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I.  INTRODUCTION

“My son, Austin, has Autism. Visiting him in the classroom surrounded by 
other children with all kinds of disabilities, I saw the harsh reality they all 
would face as they grew older when it came to employment. But as my son’s 
progress continued to surprise me, I also saw a grand possibility. And if we 
couldn’t do something about it, who could?
“Most of us believe that people with disabilities cannot perform as well on 
the job as others. At Walgreens we found that to be untrue. And unfair. We 
ended up hiring over 1,000 people with disabilities. We didn’t lower the 
bar when it came to performance but we did have to open the door wider to 
include those who are routinely overlooked. �e results exceeded our wildest 
expectations. And the best work of our lives.”

RANDY LEWIS
Former Senior Vice President - Supply Chain 
& Logistics, Walgreens

If you are reading this guide, it is likely you are about to begin your first disability 
inclusion hiring initiative or expand an existing initiative to additional locations.  
Many companies are already tapping into this highly motivated, under-represented 
workforce and realizing a return on 
investment that goes well beyond 
fulfilling the need for manpower to 
include enhanced employee, customer 
and community relations. �e purpose 
of this guide is to help you create a 
program that successfully integrates 
people with disabilities (PwD) into 
your own workforce.  

As we begin to guide you through 
the process of creating a disability 
inclusion  initiative, it is important to 
understand that a successful program, 
at its best, means PwD are treated no 
differently than any other employee.  �ey will be held to the same standards as the 
broader workforce:  same pay, same performance expectations, and same integrated 
work facilities.  

If you have not yet participated in a disability inclusion hiring initiative, you are 
likely to have many questions.  

• How do I convince others of its value? 
• Where do I find a qualified talent pool?  
• What kinds of accommodations need to be made to the workplace?   
• How will other employees react?  

Definition of “Disability”
The term “disability” is defined 
by the U.S. Department of Labor 
in various ways, depending on the 
context. This information can be 
found in the Additional Resources 
section, or on the U.S. Department 
of Labor website. Additional 
Resources also contains an extensive 
list of types of disabilities employers 
frequently ask about.

http://www.dol.gov/odep/faqs/general.htm#3
http://www.dol.gov/odep/faqs/general.htm#3
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�ese issues, and more, are explored in this guide which was created with input from 
experts in the field of disability employment and inclusion, as well as employers with 
on-the-ground experience. While every site and every community is unique and may 
require adjustments to meet specific needs, this guide provides resources, support, 
and a launch point for your own success.  For federal contractors, this will also help 
you fulfill your contractual requirement as it relates to PwD (see “�e New Federal 
Context” on page XX).  

How to Use this Guide
�is guide takes you through the process of creating and executing an effective PwD 
inclusion program, starting with the business case through evaluating your initial 
efforts.  

In the following chapters you will find:

• The Business Case at a Glance  
Facts and figures that present a clear business case, along with some company 
examples.

• Defining Your Initiative  
How to clearly define and communicate your initiative so that it integrates into 
your company’s broader culture, vision, and values.

• The Planning Process  
�e short and long-term perspective:  setting objectives, putting together your 
team, assessing facility readiness and designing your program.  

• Identifying and Selecting Community Partners  
How to find and work with this important resource that can be a valuable 
channel for qualified PwD.

• Building Your Culture of Inclusion  
Now that you have PwD in your workforce, you will want to understand how 
best to communicate internally and externally as well as ensure that employees 
understand how best to interact with PwD.

• From Initial Screening to Performance Reviews  
Tools and tips to help guide you through the process.  

• Measuring Success  
With your program in place and your first PwD on board, you will want to 
measure your success to date, and decide on what comes next.

Finally, the guide concludes with a section providing additional resources to 
support your efforts which includes printable versions of anything designated as 
“Toolkit” throughout the guide.    
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The approximate percentage of U.S. 
Families that have  
at least one child  
with a disability: 10%

2

The approximate percentage of U.S. 
families that have  
at least one member  
with a disability:

II.  THE BUSINESS CASE AT A GLANCE

“We had high hopes when we started this initiative, but really didn’t know 
how it would work out. It was a little bit of a leap of faith, and a lot about 
our beliefs in the value of all people regardless of their disabilities. And, of 
course, the results proved us more than right. Hiring people with disabilities 
was not a charitable issue for us. It clearly addressed a number of business 
needs and continues to do so today.”

SALLY SMITH
Title, Company

To help build your business case for hiring people with disabilities (PwD), take 
a look at the story these infographics tell.  You will see compelling reasons why 
inclusion of PwD in your workforce is not just good, but great for your business.

Disability Demographics

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   BUSINESS CASE
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In this chapter: 

• Facts and figures that make a compelling business case for hiring 
people with disabilities (PwD)

• How one company, Walgreens, changed the paradigm for everyone 
and proved the business value of hiring PwD

• Other companies that have built on the Walgreens model and integrated 
employees with disabilities into various facets of their operations 

The approximate number  
of people with disabilities  
in the United States:

56 
MILL ION

1

30%
2

1 Source: US Census Bureau;  2 Source: Disability Funders Network, US Census Data

This is a suggested 
quote, but not yet 
approved or attributed.
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People with disabilities in the United States have an 
annual discretionary spending power of $220 billion... 
and this does not take into account family, friends,  
and supporters

87% of consumers said they “agreed” or “strongly 
agreed” that they would prefer to give their business to 
companies that employ people with disabilities

A significant portion of a company’s existing workforce will experience  
a disability during their employment

20% of workers will suffer a disability lasting one or 
more years during their professional lives, and the rate 
accelerates when employees pass their mid-forties

With the baby boomer generation retiring, people with disabilities are the 
largest untapped labor source, and their unemployment rate is high relative  
to the broader population

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   BUSINESS CASE 5   BUSINESS CASE

In 2013, 18.7% of persons with a 
disability were employed…

 …the employment-population 
ratio for persons without a 
disability was 68.3% 

Disability Demographics (continued)

$220 
BILLION

3

87%
4

3 Source: Diversity, Inc.;  4 Source: Journal of Vocational Rehabilitation, 2006. Society of Actuaries 

20%
4



Disability 
Inclusion: 
Your Guide to Success

6

HOME

INTRODUCTION

BUSINESS CASE 

COMMUNITY PARTNERS

BUILDING YOUR CULTURE

SCREENING & REVIEWS

MEASURING SUCCESS

ADDITIONAL RESOURCES

DEFINING YOUR INITIATIVE

PLANNING PROCESS

Disability Hiring Bridges “Doing Good” and 
“Good for Business”

• Leads to lower turnover and fewer absences
• Reduces recruiting costs
• Accesses a large and previously untapped labor pool
• Results in good performance and safety record
• Potential opportunities for tax credits and incentives
• Engages a key customer base [customer outreach]
• Creates good business results

Bottom Line Benefits to Companies
REDUCED  
TURNOVER

With a well-run disability community outreach effort, 
turnover can be reduced by 20-30% compared to other labor 
pools, and the costs associated with turnover (training time, 
loss of productivity, overtime for other staff, human resources 
and payroll time) are decreased.

