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Section 1
Resources for Employees with Disabilities
· Talking with Co-workers About an Absence
· Understanding Employee Accommodations
· What is an invisible disability?
· What assistive technologies are available for people with special needs?



What should I tell co-workers when I return to work after taking leave for a disability or medical reasons?
After taking a leave for a disability or medical reasons, returning to work and handling questions about your time away might be difficult. You likely will find that your co-workers have many different reactions to you when you return to work.
Depending on your disability or medical condition and how much they know, you may encounter feelings of:
· Curiosity
· Concern
· Awkwardness
· Intrusiveness
· Resentment
It is helpful to think ahead about how to handle the reactions of co-workers and managers and have a plan for what and how much information you want to share. Remember, you do not have to volunteer information about your disability.
How open you are with co-workers about your health and absence from work is a personal decision. In some workplaces, it may not be beneficial to share details, especially if it is highly competitive, fast-paced or if physical strength and energy are required.
Do not feel pressured to reveal information. If you don't feel comfortable discussing details, instead, gently explain one of the following:
· I would rather not discuss it
· It is a personal situation
· I appreciate your concern; I am doing well
· It was a health concern that is now under control
· I am happy to be back to work
If you are having difficulties talking to co-workers/managers or dealing with the pressures of returning to work after a medical leave, an EAP counselor can be a good resource for providing insight and assistance to help you cope with this transition.
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Understanding Employee Accommodations
All employees need the right tools and work environment to effectively perform their jobs. Similarly, individuals with disabilities may need workplace adjustments-or accommodations-to maximize the value they can add to their employer.
An accommodation can be simple, such as putting blocks under a table's legs to make it wheelchair accessible. It might involve advanced technology, such as installing a screen reader on a computer so that a person who is blind can manage documents. It may be procedural, such as altering a work schedule or job assignments.
Here are some real-life examples of successful accommodations that were implemented by employers after consulting the Job Accommodation Network (JAN), a free and confidential service from the U.S. Department of Labor's Office of Disability Employment Policy that provides individualized accommodation solutions:
1. Situation: A woman with a severe developmental disability worked in an envelope manufacturing facility operating a machine that stacked boxes. She needed to stack 20 boxes at a time but could not keep a mental count past 10.
Solution: The employer installed a punch counter and trained the woman to include punching in her routine (tape, stack, punch; tape, stack, punch). As the woman's productivity soared, the employer realized that keeping count is difficult for many people and decided to install counters at other machines. Cost: $10.
2. Situation: A person who is blind was a switchboard operator for a large building. As such, she needed to know which telephone lines were on hold, in use or ringing.
Solution: The employer installed a light probe that emitted a noise signaling which console buttons were blinking and which ones were steadily lit. The console was also modified to audibly differentiate incoming calls from internal calls.
Cost: $45. Console modifications were made at no cost to the employer.
3. Situation: A student with cerebral palsy obtained a work-study position with the landscape crew of his university. His supervisor was concerned that he could not safely operate a push mower because of his motor impairment. The individual agreed that his gait and balance were a concern in safely operating a push mower.
Solution: His supervisor assigned him other tasks, such as mulching, weeding and picking up litter.
Cost: None.
4. Situation: A warehouse worker whose Job involved maintaining and delivering supplies had difficulty with the job's physical demands due to fatigue from cancer treatment.
Solution: The individual was provided a three-wheeled scooter at work to reduce the amount of walking required, and the warehouse was rearranged to reduce the amount of climbing and reaching. Cost: $1,500.
5. Situation: A secretary had a back impairment and experienced pain when reaching for things such as documents, files, and the phone receiver.
Solution: To reduce the need for reaching, she was provided an adjustable workstation, a telephone headset, a copy holder, and a horizontal filing cabinet.
Cost: $1,285.
6. Situation: A teacher with multiple sclerosis was not able to effectively communicate with students because his speech became soft and slurred when he was fatigued.
Solution: He was provided with a personal speech amplifier so that he would not have to strain to project his voice and was allowed to schedule his classes to allow periodic rest breaks.
Cost: $210.


7. Situation: An office manager who had been treated for stress and depression had difficulty concentrating when trying to complete assignments.
Solution: She was allowed to schedule blocks of time each week during which she could focus on tasks without interruption and modify her hours to allow more time for counseling and exercise. Her supervisor also arranged stress-management training for all employees and informed them about the company's Employee Assistance Program (EAP).
Cost: None.
8. Situation: A meter reader with hearing loss needed to be alerted to the sound of barking dogs and other sudden noises that might present dangers while working in city neighborhoods.
Solution: His employer provided him with a device that vibrates in response to sudden noises.
Cost: $300.
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What is an invisible disability?
Invisible disability is a term that means a person has a disability that can cause mild challenges to severe limitations. However, these individuals do not outwardly appear to be disabled. Approximately 10 percent of Americans have a medical condition that could be considered an invisible disability.
People who suffer with invisible disabilities are often accused of not really being ill, seeking special attention or assistance, being hypochondriacs or Just being lazy. But people with invisible disabilities can suffer from many different conditions, including:

