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Module 1

Title: Disability Awareness

Responsible partner

ZGURA-M

Aims and Overarching
Objectives of the module

The SE consultants should be able to:
 Increase his/her awareness towards different types of
disabilities and the challenges and barriers associated with the
particular disability.
 Make references between disability and ability for social
inclusion in all areas of life (professional, personal and
community based activities).
 React appropriately in different situations while working with
his/her client with a disability.
 Understand how the person with disability feels and what they
consider important for their autonomy and professional
realisation.
 Consult both employee and employer on appropriate and
reasonable adjustments to ensure ultimate accessibility of the
surrounding environment.
SE consultants can / knows how to:
 Communicate with people with disabilities in an appropriate
and non-discriminative manner.
 Work with clients with different types of disabilities, considering
the specific aspects of each disability.
 Present people with disabilities in front of employers and the
community focusing on his/her strengths and abilities
 Maintain a positive image of his/her client with disability without
neglecting the limitations of the disability.
 Create positive awareness towards people with disabilities
rather than sympathy.
 Avoid victimisation of people with disabilities.
 Myths towards employees with disabilities.
 Develop positive identity of the client with disability.
 Cope and overcome prejudice and stereotypes of the society.

Summary of the module
content and table of
content items

This module provides an overview of disabilities and the respective
limitations and barriers people with these disabilities face. It covers
topics that will help coacher to upgrade their knowledge and
understanding about different types of disabilities. There are as yet no
universally accepted categorizations of disability, despite efforts
towards that goal. Commonly used disability terminology varies from
country to country and also between different disability’s communities
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in the same country. There is a trend in many disability communities
to use functional terminology instead of medical classifications.
Abilities can vary from person to person or from disability organisation
to similar one, and over time, for different people with the same type
of disability. People can have combinations of different disabilities, and
combinations of varying levels of severity. Some people with various
conditions would not consider themselves to have disabilities. They
may, however, have limitations of sensory, physical or cognitive
functioning which can affect access to the labour market.
This will allow SE coachers to work independently, be aware of certain
challenges they may face and avoid discriminative practices.
Furthermore the module provides essential guidance towards
overcoming prejudice and stereotypes of the families and the society
which affects the employment status of clients with disabilities. That
also includes development of a positive identity of the person with
disabilities as a path to achieve independence and inclusion.
The module also deals with frequent myths among employers and
global society towards abilities of people with disabilities to cope with
daily routines.
Last but not least the module provides guidelines on how to achieve
accessible environment at workplace.
Table of contents:
1.1. Impairment and disability
1.1.1. Medical model
1.1.2. Social model
1.1.3. Bio-psychosocial model
1.2.
Anti-discrimination & legislation
1.3.
Types of disabilities
1.3.1. Mobility impairments
1.3.2. Visual impairments
1.3.3. Hearing impairments
1.3.4. Deaf-blindness
1.3.5. Speech impairments Error! Bookmark not defined.
1.3.6. Intellectual disabilities and learning difficulties
1.3.7. Mental health problems
1.3.7.1. Disability and mental health problem
1.3.8. Medical conditions
1.4.
Disability etiquette
1.5.
Prejudice and stereotyping
1.5.2. Prejudice
1.5.2. Stereotyping
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Training workload

Educational resources
required

Learning pathways

Previous knowledge

Learning outcomes

1.5.3. Coping with family prejudice towards working capacity
of the person with disability
1.6.
Disability and accessibility
1.6.1. Environmental
1.6.2. Attitudinal
1.6.3. Possible adaptations of the working environment
1.6.3. Resources needed to ensure accessible environment
1.7.
Avoiding victimization of people with disabilities
1.8.
Developing a positive identity
1.8.1. Disability and image
1.8.2. Identifying positive aspects of being a person with abilities
and disability
1. Theoretical part (hours): 20 hours
2. Practical part (hours): 10 hours
3. Assessment (hours): 1 hour
1. PC, laptop or tablet.
2. Internet access.
3. E-mail account
4. Blindfolds
5. Paper sheets
6. Colour printed table
7. Wheelchair or office chair with rollers
8. Sufficient gaming space
1. Face to face: 10 hours
2. E-learning: 10 hours
3. Practice: 10 hours
4. Internship: 0 hours
1. To be literate, have basic knowledge on disability and social affairs.
2. Good communication skills.
3. Basic ICT skills.
4. Ability to cooperate with others.
5. Positive attitudes and ability to express empathy towards people
with disabilities.
6. Basic knowledge in the field of working with clients with special
needs.
Knowledge:
 Knowledge about how the person with disability feels and what
they consider important for their autonomy.
 Positive awareness towards different types of disabilities and
the challenges and barriers faced by the particular disability.
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ECVET/ECTS points
Assessment (type)

Possible reactions in different situations and different social
contexts while working with his/her client with disability.

Skills:
 Skills how to act with clients with various disabilities as well as
how to apply personalised centred approach.
 Skills how to communicate using positive statements and nondiscriminative words.
 Skills how to provide reliable services and consultation on
issues related to accessibility, coping with prejudice, positive
identity building-up.
 Skills how to avoid victimization.
 Skills how to arrange and consult on possible accessibility
adjustments.
Attitudes:
 Increase of SE coachers’ awareness toward disability and the
peculiarities of services which should be adjusted to the
individual needs of each client
 Increase of SE coachers’ self-efficacy while supporting and
interacting with clients with disabilities.
 Increase of SE coachers’ awareness and empathy while
supporting and consulting of clients with disabilities.
ECTS = 1 credit; ECVET = 15% weight
Self-assessment test
Case based exam
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This module provides an overview of disabilities and the respective limitations and barriers people
with these disabilities face. It covers topics that will help SE consultants to upgrade their
knowledge and understand the different types of disabilities. There are as yet no universally
accepted categorizations of disability, despite efforts towards that goal. Commonly used disability
terminology varies from country to country and also between different disability’s communities in
the same country. There is a trend in many disability communities to use functional terminology
instead of medical classifications.

Abilities can vary from person to person or from disability organisation to similar one, and over
time, for different people with the same type of disability. People can have combinations of
different disabilities, and combinations of varying levels of severity. Some people with various
conditions would not consider themselves to have disabilities. They may, however, have
limitations of sensory, physical or cognitive functioning which can affect their access to the labour
market.

This module gives SE consultants tips to work independently, be aware of certain challenges they
may face and avoid discriminative practices. Furthermore, the module provides essential
guidance towards overcoming prejudice and stereotypes of the families and the society which
affect the employment status of clients with disabilities. That module also includes development
of a positive identity of the person with disability as a path to achieve independence and inclusion.
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The module also deals with frequent myths among employers and global society towards abilities
of people with disabilities to cope with daily routines. And last but not least the module provides
guidelines on how to achieve accessible environment at the workplace.

1.1. Impairment and disability
According to the distinction made by the World Health Organization (WHO) impairment is any
loss or abnormality of psychological, physiological or anatomical structure or function. One can
use 'impairment' in conjunction with speech, hearing, sight and mobility or with other form of loss
or abnormality. A person may also be "impaired" either by a correctable condition (such as
myopia) or by an uncorrectable one (such as cerebral palsy).
On the other hand the description of disabilities has a wider scope. WHO defines disability as any
restriction or lack, resulting from an impairment, of ability to perform any activity in the manner or
within the range considered normal for a human being. People may be disabled by physical,
intellectual or sensory impairment, medical conditions or mental illness. Such impairments,
conditions or illnesses may be permanent or transitory in nature. A permanent physical, sensory
or intellectual impairment substantially limits one or more of a person’s major life activities,
including reading, writing and other aspects of education; holding a job; and managing various
essential functions of life such as dressing, bathing and eating.
However, not all impairments result in disabilities. Disability is thus not just a health problem. It is
a complex phenomenon, reflecting the interaction between features of a person’s body and
features of the society in which he or she lives. Overcoming the difficulties faced by people with
disabilities requires interventions to remove environmental and social barriers.
People with disabilities have the same health needs as non-disabled people – for immunization,
cancer screening etc. They also may experience a narrower margin of health, both because of
poverty and social exclusion, and also because they may be vulnerable to secondary conditions,
such as pressure sores or urinary tract infections.
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SE consultants play a significant role as a bridge between ordinary people from the society and
people with disabilities who are struggling to overcome physical and social barriers and to become
equal part of the contemporary society.

1.1.1. Medical model
Within the medical model disability is understood as an individual problem. If somebody has
impairment – for example – inability to see, walk or hear is understood as their medical problem.
The medical model of disability views disability as a ‘problem’ that belongs to the disabled
individual. It is not seen as an issue to concern anyone other than the individual affected. For
example, if a wheelchair using student is unable to get into a building because of some steps, the
medical model would suggest that this is because of the wheelchair, rather than the steps.
That is why medical model of disability also affects the way people with disabilities think about
themselves. People with disabilities can also be led to believe that their impairments automatically
prevent them from taking part in social activities.

Some examples of a medical model approach might be:


a course leader who refuses to produce a hand-out in a larger font for a visually impaired
student. The student cannot therefore participate in the class discussion;



a member of staff who refuses to make available a copy of a PowerPoint presentation
before a lecture. This creates a barrier to learning for the dyslexic students in the group
who are likely to have a slower processing and writing speed and who will struggle to
understand and record the key points;



an employer who refuses to send his/her employee with disability on a business trip
because the employer believes that the disabled person is not able to cope with travel
and accomodation issues.
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This medical model approach is based on a belief that the difficulties associated with the disability
should be borne wholly by the disabled person, and that the disabled person should make extra
effort (perhaps in time and/or money) to ensure that they do not inconvenience anyone else.

1.1.2. Social model
According to the social model the disability is primarily a result of society’s response to people
with disabilities. Experience of the health and welfare system made them feel socially isolated.
Through the social model, disability is understood as an unequal relationship within a society in
which the needs of people with disabilities are often given little or no consideration.
People with disabilities are disabled by the fact that they are excluded from participation within
the mainstream of society as a result of physical, organisational and attitudinal barriers.
These barriers prevent them from gaining equal access to information, education, employment,
public transport, housing and social/recreational opportunities.
The social model is more inclusive in approach. Pro-active thought is given to how disabled people
can participate in activities on an equal footing with non-disabled people. Certain adjustments are
made, even where this involves time or money, to ensure that disabled people are not excluded.
The onus is on the organiser of the event or activity to make sure that their activity is accessible.
Examples might be:


a course leader who meets with a visually impaired member of the group before the
beginning of a course to find out how hand-outs can be adapted so that the student can
read them;



a member of staff who makes PowerPoint presentations available on Blackboard to all
members of the group before a lecture. This allows dyslexic students to look up unfamiliar
terminology before the lecture, and gives them an idea of the structure that will be followed.
This ‘framing’ helps students to understand and retain the information;



an employer who does not give up to send a disabled emplyee on a business trip and
dicusses in advance all aspects related to travel and accomodation.
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An important principle of the social model is that the individual is the expert on their requirements
in a particular situation, and that this should be respected, regardless of whether the disability is
obvious or not.

Figure 1 Comparison between medical and social model

1.1.3. Bio-psychosocial model
This model sees disability as interaction between a person’s health condition and the environment
they live in. It advocates that both the medical and social models are appropriate, but neither is
sufficient on its own to explain the complex nature of one’s health. It combines the following
factors:


Bio (physiological pathology)
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Psycho (thoughts emotions and behaviours such as psychological distress,
fear/avoidance beliefs, current coping methods and attribution)



Social (socio-economical, socio-environmental, and cultural factors suchs as work
issues, family circumstances and benefits/economics)

Figure 2 Bio-psychosocial model

1.2. Anti-discrimination & legislation
You as a SE consultant should be aware that there are international regulations that guarantee
the rights of people with disabilities and protect them from acts of discrimination. Especially in the
European countries the national legislation is primarily based on international acts introduced by
World Health Organisation, the United Nations, and others. For more information, please refer to
Module 9 of this training programme.
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1.3. Types of disabilities
1.3.1. Mobility impairments
Mobility impairment can be caused by a range of conditions that can be temporary or permanent.
The effects can change from day to day; they can remain the same or get progressively worse
over time. The condition may affect some parts of the body or the whole of it. Mobility impaired
people may have the following difficulties:


Difficulties with co-ordination and movement;



Difficulties with endurance and stamina;



They may find routine tasks such as driving, household chores, cooking and grooming
difficult and/or tiring;



Fatigue;



Difficulty accessing facilities that others take for granted such as toilets, cafes and
restaurants, SPA centres;





If their hands or arms are affected, they may:
-

Have difficulty with handwriting;

-

Be unable to write using a pen/pencil;

-

Have a slow writing speed;

-

Have difficulty turning pages;

-

Have difficulty using a standard keyboard or mouse;

-

Have difficulty using equipment found in conference rooms;

-

Have difficulty filing or storing documents.

If they have involuntary head movements, this may affect their ability to read standardsized print.

Barriers:
•

Inaccessible or not enough accessible passageways and stairs

• Too narrow elevators, entrances and corridors
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•

Too heavy doors

•

Rolling doors

•

Slippery floors or covered with thick carpet

•

Lack or difficult access to objects or buttons placed on inappropriate level

•

Not sufficient space for moving for person on wheel-chair or using other mobility aids

•

Lack of equipment facilitating independency of person in the toilet or bathroom (e.g. rails,
handles)

•

Limited access to the proper assistance that would enable to overcome existing barriers.

1.3.2. Visual impairments
Everyone who has a visual impairment is different. Some people may have been born without
vision while other may have lost their sight gradually. Some of them may rely on a guide dog or
use a white cane to help them get around. Others may have enough vision to get around on their
own.
The impact of this disability depends on the kind of vision loss, how severe it is and how socialized
the person is. You can meet for example blind people:
•

walking around independently with white cane,

•

walking around with a guide dog,

•

walking around with a guide or personal assistant

or partially sighted people:
•

with some residual vision useful for independent travelling,

•

who may for support (e.g. personal assistant) or special travel navigation system.

For full coverage of all kinds of visual impairments please look into the classifications of World
Health Organisation (http://www.who.int/classifications/icf/en/).
Blind or visually impaired people may have some of the following difficulties:


They are likely to be more dependent on their hearing in order to communicate with other
people. They may not be able to match the tone of voice with facial expressions and
gestures that make conversations easier to follow;
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They are likely to be more dependent on their hearing in order to get information, so high
levels of background noise can cause a problem for them;



They may have missed out on gathering everyday practical information about the world
around which sighted people take for granted, and may therefore need to be introduced
to new situations and to new environment in a practical way;



They may have trouble seeing in low light levels or have problems judging speed and
distance;



In some cases bright lights may improve the visibility.

They might also have some difficulties with the following:


Getting information from presentations;



Reading written text from brochures, restaurants menus etc.;



Understanding diagrams and charts normally not read to specialised software for people
with disabilities;



Using ICT without assistive technologies like magnifier, JAWS software, big keyboards
etc.;



Using hotel facilities;



Travelling to, from and around.

Barriers (not accessible or partially accessible):


visual information (marking, directions, gestures, mime, etc.),



printed materials (leaflets, information brochures, maps, menus, newspapers, etc.),



information related to emergency situations (evacuation ways signs, printed instructions
in case of emergency).



difficulty in orientation in new surrounding without guidelines



problems with independent use of new devices (e.g. elevator without special marking or
other adjustment)



problems with recognition of different objects of the same shape



difficulties with finding objects which location has been changed.
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1.3.3. Hearing impairments
The term ’hearing impairment’ describes a loss of hearing which may range from mild loss (hard
of hearing) to complete deafness. Hearing impairments may be caused by a number of reasons.
Some people are born deaf and others may have become deaf due to injury, illnesses or having
experienced too much loud noise. Not all hearing impaired people can use hearing aid or can
read lips. The hearing aid is just the device and has a lot of limitations. Main problem is not hearing
but understanding of the speech. The hearing disorders limit the stream of information to the brain
and so influence speech understanding process, especially in the noise or from distance.
Barriers:
•

Lack of access or very limited access to verbal information (verbal announcements, verbal
information, sound signals)

•

Dependence on use of visual information (important clear and simple marking)

•

Very limited use of residential hearing in communication in unfavourable conditions (in
noise, in crowded places or places with laud music)

•

Often problems with understanding of more complex vocabulary or abstract concepts.

1.3.4. Deaf-blindness
Deaf-blindness is the condition of little or no useful sight and little or no useful hearing.
Deaf-blind people communicate in many different ways. Someone who grew up deaf and
experienced vision loss later in life is likely to use a sign language (in a visually modified or tactile
form). Others who grew up blind and later became deaf are more likely to use a tactile mode of
their spoken/written language. Very often they also use special communication devices.
These people face the same barriers faced by visually impaired people combined with those faced
by people with hearing impairments. Deafblind people might be dependent of the so-called guideinterpreters who assist them in mobility and communication with others. The services of guideinterpreters are considered as type of social support which can vary in different countries.
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1.3.5. Speech impairments
There are number of causes of difficulties with speech. Clients may have problems expressing
their thoughts through speech due to dysphasia (a partial or complete impairment of the ability to
communicate resulting from brain injury), they may have suffered an injury or stroke or have a
medical condition such as cerebral palsy that has led to a lack of control over their facial muscles,
etc. Additionally the following difficulties might be experienced:


If the person was born profoundly deaf he/she will have difficulty communicating through
speaking as this skill is learnt primarily by hearing speech in early childhood;



Stuttering can make it difficult to communicate with other people. Sometimes they get
more embarrassed by the conversation than you. If the person has a stutter, there are
some situations that make it worse, for example, speaking in front of a group or talking on
the telephone.



If the person has verbal apraxia he/she may have difficulty putting sounds and syllables
together in the correct order to form words. They find longer or more complicated words
harder to say than short or simple words. They may also tend to make inconsistent
mistakes when speaking. For example, they may pronounce a difficult word correctly but
then have trouble repeating it; or they may be able to say a particular sound one day and
have trouble with the same sound the next day. They might have to ‘grope’ for the right
sound or word and may need to try saying a word several times before you can say it
correctly;



If the person has an articulation disorder it may affect how others understand what he/she
is saying. Examples include substituting a "w" for an "r" ("wabbit" for "rabbit"), omitting
sounds ("cool" for "school"), or adding sounds to words ("pinanio" for "piano");



If the client has a lisp they may substitute the letters "s" and "z." for "th". Other substitutions
include saying ‘v’ instead of ‘th’ (‘wiv’ instead of ‘with’).

Barriers:
•

Difficulties with articulation of complex and long words or phrases

•

Difficulties with communication in situations requiring fast reactions

17 This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge and
competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme

•

Sometimes even reluctance to any verbal communication

•

Inability to make orders

1.3.6. Intellectual disabilities and learning difficulties
Everyone who has an intellectual disability is different. Intellectual disability is a more general
term for impairments that can affect learning and understanding. This can mean they have great
difficulty in communicating, need high levels of support and may have additional sensory or
physical impairments. In this group there are people with:


Lower intellectual abilities



Troubles in perception processes, concentration, memory and reflection



Problems with social skills and social rules

Those people might have some trouble with some of following activities:


They might find it hard to understand when they listen or when they have to cooperate with
other people;



They might find it hard to understand through reading or watching. This can include:





-

watching a demonstration or a film;

-

PowerPoint presentations;

-

watching a video;

-

understanding graphs and charts;

-

using email.