REDUCED  
RECRUITING  
COSTS

A well-run outreach effort coordinates and takes advantage 
of recruiting resources of states, community-based 
organizations, and schools, which can reduce the need for 
recruiting with ads and temporary agencies, and HR and 
recruiting department hours.

UNTAPPED  
LABOR POOL

54 million people with disabilities in the US (19% of the US 
population). 13.3 million reported difficulty finding a job but 
are able and seeking work

RESULTS IN GOOD 
PERFORMANCE & 
SAFETY RECORD

In the right environments, employees with disabilities can 
thrive. Results from programs have shown workers with 
disabilities have had:

•  Equal to or greater productivity; with 
•  Fewer safety incidents

TAX CREDITS  
& INCENTIVES

Sites may be eligible for Work Opportunity Tax Credits 
(WOTC) with direct credits per hire with a disability.
Companies can tap state grants and incentives to set up training 
programs in partnership with vocational rehabilitation 
programs, schools, and community-based organizations – this 
will result in having trained workers available immediately 
with little ramp up time.

CUSTOMER  
OUTREACH

By setting up specific disability-related programs and 
completing a targeted marketing effort, companies can expect 
an increase in patronage from the disability community.

BUSINESS  
RESULTS

Companies can expect the same or better business results in 
terms of costs, productivity, and throughput.

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   BUSINESS CASE
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Manager Perceptions Have Changed
Perception can be used as a proxy for whether or not disability programs have been 
beneficial to managers or not. Managers experienced in disability and employment 
showed substantial improvements in their perceptions of people with disabilities and 
the value they bring to the workplace. �e most significant insights into managerial 
views include employee dedication, retention, and flexibility to adapt to new 
situations. 

Although these figures may be surprising to some, to those who have a disability or 
have worked alongside anyone belonging to the diverse group of individuals that live 
and thrive with a disability, the numbers here reflect reality. 

MANAGER’S PERCEPTION OF EMPLOYEES WITH A DISABILITY:

Dedication

35%

62%

2%

Retention

33%

58%

7%

Flexibility to 
adapt to new 

situations

16%

67%

16%

MORE

SAME

LESS

Source: National Organization on Disability – Kessler Harris Poll 2010

411 senior manager were interviewed at a cross-section of companies with 50 or more employees

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   BUSINESS CASE
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Walgreens Changes the Paradigm
�e current wave of company led disability and employment initiatives did not 
happen overnight. Much can be credited to Walgreens, which in 2007 emerged as a 
corporate leader in the field by aggressively and publicly championing the business 
case for hiring PwD. �is really was the beginning of a paradigm shift, paving the 
way for other national employers to implement their own initiatives.

With the opening of what was then its newest generation of distribution centers in 
Anderson, South Carolina, employees with disabilities were trained to work side 
by side with other team members.  Importantly, employees with disabilities had the 
same productivity goals, the same performance standards and the same pay as did 
the other employees.  

Some of the highlights from this program showed1: 

Building on that initiative, in 2010, Walgreens launched a pilot program aimed at 
hiring PwD for 10 percent of its service clerk openings at its Dallas/Fort Worth 
area stores called REDI (Retail Employees with Disabilities Initiative). Training 
for the pilot, developed in conjunction with the Texas Department of Assistive and 
Rehabilitative Services (DARS), prepared candidates for Walgreens staff positions 
and other jobs in retail or customer service requiring similar skills. 

By November 2012, more than 400 candidates had completed REDI training. Of 
those, 66 percent acquired the full skill set needed to perform a service clerk position 
in a similar retail setting. By August 2014, the program had successfully employed 
more than 1,100 people with disabilities, with some sites achieving a 1:1 ratio of 
non-disabled employees and employees with disabilities.  

1 James P. Kaletta, Douglas J. Binks and Richard Robinson, “Creating an Inclusive Workplace,” ProfessionalSafety, 
June 2012

Higher Productivity Lower Turnover Better Safety Record

In the Picking Rate Comparison, 
PwD population had higher 
productivity on all 3 split cases

Employee Turnover for PwDs 
was 48% less than the 
remaining population

In a study that measured 
Relative Incidents-Accidents 
(# per 1000 hours) PwDs had 
34% fewer events than the 
remaining driving population

34%

FEWER EVENTS
48%

LESS TURNOVER

RO TE-TNR14
0

0.5

1.0

1.5

2.0

2.5

3.0
= PwD
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http://www.kter.org/conference/materials/docs/SafetyManagement.pdf
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Walgreens’ hiring of PwD led to 
some very positive national publicity.  
Take a look at this video on YouTube, 
“Walgreens: What Works, on NBC 
Nightly News,” to learn more about the 
positive human and business impacts. 

To hear from Walgreens employees – 
including people with disabilities, their 
managers and their families – take a 
look at this video, titled “Walgreens 
Distribution Center in Anderson County, 
South Carolina” on YouTube.     

Building on the Walgreens Success
In the years since Walgreens’ pioneering efforts, many companies have 
implemented similar hiring initiatives. Distribution centers led the charge by 
quickly demonstrating success, which then fueled a broader movement among other 
industries such as logistics, retail, and hospitality. 

Disability inclusion programs 
initially thrived in distribution 
centers...

...with many of the major 
industry players now 
successfully implementing

• Over the past 10 years, distribution centers  
(DCs) have been the leading sites for 
disability  
and employment initiatives

• Employees with disabilities have proven to 
thrive  
in DCs:
- Often available for flexible shifts, part-time  

and seasonal work
- Many can excel at repetitive and 

mechanical work tasks
- Can quickly learn the required skills to 

succeed
• Typical jobs are:

- Picker/loader
- Merchandiser
- Forklift driver

• Data captured in DCs is fueling a movement  
in logistics, retail and others industries where 
disabled employees are now thriving

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   BUSINESS CASE
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https://youtu.be/3vR3L3Akx6g
https://youtu.be/3vR3L3Akx6g
https://youtu.be/B0OekLMm5Z0
https://youtu.be/B0OekLMm5Z0
https://youtu.be/B0OekLMm5Z0
https://youtu.be/3vR3L3Akx6g
https://youtu.be/B0OekLMm5Z0
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Pepsi ACT Taps PwD to Get the Job Done Well
Pepsi ACT (Achieving Change Together) is a national multi-year disability hiring 
and inclusion initiative launched in 2013. Piloted in Las Vegas, Minnesota and 
Texas, the project increases the hiring and retention of jobseekers with disabilities 
across a variety of career and experience levels at PepsiCo North American 
Beverages.  Positions are full-time and eligible for benefits.  