· Debilitating pain
· Chronic pain
· Constant fatigue
· Dizziness
· Weakness
· 
Cognitive dysfunctions
· Mental disorders
· Hearing or vision impairments
· Brain injuries
· Blood disorders

These symptoms are not always obvious to the onlooker. In fact, people with invisible disabilities often say onlookers’ comment that they “look fine."  However, invisible disabilities can sometimes or always limit a person's daily activities. Additionally, someone can have an invisible disability and not have an assistive device, such as a wheelchair, walker, or cane. Some invisible disabilities include:

· ADHD
· AIDS
· Alzheimer's Disease
· Arthritis
· Asthma
· Autism
· Autoimmune disabilities
· Chronic fatigue syndrome
· Chemical sensitivities
· Diabetes
· 
Epilepsy
· Fibromyalgia
· Heart Disease
· Hemophilia
· Lupus
· Lyme Disease
· Multiple Sclerosis
· Renal failure
· Sleep disorders

Many people with invisible disabilities have physical or mental challenges but are still able to remain active in work, sports, or hobbies. Others may struggle just to get through the day, are unable to work, and have little or no energy left by day's end.
Resources
· Invisible Disabilities Association: www.invisibledisabilities.org
· Americans with Disabilities Act: www.ada .gov
· Disability .gov: www.disability.gov
· U.S. Department of Labor: www.dol.gov
· National Alliance on Mental Illness: ww w.nami.org


What assistive technologies are available for people with special needs?
Assistive technology is any service or tool that helps the disabled or elderly participate in daily activities. These tools, sometimes referred to as adaptive devices, provide accessibility for people with physical or cognitive difficulties, impairments, and disabilities. Depending on where a person lives, Medicaid may pay for some assistive technology.
Assistive technology tools include:
· Communication equipment. These tools enable a person to send and receive messages. They include telephone amplifiers and TTY/TTY conversion modem s.
· Education materials. These materials include audio books and Braille writing tools for the blind, and DVDs or videos with subtitling or sign language for the deaf.
· Home modifications. Assistive technologies can make homes more accessible for people with disabilities. They include ramps for wheelchair access, wheelchair lifts or stair elevators, handicapped­ accessible bathrooms with grab bars and modified switches that allow people to easily adjust lights, air conditioners and other household equipment. Switches might have extensions or be voice- or tongue-activated.
· Mobility aids. Wheelchairs, motorized scooters, wheelchair lifts and adaptable vehicle devices provide mobility assistance for many people. Other devices provide vehicle access and help people drive.
· Orthotic or prosthetic equipment. The assistive devices include anything from an artificial limb to orthopedic shoe inserts.
Assistive devices are also available to help people use computers and other technological devices. Examples of these kinds of assistive technologies include:
· Alternative keyboards. These keyboards feature larger- or smaller-than-standard keys, alternative key configurations and keyboards designed to be used by one hand. On-screen keyboards provide
assistance to people who are not able to use a standard keyboard due to dexterity or mobility difficulties.
· Braille embossers. These tools transfer computer-generated text into embossed Braille output. Braille translation programs convert scanned text or word processing into Braille and then print on the embosser.
· Electronic pointing devices. These tools use ultrasound, infrared beams, eye movements, nerve signals or brain waves to control the cursor on the screen without use of hands.
· Joysticks. Instead of using just hands and fingers, some joysticks can be manipulated by feet, toes, or a person's chin.
· Keyboard filters. Typing aids predict words and add spell checks without many keystrokes.
· Screen enlargers or magnifiers. Operating like a magnifying glass for the computer, these devices enlarge a portion of the screen, allowing a person to zoom in and out on an area for easier visualization. Large computer screen monitors are also helpful.
· Screen readers. This tool verbalizes or "speaks" everything that appears on the computer screen including text, graphics, control buttons and menus. Screen readers are a great help for blind computer users.
· Speech or voice recognition programs. Software can be installed to allow people to give commands and enter data using their voices rather than a mouse or keyboard. Creating text documents, surfing the Internet, and navigating applications can all be accomplished by voice.
· Sip-and-puff systems. These devices are activated by a person's mouth as he/she inhales or exhales. They can be used to move the cursor as well as follow other commands.
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· Text-to-Speech (TTS) synthesizers. Information going to the screen (letters, numbers, and punctuation marks) is "spoken" by a computerized voice. This allows blind users to hear what they are typing. It also works in the reverse and provides a "voice" for people who cannot communicate orally, but who can type their thoughts.
· Touch screens. People can directly activate the computer by touching the screen instead of using a mouse.
· Wands and sticks. These devices are used for pressing keys on the keyboard. They can be worn on the head, held in the mouth, or strapped to a person's chin.

