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Message from the Chair of the  
Washington State Rehabilitation Council 

 

Dear RSA Commissioner Ruttledge and Governor Gregoire: 

On behalf of the members and staff of the Washington State Rehabilitation Council, it is my 

pleasure to share our 2009 annual report for your review. This report details our accomplishments 

in service of the people of Washington State, particularly those with disabilities seeking 

employment or career advancement by utilizing the services of the Division of Vocational 

Rehabilitation. 

As I reflect on this past year I am reminded of the quote from the beginning of Dickens’ - A Tale of 

Two Cities, “It was the best of times, it was the worst of times, it was the age of wisdom, it was 

the age of foolishness, it was the epoch of belief, it was the epoch of incredulity, it was the season 

of Light, it was the season of Darkness, it was the spring of hope, it was the winter of despair, we 

had everything before us, we had nothing before us.” Our Council was on task with our 

responsibilities in spite of the multitude of challenges set before us; we indeed had our high and 

low moments during the year.    

Our central accomplishment in 2009 was hearing from more DVR customers than we have before. 

The Council gathered public feedback by: holding quarterly customer forums, seeking input on 

DVR’s state plan and by helping DVR complete a federally mandated needs assessment. Customer 

forums were integral to our effort to determine customer satisfaction with DVR services. We 

made changes to the format of the forums to make it less intimidating for those in attendance to 

speak up. We also attempted to integrate a conference calling option into the customer forum so 

that those unable to attend in person have a method of sharing their thoughts. The comments we 

received highlighted issues that may be inherent in the rehabilitation process, within the service 

system or culture of DVR.  

In May the Council co-hosted three forums to gather input for the state plan. We worked in 

conjuncture with DVR in eliciting feedback from stakeholders to assist in guiding the agency in the 

future.  Our members were encouraged that the plan reflected our input. 

Budget cuts and contracting restrictions beset us early on as we set out to work with the Division 

of Vocational Rehabilitation in crafting a plan to complete a comprehensive statewide needs 

assessment during the last few months of 2008 and into calendar year ‘09. Our work plan was 

quickly obsolete as budget constraints impeded our plan to determine the needs of individuals 

with disabilities in our state. The division did the best they could given restrictions on utilizing 

independent, contractors and used the capable services of DSHS’s Research and Data Analysis 

Division to assist in determining client need on a much more restrictive scale than planned. Their 

summary states:  

 “surveys were conducted with employers, staff and clients on the practices and efforts 



that each group identified as most important for improving employment opportunities 

and ensuring success for DVR clients. Between 50 and 60 percent of the employers who 

responded said accommodations (tools, technology, and supports) for DVR clients, 

support from DVR following job placement, and internships and job coaching 

opportunities for DVR clients would help them hire or retain an employee with a 

disability. DVR staff felt the services that contribute most to client success are 

Community Rehabilitation Program (CRP) services and benefits planning. DVR staff also 

emphasized building and improving relationships with local employers, and developing 

staff and contracting with job developers to make placements in higher wage jobs. 

Although DVR client satisfaction ratings were high in several areas, including provision of 

information by DVR staff, over one-third of clients said they did not get DVR services as 

quickly as they needed them. Clients suggested improvements in timeliness, training and 

assistance after job placement, and internship and other educational and training 

opportunities.”  

The Council’s subcommittee work output was impeded as six members completed their Council 

service. As we were recruiting new members, our remaining members focused their energy on 

only two committees, Customer Satisfaction and Policy and Planning from June through October. 

This didn’t dampen the commitments of time and energy of those remaining on the council. We 

did indeed accomplish our charge of listening to customers of DVR and working with the state 

office to improve services to those seeking employment in our state. 

This annual report reaffirms our commitment to the mission and vision of the WSRC and DVR in 

making sure that customer’s hopes and dreams of employment, contributing to the common good 

of our society are a reality. 

 

Respectfully, 

 

Jim Larson, Chair 

Washington State Rehabilitation Council 

 

 

 



Message from the Executive Director of the  
Washington State Rehabilitation Council 
 

Dear RSA Commissioner Ruttledge and Governor Gregoire: 

The members and staff of the Washington State Rehabilitation Council are proud to submit this 

2009 annual report as a record of our service to the people of Washington State. Our members 

understand how important it is for our fellow Washingtonians to have an accountable 

government, especially during these difficult economic times. Over the course of the year our 

volunteer members collectively gave roughly 1,200 hours of their time to promote government 

accountability and to advocate for equal opportunity for employment for Washingtonians with 

disabilities.  

Our members received more public comments this year than we have since 2005 (the year we 

began tracking the figure). These comments reinforced what we knew to be true — so many 

Washingtonians with disabilities are eager to enter the workforce or advance in their careers. The 

Division of Vocational Rehabilitation is one of the few resources available to assist jobseekers in 

overcoming disability-related barriers to employment. Those who participated in the Vocational 

Rehabilitation process, who took the time to share their thoughts with us, generally had good 

things to say about the Counselors who served them. Some were confused about the Vocational 

Rehabilitation process and were unclear about the range of services available to them; others 

were frustrated by the length of their journey to work. Our Council members applaud all the 

customers who decide they want to go to work. We celebrate the 2,404 people who achieved that 

goal in 2009 by working with DVR. 

Our Council experienced a significant leadership transition in 2009 when six members concluded 

their terms of service and one member was nominated by President Obama to serve as the 

Commissioner of the Rehabilitation Services Administration. I cannot overstate how much I 

admire our core group of members who exited the Council in 2009. They created a constructive 

legacy for our new dynamic members to build on. They strengthened my resolve as a staff person 

to honor what is most fundamental to public service: the desire to roll up ones sleeves and to 

connect with real people who are trying to change their own lives.  

Change is the constant we can depend on. This council is strong and stands ready to advocate for 

the best outcome for the customers of the Division of Vocational Rehabilitation and the system 

that serves them going forward.  

 

Sincerely,  

 

Joelle Brouner, Executive Director 

Washington State Rehabilitation Council 



Message from the Director of the  
Division of Vocational Rehabilitation 

 

Dear Governor Gregoire: 

This has been another remarkable year for both DVR and for our partnership with the Washington 

State Rehabilitation Council (WSRC). DVR’s motto has been ‘We Are Open for Business’ and it 

shows in our partnerships, in our customers' success stories and in our staff’s performance. 

Building on last year’s successes, the significant increase in the numbers of applications, eligibility 

determinations, employment plans developed and successful employment outcomes is nothing 

short of amazing.  

The contributions of the WSRC are a large part of our organization’s success. I value the work of 

the Council in its quarterly meetings and their hosting of the Customer Forums. The involvement 

of the Council in the development of the State Plan is crucial to both our planning and 

implementation activities. The commitment of the WSRC staff and members sets a high bar and 

it’s been a pleasure to work with you. 

Early in 2010 I will depart from the state of Washington to accept a Presidential appointment to 

serve as the Rehabilitation Services Administration (RSA) Commissioner. Please accept my sincere 

thanks for your support and belief in Washington DVR during my four year tenure. We have 

succeeded beyond all expectations because of it!  

My best to all of you as we continue to work together to increase and improve employment 

outcomes for all individuals with disabilities.  

 

Sincerely, 

 
 

Lynnae Ruttledge, Director 

Division of Vocational Rehabilitation 

Washington State Department of Social and Health Services 

 

 

 

 



The Establishment and Purpose of  
State Rehabilitation Councils 

State Rehabilitation Councils were born out of the tradition of effective advocacy by people with 

disabilities committed to the success of the publicly funded Vocational Rehabilitation program. 

Section 504 of the Rehabilitation Act of 1973 was the first disability civil rights law to be enacted 

in the United States. The victory was marred when the Department of Health, Education and 

Welfare delayed issuing the enacting regulations needed to implement the law. 

By April of 1977, frustration mounted and disability-rights advocates took direct action by leading 

sit-ins in Washington DC, New York, and San Francisco to pressure Health, Education and Welfare 

to issue the regulations. While the protests in Washington DC and New York were short lived, 

advocates in San Francisco persisted. They occupied the offices of Health, Education and Welfare 

for four weeks. As a consequence Joseph Califano, the Secretary of Health, Education and Welfare 

endorsed the regulations. The Rehabilitation Act is the federal law that establishes the publicly 

funded Vocational Rehabilitation Program as we know it today. 