Early success is exemplified by PepsiCo’s Las Vegas Certified Center where half 
of the employees are PwD.  It is a high-performing environment and a model for 
efficiency and productivity, confirming that the company had hired the right people 
to get the job done well.

As of July 2015, Pepsi ACT had effectively launched in five U.S. cities with plans to 
continue expanding across PepsiCo North American Beverages.  

BUSINESS CASE 

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   BUSINESS CASE
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III.  Defining Your Ini t ia tive

“For P&G hiring people with disabilities has been so much more than a Diversity 
and Inclusion effort, and part of our success comes from clarity around what we want 
to achieve. �roughout our process we have discovered that Disability Inclusion is 
a great strategy to tap into new resources to fill open positions.  In our experience 
employees with disabilities are dedicated, perform well, and their presence not only 
positively contributed to the organization, but also to our reputation in the community 
as a great place to work.”

MIGUEL GARCIA
NA Transportation and Warehousing Finance 
Associate Director 

Clearly defining and communicating your initiative around hiring people with 
disabilities (PwD) and how it integrates into your company’s broader culture, vision, 
and values will help everyone from C-suite to frontline workers understand and 
articulate the program’s purpose.  

�e Vision for P&G’s Project WIN
When P&G undertook Project WIN, which stands for Workplace INclusion, to 
increase the number of employees with disabilities, they outlined a set of defining 
“is” and “is not” statements to describe their internal vision.  �is ensured that both 
key stakeholders in the initiative, as well as the broader workforce, were aligned on 
the program objective. 

What it is What it is not

Project WIN is a hiring strategy to find 
qualified employees and diversify the 
P&G workforce.
Employees with disabilities will be paid 
the hourly or salaried wage associated 
with the job they are hired to do: same 
pay, same expectations. 
Employees with disabilities will be held 
to the same high standards as all other 
employees.
Employees with disabilities will 
work side by side with non-disabled 
employees, creating an inclusive work 
environment.

Project WIN is not a charitable 
program.
�is is not a program where employees 
with disabilities will make sub-
minimum wage or reduced pay.
P&G will not lower performance 
expectations for employees with 
disabilities.
�is is not a program where people with 
disabilities work in separate facilities (no 
enclaves) or after hours.

In this chapter: 
• The value of clearly defining your initiative so that it integrates into 

your company’s broader culture, vision and values 
• An example of how P&G defined its Project WIN
• Three broad models for implementation

DEFINING YOUR INITIATIVE

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   DEFINING YOUR INITIATIVE
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Implementation Models:   
Choosing the One Right for You
How you choose to begin your PwD hiring initiative will be based on your 
individual circumstances. Finding the pathway that is right for you will be a pivotal 
decision.  Here are three models for your consideration.  

Three Broad Models for Implementing Disability Inclusion Programs

1. Grassroots Initiative:  
Characterized by a decentralized and organic structure that allows discrete 
disability and inclusion programs to appear wherever a proactive local site 
rallies internal support to move forward without executive guidance. Local 
operations design and implement their own site-specific initiatives, which can 
limit data tracking capabilities as local program attempts to scale-up to other 
locations.  Some companies start with a grassroots initiative and then move on 
to incorporate other models.

2. Pilot then phased roll-out:  
Often guided from the executive level with development and management 
activities occurring among senior managers, this model is implemented at 1-4 
local pilot sites. Pilot sites tend to be geographically diverse and with unique 
business or hiring needs, allowing simultaneous pilot site roll-outs to uncover 
lessons learned and best practices applicable to a cross-section of company 
facilities. 

Benefits of this approach include:

• Allows for customization
• Transfers learnings
• Creates track record and compelling case for change for broader roll-out
• Delivers immediate impact and CEO level visibility [critical]

3. Simultaneous full-scale roll-out: 
Characterized by a centrally coordinated initiative, typically occurring at the 
corporate Human Resources and Operations level. Less flexible than pilot sites 
and more standardized than a grassroots initiative, the full scale roll-out model 
directs a number of local sites to implement the initiative within a short time of 
one another under the same set of directives.

DEFINING YOUR INITIATIVE
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1.
Grassroots 
Initiative

2.
Pilot 
Program

3.
Full-scale 
roll-out

Low 
Disruption

Heavy 
Disruption

Best suited when:

• Each site is autonomous 
and the setup is unique:
- Human Resources is 

site based (no shared 
services department)

- Sharing of best 
practices is not 
applicable

Best suited when:

• Smaller operation; or
• When new operation / 

business is being opened
• Multiple homogeneous 

sites; simple solutions with 
heavily centralized Human 
Resources function

Best suited when:

• Heterogeneous sites; 
need to experiment 
and learn from models 
before a full scale roll-
out can occur

• Existing programs 
need to be expanded 
or assessed

DEFINING YOUR INITIATIVE

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   DEFINING YOUR INITIATIVE
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IV. The Planning Process 

“Once we decided to move forward with our disability inclusion program, 
we were so excited we wanted to just jump right into it.  But just like any 
other new business initiative, we understood the need for careful planning to 
ensure the ongoing success we were after.”

SALLY SMITH
XYZ Company

In this chapter:

• Need for a long-term perspective and sample timeline

• Assessing how a disability inclusion program fits into your site’s goals

• Building a team for success with internal and external partners

• Facility analysis guide 

Be prepared to be patient.  Implementing a disability inclusion hiring program takes 
time. Here is a sample implementation process timeline for a pilot program leading 
to national roll-out.

AssessmentBuy-in Steady 
state

Scale  
roll-out

Pilot  
roll-outPlanning

Buy-in

• Senior leadership 
agreement to move forward 
with assessment (resources 
and concept). Ideally  
buy-in includes:
- Operations person with 

direct CEO report
- Human Resources & 

talent acquisition

Scale roll-out

• Internal communications 
for broader internal 
roll-out (including goals, 
expectations, timeline, and 
marketing)

• Same as pilot but executing 
plan for national roll-out

Planning
• Develop plan to address 

gaps identified
- Resources needed
- Timeline
- Targets (milestones  

and outcomes)
- Project lead and sponsor

• Approve the plan (head of 
operations) 

Assessment

• Review company policies, 
practices, programs, and 
procedures:
- Workplace
- Workforce
- Market place

• What needs to change
• Size of opportunity

Steady-state

• Track, measure, report
• Finalize ongoing structure 

and ownership
• External communications

Pilot roll-out
• Select pilot sites

- Track progress against 
milestones and metrics

- Execution of internal 
communications plan

• Build local partnerships for 
local pipelines

• Translate learnings into 
revised roll-out plan

PLANNING PROCESS

This is a suggested 
quote, but not yet 
approved or attributed.

