

Action by DVR Regional Barcode Coordinator

(Regional Program Specialist, or the Administrative Assistant to the DVR Chief of Field Services [for
State Office staff])

13. Confirms completion of required annual privacy and confidentiality training.

14. Forwards signed DSHS form # 03-374D to the Administrative Assistant to the
DVR Barcode Security Monitor.

15. Submits DVR IT HelpDesk ticket requesting Barcode access for staff who have
completed the documentation requirements above.

Action by DVRIT

16. Grants Barcode access to staff when requested by DVR Regional Barcode
Coordinator.

Action by DVR Barcode Security Monitor (Administrative Assistant to the DVR Chief of Field
Services)

When signed form 03-374D is received from DVR Regional Barcode Coordinator:

17. Adds the employee’s name to the “active master list” of users (spreadsheet)
stored in the “Barcode Access Documentation” directory on the DVR S: drive.

18. Files signed forms received from the Regional Program Specialist in the
“Barcode Access Documentation” directory on the DVR S: drive.
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When DVR Staff Separations Occur

Action by DVR Barcode Security Monitor (Administrative Assistant to the DVR Chief of Field
Services)

5. Receives Notice of Separation list from DSHS HRD via email for all employees.

6. Reviews the Notice of Separation list and update the “active master list” of users
(spreadsheet) stored in the “Barcode Access Documentation” directory on the DVR S:
drive to indicate which staff no longer has access to Barcode.

Action by DVRIT

7. Receives Notice of Separation list from DSHS HRD via email for all employees.
8. Removes access rights to Barcode immediately when staff separates from the employ of
DVR.

If a Breach of Confidential Information Occurs

Action by DVR Staff

7. Becomes aware of suspected or actual loss of Confidential Information from the use of
BARCODE system.

8. Immediately sends a message to the following recipients, copying the DVR public records unit
(PRU) on the message, to provide notice of the compromise or potential compromise of
confidential information:

DSHS Privacy Officer: dshsprivacyofficer@dshs.wa.gov
DSHS Information Security: isoteam@dshs.wa.gov

ESA Contract Monitor: esadsa@dshs.wa.gov

CC to: dvrpru@dshs.wa.gov

apop

Action by DVR Public Records Unit

9. Receives notice from DVR field staff or management of the compromise or
potential compromise of Confidential Information contained within the BARCODE
database system.

10. Follows up with DVR field staff or management to understand the nature of the
compromise to confidential BARCODE information.

11. Within one (1) business day of discovery must also take actions to support mitigation
efforts to the risk of loss and comply with any notification or other requirements
imposed by law.

12.Acts as a point of contact for any follow-up to the breach of confidential
information.
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Conditions under which a Community Based Assessment Can Be Used
Prior to the Determination of Eligibility

(New 6-30-12)
Generally a CBA is conducted after the individual is determined eligible for services.

A CBA may be conducted before eligibility is determined only under the following
circumstances when information is needed to determine if an applicant requires vocational
rehabilitation services:

1. Theindividual is employed and seeking services to advance in employment; or
2. The individual is seeking services to maintain employment.

Individuals receiving Supplemental Security Income or Social Security Disability Insurance
are presumed to require VR services and shall not participate in a CBA before their
eligibility is determined. However, if the individual cannot be presumed to benefit from
services due to the significance of their disability, a TWE shall be conducted.

A trial work experience is done prior to the determination of eligibility or at any later point in
the VR process before determining that the individual is not eligible or no longer eligible for VR

services due to the significance of the individual’s disabilities.

Ineligibility May be Determined at Any Point in VR Process

(New 6-30-12)

After an individual submits an application and has been determined eligible for VR services, the
individual can be determined ineligible at any point in the VR process when they no longer
meet eligibility criteria.

See Also:

WAC 388-891A-0545 What happens if DVR determines that | am not eligible or no longer
eligible for VR services?

WAC 388-891A-0550 If | am not eligible or no longer eligible for VR services, does DVR help
me find other programs and service providers to meet my needs?
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Significance of Disability Determination

Significance of Disability Determination

A VR counselor determines the level of significance of an individual’s disability based on:

1. Areview of the information gathered to determine eligibility, and
2. An assessment of the individual’s functional losses

Review of Information

A VR counselor determines the level of severity of an individual’s disability based on a review of
the information gathered to determine eligibility. If additional information is necessary to make
the determination, a VR counselor may:

e Obtain information from the individual, the individual’s family, an outside professional
and/or another public agency; or (if necessary)
e Purchase diagnostics from a qualified service provider

A VR counselor reviews the data to determine:

e The number of serious functional losses present as a result of a disability;

e Whether an individual may need multiple VR services to achieve an employment
outcome in supported employment or other integrated employment; and

¢ Whether services are needed for an extended period of time. NOTE: No specific time
frame is defined in statute or regulation for "an extended period of time.” The VR
counselor must consider each individual’s unique circumstances to determine whether
services are needed over an extended period of time. For this purpose, 12 months may
be used as a general guideline, but not applied as an absolute limit.

Significance of Disability Matrix

(Revised 8/15/2018)
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Significance Level

Meet the
Definition of

Significantly

Categories of
Functional Loss

Duration of
Service

Number of
Services

Disabled

Level 1 Individual | Yes 4 or more Requires VR Requires multiple

with a Most services over an services

Significant extended period

Disability of time.

Level Yes 3 Requires VR Requires multiple

2: Individual with services over an services

a Significant extended period

Disability of time**

Level Yes 2 Requires VR Requires multiple

3: Individual with services over an services

a Significant extended period

Disability of time**

Level Yes 1 Requires VR Requires multiple

4: Individual with services over an services

a Significant extended period

Disability of time**

Level 5: Disabled No 1 or more No extended Multiple services
duration of VR are not required
services

Assessment of Functional Losses

To assure a complete and comprehensive assessment, the VR counselor considers the data and
information about an individual’s disability as it applies to each of the seven areas of functional
loss for each individual.

When considering each area of functional loss, the VR counselor determines whether:

¢ A functional loss that results from a disability is present.

¢ The functional loss presents a barrier to employment, and

¢ The functional loss meets the definition of a serious limitation (see definition in Serious
Limitation below) and the individual requires substantial VR services or intervention in
the individualized plan for employment to address the limitation and achieve
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employment.

Only one "serious limitation" within a functional loss category (mobility, work tolerance,
communication, self-care, interpersonal, cognition and learning (self-direction), and work skills)
is needed to determine a serious functional loss is present in that category.

The VR counselor completes the Eligibility/Significance of Disability form in the case
management system.

Functional Loss Categories

Areas of functional loss include the following:

e Mobility: Mobility is the ability to move about from place to place inside and outside
the home compared to people who don’t have mobility limitations. Mobility limitations
impact an individual’s ability to travel between work and home (using either private or
public transportation), to get around within the work environment and/or to travel to
meetings, training, or other job requirements. Mobility limitations may result in the
need for a personal assistant, assistive technology or other specialized transportation
services or may limit the range of an individual’s travel.

1. Work tolerance: Work tolerance is the ability to meet the typical demands and working
conditions of a job. Work tolerance relates primarily to an individual’s ability to tolerate
conditions routinely expected in an employment setting, such as following an
established work schedule, working continuously for a number of hours, the number
and interval of breaks, the work setting and a typical amount of sitting, standing, lifting,
etc. Work tolerance can also involve an individual’s ability to work under typical
environmental conditions such as noise, heat, cold or the presence of everyday
chemicals, dust or other substances. Work tolerance can impact how long or how fast
an individual can work due to stamina and endurance. Work tolerance limitations result
from disability-related fatigue, not from cognitive limitations (see cognition and
learning).

1. Communication: Communication is the ability to effectively exchange information
through expressive or receptive methods, spoken words or concepts (writing, speaking,
listening, sign language, adaptive methods). A functional loss in communications can
impact an individual’s ability to get information and instructions from a supervisor or co-
worker, to follow new directions or procedures, to ask questions and get clarification on
assignments, to give information verbally, to answer a telephone, use email or use other
typical modes of communication. Communication limitations often require the use of an
interpreter or assistive technology device to facilitate communication.
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o Self-care: Self-care is the ability to independently perform activities of daily living at a
level which allows an individual to participate in work. An individual experiencing a
functional loss in self-care often requires personal assistance from another individual to
accomplish routine personal care, such as bathing, using a bathroom, dressing, meals,
medications, etc.

¢ Interpersonal: Interpersonal is the ability to establish and maintain personal, family,
community and other relationships likely to affect job performance and security. A
functional loss in interpersonal is present if an individual exhibits persistent behavior
that results in exclusion, discipline, frequent conflict, or other negative consequences or
has a persistent pattern of social avoidance, isolation or withdrawal. Individuals are
sometimes extremely suspicious and/or have difficulty managing anger or aggressive
behavior.

e Cognition and learning (self-direction): Cognition and learning is the ability to
independently plan, initiate, learn, problem solve, and organize activities related to self,
health, safety, socialization, recreation, and work. A functional loss in cognition and
learning is present if an individual cannot independently plan and organize tasks,
remember or follow instructions, analyze, and solve relatively simple problems, perform
basic skills in reading or math, or judge the quality or accuracy of work they have
completed. Individuals with cognition and learning impairments often require constant
or nearly constant supervision to manage and organize tasks and/or intensive or
specialized training to learn tasks.

o  Work skills: Work skills is an individual’s ability to perform tasks required to carry out
job functions. Work skills related to this functional area are those routinely involved in
typical work settings, such as the ability to keyboard, operate machinery or electronic
equipment, such as a cash register, copy machine, telephone; write with pencil or pen;
open doors, drawers or file cabinets; manipulate papers, folders, and files; pick things
up, carry them or move them from place to place. Work skills limitations relate to an
individual’s capability to perform tasks and not from the individual’s ability to learn or
remember (see cognition and learning).

Self-Reported or Observed Functional Loss

A VR counselor may identify a functional loss based on an individual's self-report, information
provided by family members, school representatives or others, or based on observations made
by the counselor during interviews with the individual.

If a counselor identifies a functional loss that is not consistent with or not supported by
disability-related documentation and determines additional information is necessary to
understand and address the functional loss, the counselor and individual discuss and reach
agreement on how to get the information.
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Documenting a Self-Reported or Observed Functional Loss

To ensure the case service record explains and supports a self-reported or observed functional
loss, the VR counselor documents that a loss was observed, a summary of the observations, and
how the functional loss affects the applicant. The basis and rationale for any functional loss that
is not clearly supported by medical documentation in the case service record needs to be
documented by the VR counselor.

EXAMPLE: While interviewing an applicant who is hard of hearing, a VR counselor observes
that the individual is not able to effectively communicate verbally. Medical records clearly
establish a hearing impairment, but do not address verbal limitations. Because a functional loss
in verbal communication is consistent with and commonly associated with a hearing loss, the
VR counselor may determine, based on their observations, that a serious functional loss is
present.

During this interview, the counselor also observed that the applicant would not make eye
contact, did not engage with the counselor and was unusually withdrawn. After the interview
and with the consent of the individual, the counselor followed up with family members and
referral sources. The VR counselor learned that this is typical behavior and that this individual
does not interact with others and tends to remain isolated and withdrawn. Family members
confirmed that the behavior started when the hearing impairment was discovered and
occurred with anyone outside the immediate family.

The VR counselor determined that the individual experienced serious functional losses in
communications and interpersonal because employment success was not likely without
substantial VR services (i.e., assistive technology, substantial counseling and guidance) to
address the losses in both areas. The VR counselor documented that these two serious
functional losses were observed and confirmed by family members and others, provided a
summary of the observations, and described how the functional loss affects the applicant.

Serious Limitation

A serious limitation means an individual’s capacity is affected to the degree that successful
employment is not likely to occur unless substantial VR service(s) to address the limitation are
provided under an IPE.

Once the VR counselor determines a disability-related functional loss is present, they consider
whether the functional loss meets the definition of a "serious limitation” contained in the
Functional Loss Definitions. If the functional loss meets the definition of a "serious limitation,”
the counselor checks the appropriate indicator on the Significance of Disability form.
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Factors Not Related To Disability

Work-related limitations may result from or be compounded by external factors such as
geographic location, poor public transportation, language, culture, or lack of training. These
factors do not relate to a disability and are not factors in determining a serious functional loss.
Change in Significance Level

After a level is established, it is not changed unless information supporting the change provides
evidence that the determination was in error or the disability status of the individual has
changed. The rationale for changing the level is documented in a case note.

Information and Referral

Individuals are offered information and referral about other programs and services that may
meet their needs.

Certification of Significance of Disability
The VR counselor completes and signs a Certification of Significance of Disability for each
individual as soon as sufficient information is available, but no later than 60 days from the date

of application (unless an extension has been agreed upon).

Functional Loss Definitions

A serious limitation in a major functional area means a reduction in capacity of the individual to
the degree that the person requires substantial services or accommodations not typically made
for other individuals in order to prepare for, get, or keep a job.

While limitations may result from or be compounded by external factors, such as geographic
location, poor public transportation, language, culture or lack of training, these factors should
not be the basis of the limitation for the purpose of defining serious limitation. Defining
limitations in these functional areas relies on the professional rehabilitation counselor's
interpretation of the effect of the disability on the individual, as well as on medical or diagnostic
evaluative data.

Page 183 of 653



Functional Area

Overall Definition

Definition of Serious Limitations

Mobility

Mobility means the physical,
cognitive, sensory, and
psychological ability to move
about from place to place inside
and outside the home
compared to people who don’t
have mobility-related
limitations.

A serious functional limitation
exists when the individual has
disability-related mobility
limitations to the extent that
substantial services or
accommodations are needed to
prepare for, find, keep, or
advance in employment.

Work Tolerance

Work Tolerance means the
physical, cognitive, sensory, and
psychological ability to meet the
demands of participating in
work-related activities. (For
example, how long and under
what conditions the individual
can work.)

A serious functional limitation
exists when the individual has
disability-related work
tolerance limitations
(performance and endurance)
to the extent that substantial
services or accommodations are
needed to prepare for, find,
keep, or advance in
employment.

Communication

Communication means the
physical, cognitive, sensory, and
psychological ability to
effectively exchange
information through expressive
or receptive methods, spoken
words or concepts (writing,
speaking, listening, sign
language, adaptive methods).

A serious functional limitation
exists when an individual has
disability-related
communication limitations to
the extent that substantial
services or accommodations are
needed to prepare for, find,
keep, or advance in
employment.

Self-Care Self-care means the physical, A serious limitation is present if
cognitive, sensory, or an individual is physically
psychological ability to dependent upon other
independently perform individuals, services, or devices
activities of daily living at a level | to complete activities of daily
that allows the individual to living.
participate in work-related
activities.

Interpersonal Interpersonal means the A serious functional limitation

physical, cognitive, sensory, or
psychological ability to establish
and maintain personal, family,
and community relationships as
it affects, or is likely to affect,
job performance and security.

exists when the individual has
disability-related interpersonal
limitations to the extent that
substantial services or
accommodations are needed to
prepare for, find, keep, or
advance in employment.
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Cognition and Learning (Self-
Direction)

Cognition and learning (self-
direction) mean the physical,
cognitive, sensory, or
psychological ability to
independently plan, initiate,
learn, problem-solve, and
organize activities related to
self, health, safety, socialization,
recreation, and work.

A serious functional limitation
exists when the individual has
disability-related self-direction
limitations to the extent that
substantial services or
accommodations are needed to
prepare for, find, keep, or
advance in employment

Work Skills

Work skills means the physical,
cognitive, sensory, or
psychological ability to perform
tasks required to carry out job
functions.

A serious functional limitation
exists when the individual has
disability-related work skills
limitations to the extent that
substantial services or
accommodations are needed to
prepare for, find, keep, or
advance in employment

Ineligibility Determination

Ineligibility Determination

The VR counselor conducts a trial work experience if the counselor cannot presume that the
individual is capable of working as a result of receiving VR services because of the significance

of the individual’s disabilities.

