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Commonly Used Terms and Acronyms 
 

Below are commonly used terms and acronyms throughout the Comprehensive Needs 
Assessment.  This section is designed to assist the user/reader of the Comprehensive Needs 
Assessment. 
 
BLN – Business Leadership Network 
 
C.N.A. – Comprehensive Needs Assessment 
 
CRP – Community Rehabilitation Provider 
 
DLT – Department of Labor and Training 
 
MIS – Management Information System 
 
NISH – National Institute for Severely Handicapped 
 
OJT – On-the-Job Training 
 
ORS – Office of Rehabilitation Services 
 
504 Education Plan – School Accommodations for Physically Disabled Student 
 
QA – Quality Assurance 
 
RIDE – Rhode Island Department of Education 
 
RI Works – Family Independence Program (welfare) 
 
RSA – Rehabilitation Services Administration 
 
SRC – State Rehabilitation Council 
 
SSI – Social Security Income 
 
SSDI – Social Security Disability Income 
 
SPS – Strategic Planning Supervisor 
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I. INTRODUCTION: 
 

The Rehabilitation Act of 1973, as amended, mandates the Office of Rehabilitation 
Services (ORS), in partnership with the Rhode Island State Rehabilitation Counsel (SRC) 
complete a statewide needs assessment every three years to determine the rehabilitation 
needs of Rhode Islanders with disabilities.  Assessment activities, which document the 
needs of Rhode Islanders with disabilities completed between 2008 and 2010, are 
included in this summary report entitled “2010 Comprehensive Needs Assessment”. 
 
ORS used a series of activities to formulate an understanding of the rehabilitation needs 
of Rhode Islanders with disabilities: 
 
a. 2008 Community Rehabilitation Provider (CRP) Survey 
b. 2009 Customer Satisfaction Surveys 
c. 2008 - 2009 Rhode Island Governors’ Commission on Disabilities Public Forum 

Employment Workgroup Report 
d. 2009 Annual Personnel Training Needs Assessment 
e. 2008 Employer Survey 
f. Staff Strategic Planning Session  
g. ORS MIS, American Community Survey, RI S1820, and RI Department of Labor 

& Training Employment Bulletin Data and RSA Data 
 
 

 
II. FINDINGS AND IMPLICATIONS FOR PROGRAMMING: 
 

 
a. 2008 Community Rehabilitation Provider Survey (CRP) 
 

The CRP Provider Survey was designed and prepared by members of the State 
Rehabilitation Counsel (SRC), staff of the Office of Rehabilitation Services 
(ORS) and from the Paul V. Sherlock Center on Disabilities at Rhode Island 
College.  The Office of Rehabilitation Services and the State Rehabilitation 
Council sought input to better serve persons with disabilities from minority 
communities.  The goals of the survey was to (1) identify available services to 
people with disabilities who are also minorities; (2) cultivate potential ORS 
vendors with expertise with minority populations and 3) improve services and 
develop our 5-year plan. 
 
Of the 350 surveys mailed and e-mailed to ORS CRP vendor and non-vendor 
community agencies, there were 117 respondents.  Both the SRC State Plan Sub-
Committee and the ORS staff assigned to the survey task reviewed the resultant 
data.   Several significant findings were reflected by the following results: 

 
 Vendors were satisfied to highly satisfied in their relationship with ORS as 

indicated by an 88% response rate in these areas  
 ORS workforce needs to reflect diversity as a strategy to engage minority 

populations 
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 Twenty non-vendors have a history of working with diverse populations 
and expressed an interest in exploring becoming an ORS vendor 

 
 
Addendum I - 2008 Community Rehabilitation Provider Survey  

 
 

b. Customer Satisfaction Surveys 
 

In 2009, ORS developed a Continuous Quality Improvement Plan that included 
obtaining satisfaction information from customers.  With input from the SRC 
State Plan and Quality Improvement Committee, ORS designed two Customer 
Satisfaction Surveys.  The satisfaction surveys are sent quarterly to customers 
whose cases were closed successfully employed and to customers whose cases 
were closed unsuccessfully post receipt of services.   
 