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   THE PLANNING PROCESS
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Ultimately, the length of time to reach meaningful employment levels will depend 
on a range of factors including site complexity, scale, and policies and procedures. 

CEO Support Speeds the Process
�e most effective compressor of timelines is senior  
management buy-in. �e more visibility from your  
CEO, the quicker change occurs.

Assessing Site Impact
Having clearly defined the overall goals for your initiative, you will now want 
to assess how this will impact the site where you have chosen to begin your 
implementation.  

• Determine how a disability and inclusion project fits into your site’s goals for 
hiring, production and value creation.  For example, the site may want to:

- Increase the retention rate for certain positions or across a location
- Meet demand for a larger labor pool
- Reduce absenteeism for a department or location
- Lower recruitment costs for a facility or company 

• Evaluate available jobs and current openings based on a number of factors:
- Job title and position -- technical and personal skills required
- Application and interview process
- Immediate supervision
- Organization of workplace, including employee non-work areas
- Safety
- Quality

- Communication styles
• Determine whether current site staffing firms or contractors need assistance 

in understanding their role in ensuring the pipelines of talent includes people 
with disabilities (PwD):

- Do they partner with local sources for talent with disabilities?
- Do they have resources and policies for reasonable accommodations?
- Do their staff members need training on recruiting and managing 

people with disabilities?

PLANNING PROCESS
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As you start thinking about PwD within the context of your broader employee 
population, consider:

Toolkit:  Environmental and Job Analysis  

Diversity 
and human 
resource 
goals

1. How many people do you hire per year and what types 
of people do you look for?

2. What are your diversity goals in terms of hiring 
numbers, training, and inclusion?

3. How do you recruit and who are your recruiting 
partners?

4. Where do you see the disability and inclusion project 
having the biggest impact in terms of your diversity and 
HR goals?

Employee 
retention 
and support 
history

5. What are your key strategies related to employee 
retention?

6. How do you support employees who may be struggling?

7. Have you made any reasonable accommodations in 
the past? If so, what were the supports and related 
performance concerns?

Incentive 
planning

8. Do you tap into federal/state/local economic and 
workforce development incentives?

9. Do you pursue job training or other types of grants?

10. Do you collect Work Opportunity Tax Credit 
(WOTC)?

11. How would the potential incentives you secure through 
your disability and inclusion efforts be most impactful?

Building Your Team
Identifying the right internal and external people for your initiative’s implementation 
team is critical for the success of the program. 

Best practice internal governance structures typically have three distinct tiers for 
successful implementation: 

• Project Sponsor: Ideally a C-level executive
• Site Champion: Ideally senior site operations manager 
• Working team: Pulled from relevant functions across the site(s) where the 

program is being implemented such as HR, Operations, Training, Diversity & 
Inclusion, Marketing, Communications, etc.

PLANNING PROCESS
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�is is how that model might look in terms of responsibilities and recommended 
minimum time commitments—though, as always, it is important that you develop a 
structure that is best suited for your organization.

Potential External Partners
Maximizing your success will likely include partnering with a number of external 
agencies.  �ese include:

• Local non-profit service providers 
�ere are likely several non-profit service providers seeking to place PwD into 
permanent positions in your area. �ese organizations can be encouraged and 
guided to form collaborative networks in which a single service provider acts 
as the primary point of contact between the site and their local network of 
providers. 

Project Sponsor
2 hours/month

Site Champion
2 hours/week

Site Working 
Team
(HR, Operations, 
accommodations. 
diversity, etc.) 

5 hours/week/person

Responsibilities

• Ideally C-level executive [2 hours a month]
• Sets targets (i.e. disability inclusion %)
• Actively/publicly sponsors initiative
• Clears roadblocks (i.e. helps expedite changes to 

HR policy etc.)

• Site level employee, preferably in a senior 
position within the site’s operations line [2 
hours a week]

• Creates buy-in with mgmt team and workforce
• Brings together the work of the broader 

working team and pushes implementation 
agenda

• Broader working team that makes operational 
decisions within their area to push forward 
implementation [5-10 people depending on size 
of operation; ~5 hours a week each] 

• Responsible for workstream tasks day-to-day 
including communications and other necessary 
work product

Governance

PLANNING PROCESS
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• National non-profit partner(s) 
On a larger scale, employers seeking to replicate national hiring initiatives 
may find it beneficial to work with a non-profit partner that can manage the 
heavy lifting of implementation and local partnership building on the ground. 
Successful national initiatives have engaged a single non-profit partner to act 
as a liaison with providers and government agencies on the ground, while also 
assisting in the planning and coordination as the program grows.  �e Arc 
and Goodwill Industries are two examples of this kind of partner.

• Vocational Rehabilitation
Vocational Rehab (VR) is a federally funded work support and placement 
program that provides job training, on-the-job support, and job placement to 
PwD.
In many cases, companies and local site staff may not come into contact with 
these agencies until after hiring has started. VR often refers its clients to local 
service providers who in turn take on responsibility for placing the client with 
a company in the community. However in some cases, VR will directly place 
the applicant with a potential company. 
In addition, VR provides job coaches to individuals as well as groups of people 
with disabilities hired in the same location. Job coaches assist in a variety 
of tasks that may arise on the job and help provide support to new hires as 
needed, though not indefinitely. 

• Disability and inclusion consultants 
Experts in the field can play a strategic consulting role in the planning and 
implementation phases of hiring initiatives, and be turned to for assessment 
needs and on-going technical support. Disability and inclusion consultants 
may come from private firms, non-profit partners, or be provided by a funding 
organization, such as a foundation, that partners with consultants when 
funding company-specific national employment initiatives. 

Facility Readiness
During your planning phase, you will want to ensure your facility is ready to 
allow your new employees to function at their best.  Keep in mind that any 
needed modifications will only make the site better for all employees.  Installation 
of automatic doors, for example, will make entering your facility easier for all 
employees. 