A trial work experience is conducted to determine:

5. If the individual is capable of working as a result of receiving VR services and is eligible

for VR services; or

6. There is clear and convincing evidence that the individual cannot benefit from VR
services due to the significance of the individual’s disabilities and is not eligible or no
longer eligible for VR services.

See Also:

CRP Trial Work Experience

Before Closing a Case Because an Individual is not Eligible or No Longer

Eligible
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Before the VR counselor closes a case because an individual is not eligible or no longer eligible
because the results of a trial work experience provide clear and convincing evidence that the
individual cannot benefit from VR services because of the significance of their disability, the VR
counselor gives the customer an opportunity to discuss the decision, provides written notice
with the customer’s appeal rights, explains the services available from the Client Assistance
Program, and provides information and referral to other agencies or organizations, as described
in WAC 388-891A-0545 What happens if DVR determines that | am not eligible or no longer
eligible for VR services? and WAC 388-891A-0550 If | am not eligible or no longer eligible for
VR services, does DVR help me find other programs and service providers to meet my needs?

If a VR counselor determines an individual is not eligible or is no longer eligible for DVR services,
the VR counselor must:

e Prior to making the determination, provide an opportunity for full consultation with the
individual to explain the reasons the individual is not eligible and provide an opportunity
for the individual to ask questions and provide additional information relevant to the
determination.

e Send a letter informing the individual in writing, and using other methods of
communication if necessary, of the ineligibility determination. The letter shall include:

o An explanation of the reason(s) for the determination

o The individual’s right to appeal the decision and how to request an appeal.

o Information explaining the purpose of the Client Assistance Program
(CAP) and how to contact CAP for assistance.

e Explain resources available from other organizations or programs that provide
services that may meet the individual’s training or employment-related needs and
initiate a referral, upon request, to:

o Other programs that are part of the Workforce Development System; or

o Local community rehabilitation programs that offer pre-vocational or
extended employment work, if the ineligibility determination is based on a
finding that the individual is unable to achieve an employment outcome in
an integrated setting because of the severity of the disability.

e Document information and referral provided to customer in a case note.

Page 186 of 653


https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-0545
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-0545
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-0550
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-0550

See also:

WAC - Case Closure and Annual Reviews

Case Closure

WAC - Eligibility

WAC 388-891A-0500 Who is eligible to receive VR services?

WAC 388-891A-0505 How does DVR determine if | am eligible?

WAC 388-891A-0506 Am | presumed to be eligible for VR services if | receive Social Security
disability benefits?

WAC 388-891A-0507 Am | required to provide proof of my identity and work status?

WAC 388-891A-0510 After DVR receives my signed application, how long does it take to make
an eligibility determination?

WAC 388-891A-0515 What if | do not agree to extend the eligibility determination period?

WAC 388-891A-0525 What criteria does DVR not consider in its eligibility determination?

WAC 388-891A-0526 May DVR determine that | am ineligible for VR services without
additional assessment of the severity of my disability?

WAC 388-891A-0527 What is a trial work experience?

WAC 388-891A-0530 What is involved in a trial work experience?

WAC 388-891A-0535 What if | cannot participate in or decline to participate in a trial work
experience?

WAC 388-891A-0540 When may DVR determine that | am not eligible or no longer eligible for
DVR services?

WAC 388-891A-0545 What happens if DVR determines that | am not eligible or no longer
eligible for VR services?
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WAC 388-891A-0550 If | am not eligible or no longer eligible for VR services, does DVR help
me find other programs and service providers to meet my needs?

WAC 388-891A-0555 Does a determination that | am eligible for VR services mean that | am
entitled to any service?

| & R Services

(Last updated 2/6/2018)

| & R Overview and Requirements

It is appropriate for counseling staff to provide customers with | & R throughout the VR process and
particularly at Eligibility for customers who have been assigned to a closed priority of service category
when DVR is operating under an order of selection.

Information and referral includes explaining to customers that the purpose of the VR program is to assist
individuals with disabilities in obtaining and maintaining employment. If the customer is not interested
in employment (at this time) they should be given guidance and | & R to other appropriate resources
and services that might best meet their needs.

Counseling staff should provide customers with information and referral to help them:

2. Receive information needed to make sound and informed decisions about employment options.

3. Explore employment services and benefits from other programs, including other programs
within the Statewide Workforce Development System.

4. Participate in DVR sponsored and conducted core workshops at the WorkSource centers on
Social Security work incentives and benefits planning.

5. Utilize DVR staff, which have been trained and certified by the Social Security Administration, in
providing initial benefits planning. If appropriate, referrals can be made to an external benefits
planning agency.

Information and Referral Requirements

Federal regulations establish minimum requirements under I&R as follows. DVR must:

e Provide individuals with accurate vocational rehabilitation information and guidance (which may
include counseling and referral for job placement) to prepare for, obtain or maintain
employment.

e Referindividuals with disabilities to other programs that are best suited to address their specific
employment needs, including partners in the workforce investment system.
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1.

When an individual with disabilities makes an informed choice to pursue extended employment
as the individual’s employment goal, DVR must refer individual to extended employment
provider. Before making referral counseling staff should explain that:

o The purpose of VR program is to assist individuals to achieve employment in an
integrated setting;

e DVRis not authorized to support employment outcome in extended or sheltered
employment.

Disability Categories

Washington State Department of Social & Health Services

Division of Vocational Rehabilitation

Disability Cateqgories in the case management system

©oNoGOkrwdhPEO

PR R R R R R R
NoOo O WNRO

18.
19.

No Disability

Blindness

Other Visual Disabilities

Deafness, Primary Communication Visual

Deafness, Primary Communication Auditory

Hearing Loss, Primary Communication Visual

Hearing Loss, Primary Communication Auditory

Other Hearing Disabilities (Tinnitus, Meniere’s Disease, hyperacusis
Deaf-Blindness

Communicative Disabilities

. Mobility Orthopedic/Neurological Disabilities

. Manipulation/Dexterity Orthopedic/Neurological Disabilities

. Both Mobility and Manipulation/Dexterity Orthopedic/Neurological Disabilities

. Other Orthopedic Disabilities

. Respiratory Disabilities

. General Physical Debilitation (e.g. fatigue, weakness, pain etc.)

. Other Physical Disabilities (not listed above)

. Cognitive Disabilities (e.g. involving learning, thinking, processing information and

concentration)
Psychosocial Disabilities (e.g. interpersonal and behavioral disabilities, difficulty coping)
Other Mental Disabilities

Disability sources:

whN kP o

Cause Unknown

Accident/Injury (other than TBI or SCI)
Alcohol Abuse and Dependence
Amputations
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Anxiety Disorders

Arthritis and Rheumatism

Asthma and Other Allergies

Attention-Deficit Hyperactivity Disorder (ADHD)
Autism

Blood Disorders

. Cancer

. Cardiac and Other Conditions of the Circulatory System

. Cerebral Palsy

. Congenital Conditions on Birth injury

. Cystic Fibrosis

. Depressive and Other Mood Disorders

. Diabetes Mellitus

. Digestive

. Drug Abuse or Dependence (other than alcohol)

. Eating Disorders (e.g. anorexia, bulimia, or compulsive overeating)
. End-Stage Renal Disease and Other Genitourinary System Disorders
. Epilepsy

. HIV or AIDS

. Immune Deficiencies Excluding HIV or AIDS

. Mental lliness (not listed elsewhere)

. Intellectual Disabilities

. Multiple Sclerosis

. Muscular Dystrophy

. Parkinson’s Disease and Other Neurological Disorders

. Personality Disorders

. Physical Disorders/Conditions

. Polio

. Respiratory Disorders Other than Cystic Fibrosis or Asthma
. Schizophrenia and Other Psychotic Disorders

. Specific Learning Disabilities

. Spinal Cord Injury

. Stroke

. Traumatic Brain Injury (TBI)

Rules for valid cause descriptions for disability cateqories

The following rules for valid cause descriptions for each disability category are based on federal rules for
the reporting of disability information by state VR programs.

Disability Category: No Disability

The valid Cause Descriptions for this category are:
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e No impairment

Disability Category: Blindness

The valid Cause Descriptions for this category are:

9.

©NoOrWNE

Cause unknown.

Accident/Injury (other than TBI or SCI)

Cancer

Cardiac and other Conditions of the Circulatory System

Congenital Condition or Birth Injury

Diabetes Mellitus

End-Stage Renal Disease and other Genitourinary System Disorders
Multiple Sclerosis

Parkinson's Disease and other Neurological Disorders

10. Physical Disorders/Conditions (not listed elsewhere)
11. Stroke

Disability Category: Other Visual Disabilities

The valid Cause Descriptions for this category are:

©CoNoOrWNE

Cause unknown.

Accident/Injury (other than TBI or SCI)

Cancer

Cardiac and other Conditions of the Circulatory System

Congenital Condition or Birth Injury

Diabetes Mellitus

End-Stage Renal Disease and other Genitourinary System Disorders
Multiple Sclerosis

Physical Disorders/Conditions (not listed elsewhere)

10. Stroke
11. Traumatic Brain Injury (TBI)

Disability Category: Deafness, Primary Communication Visual

The valid Cause Descriptions for this category are:

N r~WNE

Cause unknown.

Accident/Injury (other than TBI or SCI)

Congenital Condition or Birth Injury

Physical Disorders/Conditions (not listed elsewhere)
Asthma and other Allergies

Cancer

Congenital Condition or Birth Injury

Physical Disorders/Conditions (not listed elsewhere)
Stroke
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10. Traumatic Brain Injury (TBI)

Disability Category: Deafness, Primary Communication Auditory

The valid Cause Descriptions for this category are:

1
2
3
4.
5.
6
7
8
9
1

Cause unknown.

Accident/Injury (other than TBI or SCI)

Congenital Condition or Birth Injury

Physical Disorders/Conditions (not listed elsewhere)
Asthma and other Allergies

Cancer

Congenital Condition or Birth Injury

Physical Disorders/Conditions (not listed elsewhere)
Stroke

0. Traumatic Brain Injury (TBI)

Disability Category: Hearing Loss, Primary Communication Visual

The valid Cause Descriptions for this category are:

1. Cause unknown.

2. Accident/Injury (other than TBI or SCI)

3. Congenital Condition or Birth Injury

4. Physical Disorders/Conditions (not listed elsewhere)

5. Polio

6. Respiratory Disorders other than Cystic Fibrosis or Asthma
7. Schizophrenia and other Psychotic Disorders

8. Specific Learning Disabilities

9. Spinal Cord Injury (SCI)

10. Stroke

11. Traumatic Brain Injury (TBI)

Disability Category: Hearing Loss, Primary Communication Auditory

The valid Cause Descriptions for this category are:

NN E

Cause unknown.

Accident/Injury (other than TBI or SCI)

Congenital Condition or Birth Injury

Physical Disorders/Conditions (not listed elsewhere)

Polio

Respiratory Disorders other than Cystic Fibrosis or Asthma
Schizophrenia and other Psychotic Disorders

Specific Learning Disabilities
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9. Spinal Cord Injury (SCI)

10. Stroke

11. Traumatic Brain Injury (TBI)

Disability Category: Other Hearing Disabilities

The valid Cause Descriptions for this category are:

Noo,rwdhE

Cause unknown.

Accident/Injury (other than TBI or SCI)
Cancer

Congenital Condition or Birth Injury
Immune Deficiencies excluding HIV/AIDS
Stroke

Traumatic Brain Injury (TBI)

Disability Category: Deaf-Blindness

The valid Cause Descriptions for this category are:

e

Cause unknown.

Accident/Injury (other than TBI or SCI)

Congenital Condition or Birth Injury

Physical Disorders/Conditions (not listed elsewhere)
Stroke

Traumatic Brain Injury (TBI)

Disability Category: Communicative Impairments

The valid Cause Descriptions for this category are:

1.

©NO O~ WN

Cause unknown.

Accident/Injury (other than TBI or SCI)
Autism

Cerebral Palsy

Congenital Condition or Birth Injury
Mental lliness (not listed elsewhere)
Intellectual Disability

Muscular Dystrophy
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9. Parkinson's Disease and other Neurological Disorders
10. Physical Disorders/Conditions (not listed elsewhere)
11. Polio

12. Schizophrenia and other Psychotic Disorders

13. Specific Learning Disabilities

14. Spinal Cord Injury (SCI)

15. Stroke

16. Traumatic Brain Injury (TBI)

Disability Category: Mobility Orthopedic/Neurological Impairments

The valid Cause Descriptions for this category are:

©NoO O~ WNE

Blood Disorders

Cause unknown.

Accident/Injury (other than TBI or SCI)

Arthritis and Rheumatism

Cancer

Cardiac and other Conditions of the Circulatory System
Cerebral Palsy

Congenital Condition or Birth Injury

Diabetes Mellitus

. Epilepsy

. Multiple Sclerosis

. Muscular Dystrophy

. Parkinson's Disease and other Neurological Disorders
. Physical Disorders/Conditions (not listed elsewhere)

. Polio

. Spinal Cord Injury (SCI)

. Stroke

. Traumatic Brain Injury (TBI)

Disability Category: Manipulation/Dexterity Orthopedic/Neurological Impairments

The valid Cause Descriptions for this category are:

©NOGOAWNE

Cause unknown.

Accident/Injury (other than TBI or SCI)

Arthritis and Rheumatism

Blood Disorders

Cancer

Cardiac and other Conditions of the Circulatory System
Cerebral Palsy

Congenital Condition or Birth Injury
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9. Diabetes Mellitus

10. Multiple Sclerosis

11. Muscular Dystrophy

12. Parkinson's Disease and other Neurological Disorders
13. Physical Disorders/Conditions (not listed elsewhere)
14. Polio

15. Spinal Cord Injury (SCI)

16. Stroke

17. Traumatic Brain Injury (TBI)

18. Amputations

Disability Category: Both Mobility and Manipulation/Dexterity Orthopedic/Neurological

The valid Cause Descriptions for this category are:

Cause unknown.

Accident/Injury (other than TBI or SCI)

Amputations

Arthritis and Rheumatism

Blood Disorders

Cancer

Cardiac and other Conditions of the Circulatory System
Cerebral Palsy

Congenital Condition or Birth Injury

10. Diabetes Mellitus

11. Multiple Sclerosis

12. Muscular Dystrophy

13. Parkinson's Disease and other Neurological Disorders
14. Physical Disorders/Conditions (not listed elsewhere)
15. Polio

16. Spinal Cord Injury (SCI)

17. Stroke

18. Traumatic Brain Injury (TBI)

©CoN>Or~®OWNE

Disability Category: Other Orthopedic Disabilities

The valid Cause Descriptions for this category are:

Cause unknown.

Accident/Injury (other than TBI or SCI)

Cerebral Palsy

Congenital Condition or Birth Injury

HIV and AIDS

Immune Deficiencies excluding HIV/AIDS

Physical Disorders/Conditions (not listed elsewhere)

NookwhpE
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Disability Category: Respiratory Disabilities
The valid Cause Descriptions for this category are:

Cause unknown.

Accident/Injury (other than TBI or SCI)

Asthma and other Allergies

Cancer

Cardiac and other Conditions of the Circulatory System
Congenital Condition or Birth Injury

Cystic Fibrosis

HIV and AIDS

9. Immune Deficiencies excluding HIV/AIDS

10. Muscular Dystrophy

11. Physical Disorders/Conditions (not listed elsewhere)
12. Polio

13. Respiratory Disorders other than Cystic Fibrosis or Asthma
14. Spinal Cord Injury (SCI)

15. Stroke

16. Traumatic Brain Injury (TBI)

© NN R

Disability Category: General Physical Debilitation

The valid Cause Descriptions for this category are:

Cause unknown.