The advocacy did not end in 1977. Since that time disability-rights advocates have continued to 

work in service of a system that affords opportunities for customers of the Vocational 

Rehabilitation program more choices on their journeys toward employment. During the 

reauthorization process of the Rehabilitation Act in 1993, advocates built on their tradition of 

effectiveness by persuading Congress to create State Rehabilitation Councils (under Title 1, 

Section 105) as a mechanism to support people with disabilities receiving vocational rehabilitation 

services to take an active role in shaping the services they receive. 

The Washington State Rehabilitation Council (WSRC) was established in 1994 by Executive Order 04-

04. The WSRC is a 15-member, Governor-appointed board of volunteers made up of individuals with 

disabilities who are current or former customers of the Division of Vocational Rehabilitation; 

representatives of business, industry, and labor; a representative of the Client Assistance Program; 

Division of Vocational Rehabilitation staff; representatives of disability advocacy groups and parent 

education organizations; and partners from Tribal Vocational Rehabilitation Programs. 

The role of the Washington State Rehabilitation Council is to be a policy partner to the Division of 

Vocational Rehabilitation. We identify systemic issues and trends that need to be addressed and 

make recommendations to improve the quality and availability of services through the Division of 

Vocational Rehabilitation for eligible people with disabilities seeking employment or career 

advancement. 

MISSION 

To support all individuals with disabilities to receive culturally competent vocational rehabilitation 

services which support their realization of power and pride and exceed their expectations. 

VISION 

The Washington State Rehabilitation Council honors the unique, collective and diverse voices of 



individuals with disabilities to support the Division of Vocational Rehabilitation and its customers 

to achieve employment outcomes by providing guidance, direction and recommendations to 

increase the quality and availability of vocational rehabilitation services. 

 

An Overview of the Operations of the  
Washington State Rehabilitation Council in 2009 

Staffing 

The Washington State Rehabilitation Council (WSRC) is fortunate to have a full-time Executive 

Director, Joelle Brouner, and a half-time Executive Assistant, JoAnne Lang. Both Council staffers 

are employed by the Division of Vocational Rehabilitation. Our staff work solely in service of the 

Council and are accountable to Council members. 

Resource Plan 

Colleagues serving on State Rehabilitation Councils in other states and territories have asked how 

we secured staffing and the resources necessary to pursue our federal mandates. The Council has 

used the federal law as the basis for negotiating our resource plan. Title I, Section 105 (d) 1 of the 

Rehabilitation Act requires the State Rehabilitation Council to develop a resource plan annually 

and to negotiate with the Division of Vocational Rehabilitation to assure receipt of those 

resources. The law states, 

 “The Council shall prepare, in conjunction with the designated State unit, a plan for the 

provision of such resources, including such staff and other personnel, as may be 

necessary and sufficient to carry out the functions of the Council under this section. The 

resource plan shall, to the maximum extent possible, rely on the use of resources in 

existence during the period of implementation of the plan.” 

In June of 2008 the WSRC’s former Chair, Martin McCallum, and Joelle Brouner, the Council’s 

Executive Director, met with Lynnae Ruttledge, Director of the Division of Vocational 

Rehabilitation to negotiate our 2009 Resource Plan. The Council secured $219, 185.00 for the 

year. Below is a pie chart detailing how the money was spent. 

 

WSRC Resource Plan 

Total:  $219,185 

Accessibility = $14,000  (6%) 

Committees = $14,500  (7%) 

Member Participation = $49,349  (23%) 

Operations = $141,336  (64%) 



Member Recruitment 

The Council began the year with 16 members. Six of those members were not eligible for 

reappointment. Two members were eligible to seek reappointment and chose to. Having half of 

the Council membership in play was the most significant turnover in membership in five years.  

We were looking forward to the ways the Council would likely  improve from the knowledge, 

experience, talent, time, energy, and ideas of new members. Still, the transition was bittersweet. 

We lost a knowledgeable and committed core of wonderful members. We shared history, trust, 

and credibility based on long-term working relationships .  

It would be hard to imagine a worse time than 2009 for seeking  appointments from the 

Governor’s Office. The state’s revenue forecast looked worse each quarter. The Governor was 

outspoken in her opinion that there were too many boards and commissions operating in our 

state. Many were disbanded. This was the environment in which our members and staff began 

recruiting candidates for Council membership. The recruitment strategies we employed included:  

 Asking those who were terming off to recruit their successors (two of the six outgoing 

members recruited the candidates who succeed them); 

 Using our website and quarterly newsletter to publicize the opportunity to apply for 

Council membership; 

 Announcing vacancies at the end of our quarterly customer forums, and; 

 Spearheading outreach efforts with community partners. 

These strategies yielded a strong pool of applicants. Each candidate seeking Council membership 

was interviewed by a team that included a sitting Council member and a member of the Council 

staff. All candidates were asked the same set of questions. Our goals for the interview process 

were to get to know the candidates and to evaluate their strengths, skills, and abilities. We were 

seeking members who met the requirements the Rehabilitation Act  specifies for each vacancy. In 

addition we sought applicants for membership possessing subject specific expertise and the skills 

to work well in a group with appropriate supports or accommodations. The Council also actively 

recruited applicants for membership with experiences which broadened the geographic 

representation, political, cultural, or disability-related diversity within our ranks. 

We turned in our slate of candidates for the consideration of the Governor on May 27, 2009.The 

Governor alone has the authority to appoint Council members. We received word of our 

appointments on September 25, 2009.The WSRC Executive Committee and the Council staff  

thank Governor Gregoire for acting on our request. We also appreciate Stacey Tichenor, a Boards 

& Commissions Specialist in Governor Gregoire’s Office, who aided us in negotiating the process 

for requesting appointments. 

In an effort to achieve cost savings, the Governor opted to leave vacant one of the three positions 

reserved for a current or former customer of the Vocational Rehabilitation Service system. This 

reduced the Council membership to 15.   

Orientation 



When we received word of the appointments, we undertook a range of activities to welcome and 

orient the new members. Our efforts included: 

 Pairing each new member with a continuing member who extended an individual 

welcome; 

 Sending a “quick reference guide” to orient the new members to Boards and Commissions 

service in general, and to WSRC service in particular;  

 Encouraging interested new members to complete the online SRC training developed by 

the Rehabilitation Services Administration;  

 Facilitating job-shadowing opportunities for new members with a Vocational 

Rehabilitation Counselor working near them, and; 

 Providing training to the incoming members on October 16, 2009 as part of our quarterly 

meeting activities. 

Member Support 

Whether members are new to our team or seasoned veterans of Council service, the importance 

of ongoing member support cannot be overstated. The staff supports Council members by: 

 Prioritizing a strong foundation of accessibility and individual consideration in the 

quarterly meeting planning process; 

 Supporting Council organization by tracking deadlines, gathering and compiling thorough 

information, distributing quarterly meeting materials two weeks ahead of the meeting; 

 Gathering member feedback and using it to improve Council practices; and, 

 Arranging reasonable accommodation. 

Beyond those formal mechanisms to support effectiveness, cohesion has distinguished the Council 

over time. We eat together during the meetings, members help one another, and we make a point 

of recognizing individual and collective accomplishments.  

Our goal is to set the standard that other Boards and Commissions in our state look to as an 

example of how to sustain an accessible Council culture. There is always room to improve. 

 

 

 

An Introduction to the Current Members of the  
Washington State Rehabilitation Council 

Recruiting, supporting and retaining  volunteers is essential to the basic operation of the  

Washington State Rehabilitation Council. Volunteer skill and commitment is the cornerstone of our 

success. Our Council members volunteer approximately 1,250 hours each year. Here is a brief 



introduction to each member of the Washington State Rehabilitation Council. 

 

Jeffry Abe-Gunter 

Spokane,WA 
A Representative of  Labor 
 

Jeffry has been an active member of the WSRC since 2005. Governor Gregoire recently 

reappointed him to serve on the Council through September of 2012. Jeffry works as a Case 

Resource Manager for the Division of Developmental Disabilities in Spokane. He serves children 

and adolescents. Jeffry is a member of the Washington Federation of State Employees. 

Historically, he served as a shop steward. As one of our most experienced members, Jeffry chaired 

the subcommittee on Customer Satisfaction and Program Evaluation in 2009. During his tenure 

Jeffry has contributed to our work as a Council by bringing his humor, big heartedness, knowledge 

of the Division of Developmental Disabilities (one of DVR’s key partners), the labor perspective, 

and through his passionate advocacy for the success of people with psychiatric disabilities. 