During the 2nd, 3rd and 4th quarters of FFY09, 582 Customer Satisfaction Surveys 
were sent to customers who had been closed successfully during the fiscal year 
with a completion rate of 99 surveys/17.01%.   Of the 582 surveys, sent 56/9.63% 
were returned as address unknown/undeliverable.   
 
During the same time period, 248 surveys were sent to customers who had 
received services from ORS and whose cases were closed unsuccessfully with a 
completion rate of 32 surveys/12.91%.  Of the 248 surveys, sent 54/21.78% were 
returned as address unknown/undeliverable.   

 
The following conclusions were formulated based on results of the survey 
process:  

 
 Ensure accuracy of mailing address in MIS at the time of case closure.  

 
 Status 26 Customer Satisfaction Survey  

 
• Increase customer understanding of self-sufficiency, ORS role, and 

their role in becoming more financially independent; 
 
• Increase customer awareness and linkages to support services to 

assist with job retention; 
 
• Educate customers on progressive learning, training resources and 

on-the-job training to enable job keeping and/or advancement; and 
 
• Improve dissemination of information regarding post-employment 

services.   
 

 Status 28 Customer Satisfaction Surveys  
 
• Improve information dissemination regarding benefits and work; 
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• Ensure and educate customers on assistive technology assessment 
and obtaining of resources if applicable; 

 
• Ensure referrals to services, which match customers’ needs;  

 
• Improve dissemination of information to customers regarding the 

purpose of vocational rehabilitation services; 
 

• Develop a better understanding of what prevents customers from 
moving forward toward employment once engaged with services; 
and  

 
• Educate customers and provide information regarding ability to re-

apply when ready to seek employment. 
 

 Addendum II – Questionnaires and Data Summaries 
 
 

c. 2008 - 2009 Rhode Island Governors’ Commission On Disabilities (GCD) 
Public Forum Employment Workgroup Report 

 
The Office of Rehabilitation Services participates annually in the Rhode Island 
Governor’s Commission on Disabilities Public Forums.  In 2009, staff from ORS 
participated in the six forums held throughout the state.  The forums allow 
individuals with disabilities, family members, advocates and providers to present 
concerns related to services for individuals with disabilities.  The forums and 
subsequent public document by the GCD provides ORS with information on 
themes relevant to employment services for individuals with disabilities.   
 
Results of the 2009 forums indicated concerns about individuals working in 
sheltered workshops not working to their full potential; cuts to providers and the 
impact on employment services; need for driver’s education classes for youth 
with disabilities and ongoing need for Transition Services. 

 

d. 2009 Annual Personnel Training Needs Assessment 
 

ORS is committed to providing quality rehabilitation services.  One component of 
this is providing ongoing staff training.  Between December and February of 
2009, Office of Rehabilitation Services conducted the Annual Personnel Training 
Needs Assessment.  Through one to one interviews conducted by the Training 
Coordinator, 36 Counselors and Supervisors identified their top three training 
needs.  The results indicated 31 training topics, which fell in 7 priority categories.      

  
  Addendum III - Summary of Annual Personnel Training Needs Assessment 
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e. 2008 Employer Survey 
 

In 2008 the ORS Workforce Development Supervisor designed and distributed a 
survey to local businesses which generated a 30% response rate.  The goal of the 
survey was to ascertain how ORS could function as a resource to the business.  
The results of the survey presented the following theme:   
 
 Employers requested more information regarding Rehabilitation 

Engineering and Assistive Technology in the workplace.  This theme also 
coincided with the Business Leadership Network priorities. 

 
 Addendum VI - 2008 Employer Survey Tool  

 
f. 2009 Strategic Planning Session 

 
On an annual basis, the staff of ORS engages in a strategic planning session to 
identify the challenges and solutions needed to more effectively assist all 
individuals with significant disabilities to choose, prepare for, obtain and maintain 
employment.  Areas for improvement noted in the RSA 107 Fiscal Monitoring 
Report provided the foundation for the 2009 planning session.   