Toolkit:  Facility Checklist (Click here to go to checklist)

PLANNING PROCESS
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V.  Identif ying and Selecting Community Par tners

“As we began to think about the implementation phase of our disability 
inclusion program we became concerned about how we would find the right 
people for the jobs we were trying to fill and effectively integrate them into 
our workforce. �at is when we turned to community partners. �ey helped 
us connect to a pool of qualified candidates and provided guidance at every 
step along the way. �eir help was instrumental in making our program as 
successful as it is today.”

TOM SMITH, 
XXX, SSS Company

In this chapter:
• Types of community partners 

• How to choose and work with community partners 

• Agency red flags

• Building agency collaboration 

Service providers and community partners can help you find qualified candidates 
and provide guidance in how to effectively integrate people with disabilities (PwD) 
into your workforce. Knowing how to find these partners is an important step.  After 
that, developing and maintaining effective relationships to ensure they meet business 
objectives is critical.

VR services are provided by the state at typically no or little cost to the company.  
�ere will be some agencies that will charge a minimal fee.  

Using the Internet to Find Your Agencies         
A simple internet search with your state name and  
vocational rehabilitation (VR) offices will generate a  
complete list of locations within each state. The website  
that lists contacts for VR agencies in all states is www.rehabnetwork.org.  

State agencies are not the only organizations you will come across when 
researching disability employment service providers. There are also several 
non-profit agencies (service providers) and even for-profit agencies that 
work with individuals with disabilities. One source you may want to check 
out is the U.S. Food and Drug Administration’s list of state vocational 
rehabilitation agencies.

Likely, there are a few well-known  
national agencies in your community  
such as Goodwill Industries or The Arc. 

COMMUNITY PARTNERS

This is a suggested 
quote, but not yet 
approved or attributed.
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Choosing the Right Partners 
�e needs of your business (facility’s job types, required skill sets, and goal for 
number of hires) are the most critical consideration in choosing any agency. With 
a list of your local agencies in hand, you can begin to determine what services they 
offer that will best help you succeed. 

Some agencies not only provide candidates with disabilities, but also offer training, 
job coaching, and ongoing project management support.  In many cases, you will 
work with more than one agency in order to ensure a cross section of talent and 
abilities, and to obtain the number of new hires, interns or peak time employees 
needed at your location. 

Importantly, remember to hold disability service organizations to the same standards 
as you would any vendor (even though you might not be paying the agency’s 
services). Make sure it is clear that you expect them to help you fill a business need 
by securing the very best talent for your job openings.  

Toolkit:  Items to assess when reviewing service providers  
(Click here to go to the assessment form)

Mission/Vision What is the agency hoping to achieve? Some 
agencies are about family support, work, or 
community projects. You will want to be sure that 
you understand the mission and focus of each 
agency. Does the agency define success the same 
way your company does? Do they recognize the same 
performance standards?

Work, or  
Work Readiness 
Training

The goal of an agency’s work readiness training should 
be integrated employment (work in the community). 
The PwD program is about hiring people to work at 
your facilities alongside other employees.

Placements How many individuals with disabilities were placed in 
competitive work last year? Do they have the capacity 
to meet your company’s hiring needs for this year?

Part-Time /  
Full-Time

Does the agency make part-time and full-time 
placements? (Note – many agencies only do part-
time employment)

Tenure What is the average tenure for each placement?

COMMUNITY PARTNERS
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Training What type of training does the agency offer 
employers? (e.g., disability awareness and sensitivity, 
working with job coaches, etc.)

Business 
services

Obtain a list of services offered to employers beyond 
training. Determine whether they will help with 
disability accommodation assessments for employees 
who are not “their” clients.

Project 
management

Are they able and willing to provide project support 
to ensure effective implementation of your hiring 
initiative?

Community 
collaboration

Does/will the agency work with others in the 
community to fulfill your hiring needs? Many 
agencies can be “turf-focused” so this is an 
important item to test.

On-the-job 
supports

Does the agency offer to send a support person 
(typically called a “job coach”) to help people with 
disabilities who may need a little extra help the first 
few days of acclimating to a new job? How long can 
that support continue if needed? If the employee 
starts to struggle later on (3, 6, 15 months into 
employment), can the agency send someone to help?

Employer 
references

What other companies have worked with the agency 
to help them meet their staffing needs? Get letters 
of reference from those companies, or call and 
ask questions about the agency’s ability to meet 
business needs.

Relationship 
with State 
Vocational 
Rehabilitation 
services

How does the agency relate to State and local  
VR services?

Caution:  Use Discretion
Some agencies provide a “learn to work” or “sheltered workshop” environment. �ese 
programs bring PwD into an employment or training workshop environment where 
they perform tasks that have been outsourced by employers as part of a learning 
experience. Sometimes, employees in these facilities are paid sub-minimum wage. 

COMMUNITY PARTNERS
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While many of these programs provide a valuable service to PwD, they do not meet 
the goals of a competitive disability inclusion initiative which is about equal jobs, 
equal pay, and working side by side with other employees. If you meet an agency that 
provides this type of work, or offers work crews to come to your facility, ask about 
pay scale to ensure that any workers joining your in-house workforce or are part of a 
company-sanctioned outsourced team are paid minimum wage or better.

Red Flags
Sub-minimum 
wage

You will want your employees to be paid minimum 
wage or better. 

Lack of 
collaboration

There can be a lot of competition among service 
providers, but you should look for an agency that is 
willing to work with other community providers, as 
well as the state/local VR, to help you obtain the 
talent you need.

90 days  
and gone

Many agencies work on a 90-day timeline, meaning 
that after an individual is successfully placed for 
90 days, they are no longer involved or available for 
employer questions and concerns. Ask about the 
follow-on and how responsive they will be if you need 
additional assistance. There may be a fee for ongoing 
support beyond the first 90 days of employment.

Interviewing Potential Partners
In our Toolkit, you will find a guide for interviewing potential community partners 
[NOTE:  Links to form in Appendix].  As always, we encourage you to tailor 
questions to cover what is important to you and your organization. 

Need for Multiple Agencies
It may be necessary for you to work with more than one community partner to 
help bring all the talent you need.  Whether one or more, it  will be important to 
make clear that while your company wants to enhance hiring for PwD, all hiring – 
including diversity hiring – means new hires must be able to meet the needs of the 
business. All talent must be qualified, trainable, and able to meet all performance 
metrics and safety standards.

You can be most effective in working with multiple agencies by identifying a lead 
agency to serve as your “quarterback” with the other agencies.  Choice of a lead is 
simply based on which one you and your core team determine to be the best fit for the 
role after going through in-person meetings with all agencies under consideration.  