 

Valerie Arnold 

Elma, WA 
A Representative of the Office of Superintendent of Public Instruction 
 

Valerie Arnold was appointed to the Council in July of 2009. She works for the Office of 

Superintendent of Public Instruction. Valerie’s primary responsibility within her agency is to assure 

that school districts are complying with their obligations to provide special education students 

with the services to which they are legally entitled. She also oversees the States Need Project  

with the Center for Change in Transition Services at the School of Education at Seattle University. 

Valerie believes she was given the opportunity to represent the Office of Superintendent of Public 

Instruction on the WSRC because she is passionate about secondary transition planning. She 

believes that among the most important things schools can do for young people is to prepare 

them to make successful transitions into adulthood.  

 

Don Brandon 

Mountlake Terrace, WA 
A Representative of Current or Former Customers of Vocational Rehabilitation 
 

Don Brandon was appointed in January of 2009. He was served by Vocational Rehabilitation 

programs in the states of South Carolina and Alaska. He brings to his Council service a base of 

knowledge about reasonable accommodation for employees with disabilities and relationships 

with employers. Don directs the Disability Business and Technical Assistance Center, which 

provides information and technical assistance at no cost to employers in Washington, Oregon, 

Idaho, and Alaska. Although Don is relatively new to our Council and to the State of Washington, 

he is not new to the work of State Rehabilitation Councils. For 13 years he served as the chair of 

the committee that had the same charge in Alaska.  

 



Sandra Carr 

Spokane, WA 
A Representative of the State Independent Living Council 
 

Sandra Carr serves on two Governor-appointed Councils, the State Independent Living Council 

(SILC) and the Washington State Rehabilitation Council. The WSRC has a narrow scope. Sandra has 

been a member of our Council since 2005. The WSRC focuses on whether DVR succeeds at helping 

jobseekers with disabilities to secure employment. We also identify changes that would increase 

the likelihood that greater numbers of people with disabilities being served by DVR will go to 

work. The SILC has a broader goal to improve access and equal opportunity for Washingtonians 

with disabilities outside of work. Sandra’s role is to help the WSRC draw connections between the 

work of our two Councils whenever possible. She keeps us informed about the activities of the 

SILC. Sandra operates a business specializing in vocational evaluation, particularly vocational 

evaluation of people who are Deaf or Hard of Hearing. During her tenure as a Council member 

Sandra has been a member of the subcommittee on Customer Satisfaction and Program 

Evaluation. She is a passionate advocate for DVR customers who are Deaf or Hard of Hearing and 

for parents with children with disabilities.  

 

Sharey Cleveland 

Elmer City, WA 
A Representative of the Tribal Vocational Rehabilitation  
Programs Operating in Washington State 
 

Sharey Cleveland is the Program Manager for the Colville Confederated Tribes Vocational 

Rehabilitation Program. The Rehabilitation Services Administration funds more than 70 Tribal 

Vocational Rehabilitation programs across the nation. Eight tribes in Washington State are 

currently funded to provide these services. Sharey is a positive force. She is committed to seeing 

the people served by Tribal Vocational Rehabilitation programs succeed and share their success 

with their families and the broader community. She is the proud mother of three children. Before 

turning her attention to employment for people with disabilities, she worked to support the safety 

of children and families.  As a Council member in 2009 Sharey is serving on the Subcommittee for 

Member Recruitment and Participation.  

 

Vickie Foster 

Seattle, WA 
A Representative of Current or Former Customers of Vocational Rehabilitation 
 

Vickie Foster is one of the WSRC’s newest members but she is not new to advocacy or board 

service. She participated in the Vocational Rehabilitation program here in Washington State. 

Vickie is a long-time advocate of affordable housing, long-term care, and transportation. Vickie 

served two terms on the Washington State Developmental Disabilities Council, so she brings an 

informed perspective about the importance of state systems collaborating for the success of 

common customers. She is a member of the Subcommittee on Customer Satisfaction and 

Program Evaluation.  



 

Michael Hudson 

Bellingham, WA 
A Representative of Business & Industry 
 

Michael Hudson was appointed by Governor Gregoire to be a member of the WSRC in July of 

2009. He has a strong and varied interest in workforce development. Michael has owned and 

operated a small business, he has been a banker, and has served on the Chamber of Commerce in 

Bellingham. He is a Project Manager for the Association of Washington Business Institute. He also 

serves on the Workforce Training and Education Coordinating Board. Michael’s knowledge of 

workforce development and connections in the community of employers increases the WSRC’s 

capacity to build inroads with those who have the jobs to offer.  

 

Rudy Hernandez 

Burien, WA 
A Representative of the Division of Vocational Rehabilitation currently working in the field 
 

Rudy Hernandez’s perspective on Vocational Rehabilitation is informed by his experience working 

as a Vocational Rehabilitation Counselor for 15 years. Rudy was promoted to supervise the SeaTac 

office, where he had previously worked for 10 years as a Counselor. Before turning his attention 

to employment for people with disabilities, Rudy was interested in gerontology. He worked for a 

national organization where he advocated for older Latinos. Rudy brings strong listening skills and 

an open mind to his Council service. He supports the work of the Council by strengthening our 

understanding of the realities facing those providing direct service to DVR’s customers while 

remaining open to the ways DVR can improve. He makes the WSRC a more welcoming group by 

reaching out to newer members and guests.   

 

Jerry Johnsen 

Seattle, WA 
A Representative of the Client Assistance Program 
 

Jerry Johnsen is the longest serving Director of any Client Assistance Program in the nation. The 

Client Assistance Program is an independent entity with the statutory authority to help customers 

resolve frustrations that emerge during their experience with DVR. Jerry is a resource to 

customers and DVR staff in instances when there are disagreements, problems, or confusion that 

arise during the Vocational Rehabilitation process. In January 2009 Jerry was elected to serve as 

the Vice Chair of our Council. Each quarter he supports the Council’s success by sharing 

observations about trends in requests for advocacy. He has been instrumental in making our 

quarterly customer forums useful for those who attend by providing follow-up upon request. 

 

Susan Kautzman 

Grandview, WA 
A Representative of Community Rehabilitation Programs who  
contract with DVR to assist its customers in going to work 



 

Susan Kautzman was appointed to the WSRC in July 2009. She works for a Community 

Rehabilitation Program called EnTrust Community Services which contracts with DVR to support 

people with developmental disabilities living in Central and Eastern Washington to secure and 

retain work. Susan leads the organization’s quality assurance efforts. She is an analytical thinker 

who enjoys working in groups. Susan brings more than 30 years experience in the field of 

employment for people with disabilities to her service on our Council.  

 



Jim Larson 

Olympia, WA 
A Representative of Business & Industry 
 

Jim Larson is a husband and father of four who lives and works in Olympia. In January 2009 Jim 

was elected to serve as the WSRC Chair. He has a long record of civic engagement. Much of Jim’s 

service has focused on increasing access to opportunity and employment for people with 

disabilities, particularly those with developmental disabilities. He is the CEO of Morningside, a 

Community Rehabilitation Program that supports people with developmental disabilities living in the 

South Sound area to secure and retain employment. He has worked on a broader scope of workforce 

development issues as a member of the Pacific Mountain Workforce Development Council. Jim is also 

an active member of the Rotary Club of Olympia. 

 

Vanessa Lewis 

Tacoma, WA 
! wŜǇǊŜǎŜƴǘŀǘƛǾŜ ƻŦ t!±9Σ ²ŀǎƘƛƴƎǘƻƴ {ǘŀǘŜΩǎ tŀǊŜƴǘ ¢ǊŀƛƴƛƴƎ  
and Advocacy Center 
 

Vanessa Lewis was appointed to the Council in July 2009. She supports parents of students with 

disabilities to build the knowledge, skills, and relationships they need to negotiate the school 

system successfully. She is  interested in helping students and their families to be prepared to 

make the transition from high school to work. Vanessa  is skillful at making connections with 

people and leveraging those connections in the service of others. 

 

Martin McCallum 

Olympia, WA 
A Representative of the Workforce Training and Education Coordinating Board 

 

Martin McCallum is a Policy Analyst for the Workforce Training and Education Coordinating Board. 