They might need more time to understand information, guidance or instructions:
-

they might find some information very hard to understand;

-

they might have a poor memory and have trouble remembering things;

-

they may have some difficulty talking or writing;

-

they may have some trouble with numbers, figures, calculations and maps.

They might need some help with planning and managing their time.

Barriers:
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•

Problems with understanding of complex information and statements

•

Lack of understanding of abstract concepts

•

Problems with full understanding of the value of financial transactions

•

Troubles with understanding of complicated text.

•

Sometimes problems with not standard behaviour, difficult to understand and interpret by
others (e.g. persistent repeating of phrases)

•

Problems with use of more complex or less common devices

•

Difficulties to remember the way to various places (to the conference room, the meeting
place, etc.) and necessity to remind it several times.

1.3.7. Mental health problems
Mental health problems can cover a broad range of disorders, but the common characteristic is
that they all affect the affected person’s personality, thought processes, emotions or social
interactions. They can be difficult to clearly diagnose, unlike physical illnesses.
There is no single cause for mental health disorders; instead, they can be caused by a mixture of
biological, psychological and environmental factors. People who have a family history of mental
health disorders may be more prone to developing one at some point. Changes in brain chemistry
from substance abuse or changes in diet can also cause mental disorders. Psychological factors
and environmental factors such as upbringing and social exposure can form the foundations for
harmful thought patterns associated with mental disorders. Only a certified mental health
professional can provide an accurate diagnosis of the causes of a given disorder.
Certain factors may increase the risk of developing mental health problems, including1:

1

-

Having a blood relative, such as a parent or sibling, with a mental illness

-

Stressful life situations, such as financial problems, a loved one's death or a divorce

-

An ongoing (chronic) medical condition, such as diabetes

Risk factors for mental health problems
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-

Brain damage as a result of a serious injury (traumatic brain injury), such as a violent
blow to the head

-

Traumatic experiences, such as military combat or being assaulted

-

Use of alcohol or recreational drugs

-

Being abused or neglected as a child

-

Having few friends or few healthy relationships

-

A previous mental illness

Mental health disorders occur in a variety of forms, and symptoms can overlap, making disorders
hard to diagnoses. However, there are some common disorders that affect people of all ages.
Attention Deficit Hyperactivity Disorder (ADHD)
Attention Deficit Hyperactivity Disorder (ADHD)2 is characterized by an inability to remain focused
on task, impulsive behavior, and excessive activity or an inability to sit still. Although this disorder
is most commonly diagnosed in children, it can occur in adults as well and it also can be
considered as a learning difficulty as much research reveal that students who have ADHD usually
face challenges in perceiving and processing of teaching information.
People with ADHD who have trouble paying attention and concentrating may have the
following difficulties:
-

‘Daydreaming’ without realising it, even in the middle of a conversation;

-

Being very easily distracted - wandering attention makes it hard for you to stay on
track;

-

Finding it hard to stay focused, for example, when reading or listening to others talking;

-

Finishing other people's sentences and/or interrupting;

-

Finding it’s an effort to finish tasks, even ones that seem simple;

-

Having a tendency to overlook details that leads to mistakes in your class work or
homework;

2

ADHD
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-

Having poor listening skills that makes it hard to remember conversations and/or follow
directions

If a person is diagnosed and forgetful, he/she may have the following difficulties:
-

Poor organisational skills (your room and/or desk may be cluttered and untidy);

-

A tendency to put things off, to waste time (affecting coursework and revision for
examinations);

-

Trouble starting and/or finishing projects;

-

Always being late;

-

Forgetting deadlines and appointments on a regular basis;

-

Losing or misplacing things (keys, phone, folders);

-

Underestimating the time it will take you to complete tasks.

Anxiety disorder
Anxiety disorder3 is defined by intermittent and repeated attacks of intense fear of something bad
happening or a sense of impending doom.
When a person has an anxiety disorder, they may feel fearful or uncertain almost all the time.
According to the research in that field the fear and anxiety that occur due to an anxiety disorder
are markedly different than the brief episodes of these feelings that are commonly related to
normal events, such as speaking at a public event or meeting a blind date. In most cases, if a
person has an anxiety disorder, their anxiety disorder symptoms will persist for more than six
months.

3

Anxiety Disorder
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There are several different types of anxiety disorders including Generalized Anxiety Disorder,
Panic Disorder, Obsessive-Compulsive Disorder, Phobias, Social Anxiety Disorder, PostTraumatic Stress Disorder. They may have short-term effects such as inability to complete
everyday tasks. The most serious long-term effect is becoming suicidal.

Bipolar Disorder
Bipolar Disorder4 causes a periodic cycling of emotional states between manic and depressive
phases. Manic phases contain periods of extreme activity and heightened emotions, whereas
depressive phases are characterized by lethargy and sadness. The cycles do not tend to occur
instantly.
Bipolar disorder is a medical condition that involves rapid mood swings between periods of good
moods and those of irritability and depression. The condition is experienced equally by both men
and women and generally manifests itself for the first time when the individual is between the
ages of 15 and 25. So far, the cause of bipolar disorder is not known, but those who suffer from
the condition are likely to have family members who also have bipolar disorder.
There are three types of bipolar disorder:
-

Bipolar disorder type I also known as manic-depression

-

Bipolar disorder type II within which the person has periods of hypomania

-

Cyclothymia is the mildest type. The person experiences less extreme mood swings,
going from mild hypomania to depression.

Depression
Depression5 covers a wide range of conditions, typically defined by a persistent bad mood and
lack of interest in pursuing daily life, as well as bouts of lethargy and fatigue. Dysthymia is a milder
but longer-lasting form of depression.

4
5

Bipolar Disorder
Depression

22 This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge and
competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme

Depression is likely to strike many people to some degree in their lifetime. According to the
Centers for Disease Control and Prevention, 9.1 percent of people reported current major or minor
depression. If a person is depressed, it can cause a marked drop in interest in everyday activities,
and can, unfortunately, drive a person to attempt suicide if left untreated.
Depression isn’t a single disorder, but rather a class of conditions separated by severity and
duration.
You as a coacher should be aware of the fact that people with disabilities are likely to
experience depression as much as other people. If you notice signs of depression in your
clients – he/she seems to be lethargic, socially withdrawn, or has declining physical health,
depression may be present. There are several physical and emotional symptoms to look for when
determining whether a person has clinical depression, but you should always contact a
professional and seek an official diagnosis before making a decision.
Schizophrenia
Schizophrenia6 is not, as commonly thought, solely about hearing voices or having multiple
personalities. Instead, it is defined by a lack of ability to distinguish reality. Schizophrenia can
cause paranoia and belief in elaborate conspiracies.
There are three types of schizophrenia, which are divided by the types of symptoms: positive,
negative, and disorganized:
-

Positive/Psychotic Symptoms - People with schizophrenia that presents with positive
symptoms may have delusions or unusual thoughts, or feel extremely suspicious. They
may be out of touch with reality and think that other people are plotting against them.
They can suffer from audio or visual hallucinations. Normally, these hallucinations are
negative or frightening.

6

Schizophrenia
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People living with schizophrenia may have a distorted view of the things around them. The things
they see or smell may not represent real life, and this can make normal objects scary or unusual.
People with schizophrenia may also be more sensitive to light, color, and other distractions.
-

Negative Symptoms - these can include a lack of emotions and energy. People might
have difficulty experiencing or expressing their emotions, empathizing with others, or
relating to people. This can lead to isolation. People with negative symptoms may also
have trouble concentrating and finishing projects. They could have to be reminded to
do simple things such as bathing. Some symptoms are similar to those of depression.
Schizophrenics may find the world uninteresting and flat, feeling that there is no point
going out and doing things. They may also say little to nothing unless spoken to.

-

Disorganized Symptoms - Symptoms of schizophrenia can also be disorganized.
These symptoms are similar to those of severe ADHD or autism. Confused thinking
and speech is common, so patients are unable to carry on conversations or solve
problems. They may repeat rhythmic gestures or completely stop moving for long
periods of time.

1.3.7.1. Disability and mental health problems
This heading deals with correlation between the disability and possible mental health problems
that may occur. It does not provide a generalized concept but gives a reason for further reflection
on the link between the disability and the mental health of your client. It is clear that you as a
coacher are not supposed to diagnose if your client has a mental health issue or not; however
you are responsible to acknowledge signs of mental health problems and to call a respective
professional, e.g. psychologist or psychiatrist.
People with disabilities appear to be at greater risk of mental health problems than the general
population and therefore make a disproportionate contribution to mental health morbidity
internationally.7 While it is well recognized that most people with disabilities do not have mental

7

Mental health and disability
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health problems, as a population group their risk of negative mental health outcomes is greater
than for the general population. For example 36% of British children with intellectual disability
have a diagnosable mental health disorder, compared with 8% of other children (Emerson and
Hatton 2007b).
There is a great deal of heterogeneity, however, in the prevalence of mental health problems
across disability groups. For some conditions, the evidence is inconclusive as to whether people
with the condition have poorer mental health outcomes than their non-disabled peers. For
example, while one study found that young people with sickle cell disease had higher levels of
depression and lower self-esteem (Seigel et al. 1990), others report no difference in body image,
self-esteem, or mental health compared to a control group (Cepeda et al. 2000; McClish et
al. 2005). Several researchers have attempted to identity condition-related variables responsible
for these varied outcomes. For example, one research group has suggested that damage to the
central nervous system is a key factor for young people whether emotional and social
development is affected by having a chronic health condition (Noll et al. 1999). Alternatively,
differential risk may reflect the varying importance of the social determinants and consequences
of disabilities.
Disability is also more common amongst people with mental disorders than people without mental
disorders. Research has also shown that people with mental health problems are far more likely
than other citizens to suffer from potentially disabling illnesses such as heart disease, high blood
pressure, respiratory disease, diabetes and stroke and to develop these problems at an earlier
age than other people (Disability Rights Commission 2006).
Most research on the association between disability and mental health is cross-sectional, limiting
the conclusions that can be drawn about causality. There are studies suggesting that there are
three hypotheses about why people with disabilities have poorer mental health than their nondisabled peers. First, the experience of living with a disability, or having a health condition or
impairment associated with disability could lead to mental health problems; second, people with
mental health problems could be more likely to subsequently become disabled; and third, other
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factors, such as social and economic factors, might independently increase the risk of disability
and mental ill health.

1.3.8. Medical conditions
The term medical condition includes a wide variety of diagnoses including, for example, asthma,
epilepsy, diabetes, chronic pain and heart disease. Most people have experienced temporary ill
health of one kind or another from time to time but some people have longer term or permanent
conditions which have been present from birth or acquired during life. The effects of these depend
on the person’s age, circumstances and the nature of the conditions and/or treatment.
Allergies and Asthma
Increasing numbers of people are affected by some kind of allergy or by asthma. Research
commissioned by Asthma UK published on 1st December 2004 entitled 'Where do we stand',
revealed that 5.2 million people in the UK have asthma. Of this approximately 4.1 million are
adults and 1.1 million are children. Asthma is costing the UK more than £2.3 billion a year through
the NHS, benefits and lost working days.
Most adults with asthma are able to establish methods of controlling their condition so that it does
not normally affect their daily life. They know potential triggers and therefore are often able to
prevent asthma attacks. However, it is still necessary for colleges to ensure that there are proper
procedures for dealing with substances – called respiratory ‘sensitisers’ – that can cause asthma
or other allergies, those most relevant are animal allergens, chemicals and latex rubber.
Dysosmia – Impaired Sense of Smell
An impaired sense of smell is usually associated with ageing; however, it can also occur in
younger people and can be present from birth.
Apart from the need for extra safety precautions with regard to detecting smoke and gas, there is
also the need to compensate for the fact that, for example, someone cannot detect food which
has decayed.
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Epilepsy
Epilepsy is one of the most common serious neurological conditions in the world. There are at
least 456 000 people in the UK who currently have epilepsy.
Photosensitive epilepsy is a rare condition in which seizures may be triggered by flashing or
flickering lights or by certain geometric shapes and patterns. People with this condition are most
likely to react to lights which flicker between five and thirty times per second (5-30Hz).
The UK National Society for Epilepsy provides advice for employers on the issues relating to
someone who has epilepsy. The Society’s literature states that:
”If someone has uncontrolled epilepsy, it will be necessary to take into consideration any risks
that a particular type of seizure might present in the workplace to themselves, their colleagues
and clients”’
Conditions such as chronic pain, epilepsy or psychiatric conditions can seriously affect a person’s
daily routine. In many ways, it can be the side effects of the condition itself which cause difficulty.
For example, an individual may be prone to fatigue or stress, or special medication may cause
drowsiness and/or poor concentration.
Employees can also be affected by the environment, e.g. people with epilepsy, diabetes or
asthma. For some people these can cause physical or sensory disabilities and for many stamina
can also be affected. This means that planning an evenly distributed workload with the possibility
of delayed/staggered deadlines is important. This consideration is particularly significant when
employees have had time off and need to both catch up and cope with the demands of new tasks.
People with these conditions may not see themselves as having a disability and may not have
indicated on application that they have a particular need. They may also have faced prejudice
previously from those around them and this may restrict their willingness to disclose their
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condition. It is therefore particularly important that it is made known that employers and other staff
members will be tolerant to learners with hidden disabilities or medical conditions.

1.4. Disability etiquette
As a coacher you have to remember that each person is unique. Even though someone else may
have the same disability, this does not mean that they have the same difficulties and the sort of
adjustments that suit one person may not be at all suitable for other. This is why the employers
should always discuss their ideas about adjustments with the employee with disability.
Everyone has different ways of thinking and working. Remember that some people with physical
disabilities may have difficulties getting around and use a wheelchair or crutches, but this has no
impact at all on their ability to read or to communicate; whilst others may have no trouble at all
getting around but may have real difficulty with reading.
Interpersonal communication is the basis of interaction between people no matter if they have
disability or not. Effective communication contributes to the successful provision of services and
creates a positive emotional background. Communication between people should be always
based on the mutual respect. It makes communication easier and prevents conflicts.

In order to establish good contacts with your clients with disabilities it is extremely important to
demonstrate helpful, compassionate attitude towards the others (including those with disabilities).
How to greet a person with disability?
What would you do when faced with someone with a paralyzed or missing right arm? Most people,
even those with a prosthetic arm or hand, can shake hands. It is appropriate to use your left hand
if the person cannot respond with their right hand. The disabled person will usually give you a cue
by extending an arm or hand as best they can. It is best not to just go ahead and grab an arm that
may turn out to be a painful experience for the person. The "good old buddy" pat on the back or
shoulder is never appropriate behavior.
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Have you ever noticed that when you speak to someone who doesn't understand the language
you speak that you tend to raise your voice, thinking that somehow shouting the words will rattle
their brain into understanding? We do the same thing when we address people with disabilities.
There is usually no need to raise your voice. However, when someone has a cognitive impairment
it can help to slow down and speak clearly. Use their first name only if everyone else is being
referred to by their first name. Better yet, ask for their preference. 8 This is a common mistake
amongst physicians who refer to their patients informally but, then want the patient to call them
"Doctor".
Treat the person as an adult. Don't patronize the individual because they have a physical or
mental disability. Don't pat people in wheelchairs on the head or shoulder in place of a proper
greeting. Sit down and make eye contact. This is critical! When you are seated in your office and
someone enters, don't you usually stand up to greet them? When speaking to someone in a
wheelchair or lying in bed, look around, pull up a chair, sit down and get at eye level.
Some people want help, others do not. It is acceptable to ask if you can get the door, pick up their
canes or push their wheelchair. But don't feel hurt if your offer is declined and the person wishes
to be independent.
Conversational Etiquette
When the greeting and introductions are fact how can you have a conversation with a person with
disability?


Always speak to the disabled individual directly and not through someone else. This
mistake is made all the time by different professionals. Even if the person has a cognitive
disability, their presence must be recognized and respected.



When having a conversation with a person with a physical disability, use normal everyday
language and relax. We can slip into an unpleasant and demeaning habit of speaking to

8

Disability awareness information
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the disabled person as if they were a child. You may have to make a physical
accommodation, such as sitting down. Remember, the individual is otherwise no different
than you.


Most of us are poor listeners. When someone has a speech impairment, take your time
and listen. Don't try to always finish their sentence. That can be difficult when you are in a
hurry, but never to pretend to understand if you do not -- it is acceptable to say so. If the
person has a visual impairment, identify yourself and let them know where you are and
what you intend to do.

Use the following terms to address people with disabilities:


people with disabilities;



people without disabilities;



blind;



partially sighted;



deaf or hard of hearing;



intellectual (learning) difficulties;



mental health difficulties;



wheelchair users;



Specific Learning Difficulties (SpLD).

Do not use the following terms:


handicapped people or any description ending in "...ic" which replaces the identity of the
individual e.g. "the epileptic";



a victim of... or suffering from...;



spastic;



deformed or invalid;



retarded or dumb;



cripples or wheelchair bound.
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Please remember to stick to the correct terms in the daily speech as well as when you
prepare official documents, offers, job applications etc.

1.5. Prejudice and stereotyping
1.5.2. Prejudice
Many of the assumptions and judgments that are made about people with disabilities and their
families are made in the light of the medical model approach. While this is not particularly
surprising within cultural and social contexts in which the medical understanding of disability is
dominant, it involves a recognition that these assumptions and judgments have been made
‘without considering the relevant facts and arguments’ - that is, upon the basis of prejudice.
Prejudice does not take place in isolation but is part of the way in which discrimination is
expressed at a personal level. Prejudiced judgments are made from a position in which that some
people assume that they know pretty much what the case is because ‘these things are obvious’.
When society reminds us again and again - through, for example, media representation - that
disability is a tragic individual characteristic of people with disabilities, unless it is pointed out that
this ‘truth’ represents a biased view then people have no reason to suppose that it is not the case.
Some disabled people have a "mountain to climb" as employers' prejudice continues to hamper
their chances of finding a job. Throughout the world, paid work is a crucial aspect of culture and
identity, with many individuals organizing their lives around employment. Paid employment helps
define an individual's place in the community. The unemployed are often excluded from important
activities and roles within the social group (Obermann 1980). Until recently, the assumption for
people with disabilities was they usually would not work. For example, the common policy of the
European Union is that people with disabilities‘ unemployment rate should be constantly
decreased. Therefore there are many financial resources which are allocated in order to ensure
paid work of people with disabilities even under the frame of subcidised employment. On the other
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hand, benefits programs for people with disabilities largely remain tied to income – only persons
below a certain threshold income receive assistance (Blanck et al. 2009; Wehman et al.1997).
Disability is almost synonymous with disadvantage. Thus people with disabilities have to
face various challenges in life such as employment against individuals without disabilities
vying for the same positions.9 Those lucky few who manage to obtain gainful employment, for
positions specifically designated for people with disabilities or universal positions, face another
challenge, one which will make us realise that prejudice against individuals with disabilities is as
real and damaging as, for example, racial prejudice, except only that it has remained more elusive.
An aspiring lawyer, who is visually impaired, has managed to obtain gainful employment at a
prestigious law firm. With the help of audio aids, such as computer software which uses audible
cues, this aspiring lawyer is working alongside her colleagues without disabilities.
It is fascinating how, with her heightened sense of hearing, this aspiring lawyer can hear these
with audio aids, especially when taken into consideration the fact that the decibel levels in her
office are similar to those at a busy grocery store.
What is perturbing to note is that, whilst almost all of her colleagues are oblivious to her use of
audio aids, one has taken a strong resentment and made several complaints, a seeming vendetta,
vexation which will only relent when this aspiring lawyer either leaves of her own volition or is
required to do so.
This situation highlights the ongoing struggles faced by individuals with disabilities and is a
manifestation of covert and surreptitious prejudice harboured by people against individuals with
disabilities, either knowingly or unknowingly.
Prejudice against individuals with disabilities is an issue which must be addressed so that we do
not further disadvantage those who are disadvantaged to begin with.