COMMUNITY PARTNERS

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   COMMUNITY PARTNERS



Disability 
Inclusion: 
Your Guide to Success

23

HOME

INTRODUCTION

BUSINESS CASE 

COMMUNITY PARTNERS

BUILDING YOUR CULTURE

SCREENING & REVIEWS

MEASURING SUCCESS

ADDITIONAL RESOURCES

DEFINING YOUR INITIATIVE

PLANNING PROCESS

Building Collaboration Between Lead Agency 
and Others
If you are working with a lead agency, you will want to bring all the agencies 
together to discuss your program’s objectives and goals, your intent to work with all 
the agencies, and to begin outlining opportunities and expectations. 

Make sure the VR is invited to this meeting. Prior to this, a preliminary meeting 
with the lead agency will be helpful to discuss any possible obstacles as well as 
prepare for questions that might arise from the other agencies.

At your kick-off meeting, explain that your company assessed and met with several 
agencies in the community, and while each had its own strengths, your company 
chose one agency to serve as the lead for the hiring initiative. Define the lead 
agency’s role while highlighting the expectation of all agencies working closely 
together to meet your company’s needs.

Conducting the kick-off meeting at your site has three key benefits:

1. �is is about the work at your site: Firmly establishes you, the company, as the 
driver of the meeting and not a service provider agency. It lets the agencies 
know you are setting the standards and the expectations.

2. Sets up the lead agency and roles and responsibilities: Demonstrates that you 
have made the choice of who to work with, and how the partnership will 
work.

3. Facility tour: Helps the agencies understand job requirements and 
expectations.

Defining Expectations; Establishing Roles  
and Responsibilities
Before you outline roles and responsibilities for the agencies, have a clear 
understanding of where you may need assistance, where you can be flexible, and 
where you require strict adherence to standards.

Use this as a guide as you create a roles and responsibilities document for each 
agency. While it does not have to be a formal contract, it should clearly state what 
the agency will be responsible for, the acceptable timing for meeting deliverables, 
and the corresponding responsibilities of your company.

Facility Tours
Providing facility tours is an excellent opportunity to share job specifications and 
expectations, as well as facility culture, with service providers.  In fact, many 
employers require that any agency providing candidates to their disability hiring 
initiative must tour the facility before sending a referral.  It will set the stage for 
helping the agency understand the facility, job requirements, safety requirements, 
stamina, interaction with managers and co-workers, and much more. �is is 
especially true for manufacturing and distribution centers, but may not be required 

COMMUNITY PARTNERS
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in banking or retail, for example, where there already is a basic understanding of the 
work environment. 

In addition to providing tours for agencies, from time to time you may receive 
requests from parents to take a facility tour. �is is not atypical. Parents often hear 
about a distribution center or manufacturing facility and assume the worst – moving 
equipment, heavy boxes, and a fast-paced and unsafe environment for their son or 
daughter with a disability. 

Parent tours should be accommodated when possible, but they should be conducted 
at the same time that agency tours are conducted. �is will help eliminate multiple 
tours during the same time period and also allow parents to discuss the work with 
agency counselors and case managers. 

COMMUNITY PARTNERS
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VI.  Building Your Culture o f Inclusion

“�e act of creating an inclusive environment is really about personalization 
and awareness and understanding not only what it’s like for another, but 
how our interactions with others impact the whole of the environment.”

ROSANNA DURRUTHY
Chief Diversity Officer, Cigna

In this chapter:
• Building your communications plan

• Basics of disability etiquette

• How to interact with employees with specific disabilities

As with any new organizational initiative, communicating openly with employees 
is essential to ensuring buy-in from the workplace and the success of your disability 
inclusion program. Additionally, you may decide you want to communicate to 
external audiences for reasons such as helping grow your recruiting pipeline or 
building awareness and excitement around your leadership in diversity and inclusion.

You will work with your site communications team or your corporate 
communications team to develop a plan based on your communications goals. It will 
contain specific messages, channels of delivery and timing for each of your relevant 
audiences.  

Consider �ese Potential Audiences:   
Internal audiences External audiences

• Employees at large

• Managers and team leads

• Executive leadership

• Employee Resource Group

• Site leadership

• Frontline supervisors

• Union leadership

• Local and area public school 
system

• Vocational Rehab

• Provider agencies (when 
applicable)

• Local government

• State government

• Corporate customers

• Individual customers

• Local media

BUILDING YOUR CULTURE
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�e Communications Cascade
�e “communications cascade” is an effective way of engaging internal audiences.  
In this model, your messages flow from the CEO/head of the site to his or her 
leadership team/department leads.  Department leads then share the same messages 
with their managers and the managers are then tasked with communicating with 
their teams of frontline employees.  

CEO/Head 
of Site

Department Leads 
to Managers

Managers to Front Line Employees

For this to be successful, it is essential that everyone uses the same set of talking 
points and understands that following the script is mandatory, not discretionary. �e 
speaking points will announce your initiative, clearly explain why it is positive for 
the company and employees, and cover what might be considered when interacting 
with your new employees.   It is also helpful to provide the leaders with a set of 
Frequently Asked Questions (FAQs) to help them answer employee questions.

Of course, this is best when reinforced on a continual basis through communications 
in other existing company communications channels such as Town Hall Meetings, 
newsletters and intranet sites.

Fostering an inclusive workplace
Before you begin interviewing and hiring PwD, some disability learning training 
would be ideal. Investing in this training upfront will help foster that culture of 
inclusion you want to achieve. 

Goals of this training include: 

• Provide a basic overview of the disability community 
• Support employees in becoming comfortable working with their co-workers 

with disabilities 
• Improve communication techniques and skills to reduce misunderstandings 
• Provide workers with strategies to handle their own fears and anxieties related 

to disability. 

BUILDING YOUR CULTURE
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Awareness and Sensitivity Guidance
Treat PwD as you would like to be treated.  Consider the guidelines below:

Basics of Disability Etiquette

• Smile and be friendly.

• Use a normal tone of voice.

• Talk to the person with the  
disability, not to his aide,  
coach, or sign language  
interpreter.

• If talking with a person in  
a wheelchair, sit or kneel  
to be at eye level.

Practical tips – interacting with a person who…

Uses a 
wheelchair

• Offer to tell where accessible rest rooms, telephones, 
and water fountains are located. 

• Rearrange objects to accommodate a wheelchair 
before the person arrives. 

• When giving directions to a person in a wheelchair, 
consider distance, weather conditions, and physical 
obstacles (curbs, stairs, steep hills, etc.). 

• Do not push, lean on, or hold onto a person’s 
wheelchair unless the person asks you to. �e 
wheelchair is part of his or her personal space. 

• See additional tips below for mobility challenges

Use a normal tone of voice.