Resources
More information about assistive technology can be found on the U.S. Department of Labor's Office of Disability Employment Policy (ODEP) website: www.disability .gov.
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What is an Invisible Disability?
Invisible disability is a term that means a person has a disability that can cause mild challenges to severe limitations. However, these individuals do not outwardly appear to be disabled. Approximately 10 percent of Americans have a medical condition that could be considered an invisible disability.
People who suffer with invisible disabilities are often accused of not really being ill, seeking special attention or assistance, being hypochondriacs or just being lazy because their symptoms are not always obvious. In fact, people with invisible disabilities often say onlookers comment that they "look fine." However, invisible disabilities can sometimes or always limit a person's daily activities. Additionally, someone can have an invisible disability and not have an assistive device, such as a wheelchair, walker, or cane.
Some invisible disabilities include:
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· ADHD
· AIDS
· Alzheimer's Disease
· Arthritis
· Asthma
· Autism
· Autoimmune disabilities
· Chronic fatigue syndrome
· Chemical sensitivities
· Diabetes
· 
Epilepsy
· Fibromyalgia
· Heart Disease
· Hemophilia
· Lupus
· Lyme Disease
· Multiple Sclerosis
· Renal failure
· Sleep disorders

Many people with invisible disabilities have physical or mental challenges but are still able to remain active in work, sports, or hobbies. Others may struggle Just to get through the day, are unable to work, and have little or no energy left by day's end.




Personal Assistance Services for Disabled Employees
Personal Assistance Services (PAS) can be defined as people or devices that assist a person with a physical, sensory, mental, or cognitive disability with tasks that the person would perform for himself or herself.
In the workplace, PAS is provided as a reasonable accommodation to enable an employee to perform the functions of a job. Work-related PAS might include:
· Filing or retrieving work materials that are out of reach
· Providing travel assistance for an employee with a mobility impairment
· Helping an employee with a cognitive disability with planning or decision-making
· Reading handwritten mail to an employee with a visual impairment
· Ensuring that a sign-language interpreter is present during staff meetings to accommodate an employee with a hearing impairment
Each person with a disability has different needs and may require a unique combination of PAS.

What resources are available for additional information?
The Office of Disability Employment Policy's JAN is a toll-free service that provides information about workplace accommodations and the employability of people with disabilities. Contact: 800.526.7234.
The World Institute on Disability 's Rehabilitation Research and Training Center conducts research to further understand how PAS can promote the economic self-sufficiency, independent living and full integration of people with disabilities into society. Contact: 510.251.4301.


















Section 2
Resources for Managers and the Wider Workforce
· Accommodating the Needs of People with Disabilities at Work
· How can I make my workplace disability-friendly?
· Serving Customers with Disabilities
· Talking to and About People with Disabilities
· Understanding Service Animals
· Ensuring Access to Job Applicants with Disabilities




Accommodating the Needs of People with Disabilities at Work
All employees need the right tools and work environment to effectively perform their jobs.

What is an accommodation?
All employees need the right tools and work environment to effectively perform their jobs. Similarly, individuals with disabilities may need workplace adjustments - or accommodations - to maximize the value they can add to their employer.
An accommodation can be simple, such as putting blocks under a table's legs to make it wheelchair accessible. It might involve advanced technology, such as installing a screen reader on a computer so that a person who is blind can manage documents. It may be procedural, such as altering a work schedule or job assignments.
When thinking about accommodations, the focus should not be on the person's disability, but rather on essential job tasks and the physical functions necessary to complete them. Consider a receptionist who cannot answer the phone because he or she cannot grasp the receiver. A handle could be attached to the receiver to enable him or her to balance it on the hand. Or the receptionist could use a headset, eliminating the need for grasping altogether. The reason the person can't grasp the receiver is immaterial. With a simple accommodation, the employee can answer the phone.
Because accommodations are for individuals, they are individual in nature. But by requiring employers and employees to think creatively about how tasks are accomplished, an accommodation can benefit more than a single employee - it can benefit business. Devising accommodations can uncover strategies that help others, regardless of whether they have disabilities. For instance, headsets may help other receptionists better perform their duties and reduce neck strain. Similarly, magnifying glasses at workstations help people with visual disabilities read documents and may reduce eye strain for others.
When an accommodation has widespread benefit, it is referred to as universal design. Perhaps the most ubiquitous example of universal design is curb cuts. These were designed to enable people who use
wheelchairs to get on and off sidewalks, but they are routinely used by people for other purposes, such as pushing strollers or carts.
Thus, an accommodation is an investment that promises an immediate return - an investment in a qualified worker who happens to have a disability and is, or could become, a valuable asset to a
business. Moreover, accommodations usually are not expensive. According to the Job Accommodation Network (JAN), a free and confidential service from the U.S. Department of Labor's Office of Disability Employment Policy that provides individualized accommodation solutions, two-thirds of accommodations cost less than $500, with nearly a quarter costing nothing at all. Yet, more than half of the employers surveyed said that each accommodation benefited their organization an average of $ 5,000.