He has been an active member of the WSRC since 2005. Governor Gregoire recently reappointed 

him to serve on the Council until September 2012. Martin, the WSRC’s most recent former Chair, 

headed our Subcommittee on Planning, Policy and Advocacy in 2009. He brings more than 30 

years of experience in the field of Workforce Development in Washington State to his service on 

the WSRC. Martin is a proud grandfather and collects American art pottery. 

 

R. L. Roberts 

Spokane, WA 
A Representative of Business & Industry 

 

Robert “Bob” Roberts has been a member of the WSRC since 2005. During his tenure on the 

Council, Bob has been most interested in DVR’s approach to serving young people with disabilities 

making the transition from high school to work. Bob, who served in both the Army and the Navy, 

is interested in how DVR will collaborate with the federal Veterans Administration’s Vocational 



Rehabilitation Program to help those returning from Iraq and Afghanistan to re-enter the 

workforce.  

 

 

Saluting the Service of Our Exiting Leaders Who  
Concluded Their Service in 2009 

The WSRC bid farewell to seven remarkable and dedicated leaders in 2009. Six completed their 

service to the Council and one is leaving after being nominated to serve as the next Commissioner 

of the Rehabilitation Services Administration. These outgoing members are primarily responsible 

for rebuilding our Council from the ground up after it was re-established in 2004. Some of their 

most notable accomplishments include: 

Collectively volunteering thousands of hours; 

Hiring and supervising a Council staff; 

Building and sustaining a new Council infrastructure; 

Sponsoring 23 Customer Forums and 12 State Plan Forums; 

Succeeding in increasing the time frame in which customers could request a fair hearing;  

Advocating effectively for changes in the direct pay policy; 

Receiving commendation from RSA for being the only SRC in the nation to complete a major 

customer satisfaction survey, and; 

Spearheading an advocacy effort which increased access to the Kennewick DVR office. 

 

Here are profiles of each of the seven leaders who left the Washington State 
Rehabilitation Council this year.     

 

Joanne Butts  

Joanne Butts of Orting served two terms on the WSRC representing Washington PAVE. She is the 

mother of 11, grandmother of 27, great grandmother of 31, and the great great grandmother of 3. 

Joanne Butts represented PAVE on the WSRC since 2004. PAVE is our state’s Parent Training and 

Advocacy Center. In 1979 Joanne helped found PAVE.  Until January of this year she worked as its 

Director. Although Joanne is widely appreciated for her nurturing, supportive leadership style, she 

is no wallflower. She speaks sparingly and her words carry weight. Joanne’s legacy to the WSRC 

will be her unabashed commitment to the success of DVR’s customers who face the longest odds 

and the starkest prejudice on their journey to employment. Joanne’s insight has been invaluable 

to our effort to build a welcoming and accessible Council culture which is more reflective of the 



diversity of our state. 

Joanne, who became blind in adulthood, came to know the potential of the VR process as a 

customer of Department of Services for the Blind. 

 

Mary Louise Colwell 

Mary Louise Colwell has worked on Special Education Policy for OSPI. 

Mary Louise “Lou” Colwell has made her career serving students and teachers. She began her 

career as an English teacher and then became a principal.  In the next phase of her career Lou 

turned her attention to educational policy. Until retiring this spring Lou was the go-to staffer for 

OSPI on Special Education Policy. Lou served on the WSRC since early 2004. 

During her tenure, Lou provided thoughtful and practical input on policy recommendations and 

contributed to the Council’s understanding of some of the complex issues facing school districts 

serving Washington students with disabilities making the transition from high school to work or 

post-secondary education.   

 

John Harrison 

 John Harrison served on the WSRC since late 2004. In 2005-2006 he Chaired the Customer 

Satisfaction and Program Evaluation Committee. He is a retired teacher and school counselor. 

John resides in Olympia with his wife of 37 years, Maria. They have two grown daughters and a 

young grandson who has captured their hearts. 

After relocating to the State of Washington from Shelby, Montana in 2002, John Harrison began to 

look for a way to serve the community. He sought to utilize his experience to help others. 

Harrison, who worked for 30 years in education as a teacher, forensics coach, and as a guidance 

counselor, has cerebral palsy. John understands the barriers and stigmas that many people with 

disabilities face in the world of work. More importantly, he sees the potential in people. As a 

member of the WSRC he was committed to strengthening DVR’s capacity to help the next 

generation of workers with disabilities overcome those challenges. Because of his experience as a 

guidance counselor John brought an appreciation of the nuances in a counseling relationship.  

From 2005 through 2007, John chaired the Customer Satisfaction and Program Evaluation 

Subcommittee. Under his leadership the subcommittee designed two surveys that went out to 

1,600 DVR customers in August 2006.  In April 2007, after analyzing the data that came from those 

surveys, the WSRC submitted seven recommendations to improve the way DVR does business, to 

the division’s Senior Leadership Team.  

 

Carol Maher 

Carol Maher has a long record of service to the people of our state, particularly those with 

disabilities. She loves to travel and have fun. Carol lives and works in Olympia. She has a daughter, 

Anna, who is pursuing a Doctorate of Philosophy in Agricultural Economics. 

One could wonder if being employed by Washington State would cause a WSRC member to 



temper her critique of service delivery at DVR. After meeting Carol Maher, even the most ardent 

disability-rights advocate would trust that she has not been co-opted.  

Carol has dedicated her career to increasing access to government facilities and services for 

Washingtonians with disabilities. She had worked for General Administration on ADA compliance 

and barrier removal. She now works for Washington State Courts as the Access or ADA Coordinator. 

Carol, who was a customer of Washington State DVR, became employed and built a career after 

participating in the Vocational Rehabilitation program. Her motivation for serving on the WSRC 

was to support DVR to be accountable to its customers. She wants more customers to embark on 

a career path rather than thinking narrowly about a job. During her term of service Carol was 

always able to link the work of the Council to the broader movement for the realization of civil 

and human rights for people with disabilities.  

 

Bill Murray 

Bill Murray of Wenatchee served as our Council Chair from 2006-2008.  He is a mental health and 

developmental disabilities consultant for rural school districts. He and his wife Susan are the 

parents of Sarah and David. 

Bill Murray is a family man with a wide history of civic engagement. An active member of Rotary 

International, the Secretary of the Washington State Enological Society, and a volunteer at the 

local elementary school, Bill epitomizes what is best in public service. Professionally, Bill assists a 

range of stakeholders in making integrated, free and appropriate public education available to 

students who have co-occurring mental illnesses and developmental disabilities.  Bill’s record of 

accomplishments does not get at the most important part of his character. The qualities that 

make him stand out are tenacity and heart.  

Bill began serving on the WSRC in 2004.  From 2006-2008, he was our WSRC Chair. When not 

serving as the Council Chair he led the Member Recruitment and Participation Subcommittee. 

Many of Bill’s contributions to the success of the WSRC happened behind the scenes, without 

fanfare. He supported the staff and other members to develop their skills and could always be 

counted on for wise counsel.  

Bill made significant contributions to improving Council operations and in the orientation of new 

members. Through his service Bill has demonstrated that excellence is a powerful antidote to 

persistent low expectations and prejudice facing people with disabilities seeking employment. 

 

Kris Tefft 

Kris Tefft serves as the General Counsel for the Association of Washington Business (AWB). He 

served on the WSRC since August 2007. Kris and his wife live in Olympia with their four young 

children. 

Kris Tefft is the kind of ally DVR needs to build inroads to employers statewide. He advises the 

Association’s members on employment law and represents their interests before the Legislature 

and the State Supreme Court, where he previously worked as a clerk. Tefft came to work for AWB 

after earning his law degree from Notre Dame. The Association offered him a rare opportunity to 



work on matters of law and policy in the political arena. AWB is a member-driven industry group 

that advocates for policies which allow small and large businesses to remain competitive. Tefft 

believes that the opportunity to prosper should be extended to everyone who is willing to work, a 

belief that motivated him to serve on the Council.  

During his term of service Kris played a key role in contributing to our success in meeting our 

federal mandate to collaborate with DVR in performing a needs assessment. His role at AWB was 

instrumental in publicizing DVR’s employer survey to the 2,500 Washington employers who are 

AWB members. This led to a marked increase in the number of survey responses. 

 

 

Mrs. Ruttledge Goes to (the other) Washington 

 

If you had asked Lynnae Ruttledge for an assessment of her professional future four months ago, 

odds are she would have expressed the intention to finish out her career as the Director of the 

Washington’s Division of Vocational Rehabilitation. Then the game changed altogether.  