Accident/Injury (other than TBI or SCI)

Anxiety Disorders

Arthritis and Rheumatism

Asthma and other Allergies

HIV and AIDS

Immune Deficiencies excluding HIV/AIDS

Physical Disorders/Conditions (not listed elsewhere)

©NO O WNE

Disability Category: Other Physical Disabilities
The valid Cause Descriptions for this category are:

1. Epilepsy
2. Muscular Dystrophy

Page 196 of 653



Physical Disorders/Conditions (not listed elsewhere)
Respiratory Disorders other than Cystic Fibrosis or Asthma
Stroke

Cause unknown.

Accident/Injury (other than TBI or SCI)

Alcohol Abuse or Dependence

Anxiety Disorders

. Blood Disorders

. Cancer

. Cardiac and other Conditions of the Circulatory System

. Cerebral Palsy

. Congenital Condition or Birth Injury

. Digestive

. Drug Abuse or Dependence (other than alcohol)

. Eating Disorders (e.g., anorexia, bulimia, or compulsive overeating)

. End-Stage Renal Disease and other Genitourinary System Disorders

Disability Category: Cognitive Disabilities

The valid Cause Descriptions for this category are:

©CoNOr®WNE

Cause unknown.

Alcohol Abuse or Dependence

Anxiety Disorders

Attention-Deficit Hyperactivity Disorder (ADHD)

Autism

Cancer

Cardiac and other Conditions of the Circulatory System
Cerebral Palsy

Congenital Condition or Birth Injury

. Depressive and other Mood Disorders

. Drug Abuse or Dependence (other than alcohol)

. End-Stage Renal Disease and other Genitourinary System Disorders
. Epilepsy

. Mental Iliness (not listed elsewhere)

. Intellectual Disability

. Parkinson's Disease and other Neurological Disorders
. Physical Disorders/Conditions (not listed elsewhere)

. Schizophrenia and other Psychotic Disorders

. Specific Learning Disabilities

. Spinal Cord Injury (SCI)

. Stroke

. Traumatic Brain Injury (TBI)
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Disability Category: Psychosocial Disabilities

The valid Cause Descriptions for this category are:

©NOO~WNRE

Cause Unknown

Accident/Injury (other than TBI or SCI)

Alcohol Abuse or Dependence

Amputations

Anxiety Disorders

Arthritis and Rheumatism

Asthma and other Allergies

Attention-Deficit Hyperactivity Disorder (ADHD)
Autism

. Blood Disorders

. Cancer

. Cardiac and other Conditions of the Circulatory System

. Cerebral Palsy

. Congenital Condition or Birth Injury

. Cystic Fibrosis

. Depressive and other Mood Disorders

. Diabetes Mellitus

. Digestive

. Drug Abuse or Dependence (other than alcohol)

. Eating Disorders (e.g., anorexia, bulimia, or compulsive overeating)
. End-Stage Renal Disease and other Genitourinary System Disorders
. Epilepsy

. HIV and AIDS

. Immune Deficiencies excluding HIV/AIDS

. Mental Iliness (not listed elsewhere)

. Intellectual Disability

. Multiple Sclerosis

. Muscular Dystrophy

. Parkinson's Disease and other Neurological Disorders

. Personality Disorders

. Physical Disorders/Conditions (not listed elsewhere)

. Polio

. Respiratory Disorders other than Cystic Fibrosis or Asthma
. Schizophrenia and other Psychotic Disorders

. Specific Learning Disabilities

. Spinal Cord Injury (SCI)

. Stroke

. Traumatic Brain Injury (TBI)
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Disability Category: Other Mental Impairments

The valid Cause Descriptions for this category are:

Cause unknown.

Accident/Injury (other than TBI or SCI)

Alcohol Abuse or Dependence

Congenital Condition or Birth Injury

Drug Abuse or Dependence (other than alcohol)
Mental lliness (not listed elsewhere)

Personality Disorders

Traumatic Brain Injury (TBI)

©NO O WNE

Word Version

Ticket to Work Program
Last revised: 2/6/2018

Ticket to Work (TTW) is a voluntary program of the Social Security Administration (SSA) for all
individuals, age 18-64, who receive Social Security Disability benefits, such as Supplemental Security
Income (SSI), Social Security Disability Insurance (SSDI), or Social Security Disabled Adult Child (SSDAC)
benefits. Individuals receive a “Ticket” that allows them to choose services from an Employment
Network (EN) or vocational rehabilitation services from DVR that help them get or keep work (a physical
ticket is not required and a customer does not need a ticket to receive services from DVR). When a
customer’s Ticket is “in-use” with DVR, Social Security reimburses DVR for some of the in-plan VR
services that the individual receives if they reach TTW goals.

Standard Operating Procedure: Putting a Customer’s Ticket to Work “In-
Use” with DVR (SSI/SSDI Customers)

Purpose: This procedure outlines how and when counselors can ensure that a customer with a Ticket to
Work has their Ticket put “in-use” with DVR.

Reference:
Staff Only Resource — Ticket to Work Tip Sheet

DVR Resources for Ticket to Work (on SharePoint)
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Materials:
Customer Handout — Ticket to Work

Ticket to Work: Ticket Unassignment Form

Definitions:

“Benefits Planning Query (BPQY)” - The Benefits Planning Query (BPQY) is part of the Social Security
Administration’s (SSA) efforts to inform Social Security Disability Insurance (SSDI) beneficiaries and
Supplemental Security Income (SSI) recipients about their disability benefits and the use of the work
incentives. A BPQY statement contains detailed information about the status of a beneficiary's disability
cash benefits, scheduled medical reviews, health insurance, and work history. In essence, the BPQY
provides a snapshot of the beneficiary's benefits and work history as stored in SSA's electronic records.

“Employment Network (EN)” - an entity that enters into an agreement with the Social Security
Administration (Social Security) to either provide or coordinate the delivery of services to Social Security
disability beneficiaries. ENs can be for-profit or non-profit organizations and service providers, state and
local government agencies, or a group of providers working together as a single EN. Federal agencies
cannot become ENs.

Traditional ENs are community-based service providers that have been involved in promoting
employment for individuals with disabilities. Examples of these providers are Community Rehabilitation
Programs, community mental health programs, Centers for Independent Living, habilitation providers,
disability student services at community colleges and vocational training schools.

Note: questions that VRCs have about Ticket to Work, Employment Networks (ENs), Partnership Plus
ENs, and recruiting ENs should be directed to the DVR Ticket to Work / Benefits Planning Specialist
(State Office).

Once the Customer Is Determined Eligible

Action by VRC

1. Verifies that the customer is a current recipient of SSI/SSDI. This can be verified in
several ways:

o Checking the Benefits Planning section of the Customer’s Demographics landing
page for the customer in Waves

o Checking if “Yes” is marked next to the question “Does Customer have proof of
SSI, SSDI, Medicaid, and/or DSHS Cash or Food Assistance?” in their Financial
Statement Form

o Checking the DSHS Client Registry.

The Client Registry updates on a regular basis and may have more current amounts of support than
the customer’s self-report specified at the application.
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o If a customer receives other Title 1l Disability Related Benefits, such as Social
Security Disabled Adult Child (SSDAC), Social Security Childhood Disability
Benefit (SSCDB), and /or Social Security Disabled Widows Benefit (SSDWB),
they will still qualify for Ticket to Work. However, in these cases, DVR’s data-
sharing is unlikely to identify the customer as a recipient of Title Il benefits.

o If a customer receives these other disability-related benefits, the counselor
should accept other forms of documentation, such as an SSA Award Letter, or a
Benefits Planning Query (BPQY), for the purpose of placing their Ticket “in use”
with DVR.

2. Provides the customer with Customer Handout — Ticket to Work which has general
information about the Ticket to Work program, answers to Frequently Asked Questions,
and information about Timely Progress for Ticket to Work customers.

If the customer is assigned a closed priority of service category with a waitlist:

3. Makes referral to an Employment Network (EN) provider. See the directory of ENs at:
https://choosework.ssa.gov/findhelp/.

During IPE Development and Prior to IPE Signature Date
Action by VRC

Note: for suggested talking points, see Staff Only Resource — Ticket to Work Tip Sheet.

4. Discusses Work Incentives Benefits Planning with the customer.
5. Discusses Ticket to Work with the customer in general terms.
6. Discusses Ticket to Work assignment with the customer.
a. Unless the customer’s Ticket is currently assigned to an EN provider, it will
automatically be assigned to DVR once they sign an IPE.
b. Ticket assignment puts the Ticket “in use.”
7. Discusses what “in-use” status means for Ticket to Work, including Timely Progress
goals, as outlined in Customer Handout — Ticket to Work.
8. Informs customer that Social Security suspends medical Continuing Disability Reviews
(CDRs) for individuals when their Ticket to Work is “in-use.”

IF A CUSTOMER TICKET TO WORK HAS NOT YET BEEN ASSIGNED (PUT IN USE) TO ANOTHER ENTITY, IT
IS ASSIGNED TO DVR AUTOMATICALLY WHEN THE IPE IS MADE EFFECTIVE.

When a Customer’s Ticket to Work Is Assigned to An Employment Network during IPE
Development

Action by VRC

Before signing the IPE:

9. Encourages the customer to unassign their Ticket from their current EN so that DVR can
put it “in-use.”
10. Assists customer with a request to unassign the Ticket by providing the Ticket to
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Work: Ticket Unassignment Form, and helping the customer to complete the form.
a. If the customer is unsure about which EN has been assigned their ticket, the
counselor can consult with the DVR Ticket to Work / Benefits Planning Specialist
so that the status of the ticket can be checked using the Ticket to Work portal.
11. Faxes the Ticket to Work: Ticket Unassignment Form to the number specified on
the bottom of the form on the customer’s behalf once completed.

Action by Customer
After signing the IPE:

12. Continues to make timely progress, as described in Customer Handout — Ticket to
Work.
a. If a customer is not making timely progress, they can submit a written request to
SSA'’s Ticket Program Manager to put their ticket in inactive status.
i. The customer should send the request to:
Ticket Program Manager (TPM)
PO Box 1433
Alexandria, VA 22313
ii. The request should include:
customer’s name.
phone number.
SSN;
VR Agency (or EN, if the Ticket is not currently in use with DVR);
and
5. customer signature and date of the request.
lii. The suspension of Social Security CDRs does not apply to individuals if
they have a ticket in inactive status.

PONE

Action by VRC / Customer
Before case closure:

13. VRC and Customer discuss ENs, which can be a good option for those who want
protection from disability reviews, are employed gainfully, are meeting Timely Progress
goals, or need basic ongoing employment supports.

14. If appropriate, VRC works with the Customer to coordinate with an available EN who will
be able to provide longer-term supports. ENs change regularly; the most current list of
ENs will always be on the SSA website: https://choosework.ssa.gov/findhelp/

o To search for ENs locally, click “Start Your Direct Search” at the
website above.

o Enter the local zip code and ensure that the “Employment Network
(EN)” checkbox is selected. If the local area is not densely populated,
it may be necessary to increase the search radius to greater than 10
miles.

At Case Closure, the Customer has 90 days to assign the Ticket to another provider and keep
the Ticket “in use.”
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If appropriate, after Case Closure with DVR, the customer may continue to work with an EN
and sign an “Individualized Work Plan” (IWP) to keep their Ticket “in use.”

Standard Operating Procedure: Making and Receiving Referrals Using
Partnership Plus Participating Employment Networks

Purpose and Background: Partnership Plus is a collaboration between participating Employment
Networks (EN) and the Division of Vocational Rehabilitation (DVR) to provide Ticket to Work (TTW)
services that may help customers earn at or above Substantial Gainful Activity (SGA). Partnership plus is
intended to ensure that best practices and ethical standards are maintained and client rights and
informed choice are respected while providing for a coordinated and seamless transition between the
services provided by DVR and EN providers. Partnership Plus referrals may be appropriate for any
customer with a Ticket to Work who has become successfully employed at SGA or is likely to do so.

Reference:

Social Security Administration — Partnership Plus
Washington DVR Partnership Plus Agreement

When a Customer with a Ticket to Work Has Their Ticket to Work Assigned to DVR after
Developing an IPE

Action by Ticket to Work (TTW) Specialist

1. If the customer was referred by an Employment Network (EN), contacts the referring EN
to request that the EN unassigns the customer’s Ticket, so that it can be placed into “In-
Use SVR” status with Social.

Upon Successful Employment of a DVR Customer with a Ticket to Work
Action by State Office Data Team

2. Generates an end of month report containing all TTW customers who have gone into
employed status in the previous 30 days.
3. Sends the report to the Ticket to Work Specialist.

Action by Ticket to Work (TTW) Specialist

4. Receives monthly report and assigns each customer to a Benefits Technician, who
contacts and advises the customer of Partnership Plus.

Action by Benefits Technician (BT)
5. Offers customers, by phone, information about the kinds of services that may be
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available from an Employment Network:

o This discussion will include information about which ENs serve the customer’s
geographic area;

o To facilitate informed choice, the discussion will also include information about
the opportunity to be referred back to the Employment Network that originally
referred the customer for VR services.

6. Advises the customer to contact the EN if the customer would like or need further
employment services after successful case closure.

7. Contacts the customer prior to successful case closure to see if the customer has made
an informed choice on the selection of an EN provider.

Note: If the customer chooses not to work with an EN, Social Security will resume medical

reviews on the customer’s case.

8. If customer chooses to work with a Partnership Plus EN, enters the EN information into a
consent form and sends the form to the customer by mail or email, requesting that the
customer sign and return the form.

9. After receiving consent form signed by the customer, sends the completed and signed

consent to the Ticket to Work Specialist.
Action by Ticket to Work (TTW) Specialist

10. Sends a copy of the customer’s closure letter and employment data to the EN
designated by the customer.
11. Reports the case closure to Social Security, releasing the Ticket for assignment to the EN.

The Employment Network provides follow along services for the customer after closure with
DVR. If the customer will require substantial services that cannot be provided by the EN, the
EN will refer the customer back to DVR.

Note: Post-Employment services (PES) are an option during the window after the
customer accepts a job and before case closure, so if the customer needs PES, it
should be provided before the case is closed.

Action by BT

12. If referred a customer who requires a new DVR case, provides benefits planning as
requested and notifies the TTW Specialist of the new case for Ticket reassignment.
Work Incentives Benefits Planning

(Last revised: 11/01/2020)

Standard Operating Procedure: Offering DVR Customers DVR-Provided
Work Incentives Benefits Planning

Purpose: Work Incentives Benefits Planning is an essential component of the substantial counseling and
guidance that customers receive during the VR process. The purpose of Work Incentives Benefits
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Planning is to improve overall financial outcomes for those on SSI/SSDI and income-based public
benefits who choose to go to work. Work Incentives Benefits Planning is offered exclusively by the
Benefits Technician (BT) within DVR, and is not purchased from vendors. This procedure clarifies the
process that must be followed when offering DVR-Provided Work Incentives Benefits Planning to
customers.

Reference:

Reference — Work Incentives Benefits Planning (Required Documentation)

Forms and Materials:

Benefits Planning Checklist and Referral, DSHS 11-099

Statewide SSA Release Form (document includes two copies)

Definitions:

Work Incentives Benefits Planning” - This service is designed for customers who receive Social Security
related benefits that can be impacted by income along with other income based public benefits. It
includes a written description of the interaction of work earnings on benefits and the use of work
incentives with regard to the ongoing individualized discussion of the following benefits:

1. Social Security Disability Insurance (SSDI) and related Work Incentives

2. Social Security for Disabled Adult Child (SSDAC) and related Work Incentives
3. Supplemental Security Income (SSI) and related Work Incentives

4. Other Social Security related benefits that can be impacted by income

5. Medicare including “buy-ins” and related Work Incentives

6. Medicaid including “waiver” services and related Work Incentives

7. Temporary Assistance for Needy Families (TANF) and Food Stamps

8. Subsidized Housing Assistance

9. All other income based public benefits

Work Incentives Benefits Planning discussions enable customers to understand how they can best utilize
work incentives to reach individualized employment goals and how their income-based public benefits
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may change once they begin working. These discussions occur throughout the VR process so that a
customer can make informed choices about:

1. Anemployment goal, including the work level they will pursue (e.g., full or part time)

2. Anew job offer

3. A pay raise or increased work hours

AT ANY POINT AFTER CUSTOMER APPLIES FOR VR SERVICES

Action by Vocational Rehabilitation Counselor (VRC)

1.