Resources
· Office of Disability Employment Policy: www.dol.gov/odep
· U.S. Department of Labor: ww w.dol.gov
· Job Accommodation Network (JAN): http://askjan.org
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How can I make my workplace disability-friendly?
Employers who include disability issues in corporate diversity policies enrich and enhance workplace benefits in the new economy.  Such benefits include diverse leadership, innovation, an increase in overall morale and the ability to cast a wider recruiting net. Outlined below are strategies to successfully incorporate persons with disabilities into the workplace.
Make a corporate commitment to include persons with disabilities among your stakeholders. Is the CEO committed to a disability-friendly workplace? Is there a written document to all staff that affirms this commitment? Do corporate policies, procedures and practices specifically mention disability? Do persons with disabilities serve on the board? Are employees and customers with disabilities seen in the annual report? Are workers with disabilities employed at all skill levels in the workforce, including senior management positions? Are your products or services marketed to customers with disabilities? CEO commitment means senior leadership will embrace disability policies and that the organization will " talk the talk and walk the walk."
Educate all staff on disabilities. Does new staff orientation include disability awareness training? Are training materials available in alternate formats such as large print, Braille, and captioning? Do employees
with disabilities serve as mentors for new hires who do not have disabilities? Providing disability education dispels myths and enables all staff to make sound disability employment decisions.
Provide ongoing information on disabilities. Are staff familiar with legislation pertaining to disability? Does staff receive disability information that could be helpful at work, at home or at school? Is disability information provided routinely in the company newsletter or on an intranet site? Are disability resources in the community contacted to help injured workers return to the workplace as soon as possible? Continued education enables employees to utilize pertinent disability information to resolve everyday family and work situations.
Form a disability support group. Do employees with disabilities meet to discuss disability employment issues? Does this group have authority to make recommendations to management? Is all staff aware
of this group and the contributions, it makes to corporate success? Disability perspectives enable all employees to contribute their full work potential to corporate success.
Provide accessible facilities and services. Are buildings, parking areas, workspaces, and communication systems accessible to persons with disabilities? Accessible facilities and services are more useful for everyone.
Accommodate applicants and workers with disabilities. Is there a central source and budget for accommodations? Are applicants and employees informed that accommodations are available if needed? With permission, are employee success stories that demonstrate improved productivity based on accommodation shared with other employees? Does staff routinely stay abreast of new developments in universal and assistive technology?  An open policy on accommodations allows candidates and workers with disabilities to demonstrate what they can do.
Project a disability-friendly image to attract candidates and customers with disabilities.  Do college recruiters target students with disabilities when making campus calls? Do recruiters search for resumes on disability-related websites? Are publications directed to persons with disabilities targeted for company advertising? Are recruiters and other personnel responsible for establishing working relationships with community agencies serving applicants with disabilities? Building relationships with community agencies increases referrals of candidates with disabilities.
Hire applicants with disabilities. Do recruiters regularly attend employment fairs for candidates with disabilities or target students at colleges with known populations of students with disabilities, such as Gallaudet University and the National Technical Institute for the Deaf? A diverse workforce includes employees with disabilities.