 
The following areas were highlighted as priority objectives: 

 
 To emphasize marketing strategies that showcase customer movement 

toward increased self-sufficiency, highlight customer capabilities, and 
address the needs of specific businesses were selected as a priority; 

 
 Re-visit the implementation of the Marketing Committee; 

 
 Continue to enhance ORS assessment activities as a pre-curser to 

development of an employment plan.  Educate staff on the importance of 
activities such as job shadowing, internships, labor market research, etc.; 

 
 Continue to enhance staff skills in the area of group work as an option and 

to provide joint CRP and ORS staff training; 
 
 Maximize our collaboration with venues such as the netWORKri One-

Stop Career Centers, Department of Health outreach activities and 
business community. 

 
g. MIS, RSA 911, American Community Survey, RI S1820, AND RI 

Department Of Labor & Training Employment Bulletin Data 
 

Based on the information gathered from the above sources, the following were 
identified as underserved and unserved populations: minority populations; Asian 
and Hispanic; transition services in the areas of students with 504 plans; students 
at risk of dropping out of high school; and individuals with communicative, 
physical and visual impairments. 
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ORS will continue to assess marketing tools and formats to ensure equal access to 
targeted audiences such as focusing marketing efforts toward specific groups i.e. 
customers, vendors, schools, support systems, etc.   

 
 Addendum V - Source documents  

 
III. Summary of Findings and Implications for Programming 
 

Marketing Development marketing strategies aimed at targeted audiences: 
Customers 
Prospective Customers  
Business Sector/Employers 
Prospective Vendors 
 
Host informational meetings at locations of targeted population 
 
Increase utilization of alternative marketing venues 
Website 
Radio 
TV 
Community papers/bulletins 
 
Utilize the BLN, SRC Employer sub-committee, and ORS 
Business Advisory Counsel to promote employment services, 
tax credits   
 
Promote movement toward self-sufficiency in marketing 
materials through highlighting customer abilities 
 
Develop internal marketing strategy that meets staff needs for 
awareness and use of marketing resources 
 

Assessment Ensure utilization of evaluation, assessment and referral 
information with customer to facilitate identification of 
transferable skills and skill discrepancy in the job person match   
 
Develop assessment activities that promote vocational 
awareness and informed choice through utilization of labor 
market information, interest and aptitude testing, job 
shadowing, informational interviews, work try-outs, internships 
and OJT’s  
 
Determine accommodation needs of employee and  
 
Ensure early provision of Ticket to Work and Benefits 
Counseling information 
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Individualized Plan for 
Employment (IPE) 

Assist customer with vocational goal identification and service 
needs through the informed choice process 
 
Promote self-sufficiency, self-advocacy and self-determination 
through measurable objectives directed at choosing, getting and 
keeping employment 
 
 
 

Referrals Maximize use of in-house job developers 
 
Outreach to underserved and un-served populations: 
Hispanic 
Asian 
Physical Disabilities 
Student with 504 Education plan 
RI Works “Work First” 
 

Trainings Provide staff training in transferable skills assessment, Social 
Security and work incentives, cultural sensitivity, time 
management/case management skills, MIS, Supported 
Employment and labor market information etc. as determined 
by annual staff assessment 
 
Modify staff training as determined by identification of trends 
and program needs 
 
Were applicable provide joint training for CRP and ORS staff 
(Supported Employment, resume writing, job retention, work 
place accommodations, self-determination, informed choice) 
 
Identify areas and encourage group work with customers 
 
Develop/identify customer training opportunities based on labor 
market information 
 
Provide Business Sector with information/training on tax 
credits, work place accommodations, assistive technology and 
the partnership between ORS and employers 
 

Collaboration Utilize the cooperative agreement with RIDE to enhance 
assessment and provision of services to students  
 
Develop Memorandums of Understanding based on program 
need  
 
Assess and clarify ORS liaison roles to agencies and determine 
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need for additional liaison roles (i.e. liaison relationship with 
area colleges career placement offices and disability 
coordinators, community agencies serving underserved and/or 
un-served) 
 
Enlist the Business Leadership Network, State Rehabilitation 
Counsel Employer sub-committee and ORS Business Advisory 
Counsel for information regarding employment trends 
 
Clarify and maintain the ongoing relationship and presence with 
the netWORKri One-Stop Career Centers.   
 