On October 19 after a formidable round of interviewing, and upon completing an arduous vetting 

process, Ruttledge was nominated by President Obama to serve as the Commissioner of the 

Rehabilitation Services Administration.   

Ruttledge now awaits confirmation from the US Senate. The nomination will be brought to the 

Health, Education, Labor and Pension Committee, chaired by Senator Tom Harkin (D-IA), for 

consideration. The Senate’s current focus on health care reform legislation may delay action on 

the nomination. Few if any obstacles to confirmation are anticipated.   

A native of Michigan, Ruttledge has adopted the Northwest as her home. She makes the most of 

living here. As an avid outdoorswoman and tandem cyclist, moving to the other Washington will 

be a bittersweet change of pace. Still, the opportunity to serve at the federal level and to 

influence the VR program nationally is a once-in-a-lifetime opportunity.  

During her tenure as the Director of DVR, Ruttledge has gained a reputation as a hard worker who 

expects her staff to work at least as hard as she does. She has increased individual performance 

expectations and advocated for counselors to manage caseload budgets. Ruttledge arrived in 

Washington with the unwavering belief that DVR could and should overcome its eight-year stint of 

operating under Order of Selection. She pushed staff and community partners alike to believe that 

it was not only possible but that it would happen. And it did.  

Washington DVR has prepared Ruttledge for the challenges she is bound to face at RSA. She goes 

to RSA with open eyes but cannot predict what lies ahead. Those who follow the field of 

Rehabilitation at a national level anticipate the longstanding debate about the placement of RSA 

to continue. For some time the administration has been housed within the Department of 

Education, a placement that many believe best positions RSA to pursue the intent of the 

Rehabilitation Act. The alternative placement is Labor. The long overdue reauthorization of the 

Rehabilitation Act may, at last, be tended to. RSA has staffing vacancies. Building a full 



complement of staff and increasing organizational capacity to provide timely technical assistance 

and data to the states is another challenge. 

The members and staff of the WSRC wish Lynnae Ruttledge well in the next chapter of her career. 

We stand ready to assist DSHS to identify her successor.  

A Summary of the Quarterly Meeting Proceedings  
of the Washington State Rehabilitation Council in 
2009 

According to Title 1 Section 105 (7) (F) of the Rehabilitation Act “The Council shall convene at least 

4 meetings a year in such places as it determines to be necessary to conduct Council business and 

conduct such forums or hearings as the Council considers appropriate. The meetings, hearings, 

and forums shall be publicly announced. The meetings shall be open and accessible to the general 

public unless there is a valid reason for an executive session.” The Council held four meetings in 

2009. We met in Olympia, Silverdale, Vancouver and Spokane.  

Washington State has one of the strongest Open Public Meetings Acts in the nation. The WSRC 

files notices of public meetings in the state register 30 days before our quarterly meeting 

activities. Meetings are also publicized on our website, in the quarterly newsletter and on the 

bulletin board outside our office.  

We meet for two full business days each quarter. We refer to the first day of the meeting as “the 

work day” and it is generally less formal than our full Council meeting on day two. Work day 

activities include subcommittee work, training or a featured speaker, and our customer forums, 

which are detailed in another part of this report. The full Council meeting is the venue where 

members take up new business, vote, and report out on their progress on subcommittee work 

goals. Here is a summary of our 2009 quarterly meeting proceedings. 

January 15-16 2009, Olympia  

Red Lion Inn Olympia, 2300 Evergreen Park Drive, Olympia, WA 

98502 

— During the Washington State Rehabilitation Council’s January meeting our members undertook 

planning for the year. We revised the Council bylaws to clarify the scope of our subcommittee 

work. Each subcommittee designed a 2009 work plan. Council members established individual 

work goals.  We also held annual Council elections. Jim Larson, of Olympia, who represents 

Business and Industry on the Council, was unanimously elected to serve as Council Chair. Jerry 

Johnsen, of Seattle, who represents the Client Assistant Program on the Council, was unanimously 

elected Vice Chair. 

Two guest presenters joined us at the January meeting: Kathe Matrone, Director of the Technical 

Assistance Continuing Education (TACE) Grant at the University of Washington; and Kathy Powers, 

the Director of Rehabilitation Services for Orion Industries. Kathe Matrone provided an overview 



of the TACE Grant. TACE grant funds make technical assistance and continuing education activities 

available to State Vocational Rehabilitation agencies and their partners to meet their need for 

training and to provide support for organizational development.  

 Kathy Powers introduced us to the work of Orion Industries. Orion provides job training to eligible 

people residing in King and Pierce Counties who have been unemployed or underemployed for a 

variety of reasons. Although Orion is best known for preparing program participants to work in 

aerospace manufacturing, it assists others to build inroads into the fields of health care, clerical 

support, and customer service. Recently Orion secured a Projects with Industries grant from the 

Rehabilitation Services Administration. The funding will be used to support people with disabilities 

and those with low educational attainment whose barriers to employment are compounded by a 

history of criminal or civil non-violent offenses to find work. 

April 16-17 2009, Silverdale 

Silverdale Beach Hotel 3073 Bucklin Hill Road, Silverdale, WA 

98383 

— During the Washington State Rehabilitation Council’s April meeting our members turned their 

attention to supporting our partners at the Division of Vocational Rehabilitation to develop a 

sound State Plan. Council members discussed and voted to approve the State Plan memo 

prepared by the Planning, Policy & Advocacy Subcommittee offering Council feedback on 

proposed goals and strategies.  

LeAnne Raines, Lead Vocational Rehabilitation Counselor in the Kitsap office, offered our 

members her “perspective from the field.” This is a frequent feature of our quarterly meetings— 

where a Counselor working in the office nearest our meeting provides members insight into what 

motivated him or her to pursue work in the field of rehabilitation. LeAnne, who works in an office 

with high caseloads, talked about her passion for working with young people with disabilities 

making the transition from high school to work. She discussed local collaborations that had been 

effective and shared a particular example of a case she had worked on where a customer with 

multiple barriers to work had achieved a successful rehabilitation.  

The April meeting featured three distinct efforts on the part of the Council to connect with 

customers or the public. The customer forum and focus group are highlighted in another section 

of this report. The third way the WSRC engaged with the public at the April meeting was by 

sponsoring the inaugural “Say Hey Kitsap.” Say Hey is a networking opportunity for people with 

disabilities seeking work to mingle with employers with jobs to offer. This meet and greet, which 

originated in Portland, Oregon to draw leaders in communities of color together, was adapted by 

Lynnae Ruttledge when she became the DVR Director. The event which was originally a quarterly 

happening in Olympia, has proliferated in communities across the state Seattle, Spokane and 

Tacoma, to name a few. More than 50 people attended the Say Hey sponsored by the Council. We 

were pleased that representatives of the Naval Shipyard in Bremerton attended the event and 

announced well-compensated opportunities.   

July 16-17, 2009, Vancouver  



Heathman Lodge 7801 NE Greenwood Dr. Vancouver, WA 98662 

— During the Washington State Rehabilitation Council’s July meeting we received a summary 

report on the findings regarding employers from the Comprehensive Needs Assessment; we 

followed up by reporting on the submission of DVR’s 2010-2013 State Plan; we heard from 

Michelle Rhuman, who works for DVR as a Counselor in the Kelso office and who shared the 

experiences that brought her to the field; and we facilitated a question-and-answer panel 

featuring our exiting members. The primary focus of the meeting, however, was to learn more 

about the plan the Division of Vocational Rehabilitation adopted for spending its allocation of 

funds from the American Recovery and Reinvestment Act (ARRA).  

DVR was awarded 8.8 million dollars in federal stimulus funds from ARRA. Unlike the federal 

match that DVR receives from the Rehabilitation Services Administration (RSA) through a grant 

allocation each federal fiscal year, this money is unsolicited and one-time-only. The intent of ARRA 

money is to jumpstart spending and to create jobs, transparently and quickly. ARRA funds must be 

spent by December 31, 2010. ARRA requires DVR to provide quarterly, outcome-based reports to 

federal partners enumerating how many jobs were saved or created with the funds.  The DVR 

Senior Leadership Team opted to use the money to put 1,000 eligible, job ready customers to 

work. These rehabilitations will be in addition to previously established targets developed for 

each office. Within DVR there is a mix of high expectations, practical questions, and a desire 

for clarity about the intention, structure, and implementation of ARRA funded projects.  