Train and advance workers with disabilities. Do employees with disabilities routinely participate in employer­ sponsored training opportunities? If not, has this issue been brought before the Disability Support Group for recommendations? Are procedures in place to promote qualified employees with disabilities to management and supervisory positions? Employers who "talk the talk and walk the walk" of disability employment promote qualified workers to upper management positions.
Encourage staff to volunteer in the community. Is staff encouraged to build relationships with disability community service organizations during work hours? Does staff make regular visits to high schools to inform administrators, teachers, and students (including students with disabilities) about scheduled open houses and job trends in your industry? Are human resource staff instructing students with disabilities about how to set up a scannable resume or serving as mentors to graduating post-secondary students with disabilities to help them with their job search 7 Employers who want to make a difference in the disability employment arena are eager to influence tomorrow's disabled workers and help job candidates with disabilities with their search.
Resources
· Office of Disability Employment Policy : www.dol.gov/odep
· U.S. Business Leadership Network: www.usbln.org
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Serving Customers with Disabilities
The business community constantly tries to provide better services to existing customers and to expand its market by developing new customer bases. A large, untapped customer market is the disability market, which can be an economically advantageous niche for business.
People with disabilities compose the nation's largest minority group. As the population ages, approximately 41 percent of those over 65 will likely have disabilities. The U.S. Census Bureau reports that approximately 41.3 million people (15 percent of the population) have some level of disability.
Serving customers with disabilities provides significant opportunities for the business community. More than 20.3 million families in the U.S. have at least one member with a disability. Persons with disabilities themselves have a combined income of nearly $700 billion. Of that figure, $175 billion is discretionary income.
Key to Quality Customer Service
The key to providing quality services to customers with disabilities is to remember that all customers are individuals. Persons with disabilities come in all shapes and sizes, with diverse personalities,
abilities, interests, needs and preferences - just like every other customer. Below are some basic tips for interacting with customers who have disabilities. However, in most cases, the best way to learn how to accommodate customers with disabilities is to ask them directly.
Etiquette considered appropriate when interacting with customers with disabilities is based primarily on respect and courtesy. Listen and learn from what the customer tells you regarding his or her needs. Remember, customers with disabilities will continue to patronize businesses that welcome them, are helpful, are accessible, and provide quality products and/or services at competitive market prices.
Serving Customers Who Are Blind or Visually Impaired
· Speak to the customer when you approach him or her.
· State clearly who you are; speak in a normal tone of voice.
· Never touch or distract a service dog without first asking the owner.
· Tell the customer when you are leaving; never leave a person who is blind talking to an empty space.
· Do not attempt to lead the customer without first asking; allow the customer to hold your arm and control his or her own movements.
· Be descriptive when giving directions; give the customer verbal information that is visually obvious to persons who can see. For example, if you are approaching steps, mention how many and the direction.
· If you are offering a seat, gently place the customer's hand on the back or arm of the chair and let him or her sit down by himself or herself.
· When dealing with money transactions, tell the customer the denominations when you count the money, he or she is receiving from you.
· Make sure the customer has picked up all his or her possessions before leaving.
· Ask if the customer needs assistance signing forms. Offer to guide his or her hand to the appropriate space for signature.
· Offer assistance if the customer appears to be having difficulty locating a specific service area.

Serving Customers Who Are Deaf or Hard of Hearing
· Gain his or her attention before starting a conversation (i.e., tap the person gently on the shoulder or arm).
· Identify who you are (i.e., show them your name badge).
· Look directly at the customer, face the light, speak clearly in a normal tone of voice, and keep your hands away from your face; use short, simple sentences.
· Ask the customer if it would be helpful to communicate by writing or by using a computer terminal.
· If the customer uses a sign-language interpreter, speak directly to the customer, not the interpreter.


· If you telephone a customer who is hard of hearing, let the phone ring longer than usual; speak clearly, and be prepared to repeat the reason for the call and who you are.
· If you telephone a customer who is deaf, use your state telecommunications relay service. The number is listed in the front of the telephone directory. Consideration should also be given to purchasing a TTY.
· Discuss matters that are personal (e.g., financial matters) in a private room to avoid staring or eavesdropping by other customers.
Serving Customers with Mobility Impairments
· Put yourself at the wheelchair user's eye level. If possible, sit next to the customer when having a conversation.
· Do not lean on a wheelchair or any other assistive device.
· Do not assume the customer wants to be pushed - ask first.
· Provide a clipboard as a writing surface if counters or reception desks are too high; come around to the customer side of the desk/counter during your interaction.
· Offer assistance if the customer appears to be having difficulty opening the doors.
· Make sure there is a clear path of travel.
· If a person uses crutches, a walker, or some other assistive equipment, offer assistance with coats, bags, or other belongings.
· Offer a chair if the customer will be standing for a long period of time.
· If you telephone the customer, allow the phone to ring longer than usual to allow extra time for him or her to reach the telephone.
Serving Customers with Speech Impairments
· If you do not understand something, do not pretend that you do; ask the customer to repeat what he or she said, and then repeat it back.
· Be patient; take as much time as necessary.
· Try to ask questions that require only short answers or a nod of the head.
· Concentrate on what the customer is saying, concentrate on listening and communicating.
· Avoid barriers like glass partitions and distractions, such as noisy, public places.
· Do not speak for the customer or attempt to finish his or her sentences.
· If you are having difficulty understanding the customer, consider writing as an alternative means of communicating, but first ask the customer if this is acceptable.
· If no solution to the communication problem can be worked out between you and the customer, ask if there is someone who could interpret on the customer's behalf.
· Discuss matters that are personal (e.g., financial matters) in a private room to avoid staring or eavesdropping by other customers.
Serving Customers with Cognitive Disabilities
· Be prepared to provide an explanation more than once.
· Offer assistance with, and/or extra time for, completion of forms, understanding written instructions, writing checks or decision-making; wait for the customer to accept the offer of assistance; do not "over-assist" or be patronizing.
· If a customer has difficulty reading or writing, he or she may prefer to take forms home to complete.
· Be patient, flexible and supportive; take time to understand the customer, and make sure the customer understands you.
· Consider moving to a quiet or private location if in a public area with many distractions.