9

Prejudice against disability
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1.5.2. Stereotyping
No matter the fact that we are living in 21st century the phenomenon of stereotyping still exist.
Even in EU countries many employers have severe prejudice and stereotypes towards people
with disabilities and they avoid hiring them. Equal access to employment is key priority in all
strategic documents of EU. Corporate Social Responsibility (CSR) also claims that being a
socially responsible employer you should pay attention on capacity of the person rather than on
his/her health status.
If you try to find a job advertisement which prohibits applications by people with disabilities, it is
very likely not to find one. However, it does not mean that the so-called ‘hidden discrimination’
does not exist. Unfortunately, there are many cases where people with disabilities do not have
access to a suitable workplace because even they are not able to reach the job interview.
The most common stereotypes towards employees with disabilities:


Workers with disabilities are not efficient enough at the workplace in comparison
with their colleagues

Working efficacy is influenced by factors such as knowledge, skills, competences, and personal
motivation. They are possessed by both people with and without disabilities.


Workers with disabilities need flexible work schedule and even they require shorter
working time

This circumstance can be applied to different employees, for example students and parents of
babies or young children. In other words everyone might need a working schedule adjusted in
accordance with his/her needs and disability is not always a reason for a person to ask for such
time adaptations.


Workers with disabilities cannot execute their tasks as fast as other employees

Working speed is important and the disability can affect it. However, there are assistive
technologies and other types of assistance which may compensate deficiencies caused by
disability. For example, a screen reader for visually impaired worker, adjusted keyboard for people
with upper limbs disabilities, etc.
33 This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge and
competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme



The price of workplace adaptation will be high and such investments are not
rationale

Not all assistive technologies are expensive. On the contrary, the competition in this area is also
strong and there is a trend of decreasing the price. Furthermore, the national legislation in EU
countries and the national programmes foresee funding opportunities for employers who want to
adapt the workplace for a worker with disability.


The rest of the employees would be reluctant to accept a person with disability at
the team

Good team spirit depends on the company’s micro-environment. If the other team members do
not accept diversity, they will have the same attitude towards colleagues from other nationalities,
religions, etc.


The clients/customers of the company would be afraid of the disabled employee

In 21st century we should not underestimate the empathy of people who belong to the modern
society where all human beings have a right to work and lead a decent life. There are many proofs
when customers become more loyal to the company employing people with disabilities because
they recognize it as a socially responsible one.


When hiring a person with disability there is huge bureaucracy, and if you decide
to dismiss him/her the regulations are too over-protective and in favour of the
worker with disability

In fact this statement can be applicable to other employees because the burden for the employer
is nearly the same. The legislation guarantees the rights, duties and benefits for the whole work
force.

1.5.3. Coping with family prejudice towards working capacity of the person
with disability
So far we have discussed the fact that people with disabilities are often a subject of discrimination
on the ground of their disability and there are many prejudice and stereotypes that can badly
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affect their career development. Unfortunately such stereotypes and prejudice are not present
only in the employers and other society members‘ minds. The practice shows that the capacities
of people with disdabilites to work are underestimated even within their families. Often, parents
and relatives also believe that their family member with disability should rely on social benefits
only because his/her disability would hamper their professional realisation. The more experienced
and mature family members may think that equal access to the open labour market is just
advisible and even chimera and sheltered employment is the only one option for any professional
career. Thus the families contribute in making their relative with disability more vulnarable.

In such cases the role of the SE consultant is additionally impeded. What the coacher can do is
to communicate actively with the family and to explain in a positive manner that a person with
disability has the right to make independent decisions for his/her professional development. When
the family member with disability become an adult he/she is able to make choices despite
prejudice of the society. You as a coacher can argue that across the world, people with disabilities
are entrepreneurs and selfemployed workers, farmers and factory workers, doctors and teachers,
shop assistants and bus drivers, artists, and computer technicians. Almost all jobs can be
performed by someone with a disability, and given the right environment, most people with
disabilities can be productive.

1.6.

Disability and accessibility

The term accessibility can be defined as the "ability to access" the functionality, and possible
benefit, of some system, building and/or facility and is used to describe the degree to which a
product such as a device, service, environment is accessible by as many people as possible.

1.6.1. Environmental
Environmental accessibility is often used to focus on people with disabilities and their right of
access to entities, often through use of assistive technology. Free movement in pubic spaces is
assumed by most people to be a right.10 Access to public transportation, easy movement along
10

Environmental and architectural barriers
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streets and through buildings, and clear routes of egress in emergency situations are all elements
of a pfysically accessible environment. For some, however, these basic conditions are not
adequately met. For example, there still are bus stops, which are not easily accessible to someone
in a wheelchair. There could be grass on either side of the cement or the bench could present
obstacles between the bus and sidewalk.
The environment is not wholly accessible to anyone, nor should it be. There are, for example,
very good reasons for limited access: situations which may be dangerous to children, construction
sites which endanger the safety and security of adults, etc. What we are talking about is an
"average" level of access that often inadvertantly excludes many who shouldn't be excluded.
Assessing accessibility we define the disability as a condition that limits mobility, lessens visual
or aural acuity, reduces stamina, or otherwise inhibits a person's ability to manipulate the
environment with a "normal" degree of effort. Accordingly, barriers are those aspects of the built
environment which lessen a disabled person's access. They may be parts of buildings,
landscaping, walkways, or parking areas, and include high curbs, lack of curbcuts or ramps,
gravel walkways, narrow sidewalks, extreme variations in the grade of walkways, debris which
interfere with passage along sidewalks, narrow doorways, heavy doors requiring excessive force
to open, and insufficient parking. Even high counters in stores and restaurants can become
barriers to access to goods and services. In addition, lack of information in the form of braille
signs, tactile maps, or aubible announcements present barriers to visually impaired persons.
Mobility impaired populations have been widely ignored in the past, but in recent years many
campaigns for equality are made. This includes equal opportunities for employment, equal access
to education, and equal access to goods and services. All of this requires a minimum degree of
access to the places where employment, education, and goods and services may be found.
During the last decades many European facilities, and open spaces have been renovated in
order to come into compliance with the European Commission’s accessibility guidelines. Many
have voiced concerns over the cost and inconvenience of these renovations. But, if accessibility
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is designed into the built environment rather than approached as an afterthought the costs are
minimized and the end result is often more effective.
Every one of us can become physically disabled at some time in our lives. A child, a person with
a broken leg, a parent with a pram, an elderly person, etc. are all disadvantaged in one way or
another. Those who remain healthy all their lives are few. As far as the built-up environment is
concerned, it is important that it should be barrier-free and adapted to fulfill the needs of all people
equally. As a matter of fact, the needs of the disabled coincide with the needs of the majority, and
all people are at ease with them. As such, planning for the majority implies planning for people
with varying abilities and disabilities.

1.6.2. Attitudinal
Attitudinal barriers are behaviours, perceptions, prejudice and assumptions that discriminate
against persons with disabilities. These barriers often emerge from a lack of understanding and
information, which can lead people to ignore, to judge, or have misconceptions about a person
with a disability.
The misconceptions and attitudes that people within the workplace may have about disabilities
can be the most significant employment barrier that people with disabilities face11. In addition to
the stereotypes described above, here we list possible attitudinal barriers faced by employees
with disabilities:
Inferiority: The employee is seen as a “second-class citizen”.
Pity: People feel sorry for the employee and are patronizing as a result.
Hero Worship: People consider a person with a disability living independently to be “special”and
a „super hero“.
Ignorance: The employee is dismissed as incapable because of his or her disability.

11

Attitudinal accessibility
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The Spread Effect: People assume that the employee’s disability affects his or her other senses.
Backlash: People believe the employee is being given an unfair advantage because of his or her
disability.
Denial: People may not believe that hidden disabilities are legitimate and therefore do not
necessitate accommodations and adaptations.
Fear: People are afraid they will offend an employee with a disability by doing or saying the wrong
thing and avoid the employee as a result.
There are tools and resources available and can be used by employers to help break down
attitudinal barriers in the workplace. By effectively engaging employees, the company can use
leadership skills to create a forum for discussion regarding disability issues. In addition, they can
provide training to employees to increase their understanding of disabilities and correct
misconceptions and attitudes they may have about disabilities.
You as a SE consultant are at a good position to contribute to the removal of the attitudinal
barriers. You may advice the employer and the staff how to communicate effectively with a
colleague with disability as well as how to integrate him/her in the company’s micro-environment.
These functions indeed refer to the steps that a SE consultant should undertake during the fourth
and fifth stage of the coaching process. The tasks sometimes can be challenging, however
awareness rising towards abilities of workers with disabilities is a key role of a SE consultant.

1.6.3. Possible adaptations of the working environment
It is considered as extremely important the employer to provide access for an individual applicant
to participate in the job application process, and for an individual employee with a disability to
perform the essential functions of his/her job, including access to a building, to the work site, to
needed equipment, and to all facilities used by employees. In recruiting or retaining workers with
disabilities, employers may need to make an adjustment or adjustments in some cases to enable
the individual to perform the job effectively.
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In terms of accessibility employers need to consider the following12:


To facilitate the recruitment of persons with disabilities and job retention by workers who
acquire a disability, employers should take steps to improve the accessibility of the work
premises to people with different types of disability. This should include consideration of
entrance to and movement around the premises and of toilet and washroom facilities.



Accessibility should also be understood to include signs in use, manuals, workplace
instructions and electronic information. These should be reviewed, where necessary, for
accessibility to people with visual impairment and for people with intellectual disability in
particular.



Accessibility for people with hearing impairment includes access to information frequently
conveyed by sound – such as the ringing of a bell, a fire alarm, whistle or siren. Such
facilities should be reviewed and complemented, where necessary, with alternative
devices such as flashing lights.



In planning to improve accessibility, employers should consult with the disabled worker
and with the SE consultant or a supported employment provider, and refer to any criteria
established by the competent authorities.



Emergency planning should ensure that persons with disabilities are able to safely and
effectively evacuate the workplace to an area of safety.

All designated employers should “reasonably accommodate the needs of people with
disabilities.” This is both a non-discrimination and an affirmative action requirement. The aim of
this accommodation is to enable the person to perform the essential functions of the job.
Reasonable accommodation, which refers to modifications or alterations to the way a job is
normally performed, should make it possible for a suitably qualified person with a disability to

12

Code of Practice on managing disability in the workplace
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perform as everyone else. The type of reasonable accommodation required would depend on the
job and its essential functions, the work environment and the person’s specific impairment.
However, the person with disability himself/herself knows better the correct type of reasonable
adaptation that he/she needs. In this case, you as a SE consultant have to emphasise the
importance of this fact and help him/her to do the following:


Explain in their own words the type of adjustment that they require relating to the specific
nature, degree and severity of their disability.



Take responsibility to ask for adjustment if they should require any.



Know that they have the right to ask for adjustment at any stage of the employment
process.



Make the final decision about the type of adjustment that they require, but be responsible
enough to know that it must be a viable option for both themselves and the employer.

1.6.4. Resources needed to ensure accessible environment.
The costs of making reasonable adjustments to accommodate disabled employees sometimes
are not high and can be even low having in mind that following the EU legislation each membercountry has its own measures to support employers who wish to hire and retain people with
disabilities. For example, employers can be provided funds for:


special aids and equipment



adaptations to equipment



travel to and from work



communication support at interview, for example sign-language interpretation



a wide variety of support workers, such as SE consultants

In addition, some of the described in the previous heading reasonable adjustments involve little
or no cost, such as making changes to a disabled person’s working pattern, providing training or
coaching, making small alterations to premises, etc. Furthermore, the benefits of retaining an
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experienced, skilled employee who has acquired impairment are usually greater than recruiting
and training new staff. That is why, in the most cases it is only the attitude and the willing which
is the most ‘expensive’ resource invested in hiring people with disabilities.

1.7. Avoiding victimization of people with disabilities
The victimization of persons with disabilities involves the abuse of an individual with a physical
and/or mental disability or other medical condition.13 Victimization can include physical violence,
sexual violence, financial, psychological or emotional abuse, and neglect. A source of these types
of violence can be unknown for the person with disbility people as well as people from their
surrounding, such as family members and relatives, acquintances, caregivers, colleagues,
supervisors, guardians, medical staff members, etc. The competent institutions, prevention and
medical centres acknowledge such victimization as a serious and preventable public health
problem.
Current knowledge about victimization of persons with disabilities is based on a small number of
studies, and little is known about victimization of people in the same disability group. Persons with
disabilities are 4 to 10 times more likely to become a victim of violence, abuse, or neglect than
persons without disabilities.
Children with disabilities are more than twice as likely to be physically or sexually abused as
children without disabilities, especially those children who live in specialized institutions. Similar
proportions of women with and without disabilities report having experienced episodes of physical
violence, sexual violence, or emotional abuse. Women with disabilities, however, report greater
numbers of perpetrators and longer time periods of individual episodes than women without
disabilities.
Below are listed some indicators of the different types of abuse

13

Violence against people with disability
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Indicators of Physical Abuse – these could be fear of a particular person/colleague,
unexplained injuries, delay in seeking treatment, over-sedation, unusual patterns of
bruises, history of changing doctors, scalp injuries



Indicators of Emotional Abuse – these include low self-esteem, the person appears
nervous around a particular person/colleague, confused, suicidal thoughts and actions,
avoids eye contact with a particular person/colleague, fear of abandonment,
lethargic/withdrawn



Indicators of Sexual Abuse – these are present by unusual fear of person, stained, torn or
bloody clothes, pain and bruising, change in sexual behavior, pregnancy, sexually
transmitted diseases



Indicators of Financial Abuse – these involve unexplained missing items, failure to pay
bills, inaccurate knowledge of finances, suddenly changing a will, going without affordable
necessities, unusual withdrawals from bank account



Indicators of Neglect – they are connected with malnourishment, wandering without
supervision, unkempt appearance, missing dentures/glasses/hearing aids, skin conditions
or pressure sores, untreated medical problems, alcohol or medication abuse

You, as a SE consultant need to be aware of the fact that most victims of abuse and neglect feel
depressed and anxious. Your role is to recognize your client’ signs of abuse and although no one
should jump to conclusions, do take all of these indicators seriously and contact the respective
professionals seeking help.
Below is some advice for you as a SE consultant regarding the actions you can take in
order to help your client who was a victim of abuse and neglect:


Have a private talk with the person



Listen carefully to the person and what he/she says to you



Try to understand the situation



Write down each word and/or fact the person says



Stay calm, and do not make assumptions



Explain what options for actions are available to the person
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Discuss the advantages and disadvantages of each action



Encourage the person to make an independent decision about the most appropriate
option for his/her situation



You should tell the police whenever the person’s safety is at risk

We as authors of this module would like to emphasize on another aspect of victimization of people
with disabilities, which is related to the perception that being a person with disability means the
person is doomed. In other words the person is willing to withdraw him/herself from their daily
activities by using the disability as explanation for limitation of ordinary functions. In such cases
the person with disability may avoid social contacts, refuse to go to mainstream school, may not
accept to apply for a job, may neglect his/her personal appearance and private life, may deny
his/her advantages and strengths, may refuse to do daily routines. In addition, the person with
disability who is victimizing him/herself may have unreasonable complaints, may experience
permanent dissatisfaction and discontent, may be afraid of failure, don’t give a trial at all, can feel
themselves helpless, may refuse to make an independent decision about their lives, may expect
others to do things they can cope with, may excuse each inaction with the disability they have,
and they can lead unsocial life.
Whatever symptoms you may notice as a SE consultant you should remember that each person
is unique and can have unique symptoms in different situations. There are people with disabilities
who may invent their own ways to cope with daily challenges. As a SE consultant you are
supposed to deal with those aspects of victimization which have influence on the professional
development of your client. Remember that you as a well-trained professional may support your
client to find the most suitable for him/her professional realization and the way to achieve this also
includes minimizing of the impact of factors that jeopardize your client’s success.
Unfortunately, the last aspect of victimization described in the paragraph above is not explored
enough by the professionals and this gives you as a SE consultant a chance to discover your own
approaches and tools for overcoming of victimization of that type.
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1.8. Developing a positive identity
1.8.1. Disability and image
You as a coacher should remind to your client that their image is a key factor for successful
professional realisation. An important element of the image is the first impression which proves
to be crucial when others meet you for the first time and form their opinion about you.
Image can be defined as:


the impression we give to others



the perception that others have of us



the mental conception we have of another



the impressions we form when meeting someone new.

Image consists of:


Facial expressions



Posture



Appearance



Speech



Actions



Attitude

People make assumptions based on limited information and when people observe a characteristic
or behaviour in someone, they tend to assume that the person has a number of other qualities.
Psychologist, Prof Meridian, carried out research into why we form first impressions14. He found:


55 per cent of a first impression formed about you consists of how your appearance is
perceived



14

38 per cent consists of how you non-verbally communicate, and how it is perceived

Module 1 Individual Autonomy developed within e-SuNet project
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Staggeringly only seven per cent of a first impression formed about you consists of what
you actually say.

So 55 per cent of someone's first impression of us is based on our appearance, which consists
of:


height



weight



colouring



hairstyle



accessories



clothing



in the case of women this also includes make-up.

Image is also important because it affects how we feel about ourselves. When we feel we are
presenting ourselves well, we gain in confidence and self-esteem. This process is called the cycle
of success.
When discussing the elements of the image with your client, you should pay attention to the
following:


Quality – this indicates his/her status. Being well-made with good quality fabric is more
important than brand or label.



Fit – advise them to choose something comfortable and smart that s/he can move about
in confidently.



Care – is it a practical washable fabric that is possible to be kept in good condition



Clothing in harmony with his/her personal skin colouring, body size and shape, and
personality



Finishing touches - carefully chosen accessories demonstrate attention to detail.
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In addition you as a coacher should draw the attention of your client on the fact that it is important
to maintain a professional image which is in compliance with the commonly accepted norms within
the business sector that the person with disability would like to work.