QI Activities ORS to develop a methods of program evaluation/sharing of 
program evaluation information between ORS and RIDE 
 
Utilization Review of sound fiscal management at the field level 
 
Continue to identify trends and monitor outcomes through QI 
activities  
 

 
 
CONCLUSION 
 
The goal of the C.N.A. was to assess the rehabilitation needs of Rhode Islanders with disabilities.  
Information for 2008 – 2009 C.N.A.  incorporates data from several sources within ORS and 
from community resources.  Findings from the C.N.A. will provide the structure and focus of the 
FY 20008 – FY 2011 State Plans.   
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ADDENDUM II - Customer Satisfaction Surveys 
 
Summary of Status 26 survey results: 

 582 surveys were sent to customers closed successfully from 1/1/09 to 9/30/09 with a 
return of 99 (17.01%). 

 56 Surveys were returned address unknown/undeliverable.  Second attempts were made if 
the post office provided an address.   

 16 Surveys picked two or more disability categories in question #14 
 22 Surveys did not answer all the questions. 
 1 Cover letter returned with a note written on it though no survey was attached – 

comments were noted in comment section. 
 2 Letters written 1 of which was translated from Spanish to English.  
 Additional factor noted was the need to identify those cases closed as Homemaker Own 

Home.   
 
Survey Results: 
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Summary of Status 28 survey results 
248 surveys were sent to customers closed unsuccessfully from 1/1/09 to 9/30/09 with a return of 
32 (12.90%). 
54 Surveys were returned; 4 deceased and 50 addresses unknown, second attempts were made if 
the post office provided an updated address. 
1 Survey was returned with a comment noted on cover letter and the survey not completed – the 
comment is noted in the comment section. 
5 Survey picked two or more disability categories in question #18 
1 N/A to question #14 
1N/A to question #5 and #6 
1 N/A to question #3 
2 respondents requested a new application be sent for services.   
 
 
Status 28 Survey Table Results: 
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 ADDENDUM III - 2009 Summary of Annual Personnel Training Needs Assessment 
 

1.   Training Grant Application 
 Ticket to Work (new regulations) 
 
2. Self Employment 
 Social Security Work Incentives 
 
3. Substance Abuse Issue 
 
4.  Time Management 
 MIS 
 
5. Use of Tier System with vendors 
 
6. Personality Disorders: Borderline 

Personalities, Psychological 
Issues 

 Basic Case Management Skills 
 Supported Employment 
 Collaboration with Vendors 
 Procedures and Policy 

7.   Basic Computer Use 
 Work Readiness 
 State Plan 
 Accurate and appropriate Case Documentation 
 Leadership 
 Transition 
 Job Development 
 BCI/Expungement 
 Post Employment 
 Use of Forms 
 Disability Law  
 Stress: how to deal with the difficult 

clients and manage own stress 
 Vocational Evaluations 
 Specific Disabilities (MS, Diabetes, etc) 
 What services are available to 18 year old youth 
 Domestic Abuse 
 Cochlear Implants 
 Customer Service 

 
 
ADDENDUM  IV - 2008 Employer Survey 
 
1. Which employment service(s) at the Office of Rehabilitation Services (ORS) are 

beneficial to you? 
 

a. Work Try-Out Agreement 
b. On–The-Job Training 
c. Work Opportunity Tax Credit 
d. Rehabilitation Engineering   
e. Qualified Job Applicants 

 
2. Which business service from the above list would you like more information about? 
 
3. Are there any other business services that you would like the Office of Rehabilitation 

Services to provide to you? 
 
4. What do you think ORS needs to do to be seen as a viable workforce resource like 

jobsinri.com, monster.com, Career Builders are? 
 
5. Have you ever recommended ORS to another business as a recruitment and hiring 

resource?  If so, who?   
 