Things to Remember
· Provide access to facilities and services.
· Relax.
· Listen to the customer.
· Maintain eye contact without staring.
· Make the customer feel comfortable.
· Treat the customer with dignity, respect, and courtesy.
· Help, but do not insist on helping.
· Ask the customer to tell you the best way to help.
· Deal with unfamiliar situations in a calm, professional manner.

Resources
· Office of Disability Employment Policy: www.dol.gov/odep
· U.S. Department of Labor: ww w.dol.gov
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Talking to and About People with Disabilities
During the past 25 years, improved access to educational institutions, the job market, public buildings, and transportation services have enhanced the lives of many people with disabilities. But while access to education and the workforce has increased, people with disabilities often find their social interaction with other people to be very limited.
Many individuals avoid communicating with people who have developmental or cognitive disabilities because they are afraid of saying something inappropriate or offensive. Others do not think they would have anything to talk about with a person who is disabled so they say nothing.
Words
Positive language empowers. When writing or speaking about people with disabilities, it is important to put the person first. Group designations such as “the blind,” “the retarded” or “the disabled” are inappropriate because they do not reflect the individuality, equality, or dignity of people with disabilities. Further, words like “normal person" imply that the person with a disability is not normal, whereas “person without a disability” is descriptive but not negative. The accompanying lists show examples of positive and negative phrases.
Affirmative Phrases
· Person with an intellectual, cognitive, or developmental	• Person with epilepsy; person with a seizure disorder disability	• Person who uses a wheelchair
· Person with a disability	• Person who has muscular dystrophy
· Person who is blind; person who is visually impaired	• Person with a physical disability; physically disabled
· Person who is deaf	• Unable to speak; uses synthetic speech
· Person who is hard of hearing	• Person with a psychiatric disability
· Person who has multiple sclerosis	• Person who is productive and successful
· Person with cerebral palsy

Negative phrases

· Retarded; mentally defective
· The blind
· The disabled; handicapped
· The deaf; deaf and dumb
· Suffers a hearing loss
· Afflicted by MS
· Cerebral palsy victim
· Epileptic
· 
Confined or restricted to a wheelchair
· Stricken by muscular dystrophy
· Crippled; lame; deformed
· Dumb; mute
· Crazy; nuts
· Has overcome his/her disability; is courageous (when it implies that the person has courage because of having a disability)


General Tips for Communicating with People with Disabilities
Etiquette considered appropriate when interacting with people with disabilities is based primarily on respect and courtesy. Outlined below are tips to help you communicate with persons with disabilities.
· When introduced to a person with a disability, it is appropriate to offer to shake hands. People with limited hand use or who wear an artificial limb can usually shake hands. (Shaking hands with the left hand is an acceptable greeting.)
· Listen to the individual, and treat them with dignity, respect, and courtesy.
· If you help, wait until the offer is accepted. Then listen to or ask for instructions. Do not insist on helping or be offended if your offer is not accepted.


· Treat adults as adults. Address people who have disabilities by their first names only when extending the same familiarity to all others.
· Relax. Do not be embarrassed if you happen to use common expressions such as "See you later," or "Did you hear about that?" that seem to relate to a person's disability.
· Do not be afraid to ask questions when you are unsure what to do.

Communicating with Individuals Who Are Blind or Visually Impaired
· Speak to the individual when you approach him or her.
· State clearly who you are and speak in a normal tone of voice.
· When conversing in a group, remember to identify yourself and the person to whom you are speaking.
· Never touch or distract a service dog without first asking the owner.
· Tell the individual when you are leaving.
· Do not attempt to lead the individual without first asking. Allow the person to hold your arm and control her or his own movements.
· Be descriptive when giving directions, and verbally give the person information that is visually obvious to individuals who cannot see. For example, if you are approaching steps, mention how many steps.
· If you are offering a seat, gently place the individual's hand on the back or arm of the chair so the person can locate the seat.
Communicating with Individuals Who Are Deaf or Hard of Hearing
· Gain the person's attention before starting a conversation (i.e., tap the person gently on the shoulder or arm).
· Look directly at the individual, face the light, speak clearly, in a normal tone of voice, and keep your hands away from your face. Use short, simple sentences. Avoid smoking or chewing gum.
· If the individual uses a sign language interpreter, speak directly to the person, not the interpreter.
· If you telephone an individual who is hard of hearing, let the phone ring longer than usual. Speak clearly and be prepared to repeat the reason for the call and who you are.
· If you do not have a Text Telephone (TTY), dial 711 to reach the national telecommunications relay service, which facilitates the call between you and an individual who uses a TTY.
Communicating with Individuals with Mobility Impairments
· If possible, put yourself at the wheelchair user's eye level.
· Do not lean on a wheelchair or any other assistive device.
· Never patronize people who use wheelchairs by patting them on the head or shoulder.
· Do not assume the individual wants to be pushed. Ask them if they would like assistance first.
· Offer assistance if the individual appears to be having difficulty opening a door.
· If you telephone the individual, allow the phone to ring longer than usual to allow extra time for the person to reach the telephone.
Communicating with Individuals with Speech Impairments
· If you do not understand something the individual says, do not pretend that you do. Ask the individual to repeat what he or she said and then say it back to them to show you understood.
· Be patient. Take as much time as necessary.
· Try to ask questions which require only short answers or a nod of the head.
· Concentrate on what the individual is saying.
· Do not speak for the individual or attempt to finish her or his sentences.
· If you are having difficulty understanding the individual, consider writing as an alternative means of communicating, but first ask the individual if this is acceptable.