Checks with the customer, DSHS Client Registry, or in the customer’s
demographics page in Waves to verify whether the customer receives any
support from an income-based public benefits program (SSI, SSDI, Medicaid,
TANF, etc.).

If the customer does receive support from an income-based public benefits
program, the VRC works with the customer (and the customer's
guardian/representative payee if applicable) to explain and complete a Barcode
consent, and a Statewide SSA Release Forms for a Benefits Planning Query (BPQY).

. If the customer is not present with staff, staff send the Benefits Planning
consent, SSA release, and the Benefits Planning letter to the customer,
creates a note in the customer’s Note tab with Note Type “Benefits
Planning” and the Note Sub-Type “Releases Sent,” and adds the BT,
BRT, and any other staff that should be made aware as note recipients.
Staff also need to update the Benefits Planning Status customer’s
Demographics page to “Releases Sent.”

. In the event that the customer has a legal guardian, that guardian must
sign the Statewide SSA Release Form. The VRC must include all
guardianship paperwork with the Statewide SSA Release Forms for
transmission to the BRT (Benefits Rehabilitation Technician).

. Customers may make an informed choice to decline this process but
cannot receive benefits planning from DVR without completing the above
documents.

. The VRC documents the reasons for declining benefits planning for

customers declining the service with the DVR Benefits Technician by:

o creating a note in the customer’s Note tab with the Note type “Benefits
Planning” and Note Sub-Type “Declined,” And

o updating the Benefits Planning Status in the customer’s
Demographics page to “Declined.”

NOTE: While the VRC should explain the purpose of the BPQY and the Statewide SSA
Release Forms, the VRC should not offer guidance about the effect of earnings on benefits
until after the Benefit Planning meeting with the Benefit Technician, VRC, and customer.

Action by RT or VRC
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3. Uploads the completed Benefits Planning Consent and the SSA Release form,
and guardianship documentation, if applicable, to the customer’'s Documents tab.

4, Creates a note in the customer’s Note tab with the subject “Benefits Planning”
and sub-type “Referral” to indicate that the consent and release have been
completed and adds the Benefits Rehab Technician (and any other relevant staff)
as a hote recipient.

5. Updates the Benefits Planning Status in the customer’'s Demographics page to
“Benefits Planning Referral.”

Action by Benefits Rehab Technician (BRT)

6. Sends the SSA Benefits Planning Release (as well as current guardianship
information for the customer, if applicable) to Social Security, requesting a
BPQY.

7. Once the BPQY is available, reviews the BPQY for accuracy and may follow up

with Social Security to obtain corrected BPQY. If no correction is necessary,
sends email with BPQY attached to both the VRC/RT and the designated
Benefits Technician (BT).
8. Creates a note in the customer’s Note tab with the Note Type “Benefits Planning”
and the Note Sub-Type “BPQY” and adds the RT and VRC as note recipients.
AFTER ELIGIBILITY DETERMINATION HAS BEEN MADE, FOR DVR CUSTOMERS
PLACED ON THE WAITING LIST
Action by VRC
9. Schedules benefits planning appointment on the regional benefits planning
calendar including an asterisk in the appointment subject. This indicates to the
BT that the planning meeting will be a “modified benefits planning meeting.”
Action by BRT
10. Provides a timely meeting reminder for the modified benefits planning meeting to
the customer within 2-3 business days of the scheduled appointment using the
customer’s preferred method .

11. Informs customer that:
. The appointment will take place between the customer and the benefits
technician.
. The appointment can be completed over the phone, rather than in person,

unless accommodations are needed.
Action by Benefit Technician (BT)
12. Conducts modified benefits planning meeting with customer.
13. Sends modified report to the customer to summarize the meeting.
14. Enters a note in the customer’s case service record with the sub-type "Modified
Benefits Report” that includes the summary
15. Uploads the report in the customer’s Documents tab.
AFTER ELIGIBILITY DETERMINATION HAS BEEN MADE, DURING IPE
DEVELOPMENT
Action by VRC/RT
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16. Assigns the customer a benefits planner and updates the Benefits Planning
Status in the customer’s Demographics page to “In Progress.”
17. Schedules an appointment with the customer, VRC, and BT:
o Uses the appropriate regional benefits planning calendar for the customer to
schedule an appointment with a BT.
Adds a note to the customer’s note tab with Note Type “Benefits Planning” and Note Sub-Type
“Referral” and adds the BRT and BT as note recipients. Action by BRT
18. When customer has been referred to a BT, provides a timely meeting reminder
for benefits planning meeting to the customer within 2-3 business days of the
scheduled appointment using the customer’s preferred method .
19. Enters a note in the customer’s Note tab describing the result of the contact with
the customer.

Action by Benefit Technician (BT)

20. Conducts a Benefits Planning meeting in one of the following ways:

i. Customer comes to the DVR office or attends remotely where the BT
leads the meeting with the VRC present.

ii. Customer comes to the DVR office or attends remotely where the BT
leads the meeting with the RT/VRS present (VRC is unable to
participate in the meeting but asks their RT/VRS to be present in the
meeting).

21. Provides benefits planning handouts and written documentation to participants in
the Benefits Planning meeting.

22. Updates the customer’s Benefits Planning section of their Demographics page
with any new information, but leaves the status as “In Progress.”

23. Completes a Benefits Analysis and creates a note in the customer’s Note tab
with the Note Type “Benefits Planning” and the Note Sub-Type “Benefits
Analysis.”

24, Adds a Benefits Planning Service Delivery to the customer’s Service Delivery
tab.

25. Sets the status to the customer’s Benefits Planning Status in their Demographics
page to “Complete.”

Note: When Benefit Planning is done from a Certified Benefit Planner from another
agency, there is frequently no report available to DVR as a product of that activity. If a
report is not done, then the VR counselor is required to offer the customer the opportunity
to obtain Benefit Planning from the Certified Benefits Planners within the Benefit Planning
unit in DVR as there is no documentation in the case file stating what was discussed with
recommendations on next steps.

i. When follow-up Benefits Planning is conducted, enters additional

notes in the customer’s Note tab, selecting from the appropriate Note
Sub-Type (e.g. Work Incentives) as appropriate.
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26. Reuvisits benefits planning conversation with customer under three

circ
a.

b.

C.

Action by VRC

umstances:

When a new plan for employment is agreed upon with the customer (e.g., if
there are significant changes in wage or work level goals since the conclusion
of the last benefits planning session);

When a customer accepts a paid job offer (including any paid temporary job
offer, such as for a Community Based Assessment, Trial Work Experience,
Work Study, and/or Internship). At this stage, work incentives can be
discussed with customer to see if they are applicable.

At case closure, to discuss Partnership Plus with customers who are earning
over SGA and to see if additional benefits planning needs to be done
because work hours/pay/employer benefit package differs from previous
benefits planning appointments. Before closure, provide a list of ENs that
customer can contact under Partnership Plus agreements with DVR.

27. Refer to BT to offer additional benefits planning service any time a customer
requests Work Incentives Benefits Planning or indicates that they require further

ass

istance to understand how SSI/SSDI and income based public benefits may

change once the customer begins working.

Comparable Services and Benefits

Revised (07/02/2018)

Comparable Services and Benefits Index Page

In this section of the manual:

Definitions

Responsibility to Use All Available Resources

Comparable Services and Benefits versus Customer Participation in the Cost of Services

Veterans’ Benefits

WAC — Comparable Services and Benefits
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See also:

Comparable Benefits Listed on the File Copy of the AFP

Definitions

Comparable Services and Benefits refer to appropriate services provided by programs described
in WAC 388-891A-0010(1).

Other Available Rehabilitation Services refer to any appropriate service, financial benefit or
assistance available to a customer at no cost from a source other than DVR to meet, in whole or
in part, the customer’s ability to progress through vocational rehabilitation and to become
employed that are not included in the definition of comparable services and benefits.

Appropriate service means a service that meets the specific rehabilitation needs of the
customer and the service is:

e Necessary for rehabilitation;
e Comparable to the service DVR would provide; and
e Readily available and will not unnecessarily delay rehabilitation progress.

Responsibility to Use All Available Resources
(Revised 4/18/11)

As part of counseling and guidance, DVR staff are responsible to help a customer learn and take
responsibility for their own rehabilitation. An empowered customer has the knowledge, skills,
supports, resources, and confidence necessary to exercise control of their own rehabilitation.
The search for and use of comparable services and benefits and all other available rehabilitation
services is one of the ways in which DVR engages customers in the rehabilitation process.
Another responsibility of DVR staff is to effectively manage the resources DVR provides for
customer services.

All DVR staff are responsible to develop a systematic approach to search, use and document all

comparable services and benefits and all other available rehabilitation services that may benefit
the customer and DVR.
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NOTE: Comparable services and benefits are not the same as customer financial participation
in the cost of services. See Procedures for Financial Statement for details on customer
participation in the cost of services.

According to WAC 388-891A-1110(5): May DVR pay for VR services without determining
whether comparable services and benefits are available from another program or
organization?, Assistive Technology (AT)/Rehab Technology related services, an individual does
not have to utilize comparable services and benefits before DVR purchases an assistive
technology (AT) service. However, an individual is required to participate in the cost of services
if the financial statement indicates that the individual has financial resources.

Specific Staff Responsibility

Staff at DVR Headquarters

State office staff at DVR headquarters are responsible to maintain general information about
potential nationwide resources and to periodically provide information, updates and/or
training.

VR Supervisors

VR supervisors are responsible to ensure that offices under their supervision maintain or have
readily available information about local comparable services and benefits and other
appropriate local resources providing available rehabilitation services. Supervisors are
responsible to review the use of comparable services and benefits and other available
rehabilitation services as part of routine case and AFP reviews.

DVR Field Staff

DVR field staff are responsible to provide a general orientation to the customer about the
requirement to search for and use all appropriate and available resources prior to DVR
expenditure of funds at application, IPE development and at other times during the
rehabilitation process, as needed.

Field staff are responsible to provide specific information about and referral to potential
resources at any time during the vocational rehabilitation process. The VR counselor provides
counseling and guidance if the customer has concerns about the use of other available
resources and reaches agreement with the customer about whether or not the services
provided by the other resource are appropriate. The VR counselor documents use of
comparable services and benefits and other available rehabilitation services in the case record
and identifies them on the IPE under the appropriate category, as listed below:

Page 211 of 653


https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-1110
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-1110
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-1110

Financial Aid (Pell, state need grants, etc.)

Other Grants/Scholarships

WorkSource ITA (individual training account)

Other training resources

Private health insurance

Medicaid (med coupons) or Medicare

Community or other medical resource

Veterans Administration

Employment Networks

Other resources from Federal/State/Local Public Agency
Other resources from Community based organizations
Other private funds

None

Required Use of Comparable Services and Benefits

Except for services outlined in WAC 388-891A-1110, the VR counselor and customer must make
maximum efforts to identify and use a comparable service or a benefit that can be provided to
the customer or paid for in whole or in part by

Federal, state, or other public agencies;
Health insurance; or
Employee benefits.

The VR counselor and customer’s search for comparable services and benefits should not cause
unreasonable delays in initiating services. However, it is the customer's responsibility to apply
for and use any comparable services and benefits when they become available.

Except for services outlined in WAC 388-891A-1110: May DVR pay for VR services without
determining whether comparable services and benefits are available from another program or

organization?, and in circumstances described in WAC 388-891A-1120: May DVR authorize or
provide VR services before determining whether a comparable service or benefit is available

to me to avoid delaying or interrupting my services?, DVR does not pay for services until a

customer has applied for comparable services and benefits.

If the rehabilitation service is not exempt from comparable services and benefits and the
service the resource provides is appropriate, then the comparable service or benefit must be
used prior to authorization of DVR funds. If the customer refuses to apply for or use an
appropriate comparable service or benefit for a rehabilitation service that is not exempt, DVR
may not authorize payment for the service.
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Use of Other Available Rehabilitation Services

The use of other available rehabilitation services, while not mandatory, is a goal when the
service is appropriate. The counselor will counsel the customer in order to reduce concerns,
lack of information, objections, fears, or other barriers to the use of other available
rehabilitation services and will document efforts to overcome these objections in the case
record prior to authorization of DVR payment.

Use of All Available Resources for Exempt Services

Certain DVR services are exempt from the required use of comparable services and benefits as
outlined in WAC 388-891A-1110: May DVR pay for VR services without determining whether
comparable services and benefits are available from another program or organization? (see
above). However, for the wise management of DVR resources, it is the responsibility of DVR
staff to encourage the customer to utilize all available resources before DVR funds are
expended, if the counselor and the customer both agree that the service that the resource
provides is appropriate.

Comparable Services and Benefits versus Customer Participation in the
Cost of Services

Use of comparable services and benefits is not the same as the requirement for some
customers to participate in the cost of their rehabilitation plans. See Procedures for Financial
Statement for details on customer participation in the cost of services. Even if a customer is
exempt from participation or is not required to participate in the cost of services, comparable
services and benefits must still be used as required and as appropriate, and other available
rehabilitation services should be explored with the customer.

Veterans’ Benefits

Follow-up about Benefits

(New 5/15/06)

In an effort to ensure that customers are aware of veteran benefits, and that veteran benefits
are used as comparable benefits for VR services, DVR has arranged for the Washington
Department of Veteran Affairs (WDVA) to follow-up with customers about VA benefits.

At application and during IPE development, counseling staff will provide customers with the
opportunity to complete the DVR Customer Request to WDVA form. When this form is received
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by WDVA, a Veterans Advocate will contact the customer to discuss available federal VA
benefits and other information about job training and education.

Note: Any DVR customer who is a veteran (any person who has served on active duty in the U.S.
military) may be eligible for benefits from the federal Department of Veteran Affairs that would
assist the veteran in training for future employment.

Counseling staff should ask customers: “Do you have any U.S. military experience?" They should
not ask: ”"Are you a military veteran?” The first question will elicit a better response than the
second, because many believe you are a “veteran” only if you went to war.

Veteran benefits must be explored as comparable benefit:

VA benefits are a comparable benefit and must be explored in all cases when they may be
potentially available. If a customer has military service and does not agree to submit the form
to see if they qualify for VA benefits, they are not complying with WAC:

WAC 388-891A-1125 If comparable services and benefits are available from another program or

organization, and | do not want to use them, who is responsible for the cost of the services?

Counseling staff must:

Discuss the WDVA form at Application and at IPE development to assure it is given full
consideration.
If appropriate, help customers complete the form.
Send completed forms to the address on the WDVA form:

Washington State Department of Veterans Affairs (WDVA)

Veterans Service Office

915 2nd Avenue, Room 1050

Seattle, WA 98174
Put VR counselor’s name and DVR office address in the space provided at the bottom of
the form. The WDVA representative will check the status of a customer’s VA benefits
and return the form to the VR counselor. That way the VR counselor will know if the
customer is eligible for VA benefits as a comparable benefit.
For questions about veterans benefits, please call the WDVA directly at 1-877-249-0516.