Lynnae Ruttledge, the soon to be RSA Commissioner, has been the leading advocate for Project 

H.I.R.E., which targets eligible, employment-ready job seekers with disabilities (who do not need 

the full palate of DVR services) for accelerated job placement. DVR envisions that customers 

participating in Project H.I.R.E will secure placements working in high-demand fields such as 

healthcare, information technology, manufacturing, aerospace, energy or other sectors featuring 

green jobs. DVR expects customers served through Project H.I.R.E to work 35 hours a week or 

more, to receive health care and other benefits, and to come closer to earning a living wage 

(which differs depending on which county the customer lives in). Between now and mid January of 

2010, DVR projects that 200 customers will have achieved successful placements through Project 

H.I.R.E. 

How does DVR propose to achieve these outcomes in a short timeframe? It has established 

contracts totaling 2.1 million dollars to date across the state with partners at Community and 

Technical Colleges, community-based organizations, Workforce Development Councils, and 

WorkSource partners. Contract partners will work in teams which will include DVR staff in each 

contract area. The contracts were established in two amounts, 100,000 dollars or 200,000 dollars. 

Contractors in receipt of 200,000 dollars will agree to serve 30 customers; those who receive half 

as much will serve half as many. DVR anticipates a rehabilitation rate of 73.3% for Project H.I.R.E. 

The point person within DVR for Project H.I.R.E. is Peg Evans-Brown. Evans-Brown has extensive 

experience in the field and also managed the Mount Vernon office before coming to the state 

office as a program manager in the Field Services Unit. With regard to the ambitious aims for 

Project H.I.R.E., Evans-Brown says:  

 “When Federal partners introduced the American Recovery & Reinvestment Act they 



emphasized innovation and a desire to move towards a green economy. Washington 

DVR has seized that opportunity to be innovative by helping people get to work using  

a model inspired by Projects with Industry.”  

Everyone with a stake in the success of the VR system or its customers can get behind the 

outcomes DVR hopes to achieve with ARRA funds. Where opinions diverge is in how DVR should 

go about pursuing those expectations. A confluence of factors and timing curbed the ability of the 

Senior Leadership Team to share as much information as they wanted about their vision for the 

project. With the lack of information skepticism grew. DVR is working to fill the information void. 

Recently a desk reference about the project was released, more discussions are happening at an 

office level, and the contractors are beginning to get the ball rolling. Contractors will be providing 

data to DVR frequently and DVR staff participating on contracting teams will play an integral role 

in the implementation of Project H.I.R.E.  

As DVR evaluates the early outcomes in the first phase of contracting, those who achieve the goals 

that have been established will be eligible to apply for the next phase of contracts in December of 

this year. Those who do not meet expectations will not have that opportunity.  

The July meeting featured a spirited discussion about Project H.I.R.E. among SRC members. Some 

expressed reservation about the project. Those opposed wondered “Where’s the rehab?” Some 

went so far as to say that the project is the formal reintroduction of “creaming” or “cherry 

picking” in the Vocational Rehabilitation process. Creaming and cherry picking are terms for 

instances when Vocational Rehabilitation Counselors historically made a greater number of 

customers with fewer barriers to employment eligible for services rather than making services 

available to those with more challenging barriers. The motivation was to get “easier rehabs” and 

to increase production.  

Others were more supportive of Project H.I.R.E. because after eight years of operating under 

Order of Selection, they argued, the project finally targets DVR customers who have been among 

the least served for an extended period. Supporters of the project pointed out that DVR develops 

contracts with a range of vendors who are equipped to meet the specific needs of different 

customers. Job placement is just another need.  

Project H.I.R.E. is still in Phase One of the two-phase contracting process as we are producing this 

report. We continue to follow the implementation and analyze its outcomes.   

October 22-23, 2009, Spokane 

Doubletree Hotel Spokane City Center, 322 North Spokane Falls 

Ct., Spokane, WA 99201 

— The WSRC undertook a range of business at our October meeting. We welcomed and provided 

orientation for our incoming members. New members joined subcommittees. We learned about 

the “Green Jobs Inclusion Initiative” (the name given to Spokane’s Project H.I.R.E. partnership 

being led by staff from the local DVR office, the local WorkSource, and Community Minded 

Enterprises, a local non-profit organization that undertakes a range of efforts to undermine 

poverty and promote new thinking about sustainability.) We considered the challenges faced by 

customers of DVR living in rural areas when we heard a presentation given by Kathy Grignon and 



Jennifer Gordon, Counselors who provide services to customers living in Moses Lake and Clarkston 

or Pullman, respectively. The Council also organized a dessert social to welcome our newest 

members and to recognize the nomination of Lynnae Ruttledge by President Obama to serve as 

the next RSA Commissioner. The most significant topic of discussion was our effort to advocate for 

the programmatic and budgetary integrity of our DVR program with DSHS Secretary Susan 

Dreyfus.  

DSHS Secretary Susan Dreyfus came to Washington by way of Wisconsin, built a career in public 

service by supporting the safety of children and families and also headed a national organization 

advocating for access to behavioral health care. Secretary Dreyfus has been hosting dialogues with 

stakeholders statewide to listen and to share her priorities. She is on a mission to transform DSHS 

from an organization that operates like a patchwork safety net of individual programs to an 

organization with a unified identity that provides services based on a common mission and set of 

core values. 

WSRC members were interested in knowing more about the drivers influencing the Secretary’s 

vision, especially regarding the placement of Vocational Rehabilitation within the organizational 

structure. Members were mindful of preserving DVR’s programmatic and budgetary integrity 

because the Secretary decided that direct service programs, including DVR, would not report to 

her office.  

She sought WSRC input about alternative placements for the Division within the Department. We 

prepared a response highlighting the importance of preserving DVR’s capacity to meet its federal 

mandates. The Council also explained the essential role that Business Services and IT staff play in 

the operation of the program. Our members also emphasized the necessity of securing $4 million 

of state general funds in federal fiscal year 2011, which would enable DVR to bring $14.8 million 

of federal funds to our state.  

During our meeting with the Secretary members reinforced our initial response with additional 

information. It was a productive exchange. WSRC Chair Jim Larson said of the meeting with 

Secretary Dreyfus, “The Secretary has a clear sense of purpose. She listened to the concerns we 

shared, and understood them.” The Secretary told the Council that she did not see the need to act 

quickly to identify an alternative placement for DVR. She also agreed to consult with us before 

acting and sought our assistance in reviewing the job description for the position of DVR Director 

and in the upcoming reauthorization of Temporary Assistance for Needy Families.  

The Planning, Policy and Advocacy Subcommittee of the WSRC will be following up on the 

Secretary’s request for further input in the coming weeks. We appreciate the Secretary’s time, 

open dialogue, and interest in further collaboration. 

 

The WSRC Assesses Customer Satisfaction and Feed-
back 

The WSRC is charged by the Rehabilitation Act with the important task of assessing whether the 

customers of the Division of Vocational Rehabilitation were satisfied with the services they 



received. Specifically, Title 1, Section 105 (B) (4) states: 

“[The WSRC shall] to the extent feasible, conduct a review and analysis of the 

effectiveness of, and consumer satisfaction with – 

  (A)  the functions performed by the designated State agency; 

 (B)  vocational rehabilitation services provided by State agencies and other public 

and private entities responsible for providing vocational rehabilitation services to 

individuals with disabilities under this Act; and 

  (C ) employment outcomes achieved by eligible individuals receiving services under 

this title, including the availability of health and other employment benefits in 

connection with such employment outcomes.” 

The WSRC undertakes this mandate by holding quarterly customer forums where we take public 

comment in person. The Council also accepts written comment via snail mail or email. We 

consider what we learn from focus groups or surveys. Our members also factor trends in requests 

for advocacy or information brought forward by the Client Assistance Program in their quarterly 

agency report. The Council receives summary information from DVR about the fair hearings that 

take place each quarter. The Council’s assessment of customer satisfaction is based on the sum of 

this information. 

The logistics and structure involved in securing public comment 

Each quarter, two weeks before the customer forum, notices go out to all current DVR customers 

or customers whose cases have recently been closed in the county where we are meeting. The 

Council makes a particular effort to hold the forum in a location that can be accessed by public 

transportation.  