1.8.2. Identifying positive aspects of being a person with abilities and disability
Society is composed by individuals and groups with diverse ways of functioning. The lack of ability
is part of everyone’s life cycle and it can appear in different moments of life. Here are some
examples15:


a baby that needs to be held or carried in a stroller for mobility



a small boy that can not reach his floor’s button in the elevator



someone with a broken leg in a cast trying to go up the stairs



a woman in advanced pregnancy trying to get up the stairs of a bus



an illiterate citizen looking for information on the Internet



a group of tourists that do not speak the local language



someone that cannot read the small letters on a prescription’s instructions



an older person with arthritis that cannot open a door handle

In general, people face disabling conditions in a society that is unprepared or unaccepting of
diversity. Keep in mind that the most important aspect of independent living is the empowerment
of individuals to make their own decisions and manage their responsibilities. The use of support
to accomplish daily activities is considered a reasonable adjustment for access: it is not to be
seen as dependence. The key to an inclusive society is acceptance and support that ensure
human rights are accessible for all. We all have strengths. We all have weaknesses.
In this section we would like to shortly present you two real life stories that show abilities,
not just the disability.

15

Learning Guide on the Convention on the Rights of Persons with Disabilities, Valerie Karr, UNICEF, May 2009
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Total Blindness – Abilities:

Figure 3 Abilities of a totally blind person
Growing up a man gradually lost his sight until he became totally blind. The abilities outweighed
the disabilities and with this he leads a professional and very productive life. His work involves
providing materials for the visually impaired. The use of modern technology allows this person to
use computers, Braille notetakers, books, tapes, readers and many other devices. A guide dog
aids him in using transportation and everyday walking to and from destinations.
Seizure Disorder – Abilities:
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Figure 3 Abilities of a person with a seizure disorder
Seizures are disabilities that are unique in reference to other disabilities, especially in this
particular person. In most cases they can be controlled and with adjustments they can be abated.
This person’s seizures are not completely controlled.
Instead of taking this disability and turning into a negative she uses it as a positive. With this she
has the compassion and understanding for those with disabilities. She has co-founded a NonProfit Foundation for people with disabilities. She works in controlled situations with less risk of
danger to herself. She asks for reasonable adjustments and transportation.
Those above are true stories of two lucky persons who had the chance to show and use their
abilities despite the disabilities they had. They exemplify that people with disabilities want to work.
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Many disabled workers are gifted with talents that should actually lend themselves to existing
positions in the nowadays companies. Asperger syndrome, for instance, is an Autistic Spectrum
disorder that gives some people an incredible ability to process details, which is an excellent trait
for software developers, social media posting and monitoring, researchers, etc.
So, when the SE consultant is working with a person who has a disability, he/she needs to keep
in mind that all people have strengths. Each person comes to a new job with unique skills and
abilities. SE consultants who interact with disabled people have a great impact on their on-thejob success. When they got more acquainted with their clients‘ abilities they can maximize their
potentials. This is how the SE consultant’s work maximizes individual‘s strengths while
compensating for weaknesses.
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ANNEX 1 Practical Part
Why to choose role play game
Role play games are considered as a flexible and enjoyable method for learning that allows
ultimate involvement of the participants. Using of role play games allows them to learn through
experiencing which is substantial for ultimate utilization of learning content and its long-term use.
Role play games complement the information provided within Module 1 and help learners to better
figure out specific terms and conditions related to the content. They reveal the nature of different
disabilities and help learners to raise their awareness towards people with disabilities themselves
and challenges they may face in their daily routines and while searching for a job.
Role play game 1 “People with disabilities – how do they feel?”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
The participants are placed in compact circle. One volunteer stays outside of the circle. S/he has
an objective to enter the circle without forcing people from the circle. The volunteer may use verbal
and non-verbal approaches (e.g. words, movements, gestures, facial expression etc.) to convince
the people to allow to get in. S/he has one minute to achieve the goal. At the end the learning
facilitator asks the volunteer how s/he feels like no matter if s/he successfully entered the circle
or stayed out of it.
The outcome of the game is that the volunteer represents the position of a person with disability
isolated by the society which in our case is represented through the compact circle. Since the
time is progressing (1 min) the person could become more aggressive, confused, impassionate,
less tolerant etc.
This game could be used as an ice breaking activity at the very beginning of the session.
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Role play game 2 “Easy to understand”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
One of your clients is with learning difficulty. This person has a problem to understand quite
complicated text.
The participants are divided into groups and each of them receives a text that should be explained
in a way that is easy to understand for a person with learning difficulty. As an example of such
text used you may use an announcement about a job vacancy that contains descriptions of job
obligations and requirements, the other is terms and conditions to apply for social benefits. The
participants have 10 min. to finish the task. Afterwards the easy to understand texts should be
presented. The learning facilitator encourages the participants to comment and shows the most
interesting and best ideas and points out the inappropriate ones if any. The duration of the game
is approx. 30 min.
Role play game 3 “Assist a wheelchair user”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
The group chooses two volunteers who have two different roles. One of them should play the role
of a wheelchair user and the other one should play the role of his assistant. If you do not have
available wheelchair, you can use an office chair. For the purpose of the game the wheelchair
user’s route should include leaving the room, passing over the corridor, and reaching a vending
machine. The assistant should support the wheelchair user in compliance with the rules and
recommendations listed in Module 1. After the completion of the game scenario the group
discusses the right and the wrong steps made by the two volunteers. The duration of the game is
approx. 20 min.

51 This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge and
competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme

Role play game 3 “Use of correct and incorrect words”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
Each participant receives piece of paper with one of the following terms:
1. Person with disability
2. Person without disability
3. Blind
4. Partially sighted
5. Deaf or hard of hearing
6. Intellectual (learning) difficulties
7. Mental health difficulties
8. Wheelchair users
9. Specific learning difficulties
10. Handicapped people
11. the epileptic
12. A victim of...
13. Suffering from...
14. Spastic
15. Deformed
16. Invalid
17. Retarded
18. Dumb
19. Cripples
20. Wheelchair bound
Then they should place the received papers in the right column for correct and incorrect terms
respectively – duration 30 seconds. The idea is to practice the knowledge related to proper
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communication and disability etiquette. The learning facilitator could make conclusions on the
performance of the trainees.
Role play game 4 “People using hearing aid – how do the feel?”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
Two volunteers have to participate in a face to face conversation until the rest of the group is
making noise (clapping hands, clattering with legs, louder speaking etc.). The task of the two
volunteers is to make an appointment for massage (one is the messieurs while the other is a
hearing impairment client) – duration 1 minute.
At the end the volunteers share how they felt trying to agree on something in noisy environment.
The learning facilitator should explain what the challenges of people using hearing aids without
option for removing background noise are.
Role play game 5 “Lip-reading”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
Divide the group into pairs. One of each pair is A, and the other B. Give them the relevant
instructions and briefly explain the game. They should not see each other’s instructions. Have
them take turns in lip-reading, while their partner “reads” (moving their lips but making no sounds)
a list of words or sentences.
In their pairs, they should:


“say” each word or phrase once only;



go through the whole exercise before they tell each other the answers;



when they finish discuss what they learned about lip-reading;

Allow 15 minutes for the exercise in pairs, and then form the main group again.
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Role play game 6 “Say the word. Understand how client with learning difficulty feels”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
Transfer the next figure onto an overhead transparency. Have the class read it out loud. Each
participant should read the COLOR the word is written in, not the word itself. Afterward, discuss
how your brain wants to read the actual word. Even when you can make yourself do it correctly,
you have to read much slower than normal. This is an example of how difficult it is for a client with
learning disabilities to get through the day. Their brain understands what needs to be done, but
they have to struggle to make it come out right.
Not being able to do this activity correctly does not mean you are not smart. It just means that
your brain wants to do something different.

Figure 4 Colour words
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Role play game 7 „Find alternative way for hand shaking”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
The group is split into pairs. One volunteer is taking the role of a person with upper limb disability
– putting his/her right hand on his back so that s/he couldn’t use it. The other volunteer in the pair
should find an alternative for hand shaking. S/he should stick to the following principles. The
learning facilitator should encourage the creativity by the participants and should guide them to
find discreet and polite manners.
Role play game 7 „People with visual impairments – how do they feel?”
This game is suitable for a group activity and requires collaboration among the group members.
The role of the learning facilitator is to give instructions and to explain the game scenario as well
as to observe and analyse the results.
The group is split into pairs. Each pair consists of a volunteer who plays the role of a blind person
and another one who plays the role of a guide. For the role of the blind person you can use a
scarf or something similar. Each pair has the task to pass through a predefined route with some
obstacles and when the final point is reached the participants change their roles on their way
back. After the completion of the scenario the participants are invited to share their experience
and feelings. The learning facilitator asks the group which role was more difficult and how they
felt. The duration of the game is about 30 minutes.
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Module 2

Title: Acquisition of key and transversal competences

Responsible partner

Fundación Pascual Tomás

Aims and Overarching
Objectives of the module

The SE coachers should be able to:
 Use a number of practical tools which will improve key and
transversal competencies of his/her client.
Upon use of those tools the jobseeker with disability will be able to:

Understand oral communication and distinguishing among
the facts (information received) or opinion of others.

Understand meaning of written texts related to the
professional field where she/he will work

Differentiate information and ideas.

Recognise different non-verbal communication signs from
the others.

Make a safe use of technologies of the information society
(ICT).

Use different ICT tools – MS Word, MS Excel,
PowerPoint, PDF, web conferencing tools.

Summary of the module
content and table of
content items

This module provides the SE coach to support the improvement of
some key and transverse competencies of his/her client with
disability. These competencies are related mainly to the
communication (oral, written, non-verbal) and use of ICT tools at
work (email, MS Word, MS Excel, Power point, Web conferencing,
PDF etc.) which will enable jobseekers with disabilities to function
successfully at work and in the society as equal citizen. To do this,
the SE coach will be entitled to use practical tools included in this
module based on application of person centered approach.
Table of contents:
2.1.- Basic skills in mother tongue
2.1.1 Oral expression in different environments
2.1.2 Communication
2.1.2.1 Social varieties of language
2.1.2.2 Interpretation of oral communication
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2.1.3 Understanding of written texts
2.1.3.1 Analysis of written text
2.1.4 Discussion and Debate
2.1.4.1 Participation in a debate or discussion
2.1.5 Non-verbal communication
2.1.5.1 Gestures
2.1.5.2 Postures
2.1.5.3 Voice volume (tone)
2.1.5.4 Eye contact
2.2.- Information and communications technology
2.2.1 Programs and office applications
2.2.2 The email
2.2.3 Other ICT tools
Training workload

1.
2.
3.
1.
2.
3.
4.
5.
6.
7.
8.
9.

Theoretical part (hours): 5 hours
Practical part (hours): 5 hours
Assessment (hours): 1 hour
PC, laptop or tablet.
Internet access.
E‐mail account
Blindfolds
Paper sheets
Calculator
Dictionaries
Wheelchair or office chair with rollers
Sufficient gaming space

Learning pathways

1.
2.
3.
4.

Face to face: 0 hours
E‐learning: 5 hours
Practice: 5 hours
Internship: 0 hours

Previous knowledge

1. Being literate, have basic knowledge in language.
2. Basic communication skills.

Educational resources
required

Learning outcomes

Knowledge:
Knowledge to use different practical tools with his/her client in
terms of communication and use of different ICT tools.
Skills:
Skill to implement person centered approach in selection of
practical tools for the acquision of key and transversal
competencies.
Attitudes:
Increased of
SE coachers’
awareness towards the
importance of satisfactory level of key and transversal
competencies towards successful realization onto labour market
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of clients with disabilities.
ECVET/ECTS points

ECTS = 1 credit; ECVET = 10% weight

Assessment (type)

Self-assessment test
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1.- Basic skills in mother tongue
1.1 Oral expression in different environments
Oral expression is a person’s ability to express wants, thoughts, and ideas meaningfully
using appropriate syntactic, semantic, pragmatic, and phonological language structures.
Oral language is important because it provides the foundation for literacy development, it
is essential to academic achievement in all content areas, and it is critical for overall
success in different environments. A great deal of success depends upon a person's
ability to demonstrate competency through oral communication, such as when answering
questions in the job or participating in group discussions.
Characteristics (Oral Expression)
The following may be exhibited by those people who demonstrate oral expression
difficulties:
• Difficulty with grammatical processes of inflection, marking categories like person,
tense, and case and derivation, the formation of new words from existing words.
• Learning vocabulary
• Difficulty formulating complete, semantically and grammatically correct sentences either
spoken or written
• Difficulty explaining word associations, antonyms/synonyms
• Difficulty with retelling, making inferences, and predictions
Exercises:
Based on questions and answers
 Tasks information gaps: The client with disability is asked for information
that is missing to solve a problem below expose.
“People with disabilities (PwD) have to face many barriers to find a
job: social prejudice, accessibility problems, educational system
which not focuses on them and companies which are not prepared to
receive them”.
Questions:
 Why do you think that companies do not make an effort to make
easy the access of the PWD to work within them?
 Do you think people in general are aware of the problems to
achieve employment and to maintain the job for PWD?
 Do you know any case of adaptation of the workplace in a
company?
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Based on formal communication.


Conference: The trainee has to prepare a conference about “the
caretaker job adaptation”.
Job position: Caretaker
Features of the worker:
Moderate physical disability and cognitive:
Polio affecting the lower limbs.
Mild intellectual disability
Main functional limitations:
• Strength (ability to handle loads)
• Limitation for scrolling.
• Slowness in learning complex tasks or new
• Limited initiative.
Main tasks: The work is based on the execution of various tasks to support
human resources department. The main actions taken are as follows:
• Management and distribution of packages and mail.
• Running errands inside and outside the building.
• Attention to basic public.
• Making copies
• Distribution of documentation
• Basic Administrative Tasks

Based on visual incentives.


Images: Describe the following images and integrate them in a
spatiotemporal context. (Determine the evolution in the time of these
figures)
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Fig. 1 Book

Fig. 2 E-book
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Audio-visual: Summarize and give your own opinion about the video.
Video: “How the autism freed me to be myself”
Video: (English)
Video:(Bulgarian)
Video (Spanish)
Video (Turkish)
Video (German)

Text-based.
The trainee has to read the text (Topic 1) and give her/his own opinion.
.
Topic 1: Work-Life Balance
The tasks carried out by the PWD job coach, help to promote work-life balance of
workers
"The past two decades have witnessed a sharp decline in men’s provider role, caused
in part by growing female labor participation and in part by the weakening of men’s
absolute power due to increased rates of unemployment and underemployment"
states sociologist Jiping Zuo. She continues on to state that "Women’s growing
earning power and commitment to the paid workforce together with the stagnation of
men’s social mobility make some families more financially dependent on women. As a
result, the foundations of the male dominance structure have been eroded."

Based on linguistic games.
(The aim is to know if the client with disabilities have knowledge about some words.
In one case, they have to say the definition of one word and in other case they have
to guess the word through a definition. (Answers are in italics)


Pass word: We must respond to definitions or the word in alphabetical
order.
A: The act or process of adapting or the state of being adapted.
(Adaptation)
B: to instruct (someone) or give relevant information to. (Brief)
C: An occupation or profession, esp. one requiring special training,
followed as one's lifework. (Career)
D: The condition of being unable to perform a task or function because
of a physical or mental impairment (Disability)
E: To inspire with courage, spirit, or confidence to do something
(Encourage)
F: perform or do, such as duty; obey or follow, such as commands
(fulfill)
H: to provide what is necessary to accomplish a task or satisfy a need
(help)
I: lack of power, strength, or capacity; inability (incapacity)
L: Learning (the act or process of acquiring knowledge or skill)
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M: Mainstream (the principal or most usual course of action or way of
thinking)
O: Opportunity (a situation, state, or condition that is favorable for
attaining or achieving a goal, or that provides a good position or
chance for success)
R: Responsibility (the state or fact of being responsible)
S: Supporter (a person or thing that supports)
T: Training (the education, instruction, or discipline of a person or thing
that is being trained)
V: Versatile (capable of or adapted for turning easily from one to
another of various tasks, fields of endeavor, etc.)

Based on the use of ICT.


Record a text passage / speech and upload it to YouTube
Once he/she has the record, the client with disability will register in
YouTube website and he/she will login in YouTube.
The following step is “upload the record” – click on “upload” and then
click in “Select the file”. At the end, select the recording in his/her
computer and wait few minutes.



Use programs like Skype for videoconferencing
The client with disability should create an account in Skype. The first
step will be to complete all the parts of the register.
Then, he/she should connect via Skype with the SE consultant. The SE
consultant will give to the client with disability the email address to add
the address in the Skype and will start the conversation
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1.2 Communication
Communication is the process by which an individual establishes a contact with another that
allows you to transmit information. This process involves several elements that may facilitate
or hinder it.

COMUNICATION

CODE

ISSUER

MESSAGE

RECEIVER

CHANNEL

CONTEXT

Issuer: A person who issues a message
Receiver: person receiving the message
Message: content of the information sent
Channel: means by which the message is sent
Code: signs and rules used to send the message
Context: situation in which communication occurs

“The communication between two people is produced when the receptor interprets the
message in the sense that pretends the issuer”.

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

TYPES OF COMMUNICATION:
The forms of communication can be grouped into two categories: the verbal and nonverbal
communication.



Verbal communication: that which refers to the words we use
Nonverbal communication: that which refer to a large number of channels,
among which may be cited as the most important: eye contact, facial gestures,
movements of arms and hands or body posture and distance.

Despite the importance that is given to verbal communication, between 65% and 80% of our
communication with others we realize it is through nonverbal channels. To communicate
effectively, verbal and nonverbal messages must match each other. Many difficulties in
communication occur when our words contradict our nonverbal behaviour.

1.2.1

Social varieties of language

Practice 1. Analysis and commentary of a speech for the study of language attitudes:
The assessment of linguistic variety is reflected in the value judgments,
opinions and in the speaker’s attitude. Audio-visual media are offered as a
particularly rich and appropriate resource for the study and analysis of this
behaviour, because at present what appears on television has an immediate
impact on the recipient and can create opinion. The client with disability will
have the opportunity to objectively analyse the speech and see the kind of
language has been used.
Video: “A better way to talk about the abortion”
Video (English)
Video (Bulgarian)
Video (Spanish)
Video (Turkish)

1.2.2

Interpretation of oral communication

Practice 2. Episodes of communication:
The client with disability should consider two recent episodes of
communication in which he/she has participated.
One must be an episode where he/she feels she/he has done well. The other
episode should be one that she/he feels it was a disaster.
Then, the client with disability has to compare both episodes. To do that, the
client with disability has to describe the context in which it occurred, the
participants, the rules that seemed to govern their conduct and that of the SE
consultant, the messages used to create the sense, the channels used, any
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noise that interfered with the transaction, the feedback it was shared and the
outcome.
Fixed term. It aims to put in practice the theory explained by the SE consultant
in real case of the client with disability.