See Also:

Application Case Narrative Documentation

IPE Case Narrative Documentation
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Veterans Benefits - Post-9/11 Gl Bill

(New 5-14-10)

e The new Post 9/11GlI Bill is a great comparable benefit that should be utilized for
veterans who have served on or after 9/11/2001. Additional information is available at
the VA Post 9/11 Gl Bill web site.

e The Post-9/11 Gl Bill provides financial support for:

o Tuition and fees
o Living allowance and an
o Annual book stipend of $1,000

e To be eligible, individuals must have serviced on or after 9/11/2001. The DD214 must
indicate that the veteran received an honorable discharge or a service connected
disability (any %). VA funds under the Post-9/11 Bill can only be used for a degree
program (AA or higher degree.) For an accredited vocational program the veteran gets
what they would normally qualify for using the old (regular) Gl benefits. Tuition and fees
are paid directly to the school.

¢ The maximum rate for tuition is based on the highest in-state public school in the state
where the school is located. In Washington the rate is based on the cost of tuition at the
University of Washington. (There is a Yellow Ribbon Program that helps pay for more
expensive schools.)

e The amount of the living allowance (Basis Allowance for Housing) depends on where the
veteran lives and it is paid to the veteran. An individual can receive the full living
allowance as long as they attend at least one credit over half time. For example, if a
school considers full time as 12 credits and the individual takes 7 credits they receive
the full living allowance. Individuals on active duty, or exclusively enrolled in on-line
classes won’t receive the housing allowance.

e After a veteran has served 10 years (retention tool) benefits can be transferred to a
spouse or child (up to age 26).

WAC - Comparable Services and Benefits

WAC 388-891A-1100 When does DVR provide or pay for vocational rehabilitation services to
individuals?

WAC 388-891A-1110 May DVR pay for VR services without determining whether comparable services
and benefits are available from another program or organization?

WAC 388-891A-1120 May DVR authorize or provide VR services before determining whether a
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comparable service or benefit is available to me to avoid delaying or interrupting my services?

WAC 388-891A-1125 If comparable services and benefits are available from another program or
organization, and | do not want to use them, who is responsible for the cost of the services?

Budget Worksheet

Instructions - Budget Worksheet

The Budget Worksheet, DSHS 11-067 is a counseling/guidance tool that may be used to help customers
understand their current income and expenses and plan for the income they will need to meet their
expenses when they are employed or self-employed.

This tool may be particularly helpful for customers who are preparing for self-employment and for
customers to plan how they are going to take care of the additional expenses associated with owning
and maintaining equipment such as a vehicle or vehicle modifications. The Budget Worksheet will help
the customer anticipate the income they will need to meet these additional expenses.

The Budget Worksheet has a different purpose than the Financial Statement Form and does not replace
the Financial Statement Form. The Financial Statement Form is used to determine if the customer has
financial resources to contribute toward the cost of services. The Financial Statement Form must be in
every customer’s case service record and reviewed at least every year as part of the annual IPE review.
Customers receiving SSI, SSDI or DSHS Income Assistance are exempt from completing the entire
Financial Statement form.

Form - Budget Worksheet, DSHS 11-067

Has the Customer provided information to complete a financial
statement?

DVR requires customers to provide copies of financial records (such as bank statements, tax returns,
or documentation of SSI or SSDI benefits received) to establish their financial status. See WAC 388-
891A-1137: How does DVR determine whether | must pay for VR services?

If a customer has provided information/documentation to complete a Financial Statement, please
continue to follow the Standard Operating Procedure: Helping Customers Complete the DVR
Financial Statement detailed below.

If a customer has not provided information/documentation to complete a Financial Statement, or does
not wish to complete a Financial Statement, ensure that the procedures outlined in the Waves VR
Process User Manual are followed and that a Waves case note is entered documenting the customer's
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declination of completing the Financial Statement.

Pursuant to WAC 388-891A-1137: How does DVR determine whether | must pay for VR services?,
if a customer declines to complete the Financial Statement or declines to contribute to the cost of VR
services, DVR will provide only those services listed under WAC 388-891A-1145: Which VR program
services am | not required to help pay for?

WAC 388-891A-1137:

Standard Operating Procedure: Helping Customers Complete the
DVR Financial Statement

Purpose and Background: Following are guidelines and procedures for completing the 03.1 — Financial
Statement in Waves, or the Financial Statement (DSHS 14-068). The purpose of the Financial
Statement is to document a customer’s financial resources. The Financial Statement form is completed
after determining eligibility and before developing the IPE with customers, even for "no-cost" plans. If
the results of the Financial Statement indicate the customer has personal financial resources available,
they are required to use the resources to contribute to the cost of specific services under an
Individualized Plan for Employment (IPE).

SSI1/SSDI/Medicaid/DSHS Cash or Food Assistance

If a customer provides documentation that they qualify for SSI, SSDI, Medicaid, or DSHS Cash or Food
Assistance, the entire Financial Statement is not to be completed, only sections E1, G, and H. A copy of
the documentation is attached to the Financial Statement form and filed in the case service record. A
copy is provided for the customer.

By law, if a customer receives SSI, SSDI, Medicaid, or DSHS Cash or Food Assistance, they are exempt
from using personal or family resources to pay for DVR services. This exemption includes high school
students who are dependents of parents who have financial resources. If a customer who receives SSI,
SSDI, Medicaid, or DSHS Cash or Food Assistance has personal or family resources available, the VR
counselor can encourage, but not require, a contribution to plan services.

Individual Assets or Family Assets (if an individual doesn’t receive SSI, SSDI, Medicaid, or
DSHS Cash or Food Assistance)

Whether the financial statement must be completed on the basis of individual or family assets is
determined based on the customer's income tax filing status for the most recent tax year.
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1. If the customer's income tax status was reported as married filing jointly, married
filing separately, or the customer was listed as a dependent of another person,
the financial statement is completed based on family resources.

2. If the customer's income tax status was reported as single, the financial
statement is completed based on the customer's own financial resources.

If the individual filed a single return or is married filing separately because of legal separation, the
Financial Statement is completed based on the customer’s own resources. If the customer did not have
to file a Federal Income Tax return the previous year and was not declared as a dependent on anyone
else’s filing, the VR counselor shall calculate financial need based on the customer.

If a customer has resources available but refuses to use them, or if the individual is determined to be a
member of a family unit, but family members refuse to disclose financial information or contribute to
the cost of services, the VR counselor only provides the services outlined in WAC 388-891A-1145. If the
customer does not agree to these conditions or cannot become employed through the use of services
exempt from financial participation, the case is closed. If there are special circumstances the VR
counselor may request an exception to policy. The rationale for the exception to policy and the approval
or denial of the exception is documented in the case service record.

Reference:

WAC 388-891A-1130 Do | have to pay a portion of my VR services if | receive assistance or
income support from another public program?

WAC 388-891A-1135 Does DVR require that | pay for part of my VR services using my own
financial resources?

WAC 388-891A-1136 When does DVR require that | pay for part of my VR services using my
own financial resources?

WAC388-891A-1137 How does DVR determine whether | must pay for VR services?

WAC(388-891A-1140)How does DVR determine how much | pay for VR services?

WAC 388-891A-1145 Which VR program services am | not required to help pay for?

Forms and Other Materials:

Financial Statement (DSHS 14-068)
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Action by VR Counsellor After determining eligibility and before completing the IPE.

1. Using the information in “Instructions for Financial Statement” as a reference,
completes the Financial Statement with the customer, based on information provided by
the customer. If the customer is not able to provide financial information, ask the
customer's parent, legal guardian, or representative to provide the information.

1. Works with customer to determine Modified Adjusted Gross Income (MAGI), and if
MAGI does not exceed the amounts specified on 03.1 — Financial Statement or
Financial Statement (DSHS 14-068), proceeds to the customer and counselor
declarations, waiving financial participation.

2. If the customer’s MAGI exceeds the amount specified on the Financial Statement form,
complete the remainder of the financial statement to determine the amount available
for the customer to contribute to the cost of VR services.

Note: if the customer is drafting their own IPE, ensures that the financial statement is completed in
advance so that the customer can refer to any financial contribution to the cost of services if applicable

2. Requests copies of pertinent financial documentation, such as bank statements, income
tax returns, or other documents that may help to verify and clarify liabilities or ownership
of assets, as necessary.

3. Counsels the customer regarding the amount that the customer must contribute to the
cost of services based on the results of the Financial Statement and includes this amount
on the IPE where appropriate.

4. Advises the customer to report any subsequent change in financial status. If the reported
change results in a change in the customer's ability to participate in the cost of the IPE,
the VR counselor and customer update or complete a new Financial Statement and
amend the IPE, if necessary.

Note: If DVR determines that a customer reported false information on the Financial Statement or is not
willing to use personal financial resources, DVR only provides the services included under WAC 388-
891A-1145, “Which VR program services am | not required to help pay for?”

Whenever the VR Counselor knows the customer’s financial circumstances have changed, and
each year as part of the annual review:

5. Reviews the 03.1 Financial Statement Waves form or Financial Statement (DSHS 14-
068), and if there have been any changes in the customer’s ability to participate in the
cost of the IPE, completes a new Financial Statement with the customer, including new
declaration, and amends the IPE if needed.

Note: If completing a new financial statement is not required based on the review of the customer’s
information, the counselor documents that the annual review of the customer’s financial circumstances
was completed in a case note.

Instructions, Financial Statement Form
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(Revised 7/2/2018)

03.1 - Financial Statement Waves form or Financial Statement (DSHS 14-068)

A. Modified Adjusted Gross Income

Instructions for completing when the customer has the most recent tax return that they filed or on
which they were claimed as a dependent available:

1.

2.

ADJUSTED GROSS INCOME: The adjusted gross income calculated for the purposes
of the IRS 1040 form (e.g., Form 1040, 1040A, or 1040EZ).

FOREIGN INCOME, TAX EXEMPT INTEREST, AND NON-TAXABLE SOCIAL
SECURITY BENEFITS: Certain forms of income may be left out of the IRS calculation of
“adjusted gross income.” The “Modified Adjusted Gross Income” calculation puts some
of these forms of income back toward the individual's gross total. These should include
foreign income that has been excluded from IRS gross income, tax exempt interest, and
non-taxable Social Security benefits.

Note: while SSDI is included in calculations of modified adjusted gross income for the
Medicaid program, if a DVR customer is eligible for and receiving SSDI, they only need
to complete section G of the Financial Statement. SSI received would not be included in
a calculation of modified adjusted gross income, and also indicates that a customer
would only need to complete section G of the Financial Statement (and the VR
counselor would complete section E).

MODIFIED ADJUSTED GROSS INCOME: the sum of lines 1 and 2 is the customer’s Modified Adjusted

Gross Income (MAGI).

Instructions for completing when the customer does not have their most recent tax return available:

a. WAGES, TIPS, AND SALARY FOR THE MOST RECENT MONTH: Unlike
DVR’s calculation of monthly income below, to calculate a customer’s modified
adjusted gross income, the amount used is gross, not net, income—the amount
before mandatory withholdings. If completing on the basis of the family unit, this
should include income for all family members.

b. SELF-EMPLOYMENT INCOME: Income from any self-employment activities of
the customer or family members (if completing on the basis of the family unit),
after subtracting any expenses necessary for the conduct of the business.

c. ANY OTHER INCOME RECEIVED: Income from other sources, to include
unemployment benefits, alimony, rents, retirement benefits, interest income,
capital gains, or dividends.

d. ANY DEDUCTIONS: Common deductions that can be taken from the modified
adjusted gross income include alimony paid or contributions to a Health Savings
Account (HSA).

MODIFIED ADJUSTED GROSS INCOME: the sum of lines 1 through 3, minus line 4, is the customer’s

Modified Adjusted Gross Income.
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If the customer’s MAGI is below the amounts listed in the table on this section of the form, you can
proceed to section G of the form with the customer.

B. Monthly Income

Note

NET WAGES, TIPS & SALARIES: Net amount earned after mandatory withholdings. Include
all voluntary deductions (e.g. payments, savings). Net wages paid to other family members
living in the home are considered as family income when these members contribute to
family expenses.

COMPENSATION, INSURANCE, PENSIONS, ANNUITIES FROM TRUSTS: Income received by the
customer and/or family members through benefits, such as Unemployment Insurance, Industrial
Insurance Time-Loss, annuity payments, retirement/pension benefits payable monthly, etc. This
includes regular monthly income received from any trust account payable to the customer
and/or family members.

INTEREST, DIVIDENDS, RENTS: Income received by the customer and/or family members from
interest on savings, dividends on stocks or bonds, and rental payments. NOTE: Rental income
received from boarders or tenants is only included if it is net income, i.e., the amount received
after deducting expenses, such as meals, repairs, property taxes, etc.

MAINTENANCE AND/OR CHILD SUPPORT: Income received by the customer and/or family
members for child support of any family member.

OTHER: Any other income received by the customer or family members from sources not cited
above. Examples include:

Net monthly income from farm products sold and computed on the basis of monthly average
profit returns for the preceding 12 months.

Net monthly profits from any business enterprise computed on the basis of monthly average net
gain over the preceding 12 months.

Academic fellowships or grants (that do not have to be repaid). Cash gifts over $50,
cumulative, received by the customer or family members for living expenses.

Gifts received.

: Academic grants and scholarships earned on merit are excluded.

C. Real and Personal Assets

The net current market value of all personal and real property, inheritances, investments, personal loans
or cash gifts from family or friends is calculated to determine Total Real and Personal Assets.

1. CHECKING/SAVINGS ACCOUNTS: Total amount of funds on deposit in the customer or
family members’ checking or savings accounts.
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2. MOTOR VEHICLES - EXCLUDING PRIMARY VEHICLE: The net value of motor vehicles which
are not required by a family member for transportation to work or school. One vehicle for
primary transportation to work or school for each family member is exempt. All other
vehicles must be listed on the form.

3. RECREATIONAL VEHICLES (BOATS, TRAILERS, MOTORCYCLES, SNOWMOBILES, COLLECTOR
CARS, ETC.): The net value of all recreational vehicles, except when required for
transportation to work or school, or when the customer and/or the family occupy a
recreational vehicle as their only residence.

4. REAL ESTATE & STRUCTURES - EXCLUDING PRIMARY RESIDENCE: Except the primary
residence, its furnishings, and land, the net value of other real estate and structures owned
by the customer and/or family members. NOTE: "Real estate and structures” includes all
fixed objects assessed by the County Assessor for property tax payment. This includes land,
buildings, and standing timber. The net value of real estate and structures is determined by
projecting the assessed value to 100 percent of the assumed fair market value, less any
outstanding encumbrances (e.g., officially recorded mortgages, liens, loans, tax liabilities, or
reasonable selling costs).

1. STOCKS, BONDS, TRUSTS, CERTIFICATES OF DEPOSIT, ETC. - NOT COUNTED AS MONTHLY
INCOME ABOVE: The current value of investments held by the customer and/or family
members, excluding a primary retirement fund that does not provide a monthly
benefit. Monthly income from annuities is reported under A.2 above. NOTE: Any monthly
income derived from an investment is to be reported above under Monthly Income Interests,
Dividends, Rents.

2. BASE ASSET EXEMPTION: $5000 shall be exempt from the value of all real and personal assets.

3. TOTAL REAL AND PERSONAL ASSETS: Enter the total amount of all real and personal items listed
for lines 1 through 5, with the base asset exemption subtracted.

D. Actual Monthly Liabilities

The total sum of financial obligations (i.e., living/medical expenses, debt or loan payments,
transportation, etc.) of the customer or family members are calculated to determine Actual Monthly
Liabilities.

1. RENT/MORTGAGE PAYMENTS: The total monthly payment made by the customer and/or family
members on their primary residence.

2. PROPERTY TAXES: The total monthly payment made by the customer or family members
toward assessed property taxes of their primary residence, if not included in the monthly
rent/mortgage payment.

3. UTILITIES, TELEPHONE, ETC: The average monthly payment, based on the preceding 12-month
average of monthly payments, made by the customer or family members for power, heat, basic
telephone, water, garbage and sewer services at their primary residence.