Communicating with Individuals with Cognitive Disabilities
· If you are in a public area with many distractions, consider moving to a quiet or private location.
· Be prepared to repeat what you say, orally or in writing.
· Offer assistance completing forms or understanding written instructions and provide extra time for decision­ making. Wait for the individual to accept the offer of assistance; do not "over-assist" or be patronizing.
· Be patient, flexible and supportive. Take time to understand the individual and make sure the individual understands you.
Resources
· United States Department of Labor: www .dol.gov
· Office of Disability Employment Policy: www.dol.gov/odep
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Understanding the Role of Service Animals
The Americans with Disabilities Act defines a service animal as any guide dog, signal dog or other animal individually trained to provide assistance to an individual with a disability. This assistance includes guiding people who are blind, alerting people who are deaf, pulling wheelchairs, alerting, and protecting a person who is having a seizure or performing other special tasks.
If they meet this definition, animals are considered service animals under the ADA regardless of whether they have been licensed or certified by a state or local government. Service animals are not pets and should be treated with caution when they are working. It is important to learn about service dogs and how you can avoid causing distress to these hard-working animals.
What can service dogs do?
Service animals perform some of the functions and tasks that the individual with a disability cannot perform for him or herself. "Seeing eye dogs" are one type of service animal used by some individuals who are blind. This is the type of service animal with which most people are familiar. But there are service animals that assist persons with other kinds of disabilities in their day-to-day activities. Some examples include:
· Alerting persons with hearing impairments to sounds
· Pulling wheelchairs or carrying and picking up things for persons with mobility impairments
· Assisting persons with mobility impairments with balance

Types of Service Dogs
There are many types of service dogs, each specially trained to assist with certain tasks. The following are   a few of the recognized types of service dogs:
Guide dogs: These dogs assist people who are blind or have visual impairments and are the most common type of service dog. Guide dogs can help their handlers avoid obstacles and negotiate traffic to ensure their safety. Guide dogs wear a special harness that allows for communication between the dog and the handler.
Hearing dogs: These dogs help deaf and hearing-impaired people by alerting them to household sounds, such as doorbells, alarm clocks, smoke detectors and telephones, using physical contact. Hearing dogs usually wear an orange collar and leash, or they may wear an orange vest.
Service dogs: These dogs assist physically disabled people with their individual daily needs. Service dogs can retrieve objects, pull wheelchairs, open and close doors, provide counterbalance and assist with other tasks. Service dogs usually wear a backpack or a special harness.
Alert/response dogs: These dogs are trained to alert their handler to impending seizures. Alert dogs usually wear a harness, backpack, or vest.
Therapeutic companion dogs: These dogs provide companionship to a person with a disability. Some dogs can provide assistance with daily tasks, but more often are used for companionship.
Interacting with a Service Dog
When a service dog is in its harness, wearing other identification or simply out with its handler, it is "on duty" and should be treated as such. Use the following tips to ensure that you do not disrupt a service dog while it is working:
· Speak to the handler, not to the dog. If you feel that you must address the service team to offer assistance or for some other reason, speak to the handler. Do not speak to the dog or direct any other sounds, such as whistling, to the dog. This can distract the dog from performing its duties.
· Do not pet the dog. A service dog is not a pet and should not be touched without the handler's permission. If the handler denies permission, do not take it personally.