1.3

Understanding of written texts

Reading comprehension strategies.
a) Learning strategies:
• Make selective and effective use of available resources: dictionaries, grammars,
ask the trainer, etc.
• Contrast traits with the language itself.
• Search reading texts about topics of personal interest or those which the client with
disability has prior knowledge.

b) Communication Strategies:
• Use knowledge of the outside world and, both situational as textual context to
make predictions about the information contained in the text and interpret it.
• Key thematic clues to deduce the general theme.
• Find evidence in the features accompanying the text: the photographs, drawings,
etc.
• Read a text quickly to deduce the subject.
• Know how to find and extract specific information.
• Differentiate the relevant from the irrelevant.
• Deduct the meaning of a word:
For its similarity to its equivalent in the mother tongue, without forgetting that
sometimes the conclusions drawn are wrong.
For its textual environment (lexical, syntactic or semantic context).

1.3.1 Analysis of written text
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The analysis, according to the definition can be found in any dictionary, is basically
"the distinction and separation of the parts of a whole to get to know their principles
or elements."
Unlike the summary, which is to transmit the essential content of a text basically, the
analysis will consist of explaining the text. That is, basically, to explain its meaning
and its argumentative structure (what is said and how it is said). The analysis is not
yet a text comment but, together with the summary, prior to any comments text step
(or part of text analysis, according to the methodological school that follow).

Recommendations:
1) Analyse to explain the contents of a text, that is, the ideas and concepts
expressed therein; and also explain the relationship between these ideas, concepts,
ie, explain its argumentative structure.
2) First the client with disability has to understand the meaning of the text, what
he/she can do is to help her/him with the summary, to be sure what the author wants
to convey. The client with disability must distinguish the essential from the
secondary; and be able to discern the reasons on which it relies to assert the
essence of the text. This distinction leads her/him, of course, about the
argumentative structure of the text.
3) In the analysis, he/she should know the difference between the parts of the text,
explaining its meaning and its role in the argument, giving precise references to the
text lines and adding any comments he/she deems necessary to clarify both its
meaning as the role they play in the whole.
4) The logical structure of a text, its argumentative structure, does not have to match
its literary presentation. This responds to the presentation of an idea or set of ideas,
but, he/she can confuse himself/herself about the logical structure: the logical
structure is a "whole" in which, based on certain assumptions, and usually through a
reasoning, you come to a certain conclusion.

Practical issues
A) To perform an analysis, he/she must begin reading the text looking for the
meaning and logic structure. With regard to the structure, he/she has to pay
attention to the paragraphs in the text is divided, as well as punctuation marks and
all those parts of - conjunctions, adverbs ...- which relate the different parts text.
He/she must also know all the terms used by the author to set the order and
importance of content as well as the nature of his speech.
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B) He/she has to re-read the text as many times as necessary to be absolutely sure
have determined its meaning and structure.
C) Meanwhile he/she does her/his work; he/she can go scoring all the suggestions
which are happening to her/him. Although, most will not be fruitful, he/she always
has to use somewhat will be useful to her/him, and to fix the meaning of the text or
structure.
D) Summarize the text allows her/him, of course, check the degree of understanding
of it he/she has achieved.
E) He/she has to give all the explanations he/she consider necessary to set
precisely the meaning of the text and its argumentative structure.

Exercises:



Based on the Topic 1: Work-Life Balance
a. Write with her/his own words the meaning of the following
sentence “The foundations of the male dominance structure
have been eroded”

b. Make a summary about the text.

1.4

Discussion and Debate

1.4.1

Participation in a debate or discussion
Exercise:
The client with disability must provide arguments to convince the SE
Consultant on a particular topic: “The adaptation of a job developed by a
PWD”
Job description: cleaning floors in a hospital.
The main tasks are all related to cleaning tasks: kitchen, bedrooms,
bathrooms and hallways. Auxiliary tasks like removing dirty laundry and throw
trash are made.
The work is done on several floors in the residential annex to a hospital.
Workers have basic cleaning equipment, consisting of a cleaning trolley,
buckets of various sizes, broom, mops, rags and cleaning products.
Candidate description: Male, 42 years
Diagnosis: *Mild intellectual disability. Minor back problems.
* It refers to cognitive aspects: ability to perform complex tasks, attention,
concentration and initiative.
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1.4.2 Preparation of a summary with the main ideas and oral exposure.
The summary must be a brief and concise text about the essence of a matter or dealt
theme. The ability to summarize is linked, therefore, to the ability to understand
precisely what is considered essential. As such, it is the first step to any analysis and
text analysis, because assures the client with disability has understood exactly the
essence of what he/she has to analyse or to comment.
The abstract should be clear and well written.
Instructions on how to summarize:
1. Read the text as many times as necessary.
2. The client with disability has to reread the text to be sure he/she has understood it.
3. Discerning the importance of each element.
4. Choose what items must sacrifice and what to emphasize.
5. Put into words what he/she has understood.
Recommendations to be provided:
• Read the text two or three times carefully, underlining or annotating anything.
• Then, without turning to look at the text, reflect on it, trying to express the
central idea, your starting point, your logical chain ... writing all this, if
necessary, in a different role than he/she will use.
• Proceed to a new reading of the text highlighting, in this case, rather than the
central ideas, he/she should focus on those important ideas that should not be
excluded of the summary, but trying not to stress whole sentences, unless
he/she deems it necessary, in which case he/she must put quotation marks
and underline the sentences.
• If the text is long he/she can make a sketch of it in a separate paper, but not
on the same text; he/she must emphasize the division and in the parts
relation.
• If the text is short, he/she can start writing the abstract directly.
• One of the pedagogical senses of the summary of a text is to explain the
thinking of someone else.

Oral presentation is to talk publicly about an issue over to oral exposure, also called
conference or presentation. It is to explain a topic or idea with the intention of
informing.
Features:
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The exhibition will be clear, simple and tidy, to be well understood.
This is a description of an oral exposure technique.
• Choice of topic.
• He/she will adapt the theme taking into account the age and interests of listeners.
The title will be attractive.
• Documentation.
• Information organization.
• Unordered information is useless. He/she has to sort and get the important
information.
• Development of the script.
• He/she has to follow a logical order: from the simple to the complicated, from the
less interesting until most interesting. Ideas must be related to each other so be
understandable.
• Oral standards: intonation, gestures, vocabulary, etc.

Parts of the oral presentation are:
• Introduction.
The subject is presented. Interest wakes up and explains what is and the
parties.
• Development.
All the ideas must be introduced slowly and clearly. He/she can use posters,
transparencies, etc.
• Conclusion.
Summary of the most important ideas and final conclusion.

An oral presentation consists of four major parts, namely: the introduction,
development, completion or conclusion, and also called plenary discussion.
Introduction: keywords
The introduction should be brief, motivating and precise structure. He/she must begin
with a welcome greeting, and then continue with a striking start to capture public
attention. Then he/she continues with a message definition, raising goals and
finishing the introduction.
Recommendations:
 Demonstrate a safe attitude and self-confidence: stand with the way forward,
to look and say their first words.
 Take a little time before, everything must be in order for there to only focus on
the audience and what you want to expose.
 Do not forget to use expressions such as: I intend to expose, the aim of this,
many think, wish to express my, we turn to you for, you just witnessed a fact
that, on the subject, it is a fact that, let me begin my statement saying that,
first, first, to begin with.
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Development: keywords, clarity and order of the oral presentation.
It is important to start with a general idea of what he/she is going to say. He/she must
start with the most general ideas and then get to the more specific ideas. He/she
should develop arguing each of the ideas presented, using various documents, such
as quotations, examples, anecdotes, audio-visual media, etc. He/she must develop
the theme in a striking way and never monotonous. He/she should not forget to use
expressions such as then quickly, secondly, also, too, must be added that, likewise,
likewise, also, in other words, that is.
The conclusion: keywords, brevity and clarity
In this part he/she will summarize the main ideas with he/she has developed his/her
topic. Here he/she can also give some personal opinion about results or conclusions.
Rules to consider: He/she should plan well the conclusion not improvise. Warn when
will conclude with the aim of let the public know that is near the end of the
presentation using linguistic expressions which specify that the speech is going to
end, such as, in short, in short, in short…
Workshop: keywords about opinions, clarifications
After he/she exposes her/his subject, he/she should consider some time to
respond to questions from his/her audience. Is important to listen, answer
questions clearly with precise clarification, he/she can use documentary
sources and relate the questions with his/her conclusions.
Factors affecting exposure:
• To make a good oral presentation must take into account many factors
involved in its implementation, which will be divided into three groups.
• Personal factors affecting good oral exposure: for a good oral presentation
where he/she speaks to an audience.

The client with disability must consider aspects such as:
• Overcoming shyness
• Adapting to the interests and knowledge of the audience
• Be clear: speak loudly and slowly to clarify ideas,
• Transmit sincerity and conviction of what he/she exposes
• Natural and simple in her/him actions and in what she/he says, to avoid
pedantry and monotony
• Do not show too much nervousness; also a good visual contact with the
audience is needed, etc.
• Experiencing fear is a normal reaction in 90% of novice speakers. Before
he/she starts talking, insecurity or shyness accelerate heart blood blush
cheeks, knees tremble, the voice does not want to leave. It is difficult advice
for this moment. Perhaps just think that, after the first phrase, recovers
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tranquillity. Forget the fear, minding other things: Mentally review some points
her/his discussion, he/she has to review the room or the materials he/she is
going to use, greet known people who come to listen, etc. Avoid tics that
increase her/his nervousness and breathe deeply several times. He/she
should to smile to engage in emotional contact with the audience.
• Almost all the times he/she speaks before an audience has had time to
prepare his/her speech, he/she must develop a plan for his/her exposure.
Factors affecting good oral exposure: He/she has to remember that her/his goal is to
deliver a message, briefly and clearly manner.
• Preparation of material
• Preparation of physical facilities
• Psychological preparation
• Audience
• Personal presentation
• Punctuality
• Program oral exposure
• Develop a script
• Talk slowly
Formal factors affecting good oral exposure:
Her/his personal presentation must be above reproach, we must be on time and on the
assigned day, our dress should be formal, as well as our language to use. He/she should
not forget:
• Adjust to the times assigned
• Not read in any case, except a card with keywords
• Her/his voice heard throughout the auditorium
• Unhurriedly and with good intonation
Exercises:
Taking the Topic 1: Work-Life Balance, the client with disability has to prepare:


A presentation about the topic. The client with disability will have about 30
minutes to prepare his/her presentation on a computer with Internet
connection to search information about the topic and write down any ideas
he/she is going to use.
a. The presentation should be in power point and in a word
processor. The PPT will serve to present his/her topic from a
computer and the word file to deliver it to the SE consultant.
The presentation has to contain the following items:
a) Cover page.
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b) Contents
c) Brief summary of the topic.
d) At least 6 pages explaining the topic using text, images…

1.5 Non-verbal communication
Introduction
Non-verbal communication means the messages given by body language. The
posture, gestures, facial expressions and eye contact give messages about what
he/she is thinking and feeling.
He/she can convey a lot about him/herself to others by his/her non-verbal
communication. If he/she is blind or visually impaired, reading other people’s body
language is not always possible. For this reason this factsheet concentrates on how
he/she can project a positive image with his/her own body language.
1.5.1 Gestures
Gestures often illustrate how he/she is feeling and what he/she is thinking. Using
gestures when he/she talks, helps make your conversation or presentation is more
animated and interesting. Gestures stress the most important parts of what the client
with disability is trying to express.
Be aware that gestures can be misleading. They sometimes suggest feelings to other
people that may not be accurate. For example, it you stand or sit with crossed arms
may be seen as cold, aloof, or angry.
Many gestures like crossed arms are unconscious, so it may take someone like an
image consultant to identify inaccurate gestures and advise on more suitable
replacements.
Facial expressions:
There are seven basic emotions which humans express in the same way, no matter
what culture they are from. These emotions are: happiness, sadness, surprise, fear,
anger, disgust and embarrassment. When one of these emotions shows clearly on
someone’s face, we instantly understand it.
It is possible to learn to mask some of these feelings to avoid offending someone or
expressing an emotion or opinion that you would sooner keep to yourself. Some
facial expressions are more difficult to hide. Tightening the jaw and lips is often
unintentional and can signal feelings of anxiety or anger. Furrowed eyebrows can
show feelings of confusion or surprise. By becoming aware of and mastering your
facial expressions you will give others a more positive impression of you.
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In most situations, a smile puts people at ease and tells those around you that you
are enjoying being with them. It will also help to relax you and will serve to put an
interviewer at ease.
1.5.2. Postures
To take into account:
• A confident posture makes him/her appear confident, but also makes
him/her feel confident.
• Sitting up straight and leaning forward in a chair can say a great deal about
her/him. It shows he/she is interested, engaged and involved in the
conversation.
• He/she should sit towards the front half of his/her chair. This makes him/her
appear alert and interested and makes getting up easier as well.
• Conversely, a slumped posture suggests low spirits and energy and
disinterest in a conversation or situation.
• Good posture does more than just give him/her an authoritative presence. It
is also good for his/her muscles and bones
1.5.3 Voice volume (tone)
The voice makes direct contact with the listener. Electrical energy in your brain
becomes kinetic energy in your larynx which becomes acoustic energy as a
shock wave travels from your mouth at the speed of sound. This then becomes
kinetic energy again as it vibrates the listener’s eardrum, and finally electrical
energy again as the listener understands your words. This all takes far less than
a second!
Top tips for voice production are:
•
Drink plenty of water – drinking plenty of water (not coffee, tea, etc.) is the
best and simplest way to keep your voice healthy. Vocal health is directly
related to your body’s hydration levels.
• Breathe – the voice should always be supported by plenty of breath beneath
it as he/she speak.

1.5.4. Eye contact
Eye contact establishes rapport and trust ― two very important attributes in, e.g.
a meeting.
As a speaker, good eye contact helps exhibit confidence. As a listener, eye
contact shows respect and interest in what is being said. However, 100 per cent
eye contact is intimidating. In a typical conversation, the speaker makes eye
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contact about 40 per cent of the time, while the listener makes eye contact
about 70 per cent of the time.
Eye contact may be a bit harder if exists a sight impairment, but it is not
impossible to give the illusion of eye contact.
Giving the illusion of eye contact can be achieved by looking in the direction of
the speaker's voice, and adjusting your gaze depending on whether the speaker
is sitting or standing. It tends to improve the accuracy of the gaze as the
conversation progresses.
Exercise one
This exercise is for practising his/her breathing.
•
Stand up and place a hand on the stomach.
•
Breathe out fully, feeling the way the stomach assists by pushing
out the air.
•
Then simply release all tension in the stomach muscles, and allow
this release to be the start of a deep inhalation.
•
Practise repeatedly until it becomes second nature!
•
Sing – when you’re at home, travelling in a car, whenever you can!
Singing freely and comfortably (never force the volume) will
strengthen the voice.
•
Sing and speak.
Exercise two
•
•
•
•
•

Take a poem or a song he/she knows by heart and sing it slowly.
Do this, like a monk, on only one note, making the most of every
sound. Enjoy the sensation of sound filling his/her mouth.
Sing at least once. Then, starting again, sing one line then he/she
should speak the next.
When he/she are speaking, allow the energy of singing to carry
through into speech.
He/she talks Nonsense.

Exercise three
 My favourite character: From gestures, signals and movements; the
client with disability should imitate his/her favourite character and the
SE consultant should guess who it is.

2.- Information and communications technology
2.1 Programs and office applications
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Remembering:
PRESENTATION
Effective presentation: basic points that need to be taken into consideration for an
effective presentation below:


Presentation needs to be simple and net,



It should appeal to the eye and it should be fluent,



The used technology should not get ahead of the content,



The client with disability should be well prepared for presentation,



The target audience should be analyzed in detail,



The client with disability should have comprehensive knowledge of subject,



The client with disability should get your arms around the issue, etc.

Apart from these;


Introducing him/herself at the beginning of the presentation,



An effective introduction is also very important.

During the presentation,


Having a good control over his/her tone of voice and body language,



Talking freely from the slide (without reading),



Creating eye contact with the audience,



Paying attention not to distract minds of audiences,



Paying attention to feedbacks,



Linking the issue to daily life,



Presenting a closing and summary part is very important.

The first step toward an effective presentation is a good preparation. Such issues
like target audience, issue, the purpose and place of presentation, support tools
should be well studied. The better you analyse the preparation steps, the more
control he/she will have over the presentation.
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Slide Preparation Techniques:

Slide should appeal to the eye and its font should be well-chosen. It is better not to
write many things on a slide page. The target audience should not be distracted
while trying to catch up with the things written on the slide.
Generally, the fonts of headings are 36-44, while the font of body is 20-32.
Moreover, upper case letters should not be used if not necessary.
The use of upper letters for whole sentence makes it harder for audience to read.
Italics, underlines, flashing and colours should be used for the parts that you want to
emphasize. Contrasting colours should be used for background and text.
Background should be light and text should be dark or vice versa. Legibility and
quality of used visual materials should be sufficient.

It should avoid using long sentences in the text and keep only the key terms. Each
slide should be allocated for a topic and the headings should be explicative and
suggestive. What’s more, you should assign page numbers for slides. 666 rule is
highly emphasized in presentation preparation and increases the quality of the
presentation.





No more than 6 slides in a row,



No more than 6 words in a bullet point,



Inserting graphics and photos after 6 slides points.

The design of presentation should be carefully selected by considering the target
audience. Text and visual aid should be used in balance. Furthermore, the client with
disability should be careful against spelling errors and solecism. Animations, which
are appropriate to the subject, can be used as well. Apart from animations, legibility of
colours and use of colours proper to message are important. Sample of colour
options:
Red: It is one of the warmest colours and it is used to motivate the group.
Orange: It can be used to make the page interesting and eye-pleasing.
Black: Black could lead people to unfavourable notions if it is the dominant
colour of the page.
Blue: It is one of the most popular colours preferred for background colour in
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slides.
YYeelllloow
w:: It helps the legibility of the text when used with transverse colours
(Black).

Presentation Sections and Effective Use of Them

1. Introduction:
The first step toward an effective presentation is a good preparation. Thus, she/
he should prepare a good presentation, which is proper for the target audience. It
is important to inform the people about the subject.
2. Body:
Body involves the transmission of content to the audience. She/ he should give
examples about the subject and associate the subject with the real life.
3. Conclusion:
The subject should be summarized in the conclusion. Moreover, question and
answer session is found at the conclusion.
Communication with the audience throughout the presentation is very important.
Making eye contact, effective use of body language, tone of voice, use of visual
and audio tools, distance between the speaker and audience should be taken into
consideration.
Presentation Software
There are different presentation software tools to assist presentation preparation.
The most preferred one is Microsoft PowerPoint program. As an alternative, there
are applications like: Prezi, Slideshare …

Practice the use of:
 Powerpoint
 Prezi

MICROSOFT WORD
The word processor is one of the most useful programs on your computer. It enables
you to create, modify and read all kind of documents, such as letters, e-mails, reports,
and even courses like this.
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

Before PCs became commonplace, most business communications had to be written
on typewriters.

Today, typewriters have largely been replaced by word processing software.
• Using a word processor, he/ she can correct what he/his has written or insert
extra text
• Move text from one part of the document to another
• Print the document
• Save the document on the computer
• Read documents written by other people

Launching Microsoft Word
Microsoft Word is one of the most popular word processing programs. To launch
Word:
Press the Windows logo key to display the Start menu. Select the Programs
submenu.
Select Microsoft Word and press Enter.
The Menu Bar
Below the title bar, he/ she'll find the menu bar.