4. INSURANCE PAYMENTS: The total monthly payments paid by the customer and/or family
members for insurance premiums, including home, fire, theft, auto, and renters insurance for
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their primary residence and/or primary vehicles, as well as medical insurance. Each separate
insurance payment must be specified on the form.

5. CREDIT OR CHARGE ACCOUNTS: Enter charge accounts, including creditor's name, total owed,
and the minimum monthly payment required.

6. LOAN PAYMENTS: Enter creditor, loan type, total owed and minimum monthly payment
required.

7. MEDICAL EXPENSES: The minimum monthly payments made by the customer or family
members for medical expenses not paid by insurance or other medical benefits. Each medical
expense must be listed on the form.

8. ONGOING DISABILITY RELATED EXPENSES: The average monthly sum, if any, required to
accommodate, treat or maintain stability of the customer disability.

9. TRANSPORTATION EXPENSES: The actual monthly expenditure, based upon review of usual
expenses, made by the customer or family members for routine transportation to work or
school (e.g., gasoline, routine maintenance of a primary vehicle, bus fare). This category does
not include loan payments for a primary vehicle, vehicle insurance premiums, nor licenses
(these are listed above and below).

10. PRIMARY VEHICLE LICENSES: The total cost of licensing the customer or family members’
vehicle(s), averaged on a monthly basis over 12 months. This category does not include
licensing of recreational or extra vehicles.

11. FOOD: Enter monthly food costs based on preceding 12-month average.

12. CLOTHING: Enter monthly clothing expenses based on the preceding 12-month average.

13. OTHER: Enter and specify other expenses not listed above, including personal incidental
expenses.

NOTE: Voluntary charitable contributions made by the customer or family are not considered monthly
liabilities

E. Income Assistance/SSI/SSDI Verification/Bank Statement Waiver (Optional)

2. INCOME ASSISTANCE/SSI/SSDI VERIFICATION: The VR counselor documents on the Financial
Statement form, the customer's receipt of income assistance, Medicaid, or SSI/SSDI benefits by
initialing in the indicated box, and both the customer and VR counselor sign and date the
form. Verification documents must be filed in the case service record, and include a copy of any
DSHS Income Assistance, Medicaid, or SSI/SSDI program document signifying the customer’s
current eligibility. Note: A medical coupon is not adequate documentation of DSHS income
assistance or Medicaid, unless the medical coupon has the appropriate box checked indicating
the individual is receive income assistance or Medicaid.

3. WAIVER OF BANK STATEMENT (Optional): If the VR counselor determines a bank statement is
not required or the customer reports they do not have a checking or savings account, the VR
counselor waives the requirement to provide bank statement by initialing in the box indicated.

F. Calculation of Customer’s Contribution to Their Rehabilitation Plan

e Compute and enter the Total Monthly Income from Section A.
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e Divide the Total Assets (except exempt items) by the number of months that services are
planned to be provided through the IPE. Enter the average monthly assets from Section B.

e Calculate and enter the Total Monthly Resources (add Line 1 and Line 2).

e Compute and enter the Actual Monthly Liabilities (based on minimum monthly payment
required) from Section C.

e Subtract the Actual Monthly Liabilities from the Total Monthly Resources (subtract Line 4 from
Line 3) to determine funds available for IPE costs.

G. Customer's Declaration

CUSTOMER SIGNATURE AND DATE: The customer signs the Financial Statement form after it has been
completed with the VR counselor. If requested by the VR counselor, checking and/or savings account
statements or other financial documentation are attached to the form.

H. Declaration

VRC SIGNATURE AND DATE: After the customer signs the Financial Statement, the VR counselor verifies
accuracy and signs it. A copy is provided for the customer.

Note: The Financial Statement Form must be in every customer's case file and reviewed at least every
year as part of the annual IPE review.

Auxiliary Aids

Auxiliary aids and service (DSHS Administrative Policy No. 7.02, Equal Access to Services for
Individuals with Disabilities) means a wide range of services and devices for ensuring effective
communication. The type of auxiliary aid or services necessary to ensure effective
communication will vary in accordance with the length and complexity of the communication
involved. Examples of auxiliary aids and services include but not limited to:

¢ Forindividuals who are deaf or hard of hearing, auxiliary aids include qualified
interpreters, note takers, computer-aided transcription services, written materials,
telephone handset amplifiers, assistive listening systems, telephones compatible with
hearing aids, closed caption decoders, open and closed captioning, teletypewriter
(TTYs), videotext display, and exchange of written notes, etc.;

e Forindividuals who are blind, visually impaired or learning disabled, auxiliary aids
include qualified readers, taped text, audio recordings, Brailled materials, large print
materials and assistance in locating items, etc.;

e Forindividuals who are speech impaired, auxiliary aids include TTYs, computer
terminals, speech synthesizers, and communication boards, etc.
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DVR will provide auxiliary aids or alternate formats for written communication when requested
by an applicant or eligible individual to communicate with a DVR staff member or participate in
a public meeting or event sponsored by DVR.

See Also:
WAC - Communication Access to VR Services
WAC - Interpreter Services

WAC 388-891A-0720 What are interpreter services?

Vocational Rehabilitation Services

Substantial Vocational Rehabilitation Counseling and Guidance
(Revised 10-19-23)

Substantial vocational rehabilitation counseling and guidance is a core vocational rehabilitation service
that is provided throughout the customer’s entire experience with DVR. Substantial vocational
rehabilitation counseling and guidance is provided by DVR counselors and is not purchased from other
sources. However, other rehabilitation partners (e.g. services providers, family and friends) can play a
crucial role in the effectiveness of counseling and guidance by supporting the achievement of vocational
goals.

Substantial vocational rehabilitation counseling and guidance may be provided to:

e Encourage the customer through establishing a relationship of mutual respect, where the
counselor can be both supportive, yet challenging, in promoting the customer's development of
the skills needed to achieve an employment outcome.

e Facilitate informed choice throughout the entire rehabilitation process by providing information
about the scope and limits of vocational rehabilitation services, and by helping the customer
obtain specific information on programs, resources and services that can assist them in the
selection and achievement of vocational goals and an employment outcome. When there are
limits on the provision or availability of vocational rehabilitation services, the counselor can
assist the customer in exploring alternatives.

e Gain a comprehensive and individualized understanding of the customer's abilities, capabilities,
interests, strengths, resources, priorities and concerns in order to identify factors that will be
critical to vocational achievement.
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e Facilitate the customer's understanding of their strengths on which to capitalize in achieving
vocational goals and plan with the customer to find ways to work around any impediments, such
as functional limitations related to health, personal, economic (e.g. benefits, work
disincentives/incentives) and social issues.

e Assist the customer in selecting a vocational goal and developing an Individual Plan for
Employment toward that goal.

e Involve "significant others" (with the customer's consent) such as family members, relatives and
friends in the community who can: be assets to counseling; support the desired outcomes; and,
at times, provide valuable resources.

e Provide follow-along services that are not intrusive but continue to support the achievement of
long-term outcomes.

e Enhance self-reliance by teaching the customer how to get information and tap into supportive
workplace and community networks, promoting independence beyond the provision of
vocational rehabilitation services.

Substantial Vocational Rehabilitation Counseling and Guidance Requires
Special Skills, Knowledge and Abilities

VR Counselors can provide substantial vocational rehabilitation counseling and guidance because they
have the expertise and professional skills required. This level of expertise is not required to provide case
management services.

Substantial Vocational Rehabilitation Counseling and Guidance is distinct
from Case Management

Examples of substantial vocational rehabilitation counseling and guidance

e Helping a customer adjust to their disability.
e Assisting a customer think through whether to disclose a hidden disability.
e Vocational exploration

Examples of Case Management
e Progressing through the VR process

e Managing services
¢ Facilitating access to community resources

Documenting Substantial Vocational Rehabilitation Counseling and
Guidance
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The VR Counselor is responsible for documenting substantial vocational rehabilitation counseling and
guidance in the:

e Services Deliveries in Waves
e Individualized Plan for Employment (IPE)
e (Case notes

Services to Family / Child Care Services

Child Care Services

(Revised 12/2/2019)

DVR only purchases child care services from licensed child care providers who meet the following
requirements:

e Alicense issued by the Department of Children, Youth, and Families authorizing the child care
provider by law to operate a child care center and certifying that the provider meets the
minimum requirements under licensure. This license ensures that the child care provider has:

e Proof of insurance for operating a child care business;
e A background check conducted by the DSHS/Background Check Central Unit (BCCU); and

e Has met all minimum qualifications determined by the state.

e A Washington State Master Business License with a UBI number listed.

Verifying License of Child Care Providers

To confirm if a child care provider is officially licensed click on the following link:

Department of Children, Youth, and Families - Licensed Child Care Information System web
site

If you do not find the child care provider you are looking for call 1-866-482-4325 to verify. To get free
referrals you can call 1-800-466-1114 or send an email to: familycenter@childcare.org

Child Care Rates

The rates child care providers charge may vary based on the services provided and the location where
the services are provided. Child care providers participating in the Working Connections program charge
fees in accordance with this program. Therefore, DVR may pay child care providers a different rate
(typically lower) for customers participating in the Working Connections program than they would for
customers who are not participating in this program.
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See the Working Connections Child Care Subsidy Rates for more information about rates for the
Working Connections Child Care Program

Child Care Comparable Benefits

Financial Aid and DCYF Working Connections Child Care (WCCC) or other resources should be explored
and utilized.

Working Connections Child Care

Working Connections Child Care (WCCC) is a DCYF program that helps families pay for child care. WCCC
is a resource for DVR customers who:

1. Receive TANF;

Are employed or self-employed; or

3. Areinvolved in an approved work activity as described under WAC 110-15-0045: Approved
activities for applicants and consumers not participating in WorkFirst..

N

If a DVR customer receives TANF, WCCC should be explored and utilized as a comparable benefit for
child care expenses.

If a DVR customer does not receive TANF, but is working or is involved with an approved work activity,
the VR counselor refers the customer to DCYF to apply for WCCC. This also applies to a DVR customer
who does not receive TANF, but their children do.

Maintenance Services

Maintenance Services

(Revised 11-21-11)

1. Maintenance is used when a customer needs to incur expenses in excess of their normal living
expenses to participate in approved VR services.

Examples of such expenses are:

e Travel costs involved in attending a short-term training session that is out of the area;

e The cost of a uniform required for a job; or

e Theinitial one-time costs, such as a security deposit or installation charges for utilities
that are required in order for the individual to relocate for a job placement.

2. A customer's normal expenses for food, shelter, and clothing are NOT allowable authorizations
under maintenance.

Examples of living expenses that are not purchased as a maintenance service:
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e Rent;
e House payment; or
e Room and board.

1. The purchase of clothing as maintenance is allowed when the clothing is required for job-related
purposes such as a work experience, job interview or to begin a job.
1. Clothing purchased for an interview is limited to one outfit.
2. Clothing purchased to begin a job is limited to the minimum necessary, generally no
more than 2 to 4 outfits at a total cost of $300.
3. Clothing is purchased at stores that are reasonable and competitively in priced. For
example, J.C. Penney, Fred Meyer, Kohl’s, etc.

Purchasing Work Shoes, Boots or Orthotics

(Revised 07/02/2018)

VR counselors must provide goods and services that meet the customer’s needs at the least cost
possible as outlined in WAC 388-891A-1150: May | select the services and service provider of my
choice?(2)(a). Expensive shoes/boots are not necessarily better. If you agree to pay for work
shoes/boots make sure that the customer purchases shoes/boots that will meet their employment
needs (standing for long periods of time, insulated or waterproof/resistant for outside use or steel toed
for protection). Needing good work shoes with support is not justification to purchase shoes/boots at
higher end vendors. Good work shoes/boots are available at least cost from competitive vendors.

Orthotic devices such as arch supports or insoles must be prescribed by a qualified medical professional
(medical doctor, orthotic or prosthetic practitioner). Do not include shoes/boots with arch supports or
orthotics in the IPE or purchase these items without a prescription.

DVR can pay for a doctor’s visit if necessary to get a prescription. That way it is more likely that the
customer gets the supports they need. Just sending the customer to get “good” shoes/boots is not
sufficient justification. Specify the type of shoes/boots that are needed for employment purposes (not
fashion). In most instances good work shoes/boots will be available at the least cost.

WAC 388-891A-0735: What are maintenance services?, Maintenance Services

DVR is prohibited from paying a Customer’s Normal Living Expenses

The VR federal regulations define a maintenance service as support for expenses such as food, shelter,
or clothing that are in excess of a customer’s normal living expenses. DVR cannot pay for normal living
expenses as a maintenance service and DVR does not have the authority to grant an exception to policy
to pay for normal living expenses as a maintenance service.
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Customers are Responsible for their Normal Living Expenses

Customers are responsible for paying their normal living expenses such as food, shelter, or clothing.
Customers must continue to be responsible for these expenses while they participate in DVR services.
For example, customers who have been paying rent or room and board are responsible for paying these
normal living expenses when they attend school. If they require short-term lodging and meals to
participate in an assessment or training service not within commuting distance of their home this is an
expense DVR can pay for as a maintenance service. In this situation DVR is paying for living expenses
that are in excess of their normal living expenses and customers continue to be responsible for paying
their normal living expenses.

Referral to Agencies or Community Resources

VR counselors are responsible to refer customers who lack the basic necessities of food, clothes or
shelter to social service agencies, community groups or churches to assist them. Unfortunately, some
customers may not receive assistance or enough assistance to meet their basic necessities. Even in these
situations DVR is prohibited from paying for a customer’s normal living expenses. The VR counselor
explains to the customer who lack the resources to pay for their normal living expenses that DVR can
only provide a maintenance service to pay for living expenses that are in excess of normal living
expenses.

Customer use of Financial Aid to Pay for Room and Board or Rent

If a customer has a financial hardship and chooses to use financial aid to pay for the costs of food,
clothing and shelter while in school these subsistence costs are not considered as a VR maintenance
service. Under these circumstances if an individual’s resources do not cover the full cost of attendance
after all grants and resources are applied to IPE services and a financial hardship exists, an exception to
policy may be requested to use DVR funds to pay a portion of the IPE services.

See Also:

Exception to Policy in the Financial Aid section.

Occupational Licenses

(Revised 07/02/2018)

WAC 388-891A-0740, What are occupational licenses?

Occupational licenses are licenses, permits or certificates showing you meet certain standards or have
accomplished certain achievements and/or have paid dues, fees or otherwise qualify to engage in a
business, a specific occupation or trade, or other work.

Bonds
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DVR pays for a customer to be bonded if:

e Comparable benefits are not available, and

e The employment they are entering requires a bond, and

e The customer supplies all necessary information to the bonding firm.
See Also:

Link to the Washington Bond Program that helps ex-offenders get a free fidelity bond.

Checking Status of License for Health Care Professionals

It is appropriate for counseling staff to make sure that health care providers are reputable. By
accessing the Department of Health Quality Assurance Division web site (Washington), you can
check on status of license and complaints. Many health care professions are listed on this web
site including:

Audiologist;
Chemical Dependency Counselor;
Counselor;
Chiropractor;
Licensed Marriage and Family Therapist;
Licensed Mental Health Counselor;
Licensed Social Worker;
Dentist;

. Naturopathic Physician;

. Occupational Therapist;

. Physical Therapist;

. Optometrist

. Physician/Surgeon; and

. Psychologist

O NoU kW

N N
U h WNRO

Health Professions Quality Assurance (Washington Department of Health)

Oregon Board of Psychologist Examiners

Counseling and Psychotherapy

(Revised 1/10/2011)
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When a psychological or psychiatric impediment to employment is present, DVR may provide
psychotherapy services.