· Do not feed the dog. Many service dogs are on special diets and adhere to strict feeding schedules. Feeding the dog is not only distracting, it can be detrimental to its health. Handlers cannot afford to have their assistants fall ill.
· Do not ask the handler about his or her disability. The handler does not have an obligation to educate you about his or her condition or about the service dog and may not have the time or desire to enter a conversation.
· Do not touch the handler. The dog could interpret this as a threatening gesture, leading it to display protective behaviors.
· Educate your children. Many children want to pet every dog that they see. Talk to your children about service dogs and explain that they are working to help the handler. Lead by example by showing respect for the handler and the dog.
Resources
· Assistance Dogs International, Inc.: www .assistancedogsinte rnational.org
· International Association of Assistance Dog Partners: www.iaadp .org
· Service Dog Association: www.servicedogassociation .com
· National Association of Service Dogs: www.naservicedogs.org
· Guide Dogs for the Blind: www.guidedogs.com
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Ensuring Access to Job Opportunities for Applicants with Disabilities
The goal of the hiring process is to attract and identify the individual who has the best mix of skills and attributes for the job available. Ensuring that all qualified individuals can participate in the process is essential to achieving this goal. By examining hiring procedures and implementing some simple steps, employers can widen their pool of potential talent and ensure that they do not miss out when the best person for the job happens to have a disability.
Job Analysis
Although it is not required under the Americans with Disabilities Act, it would be prudent for employers to carefully examine each job to determine its essential functions. According to guidance from the Equal
Employment Opportunity Commission, essential functions are the basic job duties that an employee must be able to perform, with or without a reasonable accommodation. Determining essential job functions
will assist in establishing appropriate qualification standards, developing a job description, conducting interviews, and selecting people.
Do:
· Evaluate each candidate for the job based on whether he or she has met the employer's requirements for the job, such as education, training, employment experience, skills, or licenses.
· Consider whether a person with a disability can perform the essential functions of the job, with or without a reasonable accommodation.
· Recognize that there are often many ways to accomplish the same task.

Do not:
· Assume that certain jobs are more suited to persons with disabilities.
· Assume that a person cannot or does not want a particular job because of apparent or non-apparent disabilities.
· Assume a person with a disability does not have the requisite education and training for a job.
· Hire a person with a disability who is not qualified to perform the essential functions of a Job, even with a reasonable accommodation.
Communication
Do:
· Relax and make the applicant feel comfortable.
· Treat an individual with a disability with the same dignity and respect you would give any applicant.

Do not:
· Assume that staff would need special training to learn how to work with individuals with disabilities.

Medical Information
Do:
· Check that applications and other forms do not ask disability-related questions.
· Make sure that any medical examinations required are also required of all other applicants and are performed after a job offer has been extended. The job offer may be conditioned on the results of the post-offer medical examination. However, if a decision is made not to hire an individual based on the results of the medical exam, the basis for that decision must be job-related and not because of the individual's disability.


· Keep in mind that among those protected by the ADA are qualified individuals who have a substantial limitation in a major life activity. Whether qualified individuals with a medical condition like AIDS, cancer, intellectual disability, traumatic brain injuries or learning disabilities will be considered disabled under the law will depend on the facts of each case.
· Develop procedures for maintaining and protecting confidential medical records.
· Make sure that any disability-related information is kept confidential and shared only with those who need to know . For example, supervisors and managers may be told about necessary restrictions on the work or duties of the employee, and about necessary accommodations.
Do not:
· Make medical judgments .
· Ask an applicant if he or she has a disability during a job interview .
· Assume that a work environment will be unsafe if an employee has a disability.

Accommodations
Do:
· Ensure that the recruitment process is accessible to all individuals by providing reasonable accommodations that qualified applicants will need to compete for the job (e.g., applications in alternative formats and accessible route of travel to the human resources off ice).
· Remember that accessibility pertains not only to a physical environment; application forms and other relevant information should be available in alternative formats for people with visual or cognitive disabilities.
· Develop an accommodations process, and ensure all employees are aware of and understand it.

Do not:
· Assume that accommodations are expensive or difficult to implement. Most are not, and a number of resources are available to assist in making accommodations.
· Assume that one accommodation will work for all individuals with similar disabilities.
· Assume that a person does not need an accommodation because he or she does not have a visible disability.

Worksite Accessibility
In general, the ADA does not require employers to make accommodations unless requested to do so by an individual with a disability. However, individuals with disabilities must be able to participate in all aspects of the application process. Here is a list of steps employers can use to check how well they are fulfilling this responsibility:
· Parking spaces for persons with disabilities should be close to the work site entrance.
· The pathway from the parking area to the entrance should not include abrupt level changes or steps.
· Ramps used to provide access should be appropriately graded and have handrails.
· Doors should be wide enough (36 inches) for people who use wheelchairs. Also, they should be easy to open.
· The human resources office, or location within the work site w here the application process is administered, should be accessible.
· The bathroom, water fountain and public telephone should all be usable by, and accessible to, people with disabilities.
· Elevators should have control panels lower than 54 inches from the floor and raised symbols or numbers on the control panels.
· All signage should include the use of symbols and graphics to be appropriate and accessible for persons with visual, learning, and cognitive disabilities.
· The emergency warning system should include both audible and visual alarms.


Resources
· Office of Disability Employment Policy: www.dol.gov/odep
· U.S. Department of Labor: www.dol.gov
· Job Accommodation Network (JAN): http :// askjan.org
· U.S. Access Board: www.access -board.gov
· U.S. Equal Employment Opportunity Commission: www.eeoc.gov
· ADA National Network: http://adata.org
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