6. Would you like more information or training on recruiting, hiring and/or retaining 

qualified job applicants with disabilities? 
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ADDENDUM V  - Minority Populations from American Community Survey (ACS) State 
Disability Data and State VR Data 
 
State’s 2007 (ACS) Percentage of people with a 

disability by race in RI 
Current percentage of VR 
consumers by race - FFY 
2009 (9/14/09) 

Race 16 – 64 years 91,761 100% 5,007  
White 75,556 82.34% 4,358 87.04% 
African American 5,845 6.37% 529 10.56% 
Asian 1,705 1.86% 56 1.12 % 
American  Indian/Alaska 
Native 

713 .78% 56 1.12% 

Native Hawaiian/Pacific 
Islander 

No Info 0% 8 .16% 

Some Other race (s) 5,648 6.15% No Info 0% 
Two or more races  2,294 2.50% No Info 0% 
Total 16 – 64 years     
     
Ethnicity     
Hispanic 8,899 9.63% 510 10.18% 
Source: ACS Tables C18020 A-I and VR Open Case by Race Report 9/14/09 
 
 
State’s 2007 (ACS) Percentage of people by 

race with a disability and 
not employed in RI 

Current percentage of VR 
consumers by race - FFY 
2009 (9/14/09) 

Race 16 – 64 years 57,710 100% 5,007 100% 
White 47,169 81.73% 4,358 87.04% 
African American 3,984 6.90% 529 10.56% 
Asian 950 1.64% 56 1.12 % 
American  Indian/Alaska 
Native 

454 .79% 56 1.12% 

Native Hawaiian/Pacific 
Islander 

No Info 0% 8 .16% 

Some Other race (s) 3,664 6.35% No Info 0% 
Two or more races  1,489 2.58% No Info 0% 
     
Ethnicity     
Hispanic 6,185 10.72% 510 10.18% 
 
Source: ACS Tables C18020 A-I and VR Open Case by Race Report 9/14/09 
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State’s 2007 (ACS) Percentage of people by 
race with a disability and 
employed in RI 

Successful closures of VR 
consumers by race - FFY 
2009 – total 756 

Race 16 – 64 years 34,051  756  
White 28,387 83.366 624 82.54 
African American 1,861 5.466 82 10.85 
Asian 755 2.22 7 .93 
American  Indian/Alaska 
Native 

259 .761 17 2.25 

Native Hawaiian/Pacific 
Islander 

No Info 0 1 .13 

Some Other race (s) 1,984 5.83 0 0 
Two or more races  805 2.363 0 0 
     
Ethnicity     
Hispanic 2,714 7.97 22 2.91 
Source: ACS Tables C18020 A-I and FY 2009 MIS Successful Closure List by Race  
 
Educational Attainment – Age 25 and over 
 Total Civilian Non- 

institutionalized 
Population 
(694,852) 

Individuals with a 
disability 
 
(133,663) 

Individuals with no 
disability 
 
(561,189) 

Less than high 
school graduate 

16.4% 32.7% 12.6% 

High school 
graduate or 
equivalency 

29.1% 32.5% 28.2% 

Some college or 
Associate’s degree 

24.5% 20.2% 25.5% 

Bachelor’s degree 
or higher 

30.0% 14.7% 33.7% 

Source: Rhode Island S1820: Selected Economic Characteristics for the Civilian Non -
institutionalized Population by Disability Status 
Data Set: 2007 American Community Survey 1 – year Estimates 
U.S Census Bureau – factfinder.census.gov/servlet/STTabl 
 
 
 
 
 
 
 
 
 
11/10/09 
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RSA –911 Summaries by FY of disability, average hours worked/week, average wage, 
number closed successfully, number served and number closed working 35 hours/week or 
more at SGA 
 
  Avg. Hrs 

Worked/Week 
Avg. 
Wage 

# Closed 
Employed 

# Served # Closed 
SGA 

Cognitive 2002 24.58 7.52 161 210 48 
 2003 27.06 8.18 140 235 52 
 2004 25.98 8.29 164 261 55 
 2005 26.07 8.48 189 294 71 
 2006 27.94 8.73 216 352 91 
 2007 25.67 8.73 224 340 76 
 2008 26.19 8.80 244 354 81  
       