Qualifications for Psychiatric or Psychological Evaluation

e If acurrent evaluation is needed, the evaluation may be completed by a licensed:

e Psychiatrist (MD)

e Psychologist (Ph.D.) or an

e Advanced Registered Nurse Practitioner (ARNP), with a specialty in the mental health
field

e When a licensed psychiatrist (MD) or psychologist (PhD) is not available to perform a
psychiatric or psychological evaluation, the VR counselor may ask for an exception to
policy to purchase an evaluation from a licensed:

1. Marriage and Family Therapist;
Mental Health Counselor; or
3. Independent Clinical Social Worker.

N

Qualifications for Professionals to Assess Need for Treatment

e If a current assessment is needed to determine the need for mental health treatment,
the assessment may be completed by a qualified licensed professional including the
following:

1. Psychiatrist (MD);
2. Psychologist (Ph.D.);
3. Advanced Registered Nurse Practitioner (ARNP), with a specialty in the mental
health field; or
4. A Master’s level counselor licensed as a:
1. Marriage and Family Therapist;
2. Mental Health Counselor; or
3. Independent Clinical Social Worker.

¢ DVR may also purchase treatment from a mental health "licensed associate" who has a
graduate degree in the mental health field and is gaining supervised experience as a pre-
licensure candidate. DVR purchases counseling services from a “licensed associate” as
long as they are clinically supervised by a licensed master’s level counselor, psychiatrist,
psychologist, or advanced registered nurse practitioner. Psychotherapy treatment
reports provided by a “licensed associate” must be co-signed by the professional
supervising the associate.
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1. Inthe event a licensed counselor is not available locally to serve the customer, the VR
Counselor consults with the VR Supervisor to determine an alternative course of action
to meet the customer’s needs. Examples would include:

e Assisting the customer in traveling to the nearest licensed counselor.
e Paying a licensed counselor from another locale to travel to meet the customer.

VR Supervisors are expected to consult with the Regional Administrator if they are
uncertain about an appropriate course of action to follow.

Advanced Registered Nurse Practitioner and Physician Assistant
Services

Advanced Registered Nurse Practitioner (ARNP) is an independent practitioner, licensed to
evaluate diagnosis, make referrals, prescribe medications and provide treatment in a variety of
specialized areas. Areas of specialty may include Mental Health/Psychiatry, Family Medicine,
Women'’s Health Care, and Adult/Child/Geriatric Health care. As with any state recognized
providers of medical services, they must be certified and licensed, and are held accountable to
professional standards of care. WAC 246-840-302: ARNP designations, certification, and
approved certification examinations.

Physician Assistant or Physician Assistant-Certified provides health care services under the
supervision/sponsorship of a physician/osteopathic doctor. The supervisor/sponsor is not
required to provide signature approval, only availability for oversight and consultation. They
may evaluate, diagnose, make referrals, prescribe medications (within the scope of their
practice) and provide treatment in a variety of specialized areas as described above. They must
be licensed and certified, and they are held accountable to professional standards of care. WAC
246-918-005: PHYSICIAN ASSISTANTS—WASHINGTON MEDICAL COMMISSION - Definitions

A PA-C may prescribe Schedule II-V medications if DEA registration number or supervising
physician/osteopath DEA registration number followed by license number is recorded.

Guidelines

1. Fees are outlined in the Medical Fee Schedule (see Authorizing, Issuing and
Paying for more information on medical fees). Typically, fees are lower than
those charged by an MD/DO providing same service.

2. CPT codes are assigned by service provided, not by discipline.

Chiropractic Services
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The primary use of chiropractors for the treatment and relief of symptomatic pain as a short-
term intervention may be appropriate treatment. This may be effective treatment for acute
pain management and a preferred choice of customers. Even though the L & | medical Fee
Schedule does not cover chiropractic manipulation costs, chiropractic treatment may be
authorized if a primary physician recommends this service.

The use of chiropractic information may be used to determine eligibility only when the
information provided is sufficiently comprehensive to determine eligibility. When additional
information is needed to establish eligibility, chiropractic information may be used in
conjunction with diagnostic reports from Medical Doctors, Advanced Registered Nurse
Practitioner, or Physician’s Assistant Certified.

¢ Diagnostic visit (office visit) is suggested to complete an exam, gather pertinent history,
and determine the appropriateness of a short-term treatment plan.

¢ Areview of other medical conditions is suggested to assure that the use of chiropractic
treatment is not medically contra-indicated.

e |tis recommended that chiropractic treatment be limited to six to eight sessions, with
additional treatment based on substantial improvement.

Dental Services

(Revised 07/02/2018)

Dental treatment may be provided by DVR when a customer’s treatment is directly related to
an employment outcome, or in emergency situations involving pain, acute infections, or injury
(WAC 388-891A-0750 What are physical and mental restoration services? ).

Examples of disabling dental conditions for which restorative services may be authorized
include widespread ulceration of teeth, destruction of tooth surfaces, decay that seriously
affects the individual’s ability to eat, badly malformed or positioned teeth, or rejection of the
individual for employment on the basis of appearance.

Guidelines

e When referring customers for dental services, it is recommended that counseling staff
contact dentist by phone or letter, and give dentist the reason(s) for referral. A dental
exam may be necessary, including x-rays.

Ask dentist:

e What work needs to be done now, versus what can wait until customer is
employed and might have insurance.
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o Specify which work is urgent, advisable or cosmetic.

e Explain that counseling staff must review treatment plan before dental services are
authorized.

¢ Counseling staff should review dental treatment plan, and if necessary contact dentist
for clarification.

e Consultation with VR Supervisor is recommended, especially if extensive dental
treatment is recommended. Consultation will help:

¢ Determine if second opinion is needed;
e Review comparable benefits (Medicare, Medicaid) and first dollar resources
(insurance, non-profit or community dental services).

o If a full mouth extraction and mouth replacement with upper and lower dentures is
authorized, it is recommended that the case service record contain a case note that the
customer has consented to full mouth extraction.

e Usual dental practices apply in the following order of priority to develop a treatment
plan. First priority is usually given to reduction or elimination of pain.

1. Reduction or elimination of pain.

Reduction or elimination of infection or disease.

3. Cosmetic- the dental condition is such that it negatively impacts the individual’s
ability to obtain employment due to appearance or speech.

4. Long term dental care plan- procedures or treatment to be covered by the
customer at some future date, after employment, and case closure.

N

Additional Medical or Medically-Related Services

(12-9-13)
e Eye Glasses on Contract

DVR participates in the DSHS (formerly called the Medical Assistance Administration,
MAA) contract with Airway Optical (Correctional Industries) for the purchase of
eyeglasses. The use of this optional contract is preferred whenever possible as it offers
the least cost option (WAC 388-891A-1150 May | select the services and service
provider of my choice? ). For purchases On-Contract through Airway
Optical/Correctional Industries:

¢ Send the AFP with the prescription and order form directly to Airway Optical.
(The optician or optometrist is not to send the order directly to Airway.
e The AFP and attachments may be sent by mail or fax to Airway Optical.
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e As Airway Optical is a prison industry, security arrangements are already in place
to assure the privacy and confidentiality of our customers. Do not alter any
procedure in creating or in sending the AFP. Any change that you make may
compromise this system.

Eye Glasses Not on Contract:

The Eye Glasses Contract through Airway Optical/Correctional Industries is optional. If
the Airway Optical Contract does not meet the customer’s needs, eye glasses can be
purchased Off-Contract if the purchase is comparable to the least cost from a vendor
such as America’s Best, Lens Crafters, Pearle Vision or Wal-Mart. For reference, here is a
link to the America’s Best - Contacts & Eyeglasses website. Another option is that eye
doctors in your area might be willing to provide glasses for DVR customers for the same
price they charge for customers using medical coupons or give DVR a special package
price for the exam, a small assortment of frames and fitting. In most instances the least
cost will be to purchase the eye glasses On-Contract through Airway Optical/
Correctional Industries or from a vendor.

If special needs have been identified for the eye glasses by an ophthalmologist or
optometrist, a non-contract vendor may be used.

Non-contract vendors are preferred when the prescription is for progressive, transition,
or polarized lenses due to the time in manufacture, and special fitting considerations.
But check to see if the eye doctor will provide the glasses at a discounted or package
price for the exam, a small assortment of frames and fitting.

Dental

This section of the medical fee schedule is a guide to recommended fees for
reimbursement of dental services. This serves as a baseline for negotiation with the
provider. DVR pays for the normal and customary rates charged by dentists for
services.

Hearing Aids/Related Assistive Technology

Audiologists and hearing aid vendors typically provide DVR and other state agencies
with the "wholesale price" for hearing aids. When purchasing hearing aids, a current
audiological evaluation must be obtained. This may be provided by the customer if the
evaluation has occurred within the past twelve (12) months. If the customer does not
have a current evaluation, DVR purchases one. The Cost Estimate Worksheet for Hearing
Aids and Services (DSHS 10-393) is used to itemize costs for hearing aids and services.
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e Cochlear Implants

(New 10/19/09)

Questions about DVR purchasing cochlear implants should be referred to the Statewide
Coordinator of Deaf Services. The coordinator can help clarify some of the issues
related to purchase, and give input to the VR Supervisor as they consider requests to
purchase cochlear implants on a case-by-case, exception to policy consider basis.

e Special Services
This section contains codes unique to DVR that includes such services as vehicle
modifications, assistive technology consultation, orthotics and prosthetics, hearing aids,
eye glasses, missed appointments, etc. Dollar values have not been established for most

of these services and are therefore negotiated directly with the vendor.

Payment for Missed Medical Appointments

DVR has the flexibility to pay for missed medical appointments. It is expected that the VR
Counselor/Rehab Tech counsel an applicant/customer to prepare them for the

appointment. This includes information such as location of the appointment, adequate rest for
lengthy psychological testing, whether child care is available during appointments, vendor
cancellation policy, etc. Explain to vendors not to reschedule missed appointments without first
contacting the VR Counselor/ Rehab Tech.

e The missed appointment fee is paid off of the original AFP from which the
appointment was authorized, and then the AFP is closed. See the process for
paying a “no-show” or “cancellation” fee under Standard Operating Procedure:
Paying for Cancellation or No Show Fees.

e Alineis drawn through the original CPT code and the appropriate missed
appointment five-digit code noted. See the Labor and Industries Medical Fee
Schedule or the Special Service Section for the appropriate missed appointment
fee.

e If another appointment is authorized by the VR Counselor/ Rehab Tech, a new
AFP is issued.

Payment of Medical Fees

(Revised 6-30-10)

The following medical practices and procedures are required in providing and purchasing
services on behalf of DVR customers.
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Use of Medical Fee Schedules

The Division of Vocational Rehabilitation has adopted use of the Labor and Industries Medical
Fee Schedule, specifically the sections titled evaluation and management; medicine; radiology;
and pathology. The fees contained within these sections represent the maximum fees that DVR
will pay for medical services. The Labor and Industries Fee Schedule is updated annually and
published effective July 1 each calendar year.

The L&I Fee Schedules and Payment Policies (MARFS), and Ratio of Costs to Charges, listed as
RCC Rates can be found on the DVR SharePoint.

VR counselors may consult with the Assistive Technology and Assessment Practitioner (ATAP)
for questions or technical assistance about medical fees and RCC Rates. ATAP can:

¢ Assist VR Counselors, as requested, in purchasing necessary services from
Medical/Assistive Technology providers regarding the nature of treatment/services,
duration, limitations, costs, and desired outcomes, including the use of proper CPT
codes for the purchase of medical services.

e Provide occasional consultation to DVR staff on review of medical records, including
additional diagnostic work-up, medical evaluations, and development of medical
treatment plans as part of the Individualized Plan for Employment.

Technical assistance from the ATAPs will help VR Counselor to more effectively use the fee

schedule and RCC Rates for purchasing medical services, and increase the consistency in how
the medical fees and RCC Rates are utilized across the state.

DVR uses the RCC Rates to pay for hospital services:

The RCC rates are established by the Health and Recovery Services Administration, HRSA
(formerly referred to as the Medical Assistance Administration), and based on Medicaid rates.

Paying for hospital services, according to the RCC Rates, results in substantial savings for DVR.
For example, if the hospital typically charges $1000 for a given service, and the RCC Rate is 29%,
DVR pays $290, and the hospital agrees not to bill the customer or DVR for the difference.

Fee Schedules are also used as baseline for purchase of prosthetics, orthotics, durable medical
goods, and ambulatory surgery center services. Providers are familiar with these specialty
schedules, and often willing to accept payment at these rates. The five-digit code for these
services are contained in the Special Services Section.
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1. When requesting an appointment with a provider or authorizing routine office services,
ask the medical office staff or office manager, what the name (description of the
service) and AMA (American Medical Association) CPT code (i.e., a five digit number) for
the particular procedure. Ask for the fee for that procedure.

2. Once you have the above information you can cross-reference the code and fee in the L
& | Fee Schedule. The amount to authorize on the AFP is the L & | fee or the office fee,
whichever is less.

3. BRis a designation, which stands for "By Report". Report means that the value of the
service is too unusual, variable, or new and no reimbursements are established. This
means that we negotiate the reimbursement rate with the provider, and if no discount
is available, then reimbursement is at the rate requested by the provider.

Driver Evaluations and Training at the University of Washington

In order to keep the Disabled Drivers Program a viable service for our customers, DVR has
agreed to pay the amount billed, rather than applying the RCC Rate for driver evaluations and
training at the University of Washington.

On the AFP please note Assessment- non-CRP and use CPT Code 97799 for Driver Evaluation
and Training. This CPT code is paid By Report.

DVR will continue to apply the RCC Rates for other hospital services at the University of
Washington Medical Center and other health care facilities.

Exceptions to Fee Schedule

Any exception that exceeds the maximum allowable for a service requires the approval of the
VR Supervisor or designee.

A short list of "COMMONLY USED PROCEDURAL CODES/FEES - DVR" is available called the Mini
Fee Schedule. This document reflects current maximum fees for the most frequently used
procedures. This will be updated annually to correspond with fee rates contained in the L & |
Fee Schedule.

See Also:

Exceptions to Policy
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Payment for Searching and Duplicating Medical Records and Postage Fees

Fees for searching and duplicating medical records are paid for according to WAC 246-08-400
How much can a medical provider charge for searching and duplicating medical records? DVR
may also pay postage fees for medical records.

Rehabilitation Technology Services
(Revised 07/02/2018)
See Also:

Purchase of Vehicle and/or Vehicle Modifications

Definition: Rehabilitation Technology Service Provider

Definition: Rehabilitation Technology Service Provider

A Rehabilitation Technology (RT) Service Provider is a for-profit or non-profit organization or
government entity approved by DVR to provide rehabilitation technology services and/or evaluations as
described in WAC 388-891A-0770.

Identifying an Approved RT Service Provider

If a customer chooses an RT service provider that is not registered by DVR, or if an additional RT service
provider is needed in an area, contact the Field Services Administrator or designee to discuss the

need. The Field Services Administrator or designee is responsible to review the need for an additional
RT service provider, identify potential RT service providers, and gather information to assess whether
they meet the DVR quality assurance expectations.

If the RT service provider satisfactorily completes the DVR quality assurance registration requirements,
the Field Services Administrator coordinates with the State Office to ensure the RT service provider’s
information is entered in the case management system according to procedures for registering vendors
in the Authorizing, Issuing and Paying for Services Chapter and notifies the DVR Field Services
Administrator or designee of the action.

Selecting Services and/or Service Providers

Prior to referral for a Community Rehabilitation Program (CRP), Independent Living (IL) and/or
Rehabilitation Technology (RT) service, VR counselor makes sure that service is:

1. Necessary and likely to result in an employment outcome;
2. Consistent with the customer’s strengths, priorities, concerns, abilities, capabilities, interests
and informed choice;
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3. The Least Cost option that will meet the customer’s needs;
4. Comparable benefits/services have been explored and fully utilized.