In 2008, there was a decline in turnout at our quarterly forums. This year the staff and the Council 

made a concerted effort to reverse that trend. Here are some actions we took that seemed to be 

effective: 

We revised our public notice to be more informative and used plainer language;  

We made a greater effort to share word of the forums with community partners; 

We changed the time of day the forum was held from evening to mid-afternoon, and;  

We revised the format of the forums. Historically, our Council sat in a semi-circle in the front 

of the room and listened to comments. This year we sat in the audience with the public in 

an effort to be less intimidating. Our Chair Jim Larson took a “town hall” or “talk show” 

style approach to the forums. He used humor and a self-deprecation in actively pursuing 

comment. We call him our resident Phil Donahue.  

Another factor that has always made our customer forums a greater success is the positive 

collaboration between the Council, the Client Assistance Program, and DVR staff. The role 

of the WSRC is to listen for systemic issues. While we care about individuals and their case 

concerns, delving into those matters is beyond our scope. We are very fortunate to have 

reliable representation from partners with the authority to address individual case 



concerns.  

In an effort to increase participation in the customer forums for those living outside the area 

where our meetings were held, we provided a conference call option so that people could dial in 

and comment. This has been the least effective new strategy we added this year. We have run 

into some technical difficulties. Going forward we will have to strike a different balance between 

taking comment from people in the room and those on the telephone.  

In 2009: 

115 people provided public comment to our Council members in person; 

13 people submitted written comment; 

One person dialed in to the customer forum via conference call to provide comment, and; 

Eight DVR customers who had developed Individual Plans for Employment by working with 

Counselors at the Silverdale Office participated in a focus group we co-sponsored with 

DVR. 

This year we did not collect original survey data or review secondary customer satisfaction data 

collected by DVR. We held quarterly customer forums and one focus group. Consistently our 

members and staff find the public comment we receive to be the most grounding aspect of our 

work. We are humbled by the open and forthright way that people come together to share their 

struggles, successes and hopes. By listening over the course of the year we noted some patterns in 

the comments we received.  

These are the constructive criticisms of DVR that arose most fre-

quently this year:  

Customers need more information throughout the VR process to make progress towards 

employment — WSRC members noticed that those providing comment at public forums that 

were currently being served by DVR frequently lacked information about how a VR process “is 

supposed to” progress. We would encourage our policy partners at the Division of Vocational 

Rehabilitation to strengthen the orientation it provides to customers at the beginning of the VR 

process. Further, we urge DVR to refresh customers on where they are within the VR process and 

what the next steps are on a regular basis.  

Customers suggested that DVR provide materials about the range of services they might receive 

from DVR. The Council knows that some VR professionals and administrators are hesitant to 

produce something akin to a menu of services available based on customer need in the VR 

process. We are familiar with the reasons for this hesitation, which include concerns that a menu 

may either lead customers to believe that they are restricted to requesting only the services on 

the list, or alternatively, that they are entitled to all the services on the list. While those concerns 

are understandable, effective guidance and counseling can resolve them.  

Customers receiving untimely responses to phone calls — DVR has a policy that if a customer 

calls a counselor he or she may expect a return phone call in one business day. While we only 

spoke to a small sampling of customers, one of the ongoing frustrations expressed was the 

difficulty reaching a counselor and the lack of timely response from a counselor.  



At two of the four customer forums, the Council was struck by comments expressing the 

perception that fewer VR services were available because of budget cuts. Others perceived that 

counselors were too busy working with other customers to provide timely responses to inquiries. 

We were troubled when customers had a stronger analysis of the organizational dynamics within 

DVR than of their own Vocational Rehabilitation process.  

Barriers to timely case movement — One trend in commentary requiring further exploration and 

analysis was the customer perception that the Vocational Rehabilitation process takes longer than 

it has to. Some attributed delays to repetitive assessment. Others discussed delays between 

appointments. A few customers explained that they received services they did not feel they 

needed without knowing how to get the services they would rather have. The Council realizes that 

a complicated set of factors contribute to whether or not customers make timely progress 

through the Vocational Rehabilitation process.  

Other contact with the public 

Beyond comments related to services provided by the Division of Vocational Rehabilitation, 

beginning in early 2009 Council staff received approximately seven calls a month from members 

of the public seeking resources from other non-profit or Government agencies. By late spring we 

noticed an increase in the numbers of such calls we were receiving, approximately double. The 

most frequent types of assistance requested included: 

Information about applying for unemployment benefits;  

Rent or housing assistance, and; 

Drug and alcohol rehabilitation resources (something we attribute in part to the word 

“rehabilitation” being part of our name)  

 

 

The WSRC Participates in the Development of the  
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The Rehabilitation Services Administration (RSA) is part of the US Department of Education. It is 

responsible for dispersing federal funding to Vocational Rehabilitation programs, providing 

technical assistance to those programs, and monitoring the program performance in each state, 

territory, or sovereign Indian Nation across the country. RSA requires each Vocational 

Rehabilitation program to produce a full State Plan every three years. On the years when RSA does 

not require a full state planning process it requires the existing plan to be updated. RSA uses the 

information included in the State Plan to assess the progress each program is making. This year 

was the year for Washington’s Vocational Rehabilitation program to undertake the development 

of a full State Plan. The State Plan outlines the goals, priorities, and strategies which DVR will use 

to guide service delivery for its customers from Federal Fiscal Year 2010 to 2013. This plan also 

includes DVR’s strategies for incorporating innovation into the Vocational Rehabilitation process 

for the same timeframe.  



According to the Rehabilitation Act, the WSRC has an important role in the development of DVR’s 

State Plan. The law defines that role under Title 1, Section 105 (c) (3) by saying,  

 “*the WSRC shall+ advise the designated State agency and the designated State unit 

regarding activities authorized to be carried out under this title, and assist in the 

preparation of the State plan and amendments to the plan, applications, reports, needs 

assessments, and evaluations required by this title.”  

The WSRC undertook the following activities to meet this statutory obligation:  

In February 2009, the Council staff completed Section 4.2 (c) of the State Plan. It provides a 

“Summary of Input and Recommendations of the State Rehabilitation Council; Response 

of the Designated State Unit (DVR); and Explanation of Input or Recommendations” made 

by the WSRC to DVR from October 1, 2007 through September 30, 2008;  

In May, the WSRC and DVR co-sponsored and co-facilitated State Plan Forums in Spokane, 

Olympia, and Seattle. Approximately 65 members of the public participated in the forums 

by providing input regarding Section 4.11 (c) (1) of DVR’s State Plan which addresses the 

goals and priorities guiding service delivery and Section 4.11 (d), “State Strategies and Use 

of Title 1 Funds for Innovation and Expansion Activities.”   

On April 17, 2009, the full Council voted unanimously to adopt a memo drafted by the 

Planning, Policy & Advocacy Subcommittee providing feedback on Section 4.11 (c) (1). 

Within this memo the Council : 

Encouraged DVR to change its first goal from one that emphasized “serving the greatest 

number that DVR resources will support,” to one which first defines the factors that 

comprise  a quality rehabilitation process, and then supports a greater percentage of 

DVR customers to achieve successful rehabilitations by participating in a quality 

rehabilitation process.  

Proposed two additional goals: One, to “Increase the number of individuals achieving 

employment who earn a living wage with benefits and may be eligible for union 

membership;” and two, to “Increase the availability of long–term supports needed by 

individuals to achieve and sustain supported employment.” The Council provided a 

range of strategies to support the additional goals we proposed. 

DVR considered Council input. DVR revised the first goal in Section 4.11 (c) (1) to include a 

greater emphasis on the qualitative aspects of the Vocational Rehabilitation process. The 

other two suggested goals did not find their way into the draft that was submitted to RSA. 

DVR did, however, include strategies for reaching the plan goals which were reflective of 

our proposal.  

4. On June 19, 2009, the WSRC submitted a memo to DVR expressing our perception that 

Section 4.11 (d), “State Strategies and Use of Title 1 Funds for Innovation and Expansion 

Activities” replicated the goals and strategies contained in another part of the plan rather 

than including innovative practices. In response to that memo DVR said,  

 “We acknowledge that we received robust input about the possibilities for future 

innovation and expansion during the public forums. Given the activities that we 



anticipate with our American Recovery and Reinvestment Act initiatives and 

managing within limited resources, we are not planning to identify further activities 

in this area. We look forward to taking stock of where we are next year during our 

annual update and considering, at that time, what additional activities we would like 

to undertake.” 