All programs have menus. A menu is a list of options that allows him/her to perform
different tasks within the program. Most programs have at least four or five menus in
the menu bar.
To go to the menu bar, press the Alt key once. The client with disability can then
scrolls from menu to menu and go down through each menu using the arrow keys.
To leave the menu bar, press Esc.
The first menu in the left corner is called "Files". It contains a number of different
options, such as saving the document, printing a document or closing the program.
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The Toolbar
Under the menu bar he/ she'll find the toolbar. There are a number of different
toolbars in Word, each one containing small images, known as "icons", symbolising
different functions.

Typing a text:
Writing and deleting text
1. Launch Word.
2. Write her/ his name in the edit field.
3. Use the Backspace key to delete his/her name one letter at a time.

Moving the text cursor
1. Write her/ his name again.
2. Press the left arrow key repeatedly until the cursor is at the start of her/his name.
3. Move the cursor to the end of his / her name with the right arrow key.
4. Write her/ his address in the next line.
5. Move the cursor around in the text using the up, down, left, and right arrow keys.

Typing and correcting text
1. Type a short piece of text.
2. Place the cursor to the right of one of the words and delete it using Backspace.
3. Write another word instead.
Practise this several times.

Printing
1. Ensure her/his computer is connected to a printer.
2. Open a document and ensure that it contains some text.
3. Press Button Print and select the page which he/she wants to print.
4. Press Enter.
Practice the use of:


Microsoft Word

2.2 The email
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The email consists in the process in which a sender (person) uses a mail agent
(program) to compose a message, which contains the e-mail addresses of several
recipients. The agent passes the message to a transport service for delivery to the
mailboxes of the recipients, who each use their own agents to read the e-mail.
Emails are often written in an informal style, and are generally brief.
The text of an email is entered in the main body of the message. The most important
tip for writing an email message is brevity. People typically get so many emails in a day
that a long email often doesn't get read until later -- sometimes much, much later, if at
all.
Remember: It is possible copy text from a document or another email and paste it into
a new email, so don't have to retype text. Many email programs will also let them paste
pictures and documents directly into the message.
Email is more informal than paper mail because it is used with more frequency and
immediacy. Unless it is a personal letter, email usually gets right to the point without a
lengthy introduction. Many people don't include a "Dear Sir" clause, and often do not
include a signoff, letting the "To:" and "From:" fields speak for themselves. Signatures
can also include a standard signoff.
Before sending an email, it must be re-read, use the spell-check, and never send an
email quickly
It can send an email in five basic actions:
(1) Press <ctrl>-n to create a new email
(2) Type the message
(3) Enter the subject
(4) Enter the addressee's email address
(5) Send.
Reread. Always reread the email and make sure it doesn't contain anything
inappropriate that they don't mind being recorded for all time and passed on to others.
Spell-check. It is easy to make spelling mistakes when typing fast that make the email
hard to read and understand. An email with spelling errors gives the impression that
the sender doesn't care about the addressee enough to take the time to do an
automatic spell-check.
Exercise:
The client with disability should create an account in Gmail/ Hotmail and
practise addressing, composing, sending, reading, replying, forwarding, saving
and deleting emails
2.3 Other ICT tools
Nowadays, digital literacy is essential to build a good profile for job searchers. A
digitally literate person possesses a range of digital skills, knowledge of the basic
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principles of computing devices, skills in using computer networks, an ability to engage
in online communities and social networks while adhering to behavioural protocols, be
able to find, capture and evaluate information, an understanding of the community
issues raised by digital technologies (such as big data), and possesses critical thinking
skills.
Some ICT tools can be used to prepare people to develop their skills:


Google Calendar. The trainee can use this service offering calendar and agenda
to keep track of all their events. Users need to have a Google Account in order to
use this service.



Cloud computing. Cloud computing and storage solutions provide users with
various capabilities to store and process their data in third-party data centers.



Web search. The client with disability should learn how to search for information
on the World Wide Web. So, he/she has to be able to use different web search
engines.



Social Networks. The use of social networks allows people to be in contact con
social groups of their interest and disseminate and sell their services and skills.

In Internet there are available lots of ICT tools and resources for Education.
Link 1: Resources for Education
Link 2: ICT tools for Teaching

References:
https://twitter.com/
https://www.facebook.com/
https://www.google.com
www.dropbox.com/
https://www.youtube.com

https://www.mindomo.com
http://www.edudemic.com/10-popular-teaching-tools-2014/
https://support.google.com/calendar
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http://www.thecloudtutorial.com/
https://es.wordpress.com/
https://evernote.com
https://www.skype.com/
http://www.ecatic.org/que-es-ecatic
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Title: Practical methods in the coaching process

Responsible partners

ZGURA-M / INTERPROJECTS

Aims and Overarching
SE Coachers can / knows how to:
Objectives of the module
 Use wide range of tools such as activities, tests and
worksheets while providing SE services to clients with
different types of disabilities
 Select relevant and the most appropriate tools among
available ones having in mind personal needs and
capacity of each client with disability
 Utilise the provided tools to achieve clients’ personal
objectives
 Provide relevant and reliable feedback based on the
results shown by each client within the period of
implementation of SE services
 Prepare an action plan based on the identified
knowledge, skills, capacity and gaps.
 Determine the necessarily steps that will lead to the
successful finding of the most suitable for the client job
based on his/her resources and abilities.
 Ensure the quality of implementation of all 5 stages of the
supported employment concept.
 Suggest additional trainings in terms of enhancement of
digital competence of the client with disability (if
necessarily)
Summary of the module This module offers a variety of tools that are meant to facilitate
content and table of
the job coaching process in its implementation. It is important to
content items
know that the suggested tools are recommendable and it is not
supposed that all of them should be used in the sessions with
each client. The SE coacher has the opportunity to choose only
those who are applicable for the individual case and action plan
of the client. The SE coacher should remember that the clients’
personal attributes, skills and capacity should be leading points
when s/he is making a decision which of the provided tests,
worksheets and activities could be implemented.
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The content of the module follows the structure of the SE model
with its five stages – engagement, vocational profiling, job
funding, and employer’s engagement and on/off the job support.
The authors of the module provide dedicated practical methods
for each one of the five stages.
At stage 1 Engagement we are providing activities, worksheets
and tests which aims firstly to serve as an ice-breaker activities
allowing them to know better each other at the very beginning
of the process. Different activities and tests are related to
personality of the client like his/her motivation, selfdetermination, willingness to achieve personal and career goals.
There is also a test which will evaluate the type of the clients’
behaviour in stressful situations.
At stage two – Vocational profiling the authors provides
worksheets which will check clients’ potential, his/her strengths
and attributes. In addition there are tests which will serve as
appropriate tool to the SE coacher in terms of use of body
language and level of verbal and non-verbal communication of
the client with disability. The SE coacher will be able to recognise
areas for improvement of vocational skills in order the clients
confidently to present themselves in a professional and
convincing manner that grabs an employer’s interest.
At stage three – Job finding we offer number of methods that are
centred to increasing the level of competitiveness of the client
and his/her preparation for real meeting with employer or HR
manager. It contents of test and activities for job preparation,
suitable image and behaviour during interview, channels for
searching for a job and worksheets for development of job
application documents. This section ends with dedicated
worksheet providing guidance and hints in terms of what the
employers / HR manager seek during the job interview.
The module continues with stage four – Employers’ engagement
which consists of suitable ways to approach the employers. In
addition the SE coacher will be equipped with guidance material
in terms possible adaptations of the workplace. This section also
provides tips how to communicate and work with employees
with disabilities which is very important stage of the client’s
inclusion into the working environment. This sections ends with
brief overview of advantages of being socially responsible
employer which the SE coacher could suggest as an incentive for
hiring of employee with disability in the company.
Last but not least section five – On/off the job support consists
of tips focusing on job retention and improvement of
performance at the work place. In addition this chapter is
providing useful test for review possible ways of the client to
deal with conflicts at the workplace. This section contains
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Training workload

Educational resources
required

Learning pathways

Previous knowledge

Learning outcomes

mentoring programme framework which could be helpful in
companies where the working process requires an extended
period of adaptation.
The module ends with three appendixes which are optional. The
SE coacher could suggest them to the client if certain gaps in the
area have been identified as a result the practical
implementation of the module.
1. Theoretical part (hours): 10 hours
2. Practical part (hours): 50 hours
3. Assessment (hours): 0 hour
1. PC, laptop or tablet.
2. Internet access.
3. E-mail account
4. Printer
1. Face to face: 5 hours
2. E-learning: 5 hours
3. Practice: 50 hours
4. Internship: 0 hours
1. To be literate, have basic knowledge on disability and social
affairs.
2. Good communication skills.
3. Basic ICT skills.
4. Ability to cooperate with others.
5. Positive attitudes and ability to express empathy towards
people with disabilities.
6. Basic knowledge in the field of working with clients with
special needs.
Compulsory completion of modules:
M1 Disability awareness
M5 Supported employment basis
M6 Attitudes and approaches
M8 Career guidance - labour market methods
Knowledge:
 Structured methodological framework for practical
implementation of SE coaching process
 Plethora of different types of tools which will support SE
coacher’s daily work
 Structured additional trainings in terms of acquision of
basic digital competence and launching social media
accounts.
 Use of serious games which facilitate employability
Skills:
 Ability to select relevant and reliable tools at different
stages of the SE process
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ECVET/ECTS points

Ability to provide feedback for further improvement of
the soft skills and professionals competencies of the
client with disability
 Ability to apply different approaches based on specific
needs and resources of each particular client with
disability
 Ability to recognise the strengths, weaknesses and
limitations of each client
 Ability to support client to overcome mismatches among
personal desires, realistic opportunities and peculiarities
of the local labour market.
Attitudes:
 Improved confidence in terms availability of different
types of practical resources that can ensure high quality
of provision of SE services to clients with disabilities.
 Increased ability to make comprehensive profiling of the
clients.
 Increase level of qualification to conduct SE services
 Increase confidence that the process of SE will ended up
with finding of a paid work for the client with disability.
ECTS = 2 credit; ECVET = 10% weight

Assessment (type)

Case based exam
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3.1. What is coaching?
Professional coaching is a type of support method used for Supported Employment (SE)
consulting. It helps a person to achieve an objective in a real-life professional situation by relying
on his or her own resources and skills. Helping a person does not mean ‘providing a solution to a
problem’ or ‘doing something on someone’s behalf’, as this would not allow the recipient to
develop his/her skills. In the coaching approach, the recipient is the one who chooses his/her own
development and professional circumstances. The coach is the one who controls and gives to the
recipient the algorithm of the process.
The aim is the development of the recipient’s professional skills and autonomy, with the emphasis
on the recipient as a person, on his/her strengths, weaknesses, personal obstacles, aptitudes, etc.
The SE consultant plays the role of the coach in this method and the recipient (person with
disabilities) is in the role of the recipient.

3.2. How does coaching work?
Unlike more traditional methods for conveying knowledge, such as training, coaching involves
guiding a person in the development of his/her own resources in order to find an answer to a
professional situation. Coaching can only take place when the recipient already has certain basic
skills. Coaching allow the recipient/professional to implement skills at work, with individual
support. The coaching process is implemented through coaching interviews. Because of this, the
whole process is characterized as a personal communication between two individuals (the
coacher and the trainee), preferably face-to-face. When face-to-face interaction is not possible, it
takes place over the telephone or via online communication (Skype). The interview situation
requires special management skills which is different from that of training a group.
It is the recipient who is and will do the journey, and not the coach. The process aims to improve
the professional development of the person. That’s why it is essential to provide the recipient with
all possible means to be independent, by anticipating problems and finding suitable solutions.
This is a way of putting reality to the test which requires all aspects of the context to be taken into
account in order to find an appropriate answer. The strength of coaching lies in how it adapts to
the recipient.
As in all communication, the context -adapting the message to the individual and the form given
to the message- must be taken into account in order for coaching to be effective. However, what
particularly distinguishes coaching from other training methods is the importance placed on the
relationship. It is the relationship that forms the basis for learning and enables the autonomy of
the recipient to develop. The coach should however always remember that the coaching
7
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relationship is not a personal nor friendly one. It is a professional one whereby both the recipient,
and the coach should know the borders and respect them. It’s the coach’s responsibility to set the
frame and the structure according to the coaching rules and stages, and to maintain interactions.
This should not harm the trust between the two of them.

3.3. When is coaching advisable?
Coaching is suitable for implementing skills and improving performance in professional
situations. It is also useful when basic knowledge, know-how and methods have been learned but
their application requires further development, or when a new situation emerges which disrupts
the habits of the recipient and leads them to require new working methods, improvement or
development of personal skills and competences.
In these situations, the attention is focused on the person who must implement his/her skills, as
the way in which s/he takes charge of his/her work plays a key role in its success. At this stage, it
no longer involves only the knowledge and techniques to be implemented, as the person is often
familiar with them. Instead, it involves developing the resources of the recipient in a specific
situation.

3.4. The coach’s expertise and attitudes
3.4.1.The two levels of expertise of the coach
Coaching is characterised by the way a person is supported in the search for solutions. Anyone
may give advice to a colleague, support them or provide feedback. But advisory coaching
interviews, support and evaluation make a difference, as they allow the recipient to test and
integrate this advice, support and feedback in their work. This shows the importance of the
process and the relationship with respect to the content.
The coach therefore has two levels of expertise (in order of importance):
-

the coaching process and management of the relationship, and

-

the professional field of the recipient.

While it is preferable for the coach to have specific expertise in the professional field of the
recipient, this expertise may prove to be a pitfall for the coaching. Often the coach quickly has an
idea of the solution to be implemented and the way to do things. However, doing so does not
develop the skills of the recipient. On the contrary, the recipient remains dependent on the opinion
of the coach and misses out on the chance to come up with a solution and test it under the
supervision of a coach. Furthermore, the recipient has a position in the organisation which should
be taken into consideration in order to develop his/her skills. Is s/he new in the organisation? Do
8
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may
be made of the information contained therein.

they have a hierarchical responsibility? In what way are the people around them made aware of
the approach? All of these points make each situation unique. Of course, the keen eye of an expert
will allow them to identify the important elements of the situation more quickly. Nevertheless,
reacting too quickly would indicate that they are following their own pace rather than that of the
recipient, and have therefore misunderstood their role.

3.4.2. Helpful coach attitudes
Several attitudes are crucial for the coaching relationship facilitation, and thus for the learning
and development process during coaching. These attitudes include:


Active listening



Sympathetic neutrality



Empathy



Positive perception of the abilities of the recipient



Working on the process and not on the solution



Confidentiality



Motivation



Encouraging attitude

• Active listening and sympathetic neutrality
The coach places him/herself in a position of openness and active listening. S/he tries to
understand the situation of the recipient and to enter his/her frame of reference. S/he does not
make judgements but tries to understand the situation from the point of view of that person. The
coach demonstrates neutrality towards the situation and remains sympathetic towards the
recipient. S/he takes an objective stance with respect to his/her own feelings and avoids being
influenced emotionally.
If the recipient feels that s/he is being listened to, they can progress with a feeling of security.
• Empathy
The coach shows empathy, i.e. s/he identifies with the feelings of the recipient by trying to
understand his/her way of seeing the situation, as well as their feelings, worries, desires and
personal obstacles. By taking into consideration the point of view of the recipient, the situation
can evolve in future.
• Positive perception of the abilities of the recipient
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The way the coach views the recipient has a huge impact on the process and the achievement of
results. If the coach does not believe in the ability of the recipient to implement an appropriate
solution, then the latter has no chance of doing so. The coach must be sure that the recipient has
the potential to solve the problems which s/he faces. Furthermore, any negative judgement would
result in biases in the coach’s perception, which would hinder the neutrality necessary for an
objective analysis. This doesn’t mean that the coacher should not see the limitations of the
recipient. It only means that s/he must see the opportunity to work for their overcoming through
the development of the

recipient’s abilities. S/he also helps the

recipient to see these

opportunities and to maintain a positive image of his/her abilities.
• Working on the process and not on the solution
The coach provides support during the problem solving or evaluation process. S/he therefore
does not try to find a solution at all costs on behalf of the recipient. By being solution-oriented,
there is a risk that the coach will want to impose his/her own vision on the recipient without
exploring all of the possibilities, and without taking into consideration the opportunities of the
recipient being able to find a solution. This imposing could lead to a break in the relationship.
Therefore, the coach should set clearly the goals and the stages of the process and teach the
recipient how to address a problem on his/her own in the future. Coaching is about gaining skills
to solve problems and develop solutions. That’s why it’s so important for the coach to be focused
on the process and try to teach the recipient how to solve a problem.
• Confidentiality
Under the confidentiality rules that are applicable to a coaching relationship, the recipient is able
to express him/herself freely, without concern for negative consequences outside the coaching
relationship. S/he can share their worries or apprehensions freely, and thus move beyond
personal obstacles. The success of the coaching depends on the trust between the coach and the
recipient. The coach should be aware of all aspects of the situation in order to help the recipient
to analyse a problem, and consequently solve it. It is critical for him/her to assure the recipient
that everything said is kept strictly confidential.
• Motivation of the recipient
The coach supports the recipient in his/her reflections and searches for a solution through
questioning. The consultant does not speak on behalf of the recipient. S/he tries to keep the
recipient involved in the problem situation by encouraging him/her to search for other points of
view, analyze and find proper solutions. The motivation in coaching is related to the wish of the
recipient to find a working solution when faced with problems. The main motivation of the coach
is to direct, encourage and inspire the recipient to develop his/her abilities. If the recipient is not
10
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driven by self-motivation and self-development, then the coach should encourage the recipient
to believe that acquiring the skill of problem solving will help him/her in the future to gain more
self-esteem and respect, while increasing his/her chances to better employment, and associated
wealth, etc.
• Encouraging attitude
The coach encourages the recipient throughout his/her progress to believe in his/her own ability
to deal with situations and to learn how to manage one’s own future development.

3.5. The coaching methods
Generally the coaching process is based on two basic principles: direct observation and correction,
and behaviour modification. The first applies to basic matters of design, presentation and
appearance. The second is more likely to focus on behaviours that affect how you function in
relation to work related activities. Both principles are applied to coaching.
Direct observation and correction can be applied to clothing choices, resume and portfolio design,
the writing of cover letters and pitches, and similar matters with a strong skill or design element.
Behaviour modification is likely to be applied to three areas: training how to think about work
and how to approach work, training in how to function in the work place, and training in how to
present oneself during interviews, meetings, and other high-stress, high-focus professional
interactions.
In all of these situations, the intention is to make positive, proactive thoughts and behave calm.

3.6. Types of coaching interview
Not all coaching situations have the same objective(s). It is important to specify the coaching
objective in order to define the most appropriate methodology.