See also:

CRP - Referral Criteria

WAC 388-891A-1150: May | select the services and service provider of my choice?, Can | select
the services and service provider of my choice?

WAC 388-891A-1125: If comparable services and benefits are available from another program or
organization, and | do not want to use them, who is responsible for the cost of the services?

Transportation Services

Transportation Services

(Revised 07/02/2018)

The VR counselor may authorize transportation services if the services are needed for an individual to
participate in an assessment or IPE services. Transportation services are authorized based on the least
cost option available to the individual. Determining the least cost option may take into consideration the
following circumstances:

e The needs of the customer (special needs/issues);

e Where the customer needs to go, and the "least cost” way to get there (bus pass, gasoline
allowance, vehicle repair);

e Availability of public transportation (bus, rail, ferry);

e Purpose of travel;

e Travel alternatives;

e Accessibility;

e Safety; and commute time.

DVR pays for services that meet the customer's needs at the least cost possible. See (2)(A) of WAC 388-
891A-1150: May | select the services and service provider of my choice?.

In many instances, public transit is the least cost option.

Public Transit / Bus Pass

e If public transit is available and meets the customer’s needs (including accessibility needs), DVR
will authorize services in the amount up to the amount of a bus pass. In areas where a
discounted fare is offered to individuals with disabilities, DVR will authorize transportation
services in an amount up to the cost of a discounted fare bus pass.

Page 241 of 653


https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-1150
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-1125
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-1125
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-1150
https://app.leg.wa.gov/wac/default.aspx?cite=388-891A-1150

e Many public transit agencies across the state offer discounted fares for individuals with
disabilities. If a discounted bus pass is available, DVR assists the customer to obtain the reduced-
fare pass. If necessary, the VR counselor may pay for the customer to obtain required medical
documentation and/or signature in order to qualify for the reduced-fare pass. This will be paid
for as " Medical Provider: Misc. or report, (e.g. completion of a special form) NOT RECORDS ”
(Service Code 99080) under the DVR service category of "Medical.” The reduced-fare bus pass
will be authorized using this same service category. In DVR offices where a large volume of
reduced-fare bus passes are authorized, the VR supervisor may arrange for a qualified health
care professional (MD- physician or psychiatrist, Advanced Registered Nurse Practitioner
(ARNP), psychologist (Ph.D.) to visit the office on a scheduled basis to sign-off on multiple
reduced-fare applications at one time.

The following DVR offices are served by transit agencies that offer reduced-fare bus passes:
Area 1:

Aberdeen, Centralia, Kelso, Kent, Olympia, Port Angeles, Port Orchard, Port Townsend, Puyallup,
SeaTac, Shelton, Silverdale, Tacoma, Vancouver

Area 2:

Arlington, Bellevue, Bellingham, Everett, Lynnwood, Mount Vernon, North Seattle, Oak Harbor,
Redmond, Seattle Mercer

Area 3:

Kennewick, Moses Lake, Spokane, Walla Walla, Wenatchee, Yakima

Mileage/Gasoline Allowance

(Effective 01/01/2021)

WAC 388-891A-1173
When may DVR pay for the cost of fueling a personal vehicle as a transportation service?

DVR pays for the cost of fueling a personal vehicle as a transportation service if you meet the
conditions for DVR to pay for a VR service as outlined in WAC 388-891A-1100: When does DVR
provide or pay for vocational rehabilitation services to individuals?, the conditions for DVR to pay
for services that facilitate driving a personal vehicle in WAC_388-891A-1172: When does DVR
provide services to facilitate driving a personal vehicle?, and the following additional conditions:

(1) When public transportation is not available or does not meet your needs (including
your disability and accessibility needs):

(a) You provide DVR with documentation that shows:

(i) The vehicle is currently licensed and insured; and
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(ii) Proof you or the driver of the personal vehicle has a valid driver's license;

(b) You provide documentation of point-to-point mileage using an online map service;
and

(c) DVR staff calculates the point-to-point fuel allowance by multiplying the number of
miles by the Internal Revenue Service (IRS) standard medical mileage rate; or

(2) When public transportation is available that meets your transportation needs
(including your disability and accessibility needs), but you choose to use a personal vehicle:

(a) You provide DVR with documentation that shows:
(i) The vehicle is currently licensed and insured; and
(ii) Proof you or the driver of the personal vehicle has a valid driver's license; and

(b) DVR authorizes a fuel allowance up to the amount of the least cost bus pass
available to you that meets your transportation needs.

Mileage/gasoline allowance is paid directly to the customer and may not be paid in advance to a
gasoline mart/station on behalf of the customer.

The current IRS medical mileage rate is $0.1 per mile. If a higher rate per mile is required, the VR
counselor may request an exception to rule.

Requesting Exception to Pay Higher Rate

DVR pays a gasoline allowance at the IRS medical mileage rate. If the customer needs to be reimbursed
at a higher rate per mile, the VR counselor describes and documents the reason(s) for a higher rate and
requests an exception to a rule on the customer’s behalf from the VR supervisor. The VR supervisor
approves or denies the request based on whether there is substantial justification for a higher rate, and
documents their decision in a case note.

Note: The mileage allowance may not be inflated or adjusted to cover routine maintenance or any other
anticipated costs.

Fees Related to Driver Licensing

If needed to achieve employment, DVR may authorize services related to obtaining a driver's license,
including administrative fees associated with applying for a driver's license, driver's testing, or the
issuance or reinstatement of a driver's license.

DVR funds cannot be used to pay attorney fees, court fees, fines or penalties that result from illegal acts.

Paying for Customer Moves

(New 5/15/06)
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DVR does not customarily pay for customer moving expenses. DVR pays for customer moving expenses
only by exception when approved by the Regional Administrator. VR counselor must explain this policy

to the customer at any point the individual discusses the possibility of relocating to accept employment
or is considering employment in a field that would require relocation.

Exceptions to Pay for Customer Moves May only be approved by the Regional Administrator

The customer may request DVR pay for moving expenses under an Exception to Policy from the Regional
Administrator.

To request an Exception to Policy the VR counselor follows the steps outlined in: Exceptions to Policy
Process

Considerations:

1. Ajob offer has been verified by the VR counselor and is contingent upon relocation.
2. The specialized nature of the job narrows availability to the degree that relocation is required.
3. The distance from current residence to the job site.
4. The individual’s available resources.
Exclusions:

e DVR does not pay for relocating family members or for moving the entire contents of a
household. Exceptions are limited to the cost of moving the individual and a minimal number of
essential items.

e For liability reasons, DVR does not pay for a rental vehicle so a customer can move their own
household belongings.

Completing Forms and Referral to Prospective Employers

e VR counselor assists the customer in completing the job applicant section of Form 8850 Pre-
Screening Notice and Certification Request, and either ETA-9061 Individual Characteristics
form (indicates that customer might be represented in a targeted group for WOTC-WTW) or
ETA-9062 Conditional Certification (has much more weight, because it is signed by the VR
counselor indicating the customer currently has a plan (IPE) for VR services or the customer had
a plan within the past two years).

e After the customer (job applicant) and VR counselor complete their sections, the forms are
given to the customer (to give to the employer) or if appropriate, can be mailed directly to the
employer.

Note: Forms that are given to the customer and/or employer must have original
signatures.
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1. The employer completes the employer sections, signs/dates the forms and sends the forms to
the Employment Security Department (address below).

Note: All WOTC applications must be submitted online using the online filing system.
Even if an application is mailed the application still must be completed online through
the online filing system.

2. Employers should be advised that forms must be mailed on the first day of employment or no
later than 28-calendar days from the employment start date to the address (below).

Note: even if the application is mailed the application still must be completed online
through the online filing system.

Employment Security Department
WOTC Administrative Unit

PO Box 9046

Olympia, WA 98507-9046

Guidance for Completing Forms:

Form 8850 Pre-Screening Notice and Certification Request

(Complete Job applicant information, WOTC section and if appropriate, WtW section. Job applicant signs
and dates the form at the bottom of the first page). Employer completes the second page of the form.

ETA-9061 Individual Characteristics - WOTC and WtW Tax Credits

(Form is used in conjunction with IRS form 8850 to determine eligibility for WOTC and WtW Tax Credits.)
The form may be completed by the applicant, employer or employer representative, Community
Rehabilitation Program (CRP), participating agency (DVR or other agency) and signed by the person or
agency filling out the form. If job applicant (customer) does not currently have a plan, or has not
completed a plan within the past two years, s/he will not be considered as part of the targeted group as
receiving "Rehabilitation Services” (# 15). The customer might however, meet the requirements of
another target group.

The form includes employer name/address, Employer Federal ID No, employment start date. In the
middle section of the form, the applicant, employer or individual completing/signing the form indicates
that job applicant has been determined to have characteristics of WOTC Target Group Certification. If
appropriate, the job applicant completes the section (#18) about receiving Temporary Assistance for
Needy Families (TANF) to help determine eligibility for WtW Tax Credit.
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ETA-9062 Conditional Certification for WOTC

This form is not found on the Employment Security Department WOTC website. ETA-9062 is not widely
distributed because it requires an authorized signature (VR counselor).

(VR counselor signs as Authorized Official (# 7) if customer currently has a plan (IPE) for VR services, or if
customer had a plan within the past two years. Applicant signs form (# 14). Employer completes Part ||
Employer Declaration section, signs (# 20) and date (# 21) at bottom of the first page.

Additional Guidance for Completing ETA-9062-Conditional Certification

Complete First Section. Leave blank: (# 1) Initiating Agency Code

Select Participating Agency (# 2)

Indicate Type of Certification (# 3) Usually a. Original

In the space provided (# 7) the VR counselor signs the form indicating that the individual

(customer) (1) has a physical or mental disability that results in a substantial barrier to

employment, and (2) customer currently has a plan (IPE) for VR services or completed a plan

within the past two years.

E. Enter the DVR office name and address (location of the VR counselor who signed the form) (# 6)
as the State Workforce Agency Name/Address.

F. Enter the letter "E” as the Target Group Code (# 12)

Be sure customer signs in space provided (# 14)

o0 W

Note: All WOTC applications must be submitted online using the online filing system.
Even if an application is mailed the application still must be completed online through the
online filing system.

Marijuana - Customer Acquisition, Sale and Consumption of
Marijuana

(12-9-13)

Although Washington State has legalized the consumption of marijuana, the acquisition, sale
and consumption of marijuana under any circumstances is still a violation of federal law. DVR is
bound by federal law and cannot purchase marijuana on behalf of a customer nor assist a
customer in the acquisition or consumption of marijuana. Further, DVR cannot support a
customer in achieving an employment outcome that is related to the growing, selling,
producing or distributing marijuana. There is not any exception to this prohibition.

When it becomes known to DVR that a customer is buying, selling or using marijuana, the VR
counselor must take an appropriate course of action based on the following considerations:
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1. Although marijuana is legal in Washington State, the acquisition, sale and consumption
of marijuana under any circumstances is still against federal law. The individual could be
prosecuted and convicted of a federal crime.

2. Many employers mandate drug-free workplaces and require drug testing as a condition
for employment. The use of marijuana (medical or recreational) may disqualify an
individual from certain kinds or employment. The VR counselor will need to determine on
case-by-case basis if the customer can continue to use marijuana and pursue an
employment outcome, or whether using marijuana is limiting the opportunities for the
customer to achieve an employment outcome that is consistent with the individual’s
strengths, resources, priorities, concerns, abilities, capabilities, interests, and informed
choice.

3. Having a medical marijuana card or a prescription for marijuana does not mean
that an individual is eligible for VR services, nor can the prescription be used as
documentation for eligibility. Other medical information and records will be
needed that describe the disabling condition and functional limitations. Even
though an individual has a medical marijuana card the VR counselor still must
determine if the individual meets the eligibility criteria outlined in WAC 388-891A-
0500 Who is eligible to receive VR services?.

4. ltis possible that the use of marijuana affects the individual’'s motivation,
judgment, problem solving skills, or interpersonal skills. This drug use may put
the individual and/or others at risk in some jobs that involve driving or working
around machinery. Before supporting an employment outcome the VR counselor
assesses how using marijuana may affect the individual’s performance. It is
possible that an individual may use marijuana in small quantities on the weekend
and it does not appear to affect their ability to work. Any use at all could cause
them to fail a drug test and be excluded from consideration for some jobs. A drug
and alcohol assessment is recommended whenever there is concern that the
customer’s use of marijuana or other substances affects the individual’s ability to
achieve an employment outcome.

5. Whenever possible it is good to find out if there is a different medicine available
that the individual can take to address symptoms such as pain or nausea. There
might be a medicine the individual can take and still pass the drug tests.

6. In some instances, the individual might have to make a choice to either continue
to use marijuana and not go to work, or stop using marijuana so they can pass
the drug tests and achieve an employment outcome.

7. Consultation with the VR supervisor is required if the VR counselor needs
additional guidance and support on how to proceed in a particular case.

Medical Marijuana

(New 4/18/11)
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Although some sates (including Washington) have recently legalized medical marijuana, the
acquisition of marijuana under any circumstances is still against federal law. DVR is bound by
federal law and cannot purchase or assist in the acquisition of medical marijuana. There cannot
be any exception to this prohibition. See Marijuana- Customer Acquisition, Sale and
Consumption of Marijuana (above).

See Also:

Exceptions to Policy that Cannot be Granted

VR Service Categories
See Also:

Conditions for Receiving VR Services under U.S. Citizenship and Immigration Services, USCIS
Laws (Formerly called INS)

(Revised 02/17/2022)

Service Category- Assessment

Service Name- Assessment (non-CRP)

1. The type of service point is unlimited and payment type is AFP.

2. Services provided to determine eligibility, priority category, and/or the nature and scope
of VR services to be included on the IPE. Includes training services provided as an
assessment, evaluation and testing for credential attainment (assessments required for
obtaining a CDL, Basic Driver's Ed., industry specific credential testing). For fees
required to obtain a credential or license, see the "Other" category.

Service Name- Brief Vocational Evaluation

1. The type of service point is unlimited, payment type is AFP and need contract.

2. Typically completed in one day or less, and are paper and pencil tests, such as
vocational, psychometric or personality test, vocational preference, or interest inventory,
etc.

3. CRP - Vocational Evaluation Services

Service Name- CRP: Comprehensive Vocational Evaluation Services

1. The type of service point is unlimited, payment type is AFP and need contract.

2. May be completed in three days or less. Consists of tests or assessment methods to
measure and document the customer's interests, values, work-related behaviors,
attitudes, skills and physical capabilities.

3. CRP - Vocational Evaluation Services
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Service Name- CRP: Community Based Assessment (Lvl 1-4)- Intake

1. The type of service point is unlimited, payment type is AFP and need contract.

2. Contractor places a DVR customer into a paid employment setting, or other realistic
work setting in which the customer performs work for a specified period with the direct
provision of job supports and training to:

a. lIdentify or verify the customer's abilities, interests, work skills, attitudes, skills or
behavior, and

b. Identify the supports and accommodations needed for the customer to obtain and
maintain competitive employment

c. (Four (4) levels available)

d. CRP - Community Based Assessment

Service Name- CRP: Community Based Assessment (Lvl 1-4)- Outcome

1. The type of service point is unlimited, payment type is AFP and need contract.

2. Contractor places a DVR customer into a paid employment setting, or other realistic
work setting in which the customer performs work for a specified period with the direct
provision of job supports and training to:

a. ldentify or verify the customer's abilities, interests, work skills, attitudes, skills or
behavior, and

b. Identify the supports and accommodations needed for the customer to obtain and
maintain competitive employment

c. (Four (4) levels available)

d. CRP - Community Based Assessment

Service Name- CRP: Trial Work Experience-Intake

1. The type of service point is unlimited, payment type is AFP and need contract.

2. Experience(s) where the DVR customer perfor