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	Region 15 Disability Access Committee

Focus Group Report

	Date:  August 28, 2017


Background:
· The State Workforce Development Board established a Disability Access Committee to lead a Statewide Disability Access Initiative to:

1) Ensure that Iowa’s one-stop delivery system meets all accessibility requirements for individuals with disabilities under the Iowa Civil Rights Act of 1965, as amended; the Americans with Disabilities Act of 1990, as amended; and the Workforce Innovation and Opportunity Act.
2) Increase accessibility for individuals with disabilities to the programs, services, and activities of Iowa’s one-stop delivery system.

3) Continuously improve for individuals with disabilities the provision of services within the one-stop delivery system.

4) Improve opportunities for individuals with disabilities in competitive integrated employment.

· The Region 15 Disability Access Committee conducted a focus group of former, current, and potential one-stop center customers to gather customer feedback on August 28, 2017.
· This Report contains the participant feedback and identified barriers gathered by the Disability Access Committee from the focus group. 

· This Report’s findings include:
1) Participant demographics;
2) Summary of feedback on physical accessibility;
3) Summary of feedback on customer service;
4) Summary of feedback on accommodations and communication;
5) Summary of feedback on membership process;
6) Summary of feedback on workshops;
7) Summary of feedback on one-stop center complaint process; and
8) Additional findings.
1. Focus Group Participant Demographics
· Individuals who are former customers of the one-stop center, current customers of the one-stop center, and potential customers of the one-stop center must be included. 
· Participants must be individuals with a broad range of disabilities.
· The majority of participants must be individuals with disabilities.
· Individuals must range in age and represent youth (age 16-24), adults (age 25+), and aging individuals (age 55+).

	Participant Cohort
	Number of Participants

	Total Participants
	13

	People with Vision Impairment
	

	People Who Are Deaf or Hard of Hearing
	

	People with Cognitive or Intellectual Disability
	

	People with Other Disabilities
	2

	Family Members of People with Disabilities
	1

	Providers of Services to People with Disabilities
	

	Past Recipients of Services Through the One-Stop Center
	

	Current Recipients of Services Through the One-Stop Center
	

	Potential Recipients of Services Through the One-Stop Center
	

	People Age 16–24
	

	People Age 25–54
	2

	People Age 55+
	

	Disability Access Committee Members Present
	2

	People Who Identify as White
	12

	People Who Identify as a Race Other Than White
	1


2.  Physical Accessibility
	2.1.  Getting to the One-Stop Center

	1. Fairly easy, especially for Job Corps students as they are located across the street
2. Kind of confusing; some confusion as to which IHCC because there are 2 different sites in Ottumwa

	2.2.  Transportation Used by Participants

	1. Personal vehicle
2. Bus, friend, walk (although located far from city), bike

	2.3.  Ease of Access Outside and Entering the Building

	1. Plenty of parking
2. There are van accessible parking spaces and building has automatic door openers

	2.4.  Ease of Access Throughout the Building

	1. Some room confusion
2. Restrooms do not have automatic door openers, participant that was wheel chair bound would try accessing the restroom after the meeting

	2.4.  Accessibility of Signs Posted Around the One-Stop Center

	1. None
2. 

	2.5.  Accessibility of Restrooms

	1. Participant that was wheel chair bound will try and access public restroom
2. Participants knew where the restrooms were.


	2.6.  Identified Barriers

	1. One participant noticed the toilet paper was maybe a little too far to reach.  New toilet paper dispenser have been added within last 2 weeks and are closer.
2. Comment 2

	2.7.  Other

	1. None
2. 


3. Customer Service
	3.1.  Welcome Upon Entering One-Stop Center

	1. Usually someone greets when they arrive.
2. Comment 2

	3.2.  Helpfulness of Staff

	1. Most felt staff was helpful and they felt welcomed.
2. One participant experienced trouble getting services he/she needed and he/she felt it led to lost opportunity on a job.

	3.3.  Lack of Helpfulness of Staff

	1. Trouble reaching someone at IVRS or not returning phone calls.  One participant had better response via email with staff.
2. Comment 2

	3.4.  Questions Answered by Staff in Helpful and Understandable Manner

	1. Participants felt staff were able to answer their questions and were helpful.
2. It was mentioned that veteran rep, was very helpful.