Talk to the person with the 
disability, not to his aide, 

If talking with a person in 
a wheelchair, sit or kneel 

BUILDING YOUR CULTURE
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Has a hearing 
impairment

• Let the person take the lead in establishing the 
communication mode, such as lip-reading, sign 
language, or writing notes. 

• Talk directly to the person, even when a sign language 
interpreter is present. 

• If the person lip-reads, face him or her directly, speak 
clearly and with a moderate pace.

• In a large meeting, have people raise their hands and 
have the meeting leader point to the next person who 
speaks. �is will allow the person to possibly lip read 
the person, or it would give the sign language person 
time to start signing.  

• Don’t be afraid to ask and answer questions.
• Do not position yourself in front of a window or harsh 

light or the person who is deaf or hard of hearing will 
have difficulty seeing you. 

• Don’t talk over other people.

Has a speech 
impairment

• Pay attention, be patient, and wait for the person to 
complete a word or thought. Do not finish it for the 
person. 

• Ask the person to repeat what is said, if you do not 
understand. Tell the person what you heard and see if 
it is close to what he or she is saying. 

• Be prepared for various devices or techniques used 
to enhance or augment speech. Don’t be afraid to 
communicate with someone who uses an alphabet 
board or a computer with synthesized speech. 

• Don’t be afraid to ask and answer questions.

Has a visual 
impairment

• When greeting the person, identify yourself and 
introduce others who may be present.

• When asked to guide someone with a sight disability, 
never push or pull the person. Allow him or her to 
take your arm, and then walk slightly ahead. Point 
out doors, stairs, or curbs as you approach them. 

• As you enter a room with the person, describe the 
layout and location of furniture, etc. Be specific when 
describing the location of objects. 

• Don’t leave the person without excusing yourself first.
• Do not pet or distract a service dog. �e dog is 

responsible for its owner’s safety and is always 
working. It is not a pet.  

BUILDING YOUR CULTURE
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Has a cognitive 
disability

• Keep your communication simple. Rephrase 
comments or questions for better clarity. 

• Stay focused on the person as he or she responds to 
you. 

• Allow the person time to tell or show you what he or 
she wants.

• Ask the person to repeat what is said if you do not 
understand. Tell the person what you heard and see if 
it is close to what he or she is saying.

Has mobility 
challenges

• Ensure accessible location for work areas and 
meetings, wide aisles that are kept clear of obstacles, 
and accessible bathrooms close to primary work space.

• Provide extra time to get from one work area to 
another.

• Provide priority seating in meetings and trainings.
• Arrange for notes/minutes to be provided to employee 

after meetings.
• Make computer equipment software available 

(speech-to-text, word prediction, keyboard 
modifications) when possible.

• Provide accessible parking in close proximity to the 
building.

• Arrange for adjustable desks and/or tables in work 
areas.

• Allow for advanced planning for business trips, when 
possible, to ensure accessibility.

BUILDING YOUR CULTURE
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VII. From Initial Screening to Performance Reviews

“Our employees with disabilities are incredible workers – willing and eager to 
learn, and focused on productivity and meeting team goals.  It didn’t take me 
long to realize that I wasn’t hiring people with disabilities, I was hiring the 
best people for the job.” 

JULIO PADILLA
Manager PepsiCo Las Vegas Certified Center

In this chapter:
• Tips for screening and interviewing candidates

• On-boarding new hires and training best practices

• On-the-job accommodations and supports

• Employee review process

Depending on your use of partner agencies and the way that they operate, some or 
all of the pre-screening process may occur within the agency.  Generally speaking, 
screening should focus on three broad categories:

• Consideration of the requirements of the job
• Physical ability of the candidates to perform certain functions
• Social and communication requirements for the position and  

working with others
We suggest you review your application and interview process to understand where 
people with disabilities (PwD) might be getting lost in the system, and consider 
whether any adjustments are warranted.  

 Toolkit: Assessing your application and interview process  
 (Click here to go to the assessment form)

Is your online application process accessible, and can individuals with 
disabilities easily access it?

If you are working with partner agencies, how are you integrating them into 
your application and interview process? What are their comments about your 
application and interview process?

Have the employees who manage this process at your site had access to 
disability awareness and etiquette training, and do they understand the goals 
for this program?

Do you allow a job coach or guardian to assist with the application process?  
Can they be at the interview for support? 
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On-Boarding New Hires  
and Training Best Practices
On-boarding and training PwD new hires follow the same rules as on-boarding and 
training any new employee. Each organization approaches this slightly differently, 
but this can include:

On-boarding new hires

Introduce yourself and make the person feel welcome.

Introduce new employees to other co-workers.

Help the person learn about the culture of the workplace.  

Stress the importance of performance, safety and quality.

Provide pointers about informal rules such as breaks, dress, and no food or 
drink in the work area.

Teach specific work terminology.

Check to make sure the person understands; ask them to repeat instructions.

Show the individual where things are located and review policies and 
procedures.

Invite the person to join you and others for breaks and lunch.

Training and ways to improve the experience of work

Clear and specific job tasks.

Gradual introduction into the work situation, with support.

Written, diagrammatic or pictorial instructions.

Structured work pattern which enables the team member to complete one task 
before starting another.

SCREENING & REVIEWS

DISABILITY INCLUSION: YOUR GUIDE TO SUCCESS   |   SCREENING AND REVIEWS



Disability 
Inclusion: 
Your Guide to Success

32

HOME

INTRODUCTION

BUSINESS CASE 

COMMUNITY PARTNERS

BUILDING YOUR CULTURE

SCREENING & REVIEWS

MEASURING SUCCESS

ADDITIONAL RESOURCES

DEFINING YOUR INITIATIVE

PLANNING PROCESS

Training and ways to improve the experience of work

Clear line of management and an informed supervisor or mentor who can be 
available to give advice.

Checklists and timetables for work to be done.

Initial close supervision.

Explicit rules of behavior and advice about unwritten rules in the workplace.

Consistency from you and your colleagues.

Help employees to discriminate between good-natured teasing and when 
someone is angry or upset.

Explain expectations for jobs or routines.

Ask the person what you can do to help them.

Give criticism and feedback privately and concretely.

On-the-Job Accommodations and Supports
Once an employee with a disability comes to work for your company there may be 
“accommodations” or “ job supports” that need to be in place for the employee to 
fulfill job requirements. �e Americans with Disabilities Act codified into law the 
legal requirement for providing these accommodations, but the real incentive is the 
increased value employees with disabilities provide when properly accommodated.

A reasonable accommodation is any change in the work environment (or in the way 
things are usually done) to help PwD apply for a job, perform the duties of a job, or 
enjoy the benefits and privileges of employment.