3.6.1. The advisory interview
-

Objective

-

Roles and stakeholders involved

-

Interview

-

Provide advice, suggestions or good practice to a recipient in response to a specific
situation or an identified problem
11
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-

Recipient: Novice

-

Coach: Expert

-

Face-to-face/Skype/Telephone

-

The advisory interview is used to help someone who has completed a training session in
response to a specific situation or an identified problem. In this type of interview an
‘expert’ (coach) assists a ‘novice’ (recipient) with an identified problem. The coach
provides solutions, suggestions or rules of good practice, and applies the coaching process.
This means that the coach should lead the recipient through the analysis of suggestions
and different suitable solutions, while discussing the specific situation.

-

The coach’s attitude, the stages and rules for conducting an interview are essential here.
The ‘advice’ may only come into play once the relationship has been established and after
an in-depth analysis, and must be in line with the pace of the recipient, as s/he must be
the one who implements the solution.

3.6.2. The support interview
-

Objective

-

Roles and stakeholders involved

-

Interview

-

Develop the individual skills and abilities of the recipient, so that s/he is able to find
solutions to a complex problem or identify a need for change

-

Hierarchy or recipient: asker(s)

-

Coach: supporter, enlightener

-

Face-to-face/Skype

-

Unlike the advisory interview, the support interview does not refer to a specific problem,
but is focused on the existence of a complex problem and the existence of a need for
change. It does not involve proposing a solution to the recipient, but supporting him/her
in a process to develop his/her own solutions. This type of coaching interview is
addressing the wish of recipients who already went successfully through the coaching
process and who need additional advice. In some cases the manager of the recipient may
ask for this type of interview to ease the work situation for his/her employee or to find
help for some problem(s) in the team.

-

As with any interview, the objectives should be clearly defined and it should be held
according to the general stages of the coaching interview.
12
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3.6.3. The evaluation interview
-

Objective

-

Roles and stakeholders involved

-

Interview

-

Evaluation is a formal and constructive way to track the changes during the process of
coaching.

-

Coach: Evaluator

-

Recipient: Evaluated person

-

The evaluation interview may be requested by the recipient or the recipient’s manager,
or be part of the main coaching process.

-

Face-to-face/Skype

-

The evaluation interview takes place in a formalised framework between a person in a
learning situation, and a person (a coach, line manager, a trainer, an expert, etc.)
specifically tasked with evaluating the implementation of the recipient’s skills.

-

This includes an assessment of the results achieved and the way it was realised, as well as
what skills were implemented in a professional situation. This evaluation approach is
intended to be a coaching approach insofar as the evaluation is an integral part of any
learning process. The evaluation interview presupposes that learning and implementation
objectives have been defined beforehand. The purpose of the interview is to evaluate their
actual fulfilment.

3.7. The stages of a coaching interview
The coaching interview is a structured exchange between two people who respect certain stages.
By respecting these stages, it is easier to control the framework of the interview and consequently
to achieve the objectives.
The stages of a coaching interview are:
-

Establishing the relationship: ice-breaker, listening, not rushing towards solutions, etc.

-

Defining the parameters: explanation of the why, what and how (type of interview,
duration, definition of an objective, a way of working, etc.)

-

Analysing the problem and establishing a solution process: understanding the problem,
support and validate solutions to be implemented

-

Closing the session and organising a follow-up: summary of the interview and preparing
for what comes next.
13
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3.7.1. Establishing the relationship: making contact
As in all communication situations, it is very difficult to get to the heart of the matter if the people
involved do not know each other, if they know each other but have not seen each other for a long
time, or if they have met before in a different context. This stage, whose duration varies according
to the situation, allows the implementation of the conditions of trust and listening necessary for
the ensuing discussion.
The coach also pays special attention to the location of the interview. It should be held in a calm
and private place. It is preferable to avoid ‘formal meeting’ or ‘hierarchical meeting’ settings.
Instead, the location settings should facilitate the meeting atmosphere.

3.7.2. Establishing the framework
The framework of the interview explains the why, what and how:
-

Why are we here? Who made the request? Who are we (recipient and coach)? What type
of interview is this (advice, support or evaluation)?

-

How many times will we meet? How long will the interview last?

-

What are the operational rules (confidentiality, active participation etc.)?

-

What are the objectives for the coaching approach/for the interview?

-

How will the interview take place (making contact, framework, analysis of the situation,
objectives and solutions, closing and follow-up)?

-

How are we going to work (the active role of the recipient)?

For each of these questions, it is necessary to verify whether there is a shared understanding, or
perhaps to consult with the recipient in order to agree on the objective and the way how to
proceed.

3.7.3. The analysis process and the solutions to be implemented
-

Analyse the problem:
o

Why is the situation a problem? For whom?

o

Who are the stakeholders involved?

o

What are the objective facts? The interpretations of the facts? The associated
feelings?

o

What are the difficulties experienced by the recipient?

o

How does s/he view their role?

o

What solutions have already been implemented? By whom?
14
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o
-

What are the risks and the opportunities of the situation?

Solutions
The analysis provides a more comprehensive insight into the problem. Only with this
clarification of the situation can the objectives be set and can solutions be applied to the
situation. The recipient must be active during this phase. For each solution mentioned, it
is essential for him/her to understand the solution and to support it, since it is the
recipient who will have to implement it in the field. Therefore, this process has to be
successful, otherwise the implementation will fail. There are several ways to facilitate this
stage of defining solutions:
o

respect the pace of the recipient; do not go faster than him/her;

o

anticipate the outcomes of the solution by imagining it in its implementation; this
allows to anticipate obstacles and reduces anxiety associated with the agreed
change;

o

complete the cycle by verifying that the chosen solution meets the requirements
to solve the problem situation and corresponds to the expected criteria for
success.

3.7.4. Closing the interview
The interview ends with a summary of the interview and a preparation for the future:
-

a summary of the key elements of the interview (objectives, elements of analysis, solutions
discussed or chosen, stages of implementation, etc.),

-

a commitment regarding the tasks to be carried out after the interview,

-

identifying the information required for any new coaching session.

Sometimes a solution to a problem situation cannot be found after just one interview. An interview
may end with a more comprehensive analysis of the situation. This is already a step forward. It is
a good idea to let the recipient leave the interview with a task, in order to give him/her an active
role and a high level of involvement in the solution(s) to the problem. S/he may also test new ways
of doing things or verify elements of analysis, in order to get a change underway, and thus work
towards a solution.

3.8. Why the evaluation interview is different
As with the other types of interview, the stages of establishing the relationship, defining the
parameters, the analysis process, the solution and closing of the interview can be customized.
They can also be split in a specific way according to the objective of the interview. The evaluation
15
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interview is different in at least two respects: on the one hand, the coach is invited to give his/her
formal point of view, while on the other hand, the interview plays a part in verifying that the
previously defined objectives have been achieved.
This exchange of points of view is structured in a specific way.
The stages of an evaluation interview are:
-

Raise the interest and test the receptiveness of the recipient

-

Encourage expression from the point of view of the recipient

-

Present one’s objective perspective

-

Prepare a final summary

-

Debrief the interview

Raise the interest and test the receptiveness of the recipient
This first phase involves reassuring the recipient by explaining the context and the objective of
the evaluation interview. It also involves being receptive to the reactions of the recipient and
encouraging him/her to ask questions. The coach answers them in order to begin the evaluation
process, having clarified areas of doubt or uncertainties.
Encourage the recipient to express his/her point of view
The coach invites the recipient to express themselves freely and confidently about how they
perceive the achievement of his/her learning and implementation objectives.
The coach helps the recipient to consider this further, without expressing their own view at this
stage, by listening and asking questions.
The coach verifies that all of the aspects related to learning and implementation have been
discussed and developed, as well as any stumbling points.
The coach encourages the recipient to ask questions and answers them.
Present one’s objective perspective
The coach presents his/her perception in an objective way, with facts and concrete examples.
The coach ensures that the recipient understands everything.
The coach encourages the recipient to ask questions and answers them.
Prepare a final summary
The coach and the recipient identify their points of agreement and disagreement. The coach
establishes a link between the points of view and records the differences. The coach encourages
the recipient to remember the goals set before and to comment their fulfilment and his/her
satisfaction of the process. Both then discuss the obstacles met and the ways to overcome the
difficulties.
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Any barriers are dealt with in such a way so as to elicit proposals for solutions.
The coach sets new objectives by stimulating the commitment of the recipient.
The coach and the recipient determine indicators to measure the achievement of objectives, and
schedule any follow-up interviews.
Debrief the interview
The coach and the recipient debrief on:
-

the commitment of the recipient with respect to what has been discussed and agreed
upon,

-

the procedure used,

-

the achievement of the previously set goals,

-

the relationship.

3.9 . Some coaching techniques
It is not easy to encourage someone to express themselves during a coaching interview. The
recipient may not know where to start his/her reflection or how to explain the situation. The role
of the coach is to help them to express themselves at several levels, namely:
-

the facts,

-

the interpretations of the situation,

-

feelings about the situation.

Several techniques can be useful for conducting a coaching interview in a constructive way, and
for encouraging expression and reflection by the recipient.
Coaching interview techniques
-

Open questions

-

Closed questions

-

Neutral questions and expressions

-

The open, neutral and closed questions session

-

‘Reflection’ statements

-

Signs of interest

-

Breaks and silences

-

Reformulation

-

The summary
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3.9.1. Open questions
Open questions provide an opportunity for the person to express themselves and to say what s/he
thinks and feels. They allow a wide variety of answers to be obtained on a variety of subjects.
-

‘What do you think about…?’

-

‘How do you see the situation?’

The questions must be phrased in a neutral way. The objective is to obtain information, rather
than to give one’s point of view.
Avoid: ‘I’m sure that that wouldn’t work. What do you think?’

3.9.2. Closed questions
Closed questions allow answers to precise questions to be obtained, as well as facts to be specified.
They therefore begin with ‘who’, ‘when’, ‘where’ and ‘how many/how much’.
-

‘How many training sessions have you given this semester?’

Closed questions also allow a response to a choice to be obtained.
-

‘Would you like to receive support from a junior or a senior colleague?’

Closed questions also allow a commitment to be obtained with a ‘yes’ or a ‘no’.
-

‘Do you think you could carry out these three training sessions within the allotted time?’

3.9.3. Neutral questions and expressions
Neutral questions and expressions are used to provide more information about a specific aspect
which is being discussed.
-

‘Tell me why you prefer this customer.’

They also allow for a natural flow of information.
-

‘Tell me more about what worries you.’

3.9.4. The open, neutral and closed questions session
At the beginning of an interview, open questions are more appropriate as they trigger a flow of
information. Conversely, a series of closed questions would make the interview seem like an
interrogation. In the middle of an interview, it is appropriate to use neutral questions and
expressions in order to keep the discussion going and gather more information on specific
subjects.
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At the end of an interview, the use of closed questions allows a discussion on a specific subject to
end by finalising the information needed. It is always useful to specify why a session of closed
questions is used, so as to avoid the interrogation effect.

3.9.5.‘Reflection’ statements
‘Reflection’ statements allow the coach to verbalise a feeling expressed by the recipient, and to
show that the feelings are seen and understood. They are therefore expressed more easily and the
recipient may be able to move past these strong feelings.
-

‘You seem really worried…’

-

‘I can see that it delights you…’

The coach should, however, be careful not to overuse ‘reflection’ statements, and instead use them
to confirm awkward feelings which hinder professional discussion.

3.9.6. Signs of interest
Expression can be elicited using techniques other than questioning. Verbal and non-verbal signs
of interest encourage the person to talk about his/her ideas.
-

‘Hmmm… Go on… I see…’ (Acquiescence, nodding etc.).

The coach should, however, be careful not to overuse these signs, because the discussion may
become too confused. Similarly, the coach must ensure that they are not interpreted as an
expression of support for what is being said. The coach should be paying attention to own nonverbal sings of interest, avoid putting the hand on the mouth, avoid to sit directly opposite the
recipient and not overuse direct eye contact. All these actions can harm the recipient’s trust and
cause aggressive behaviour.

3.9.7. Pauses and silences
Although pauses and silences can be very negative, they nevertheless have an important function
in an interview. They allow the person to assimilate what has just been said and to think about it.
They also ensure that the person does not feel pressurised. They also give the coach time to think.
However, useful silences should not be confused with awkward silences, which should be
managed during an interview.
If the silence is not natural and useful, s/he will demonstrate anxiety through fast movements of
the eyes, changing of the posture, biting of lips, ets. The coach should not use negative statements
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to interrupt this pause (for example, “you seem nervous” or “you are not calm”). S/he may try to
use instead positive positions to break the ice and to gain trust (“I see that you are thinking about
a solution” or “would you like to find a solution together”) and then continue with the interview.

3.9.8. Rephrasing
Rephrasing the words used by the person being interviewed is essential, as it enables the coach
to verify that s/he has understood what has been said, and to verify the meaning. The
reformulation may be of verbal expressions, as well as of non-verbal attitudes or behaviour.
-

‘Do you think that there was an inadequate number of participants in the training session?’

-

‘You seem nervous about this idea…’

Reformulation allows the recipient to feel understood and listened at.

3.9.9. The summary
The summary is aimed at summarising the key points and allows part of the reflection to be
concluded.
-

‘During this interview, we first identified the problem situation. It is described as follows…
We then defined an objective for this interview, which is… We then analysed the situation.
This allowed us to highlight… For the next time, you have decided to test… Do you agree
with this summary?’

-

‘As regards the question of contacting customers, you have listed three stages: the first
will be…, the second will consist of… and the third… ‘

The summary allows the recipient and the coach to address again the main objectives of the
coaching process, while it is also the perfect time to set the goals of the process. During the
summary the coach must have the recipient’s promise to engage with the problem and with the
chosen solutions. To achieve this, s/he must motivate him/her to believe in their own abilities and
to remember the chosen sequence of the activities to reach the development needed.
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Appendix 1. Practical tools
I. RECIPIENT ENGAGEMENT

Ice-breaker activity: What is interesting about you?
Can be used:


As general ice breaker for both individual and a group activity.



As a method to improve self-confidence, verbal communication and social behaviour.

Instructions:


Participant/s sits in a circle.



The SE coacher introduces him/herself formally, and suggests that a good way for
everyone to get to know each other is to go around the circle introducing him /her.
However, to make this more interesting, everyone must say one interesting thing about
himself / herself - this can be anything, and does not have to be related to employment.



The SE coacher begins by giving a good example. (Tip: Make it amusing in order to relieve
tension).



The SE coacher invites each person to speak in turn, with facilitator making an odd
positive remark and thanking all participants warmly.

Plenary:
Participants now have more of an idea about themselves; they will feel more comfortable and will
demonstrate a degree of self-belief, good verbal communication and appropriate social behaviour.

Worksheet: “Knowing your worth”
This worksheet enabled you as a SE coacher to list your recipients’ transferable skills. This
worksheet will help him/her to acknowledge just what this means and what s/he can do with
them in order to make a positive difference.
When considering the following questions, let the recipients think of a person that has meant
something to him/her in his/her life. This can be a family member, friend, neighbour, teacher or
21
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perhaps a previous work colleague. It can be anyone s/he wants; as long as s/he respect them and
feel that they have somehow made a positive difference to his/her life, no matter how big or small.
Ask your recipient to try and answer all questions honestly and in full.

Exercise: What effect do you have on others?
1. What words has someone used to positively describe you in the past?
2. In what situation or why did they make this comment?
3. How did it make you feel when they said this?
4. What other times in your life do you demonstrate this quality?
5. What other ways could you use this quality to benefit yourself and/or others around you?
6. How do you think using this quality makes others feel?
7. Write down a sentence stating what this positive quality about yourself is, how you have
used it in the past, and how you could use it for a positive difference in the future.
I am…
Now ask your recipient to make a list of the work-related situations that s/he could make a
positive difference to.
You can repeat this exercise for a number of positive comments. They do not all need to have been
made by the same person which the recipient has mentioned.
At the end of the exercise your recipient will now know how to put his/her strengths to a
beneficial use by examining the effect that s/he has on those around him/her. The recipient can
feel confident that s/he is making a difference to other people's lives in some way.

Worksheet: “Making the most of yourself”
This worksheet will enable your recipient to know more about his/her personal strengths, other
people's positive perception towards him/her and how s/he makes them feel.
However, to enable him/her to feel truly confident it is essential that you can facilitate an exercise
which will identify what is challenging and work out how you can improve your recipients’
weaker skills. If the recipient knows his/her strengths and weaknesses s/he will not lose
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confidence when faced with a difficult situation, but will be ready to face challenges and overcome
them successfully. His/her confidence will encourage confidence in others around him/her.
Ask your recipient to answer the questions honestly and in full.

Exercise: Thinking outside the box
For this exercise, you need to ask your recipient to start thinking metaphorically. This exercise
requires him/her to use his/her imagination, rather than to think literally. The idea is to transfer
his/her human characteristics to an inanimate object, e.g. something not living. This means
thinking of his/her characteristics laterally. For example, if s/he is bright, bouncy and move
around a great deal, s/he could attribute these qualities to an inanimate object such as a ball or
kite.
Enable your recipient to take as much time as s/he needs to think about this. If your recipient is
asking someone for help, make sure that s/he agrees with the characteristics that are suggested
to summarise him/her and the inanimate object that s/he decide on.
Ask the following questions that your recipient should respond honestly:
1. If you were an inanimate object or product, what would you be?
2. What are the characteristics that you and the product/object have in common?
Now think about the object only.
1. What do people use this product/object for in general?
2. How does this product/object benefit or affect people's lives?
3. How is the product/object marketed?
4. What are the negative points about the product/object, and what can go wrong?
5. How would you improve the product/object, in order to make it more beneficial or
appealing to its users?
Now ask your recipient to re-answer questions 3 to 7, thinking of him/her as the useful product
or object.
Ask the recipient: Were any of the improvements you made for yourself similar to those you
suggested for the object?
Comment by the SE coacher: Sometimes thinking of you as a product makes it easier to examine
what elements of yourself are weaker, and what can be done to improve on these and make
yourself more appealing and useful to others. Now make a list of some of the ways that you can
make these improvements and make yourself more appealing and employable to others.
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You as a SE coacher could ask your recipient to consider the following which may help him/her
to do the above mentioned task:


Learning new skills



Gaining new knowledge/qualifications



Getting more experience



Reflecting on his/her behaviour and its effect on others



How s/he present him/herself?



What makes people's lives easier?



What gets you noticed and stand out from others?

Now your recipient has a list of things that s/he can do to make him/her even more marketable
and thus employable! His/her confidence need to be knocked when facing challenges and the
recipient will demonstrate how s/he can find solutions and alternatives to overcoming them.