DVR submitted the draft State Plan to RSA on June 30, 2009. We received word that it was 

approved on October 5. To review DVR’s 2010-2013 State Plan visit:  

http://www.dshs.wa.gov/dvr/About/StatePlan.aspx. 

 

 

Washington State DVR and the WSRC completed  
a comprehensive needs assessment in 2009 

Under Title 1, Section 105 (c) (3) of the Rehabilitation Act, DVR and the WSRC are mandated to 

collaborate every three years to complete a Comprehensive Needs Assessment. The purpose of 

the project is to identify the issues that DVR should address as it develops the goals and priorities 

in its State Plan. The Rehabilitation Act states, “*the WSRC shall+ advise the designated State 

agency and the designated State unit regarding activities authorized to be carried out under this 

title, and assist in the preparation of the State plan and amendments to the plan, applications, 

reports, needs assessments, and evaluations required by this title.”  

Factors influencing DVR and WSRC collaboration on project 

As early as 2007, the WSRC Customer Satisfaction and Program Evaluation subcommittee began 

meeting with the key DVR staffers to develop a shared vision for the Comprehensive Needs 

Assessment with the intention of dividing the labor and establishing a timeline for completing the 

work. Just as DVR and the WSRC were preparing to contract with researchers to assist us on the 

project, the Governor directed all state agencies to forego entering into purchased services 

contracts as a cost-savings measure. Because we could not bring on additional manpower to assist 

with the project, DVR and the WSRC decided to narrow the scope of our vision for the effort. With 

assistance from the Research and Data Analysis staff within the Department of Social and Health 

Services, the project moved forward.  Following is a brief description of the approach DVR took to 

the Comprehensive Needs Assessment, which was written by Kelly Boston of DVR’s Planning and 

Program Support Unit: 

Intent 

The intent of DVR’s comprehensive needs assessment is to gather information that will support 

the identification of goals and priorities that will position DVR to offer services that make it 

possible for individuals with disabilities to: 

Achieve work that reflects their potential and offers career growth and advancement;  

Earn enough to be financially secure (hours and wages); and  

http://www.dshs.wa.gov/dvr/About/StatePlan.aspx


Receive benefits that meet their needs 

Populations of interest 

Specific populations of interest include youth transitioning from school, individuals with the most 

significant disabilities, including SSI/SSDI recipients, and individuals from minority groups.  In 

addition, we need to increase the visibility of populations that are currently under-represented or 

unserved by DVR. 

Focus of needs assessment 

DVR is interested in focusing the comprehensive needs assessment on gathering information that 

will point us in the direction of organizational improvements, partnerships, projects or practices 

that will achieve the following results: 

Provide more DVR customers with work-based learning opportunities 

Improve the career and labor market information available to DVR customers 

Assist more adult DVR customers to become employed in middle and higher wage jobs with 

benefits 

Assist more DVR youth customers to become employed in career pathways that lead to 

higher wage jobs with benefits 

Improve long-term employment retention and wage progression 

Equal access and service delivery to diverse groups 

DVR customers will achieve outcomes that are comparable to other Workforce Investment 

Act programs 

Groups to be surveyed 

To accomplish our intent, we need input and engagement from a broad array of constituents, 

including individuals with disabilities, community partners and providers, DVR employees, agency 

and workforce development partners, schools, and employers (large and small, public and 

private).    

In surveying individuals with disabilities, community partners, providers, DVR employees, the 

needs assessment will be designed to provide information and priorities related to the following 

broad questions: 

What are the main barriers that prevent people with disabilities (including those with the 

most significant disabilities) from moving into jobs that reflect their potential and pay a 

livable wage with benefits? 

What services or assistance would make it possible for individuals with disabilities to go to 

work in jobs that reflect their potential and pay a livable wage with benefits? 

Once in a job, what long-term services or assistance (if any) would individuals with disabilities 

need to keep the job? 

For individuals who are working now, what services or assistance is needed to be able to 



advance to? 

 

In surveying employers, DVR is specifically interested in information that will: 

Help DVR establish a linkage from employers to DVR as a key resource in meeting their 

workforce needs 

Identify high demand occupations and industry cluster strategies at the local and regional 

levels that will provide opportunities for individuals with disabilities to prepare for and 

meet the workforce needs of employers  

Identify employers interested in increasing apprenticeships for traditional and non-traditional 

programs 

Identify business leaders interested in promoting business-to-business collaborations that 

promote the employment of people with disabilities 

In surveying Workforce Investment Act and other agency partners, DVR is interested in 

information that will create more flexible and responsible systems, including: 

High school students with disabilities (Individual Education Plans and 504) benefit from 

Navigation 101 and have effective, integrated 13th year transition plans; the option to 

complete career and technical education sequence that matches their career interests, 

articulates with post-secondary education and results in industry certification where 

applicable and employment in field of study. 

Expansion of pre-apprenticeship and apprenticeship opportunities for youth and adults 

Summer youth employment that links with occupational skills programs or academic 

programs and lead to employment with higher wages and benefits 

Increase the number of students who complete at least one year of post-secondary training 

and receive a credential 

Increase co-enrollment of DVR customers in Workforce Investment Act programs. 

Improve supports available to ensure work retention and career advancement 

Continuing training and education for low and mid-level government employees with 

disabilities to build competitive skills  

Data collection methods 

We believe a variety of data collection methods will be needed to get the best results from the 

targeted groups. Methods may include written or on-line surveys, telephone surveys and focus 

group discussions. We plan to capitalize on the work of other states and programs to assist in the 

development of assessment tools. 

The WSRC’s contribution to the success of the Comprehensive Needs Assessment was to 

encourage employers to respond to the survey. We did this by utilizing the constructive and 

ongoing relationship we built with the Association of Washington Business (AWB).  AWB is a 

business advocacy organization that works to advance an economic climate that enables its 



members, employees, and all citizens to prosper.  Kris Tefft, who represented Business and 

Industry of the WSRC until September of 2009, works as the Association’s General Counsel and 

Director of Government Affairs for Employment Law. Kris and his colleagues at AWB helped DVR 

publicize its employer survey. We attribute the high rate of employer response to their efforts. 

The Comprehensive Needs Assessment project was lead by DVR. The Council will factor the 

findings of the assessment in our deliberations and policy recommendations during the 2010-2013 

State Plan period.  When Washington DVR undertakes the next Comprehensive Needs 

Assessment, the WSRC will advocate for a more collaborative process. To review the findings of 

Washington’s comprehensive needs assessment, please visit: www.wastrehabcouncil.org. On the 

left upper side of the home page click “Surveys and Assessments.”  

 

Standards and Indicators for Federal Fiscal Year  
starting 10/01/2008 through 09/30/2009  

Evaluation Standard (must pass 4 of 7 standards) 

In 2000, the Rehabilitation Services Administration adopted the following set of standards and 

indicators to assess aspects of the performance for each Vocational Rehabilitation Program. Here 

is how Washington State DVR performed on RSA’s standards and indicators during Federal Fiscal 

Year 2009. 

 

  Target Actual Pass/Fail 

Indicator 1.1 - Change in Employment  

The number of individuals achieving employment 
outcomes during the current performance period 
compared to the previous performance period. 

2,357 2,404 PASS 

The percentage of individuals receiving services under 
an individualized plan for employment who achieve 
employment outcomes. 

55.80% 55.37% FAIL 

http://www.wastrehabcouncil.org/


Competitive employment outcomes as a percentage 
of all employment outcomes. 

72.60% 

 

98.62% 

 

PASS 

 

Competitive employment outcomes for individuals 
with Significant Disabilities as a percentage of all 
individuals with employment outcomes. 

62.40% 

 

98.39% 

 

PASS 

 

The ratio of the Average VR Hourly Wage to the 
Average State Hourly Wage. 
(*average wage for individuals achieving employment 
outcomes) 

0.52 

 

0.515 

 

FAIL 

 

The percent of individuals achieving Competitive 
Employment Outcomes who report their own income 
as Primary Source of Support at Closure as compared 
to at Application. 

53.00% 

 

60.6% 

 

PASS 

 

Access to services for Minorities as measured by the 
ratio of the Minority Service Rate to the Non-Minority 
Service Rate.1 

0.80 0.98 PASS 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 