Examples of accommodations

Creating schematics or visual tools, rather than text-based instruction.

Voice input or speech recognition aids.

Computer screen magnifiers.

Giving written instructions in addition to spoken instructions.
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Examples of accommodations

Camelbacks (water packs) for employees who easily become dehydrated due to 
medication.

Job coaches – an individual provided by the state or other organization to help 
orient and train a new employee with disabilities.

As you can see from these examples, accommodations in the workplace do not need 
to be expensive or complicated.  Let your new employees with disabilities and your 
agency partners guide you as to what might be beneficial in your workplace.  Be 
creative, be flexible, and be open to new ways of doing things. 

Natural supports are a process for linking individuals to existing social supports in 
the work environment that are either informal, from coworkers and peers, or formal, 
from supervisors and company-sponsored training programs.

Examples of natural supports

Help employees learn informal rules that will support their success  
in the workplace.

Give clear feedback.

Give clear directions.

Ensure employees know how to ask for help.

Model (demonstrate how to do tasks).

Use silence – after providing information, give time to process and  
come up with questions.

Use visual supports. 

Help employees know where to go and who to contact with  
questions or concerns.

Defining the Process for Getting  
an Accommodation
While you will provide many accommodations before your employees with 
disabilities arrive on site, they also need to understand the process for requesting and 
obtaining any additional accommodation(s). 
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BEST PRACTICES  
 in accommodation process

Provide contact information for the individual(s) responsible for implementation 
of accommodations.

Make sure the process for requesting accommodations is clear – it should be 
possible to make requests orally or in writing, and a third party should be able 
to make such requests on behalf of the employee.

Identify the timeline for processing accommodation requests.

Identify the process for securing any funding or other support needed to 
accommodate a request.

Employee Reviews 
Since employees with disabilities are treated no differently than other employees, 
they will go through your regular reviews process in order to execute their 
responsibilities and develop as employees. If any of the below guidelines are in 
conflict with your company’s/site’s policies, make sure you follow the company/site 
guidelines. 

BEST PRACTICES  
 in employee reviews

Give immediate, clear, and open feedback about the standard of work done and 
where the employee or candidate’s current performance is in relation to standard.

Present information in forms that work best for the employee – for example, 
provide both written and oral feedback.

Set aside time for the employee to receive feedback and process the 
information presented.

Ensure that all accommodations needed in the workplace are also present 
during reviews.

Consider contingency plans for dealing with stressful situations and plans for 
contact with someone (parent, guardian, job coach) who will give support. 

Depending on the individual arrangement with the site and with the employee, 
consider engaging a job coach in the review process, but ensure that feedback is 
given to the employee directly.
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VIII.  Measuring Success

“It seemed that our disability inclusion effort was a success.  Our employees 
with disabilities were working right alongside the rest of the employee 
population with the same requirements for success, and the same rewards.  
But it wasn’t until we actually stopped to measure that we knew the depth of 
our success and had a powerful story to convey to senior management.”

BILLY BOB
XXX, SYZ Company

In this chapter:
• Success factors for each phase of implementation

• Guide for tracking progress against goals

We have talked about the ingredients it will take to make your initiative successful.  
Once up and running, you will want to measure your success to build further 
credibility around your efforts.  

As you look at each critical phase of the program, consider these success factors:    

PHASE SUCCESS FACTORS

Buy-in

• One or more “project champions” passionate 
about starting the initiative

• Clear communication of business case to fit 
company needs

• CEO sign-off and/or support

Assessment

• Needs to involve operations and HR from senior 
to local level

• Recruiting/hiring systems of each company 
must be taken into consideration early in 
Disability and Inclusion efforts

Planning

• Internal and external momentum can grow 
quickly within these initiatives, so a plan must 
be in place to channel it

• Established and efficient accommodations 
system in-place to understand existing processes

MEASURING SUCCESS
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quote, but not yet 
approved or attributed.
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PHASE SUCCESS FACTORS

Design

• Elements of the pilot project are created to 
effectively facilitate disability inclusion

• Established practices and procedures defining 
the project framework are in place and known 
internally

Develop

• Internal and/or external resources are in place 
and committed to the vision of the project

• Staff and external stakeholders understand 
metrics and measures of accountability

Pilot

• Clear communication and agreement of pilot site 
business case and need for inclusive culture

• Local project champion that is willing to take 
ownership of implementation

• Data-tracking and reports are available to senior 
managements to communicate learnings

Evaluate

• Identification of key metrics related to your 
company’s original business case are clearly 
defined

• Metrics are monitored and frequently 
communicated by a dedicated project manager

• Lessons learned from pilot roll-out are 
incorporated into plans for expansions

Pilot  
Expansion/ 
Rollout

• Broad buy-in for diversity and inclusion 
initiative is clearly evident among local site 
managers and front line staff

• Clear standard operating procedure or roll-out 
plan is articulated by project champions and 
understood by local managers

MEASURING SUCCESS
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Tracking Your Success
As you track progress against your goals, you will be regularly reviewing data to 
learn what is working, and make any necessary refinements to your program. �is 
chart outlines some key areas to consider when setting your goals, and tracking and 
reviewing progress.

GOALS WAYS TO LEARN AND IMPROVE

Attract • High awareness and “buzz” about 
your company/site among local 
disability community

• Positive candidate experience

• Conduct brief annual survey of 
providers or third party agencies

• Conduct interviews with 
individuals with disabilities to 
understand successes, difficulties, 
and places where improvements 
can be made

• Engage Employee Resource 
Group in attracting and retaining 
individuals with disabilities

Hire • Set goals of number of individuals 
with disabilities hired per year, 
or percentage of new hires to be 
people with disabilities each year

• Consistent talent pipeline from 
community providers

• Track new hire data

• Track referrals and success rates 
across agencies and hiring sources

• Identify those sources for hiring 
that have been successful to 
continue relationships; identify 
unsuccessful partnerships and 
work to improve

Retain • 80% (your company should set the 
goal) retention rate for individuals 
with disabilities after one year 

• Conduct exit interviews with 
separated employees

• Conduct exit interviews with 
supporting agencies and providers 
where applicable

Succeed • Achieve cost goals set by site

• Meet or exceed safety, quality, and 
productivity goals for site

• Expand program to additional 
sites nationwide 

• Track and understand data related 
to cost, safety, and productivity 

• Track number of sites 
implementing

Tracking Contractor Model Success
For sites using the contractor model, work with the contractor to create a 
scorecard to track their efforts and success in bringing people with disabilities 
into the workforce.

MEASURING SUCCESS
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