Mental 2002-

2008 
0 0 0 0 0 

       
Communicative 2002 38.90 13.24 21 23 21 
 2003 30.40 10.07 45 52 22 
 2004 33.67 11.13 52 67 36 
 2005 32.34 10.27 61 95 37 
 2006 32.17 11.27 64 97 36 
 2007 30.15 10.49 66 99 30 
 2008 29.79 13.60 58 84 32 
       
Physical 2002 28.70 10.40 124 168 21 
 2003 29.28 10.62 137 251 69 
 2004 29.92 11.83 113 242 57 
 2005 27.39 11.27 142 239 59 
 2006 29.33 12.33 126 219 60 
 2007 26.81 12.58 119 252 41 
 2008 26.98 12.97 127 229 51 
       
Other Mental 2002 26.56 8.19 86 103 54 
 2003 24.25 9.97 71 120 23 
 2004 22.18 9.84 62 115 16 
 2005 26.50 9.21 56 93 19 
 2006 26.44 9.82 50 105 19 
 2007 26.14 10.53 36 84 12 
 2008 21.92 10.27 37 85 8 
       
Visual 2002 8.16 3.49 64 72 31 
 2003 17.38 10.02 61 71 18 
 2004 10.29 4.04 72 92 9 
 2005 10.79 3.85 65 73 7 
 2006 10.58 3.79 71 90 6 



 

xx 

 2007 13.30 6.67 86 108 16 
 2008 16.25 7.50 60 74 14 
       
Psychosocial 2002 25.34 9.09 115 160 35 
 2003 24.35 8.68 151 291 43 
 2004 25.93 9.39 172 312 63 
 2005 26.98 9.76 187 295 70 
 2006 26.99 9.97 209 368 73 
 2007 27.22 10.12 214 361 78 
 2008 26.78 10.22 224 368 81 
Source: 11/10/09 RSA – MIS-Down load data basis-911 Summary by FY and State Agency 
 
11/10/09 
 
 
RSA –911 Summaries by FY of disability income, average hours worked/week, average 
wage, number closed successfully, number served and number closed working 35 
hours/week or more at SGA 
 
  Avg. Hrs 

Worked/Week 
Avg. 
Wage 

# Closed 
Employed 

# Served # Closed 
SGA 

SSI 2002 18.75 7.32 175 245 20 
 2003 19.83 7.61 177 355 26 
 2004 18.25 7.69 154 319 15 
 2005 17.96 7.27 177 326 24 
 2006 18.71 7.52 187 379 26 
 2007 17.58 8.16 211 394 14 
 2008 18.06 8.58 185 316 19 
       
SSDI 2002 18.22 7.54 142 188 20 
 2003 19.41 8.33 154 267 25 
 2004 18.10 8.52 166 291 19 
 2005 20.89 8.53 161 270 30 
 2006 20.30 8.88 170 285 27 
 2007 19.74 9.26 171 309 27 
 2008 19.92 9.62 183 322 35 
       
SSI/SSDI 2002 17.82 7.69 249 486 25 
 2003 17.82 7.69 249 486 25 
 2004 17.36 7.66 245 462 18 
 2005 18.44 7.81 2.84 465 31 
 2006 18.59 8.04 273 506 29 
 2007 17.51 8.67 290 517 25 
 2008 17.81 8.84 289 502 31 
Source: 11/10/09 RSA – MIS-Down load data basis-911 Summary by FY and State Agency



 

 

 
 
 
 
 
 

DHS does not discriminate against any person on the basis of  
race, color, national origin, disability, political beliefs,  

sexual orientation, age, religion or sex in acceptance for or provision  
of services, employment or treatment in its educational and other programs and activities. 

 
For further information about this policy, contact: 

the Community Relations Liaison Office, 401.462.2130 
or TDD (hearing impaired) 401.462.6239.  

 
 
 

 
 
 
 
 
 

 
 
 

Rhode Island Department of Human Services 
Office of Rehabilitation Services 

40 Fountain Street - Providence, RI 02903 
401.421.7005 (V) - 401.421.7016 (TDD) 

401.272.8090 (Spanish) 
www.ors.ri.gov 

 
“Helping individuals with disabilities to  

choose, find and keep employment” 
 

Available in alternate formats by  
calling 401.421.7005 ext. 318. 
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