	3.5.  Other

	1. Comment 1
2. Comment 2


4. Accommodations and Communication

	4.1.  Requesting an Accommodation

	1. Participants are able to request accommodations such as readings tests out load, extra time, etc.
2. Comment 2

	4.2.  Providing Accommodations

	1. Participants were able to get the accommodations they requested.
2. One participants stated that chairs or stools need to be provided at the workshops that was held at Job Corps as it was all standing.  The length to walk to Job Corps and then standing was hard.

	4.3.  Staff Responses to Accommodation Requests

	1. Participants usually request accommodations before they come.
2. Comment 2

	4.4.  Ability of Staff to Communicate Effectively

	1. Staff have been able to communicate effectively with participants in providing accommodations.
2. Comment 2

	4.5.  Accommodations That Would Be Most Useful

	1. Availability of a mouse that works with paralysis in fingers.  
2. Necessity of a desk that adjust in height for wheelchairs to be able to get knees under.  Voice to text are usually person specific and take too long to learn.  

	4.6.  Areas Where Help Is Needed at the Center

	1. Membership computers are not handicap/wheelchair accessible.  They also are hard to use for short people.
2. 

	4.7.  Other

	1. Job search is set up for participants to use at home; however, it would be nice for One Stop Center to have help available.  Not all participants have internet or know how to do job search.
2. Explore having a class for those who have loss of feelings in fingers, etc.


5. Membership

	5.1.  Help Completing Membership

	1. OK
2. Comment 2

	5.2.  Type of Help Needed to Complete Membership

	1. Password help – staff have been very helpful on getting this information to participants.
2. Comment 2

	5.3.  Clarity of Questions Asked in Membership

	1. Participants reported they were able to understand.
2. Comment 2

	5.4.  Explanation of Services Available

	1. One participant stated explanation of services was sometimes frustrating because information is accurate or was erroneous or not current.  Felt like staff and participants spend a lot of time chasing down information.
2. Comment 2

	5.5.  Tour of One-Stop Center

	1. Yes, if they were shown.
2. Comment 2

	5.6.  Other

	1. Comment 1
2. Comment 2


6. Workshops

	6.1.  Experience Participating in Workshops

	1. Well organized.  Facilitators use humor.  Presentations are good.
2. Comment 2

	6.2.  Accommodations Needed to Participate in Workshops

	1. Comment 1
2. Comment 2

	6.3.  Ease of Understanding Information Presented in Workshops

	1. Very easy.
2. Comment 2

	6.4.  Recommendations on Presenting Information in Workshops

	1. Participants would like the power point slides printed off and handed out so they can take notes on that instead of a blank sheet of paper.  They have something to refer to.
2. Comment 2

	6.5.  Availability of Staff to Provide Assistance

	1. Yes, questions were answered.
2. Comment 2

	6.6.  Other Potentially Helpful Workshops

	1. One participant would like someone to actually sit down with her/him and decide what they can do career wise.
2. Comment 2

	6.7.  Other

	1. One has witness some slower learners that the trainers take extra time on a certain subject before they move on.
2. Comment 2


7. Complaint Process

	7.1.  Awareness of Complaint Process

	1. Go to person’s boss and complain that way.  
2. Utilize ICAP (Iowa Client Assistance Program).  Participant contacted ICAP and issue was resolved by the end of the day.

	7.2.  Responsiveness of Staff to Addressing Complaint

	1. Not sure.
2. Comment 2

	7.3.  Follow-Up to Complaints

	1. Comment 1
2. Comment 2

	7.4.  Resolution of Complaints

	1. Comment 1
2. Comment 2

	7.5.  Additional Complaints

	1. Comment 1
2. Comment 2

	7.6.  Other

	1. Comment 1
2. Comment 2


8. Additional Feedback
	8.1.  Topic 1

	1. Participant expressed frustration in working full time and only receiving $540.00/month from the VA.  Frustrated with how IVRS handled.  Felt because IVRS did not respond timely the VA had to step in.  
2. Frustrated with high IVRS turnover and making calls weekly with no messages returned.  

	8.2.  Topic 2

	1. One expressed IVRS seemed like they lack empathy sometimes and felt like counselor stated participant was too old to go into a certain training program.  
2. Comment 2

	8.3.  Topic 3

	1. Transportation/gas assistance would be helpful for those who get paid once a month.  
2. Comment 2

	8.4.  Topic 4

	1. Comment 1
2. Comment 2

	8.5.  Topic 5

	1. Comment 1
2. Comment 2

	8.6.  Misc. Topics

	1. Comment 1
2. Comment 2
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