Worksheet “My declaration for self-respect”
You as a SE coacher could discuss the following statement with your recipient. This will help you
to build up his/her self-respect.
That’s me.
In the whole world there is no one like me. Some people have features which are similar to mine
but no one has the same unique combination like me. Thus everything which comes from me is
authentically mine because only I possess it and I have chosen it.
I am aware that all my personality: my disability including everything which my mind does,
including all its thoughts and ideas; my eyes including all the images they see; my feelings
regardless their nature – anger, joy, disappointment, love, illusions, annoyance; my mouth and all
the words that come out of it – kind, polite or rude, decent or obscene; my voice – quiet or harsh;
and all my deeds regardless the fact that they affect other people or me.
I am aware about my ideas for the future, my dreams, hopes and fears.
I accept my victories and successes; my failures and mistakes.
As I accept everything which is mine and which belongs to me I can connect the knowledge with
myself in an intimate way. By doing this I can love myself and be in good terms with each part of
myself. Thus I can act in such a way that all my inner self can work for me in the best way.
I know there are some aspects connected with me which interest me as well as others which I
don’t recognize. But as long as I have the feelings of love and friendship towards myself I can look
with courage and hope for solutions of my problems and ways which help me to learn more about
myself.
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Regardless the fact how I look like, what is my disability or limitations, what I say, what I do, what
I think and how I feel at a given moment – it’s me, it’s authentic and it shows what is my position
at a given time.
After I understand later, how I look like, what I say, what I do, what I think and how it may happen
that some parts of my personality will look unacceptable for me. I can eliminate the things which
are relatively inadequate, find something new and replace with it the eliminated features.
I can use means which allow me to survive and be close with the others, to be productive, to give
a certain meaning and order to the world of people and things which surround me.
I am aware of myself and thus I can build up myself.
I am aware of myself and I feel very well.
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II. PERSON-CENTRED METHODOLOGY
Test “Do you believe in yourself?”
Sometimes your recipient with disability can meet people with aggressive behaviour. There are
also recipients which are humble, hesitant and shy - people who show with each their actions that
they underestimate themselves and they don’t believe in their qualities. If you want to find out to
which of these categories your recipient belongs, you as a SE coacher may ask him/her to answer
the test with “YES” or “NO”.
YES

NO

1.

Hard work is more important than the talent

(a)

(b)

2.

Other people notice my problems easily

(a)

(b)

3.

I don’t have any special qualities

(a)

(b)

4.

I am ashamed from some things

(a)

(b)

5.

It is not difficult for me to impress other people

(a)

(b)

6.

I get furious when other people criticize me

(a)

(b)

7.

I usually do my best

(a)

(b)

8.

I don’t complain of bad service

(a)

(b)

9.

The others don’t accept me the way I do

(a)

(b)

10. I usually make big mistakes

(a)

(b)

11. I am feeling excited what my future is going to be

(a)

(b)

12. A lot of people who I meet every day annoying me

(a)

(b)

13. It is enjoyable to communicate with me

(a)

(b)

14. I don’t have a relative or close friend to reveal to

(a)

(b)

15. These are the best years of my life

(a)

(b)

16. I wish I could change some things from my past

(a)

(b)

17. People remember me from our first meeting

(a)

(b)

18. I often wish to look more like others

(a)

(b)

19. I easily make new friends

(a)

(b)

20. My friends rarely rely on me for emotional support

(a)

(b)

Check which questions your recipient answered with “YES” or “NO”. Pay attention to those
answers “YES” which are marked with “b” as well as those answers “NO” which are also marked
“b”. Sum up all “b”s and read the interpretations about your recipient’s self- reliance.
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15 and more “b”s.
Extremely low self-reliance. Your recipient so weakly believe in his/her strong points that s/he
is often seized by a feeling of self-humiliation and that prevents him/her to his/her true potential
and to undertake things which you really want to achieve.
Your recipient tend to think that people are critical to him/her, although it is his/her lack of
reliance that makes s/he feels depressed. S/he can go out of this vicious circle by paying more
attention to him/herself and greater interest to the people around him/her.
10-15 “b”s - Low self-reliance
Although your recipient is not always unsure of him/herself, his/her self-reliance is low. When
everything goes wrong s/he blames him/herself and that shows that s/he doesn’t have a good
judgement of the real matters. That partly explains his/her shyness. Try to stimulate your
recipients’ self-confidence by supporting him/her do not judging him/her too strictly. S/he needs
to accept him/herself the way s/he is.
5-10 “b”s -Average self-reliance
Your recipient has rather good self-reliance but nevertheless s/he still has a doubt that’s why you
sometimes think that people mock at him/her. And that annoys him/her as well. S/he often
restrain from sharing his/her secrets and feelings with the people around his/her fears that they
can misunderstand him/her or laugh. You as a SE coacher need to support your recipient how to
avoid rejection which can crush his/her self-reliance.
0-5 “b”s - High self-reliance
High self-reliance is typical for your recipient. It is not difficult for him/her to show his/her strong
points in front of others.
Test “What is your type of behaviour in stressful situations?”
Stress management refers to various efforts to control and reduce the tension that occurs in
stressful work situations. There are proven skills that your recipient can use to manage stress.
These could help him/her to remain calm and effective in high pressure work settings and help
him/her to avoid the health problems of long term stress. Stress management involves making
emotional and physical changes. The best way that your recipient can manage stress is to learn
to cope with it.
Here we are providing you with a test which is evaluating stress-related behaviour, characterized
by traits such as impatience, aggressiveness, a sense of time urgency, and desire to achieve
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recognition and advancement. This type of behaviour often is resulted in stress-related symptoms
and possibly increases the risk of additional health problems. People with such behaviour have a
hyper awareness of time and thus walk, eat and perform most activities rapidly. They react more
sensitively in high pressure work situations and often they tend to present physical
manifestations: i.e. facial tension, rapid speech, interruption of other’s speech and teeth clicking.
Your recipient should choose from the following responses to answer the questions below:
a) Almost always true
b) Usually true
c) Seldom true
d) Not true
The recipient should answer each question according to what is generally true for him/her:
1. I do not like to wait for other people to complete their work before I can proceed with my
own.
2. I hate to wait in most lines.
3. People tell me that I tend to get irritated too easily.
4. Whenever possible I try to make activities competitive.
5. I have a tendency to rush into work that needs to be done before knowing the procedure
I will use to complete the job.
6. Even when I go on vacation, I usually take some work along.
7. When I make a mistake, it is usually due to the fact that I have rushed into the job before
completely planning it through.
8. I feel guilty for taking time off from work caused by my disability.
9. People tell me I have a bad temper when it comes to competitive situations.
10. I tend to lose my temper when I am under a lot of pressure at work.
11. Whenever possible, I will attempt to complete two or more tasks at once.
12. I tend to race against the clock.
13. I have no patience for lateness.
14. I catch myself rushing when there is no need.
This instrument is somewhat complicated to score. Follow the instructions carefully:
Time urgency.
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Time urgency reflects one's race against the clock, even when there is little reason to hurry. It is
measured by the following items: 1, 2, 8, 12, and 14. For each A or B answer you gave on these
questions, give yourself one point. Put the total number on the line at the left.
Inappropriate aggression and hostility.
This dimension reflects excessively competitive behaviour and frequent displays of hostility. It is
measured by items 3, 4, 9, and 10. Give yourself one point for each A or B you received on these
items, and record your total at the left.
Polyphasic behaviour.
This is the tendency to undertake several activities simultaneously at inappropriate times. As a
result, individuals often end up wasting time instead of saving it, which leads to wasted energy.
This factor is measured by items 6 and 11. Every A or B answer yields one point. Again, put your
total points at the left.
Goal directedness without proper planning.
This refers to a tendency for individuals to rush into work without knowing how to accomplish
the desired result. Consequently, incomplete work and errors are likely to occur. This factor is
scored by items 5 and 7. Each A or B yields one point; put the total to the left.
Total score
If your recipient received a total score of 5 or greater, s/he may possess some of the basic
components of the above mentioned behaviour. If s/he received a high score, you as a SE coacher
should implement guidance to reduce the stress level of your recipient.

Worksheet: “Current work values - what is important to you?”
As an individual jobseeker it may be useful your recipient to talk to friends or family who are
currently working in order to gain some insight into the employer's perspective.
Discussion point one
What are the negative experiences that jobseeker with disability have encountered in the past, and
how could employers avoid this taking place in their companies?
As a SE coachers consider the following:


Jobseekers sharing both positive and negative experiences.
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Employers sharing both positive and negative experiences.



Both groups exploring why any problems occurred.



Both groups finding solutions to existing issues.



Both groups discovering proactive solutions for overcoming obstacles before they even
occur.

Discussion point two
Why is employment so important to us?
As a SE coachers consider the following:


Making a contribution to society.



The life experience and skills that we attain from employment.



Financial implications of working.



The sense of worth and identity that we gain from doing a job.



Self-respect.



It can be a great way to make friends.

Discussion Point three
Why should companies employ people with disabilities?
As a SE coachers consider the following:


Why not? They have as much right to employment as anyone else.



They could be the best person for the job.



People with disabilities can have additional skills, such as being highly competent in it;
have a good memory, etc.



The disability discrimination acts prevents employers discriminating against applicants
for their disability.



They add diversity and valuable knowledge to the company.

Discussion Point four
What are employers concerned about, when looking at employing a person with disability?
As a SE coachers consider the following:


They are expensive to accommodate.



They will not be able to do their work efficiently or independently.
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They will make other members of the team feel nervous.



They will be a burden on the insurance.



They will be a huge health and safety hazard.



Their guide dog will be a nuisance.



They will not be able to travel independently for work.



They will not be able to use a computer, read letters, etc.

Are these misconceptions and what is the real truth behind them?
As a SE coachers consider the following:


Access to work.



Access technology, visual and mobility aids.



People with disabilities are all different, and many have lived regular lives in a mainstream
environment with their own coping strategies.



Disability makes no difference to insurance.



Good health and safety policies.

Discussion point five
What have we learnt about each other and what will we try to do in the future to increase the number
of people with disabilities in employment?
As a SE coachers consider the following:


Overcoming obstacles.



Informing ignorance.



Changing our own attitudes.



Changing others' attitudes.



Gaining new skills, qualifications and experiences.



Updating corporate policy and work culture.



Raising awareness.



Positive thinking.

You may use the following checklist which can be completed together with the recipient. This
checklist is focused on recipients’ values related to work and identify what is important to
him/her in terms of job inclusion. Being clear about what are his/her values about a job will help
when deciding whether or not to apply for it. Work through the checklist below and rate the
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importance of each work value together with the recipient by ticking the appropriate column. Ask
you recipient to try and complete the checklist quickly and to be honest with his/her answers.
Remember s/he is choosing what is most important to him/her in a job right now; his/her values
may alter over time and within changing circumstances.
Work Values

Very

Somewhat

Important

Important

Not Important

Steady income with good benefits
Chance for advancement; increased pay
Doing a variety of tasks
Having an established routine of work
Respect and recognition
Friendly fellow workers
Accessible physical surroundings
Expectations by boss clearly defined
Being in charge/supervising/managing/having
authority
Persuading others
Motivating and inspiring others
Teaching/training others
Flexible hours; control over own time
Regular hours (little overtime)
Easy going staff without attitudinal barriers
Chance to use my own ideas/creative expression
Working as part of a team
Working on my own
Being my own boss
Chance to use my initiative
Working on one project at a time
Time and energy left for outside activities
Opportunity to learn new things
Working for a cause; being of service to others
Having clearly defined tasks
Spirit of competition; chance to be successful
No responsibility
Producing a tangible product
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Work Values

Very

Somewhat

Important

Important

Not Important

Having responsibility
Working with details, data, numbers
Working with things/machines
Working with people
Working with ideas
Challenging work
Job security
Good salary
Seeing results of work; accountability
Opportunity to use my special skills/knowledge
Working with an organisation/people of high
integrity
Producing high quality work
Now ask again your recipient to look through the completed checklist. Of the items s/he rated as
Very Important ask the recipient to pick the three that are most important to you at the moment.
When s/he is considering applying for a different job, consider whether or not it will meet the
work values s/he has identified. Occasionally s/he may decide to take a job that doesn't quite meet
his/her criteria, as you see it as a 'stepping-stone' to the career s/he really wants.
Let the recipient to complete the following:
The most important values for me are:
1.
2.
3.

Test : “Work values and motivation”
The following categories of values motivate recipients with disabilities to varying degrees. This
exercise is designed to help your recipient to prioritize his/her values.
Ask your recipient to indicate how important each of the following is to him/her by
circling one appropriate number having in mind the following legend:
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Not

at

all Not important

Somewhat

important

Important

Very important

4

5

important

1

2

3

1. INDEPENDENCE
1

Working independently, with minimal supervision

1

2

3

4

5

2

Depending primarily on myself for getting the job done

1

2

3

4

5

3

Working alone mostly of the time

1

2

3

4

5

4

Setting my own goals and schedule

1

2

3

4

5

5

Making the final decisions on work that I do

1

2

3

4

5

TOTAL:
2. CREATIVITY
1

Using and developing my creative thinking

1

2

3

4

5

2

Contributing new ideas in work situations

1

2

3

4

5

3

Inventing/utilizing new techniques or approaches to 1

2

3

4

5

2

3

4

5

1

2

3

4

5

problems
4

Using original solutions rather than relying on routing 1
procedures

5

Producing a unique product or result

TOTAL:
3. CHALLENGE
1

Solving difficult problems

1

2

3

4

5

2

Handling assignments that challenge or require me to

1

2

3

4

5

avoid 1

2

3

4

5

learn something
3

Tackling

assignments

by

others

prefer

to

4

Doing something others said couldn't be done

1

2

3

4

5

5

Avoiding work that is easy

1

2

3

4

5
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TOTAL:
4. MONEY
1

Having a level of income that affords my needs

1

2

3

4

5

2

Having financial security

1

2

3

4

5

3

Having an unlimited potential for income

1

2

3

4

5

4

Having a high level of fringe benefits or bonuses

1

2

3

4

5

5

Being financially independent

1

2

3

4

5

TOTAL:

5. SELF EXPRESSION
1

Being able to express my ideas through work

1

2

3

4

5

2

Developing my full potential

1

2

3

4

5

3

Expressing my unique talents or abilities through my work

1

2

3

4

5

4

Having a job that I can fit

1

2

3

4

5

5

Being myself in the work environment

1

2

3

4

5

TOTAL:
6. SERVICE TO OTHERS
1

Helping or giving service to others

1

2

3

4

5

2

Working for an organization that benefits to the society

1

2

3

4

5

3

Making the world a better place to live

1

2

3

4

5

4

Being useful or needed

1

2

3

4

5

5

Helping those who are less fortunate than I am

1

2

3

4

5

TOTAL:
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7. POWER
1

Seeing things happen as a result of my effort

1

2

3

4

5

2

Using my leadership abilities influencing the direction of the 1

2

3

4

5

organization
3

Supervising/directing the work of others

1

2

3

4

5

4

Being responsible for projects or large numbers of people

1

2

3

4

5

5

Influencing other people

1

2

3

4

5

TOTAL:

8. ACHIEVEMENTS
1

Having the opportunity to advance to higher position

1

2

3

4

5

2

Achieving a high level of competence in my work

1

2

3

4

5

3

Seeing the final results of my work

1

2

3

4

5

4

Regularly setting and accomplishing goals

1

2

3

4

5

5

Being able to master new information and skills

1

2

3

4

5

TOTAL:
9. RECOGNITION
1

Recognition of my work achievements

1

2

3

4

5

2

Being affiliated with a well-known and respected organization 1

2

3

4

5

3

Having my work recognized and valued by my colleagues

1

2

3

4

5

4

Being respected by my colleagues for my achievements and
1

2

3

4

5

contributions
5

Having my work acknowledged by promotions / bonuses

TOTAL:
10. INTERPERSONAL RELATIONS
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1

Working with people who can accept me as I am no matter my 1

2

3

4

5

disability
2

Meeting and cooperating with new people

1

2

3

4

5

3

Establishing new teams

1

2

3

4

5

4

Interacting with a wide variety of people on a regular basis

1

2

3

4

5

5

Working in a harmonious environment in which each person 1

2

3

4

5

is valued for his/her unique personality
TOTAL:
11. VARIETY
1

Working in different environment settings

1

2

3

4

5

2

Having a wide variety of responsibilities

1

2

3

4

5

3

Avoiding routine activities

1

2

3

4

5

4

Being able to modify my job occasionally

1

2

3

4

5

5

Having work that exposes me to new situations, people and 1

2

3

4

5

ideas regularly
TOTAL:
SCORING INSTRUCTIONS
Go back to the each value category; total recipients’ score and divide by 5. Write in the graph below
with the total for each category and compare the score:
Which three values are with highest priorities for the recipient?
1.
2.
3.
Which three are his/her lowest?
1.
2.
3.
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Are these priorities reflected in his current position on the labour market?

What conflicts or discrepancies do you see between his/her values and work?

How s/he can change this situation with your support as a SE coacher?

Test: “Goal achievement”
The success of your recipient with disability depends on the achieving of the goals set in a job.
Some people persist in their goal achievement and put many efforts to reach them. This test allows
estimating the degree of persistence to goal achievement in unfavourable circumstances.
Print the following test and ask your recipient to answer the following questions by circling the
number that is most closely related to the degree of difficulty of proposed situations as follows:
Legend:
Not difficult to succeed

Moderately difficult

Very difficult, it requires a lot
of efforts

1

2

3

1. Answering to employer who requires a specific task

1

2

3

2. Answering to a colleague who insists on your help

1

2

3

3. Addressing people in higher positions who are very busy and insist on

1

2

3

1

2

3

5. Organisation of team meetings on resolving problems and reorganization of 1

2

3

support
4. Asking other colleagues for support for a particular task

activities if necessarily
6. Relationship with a colleague who badly does his job

1

2

3

7. Discussing with subordinates the questions of working conditions and

1

2

3

payment
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8. Strictness towards tasks required by your mentor or supervisor

1

2

3

9. Following rules and code of conduct

1

2

3

10. Dismissing a badly working colleague

1

2

3

11. Working with people underestimating or indifferent to your actions

1

2

3

12. Discussing with your superiors the questions of your job promotion or

1

2

3

13. Defending your interests

1

2

3

14. Accurate completion of all planned tasks

1

2

3

15. Defending your personal point of view which is different from those of the

1

2

3

1

2

3

17. Necessity to complete minor tasks neglecting the major one

1

2

3

18. Solving conflicting situations

1

2

3

19. Speaking in front of audience

1

2

3

payment

superiors
16. Refusing to take an insignificant task despite the fact that there is enough
time to be completed

And now calculate the results.


If it is over 45 means low persistence in goal achievement of the recipient;



If it is 35-45 means moderate degree of persistence in goal achievement;



Below 30 means high degree of persistence in goal achievement

Activity: “Chilling out”
This activity can be done individually or can be facilitated within a large group.
As you will probably have already noticed, job searching can be jollied stressful for your recipient!
So it is important that you give him/her time to chill out, relax and de-stress every now and then
too!
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The following exercise is designed to help your recipient in countless ways, not just for personal
relaxation, but also to help him/her to stay calm, more relaxed, confident and in control when
facing meetings with employers.
To let go of stress properly, we can take him/her through three different levels of relaxation:
Level one: Releasing any pent up stress from his/her body
At times of high-stress people often hold tension in their shoulders and back – stress can also be
seen in their face through frowning and grimacing.
Firstly, the recipient can feel better for releasing this tension, but secondly s/he will improve
his/her posture and facial expression, which will give him/her more positive body language when
meeting other people.
Level two: Settling recipients’ emotions and releasing negative emotions.
It is important that your recipient is emotionally calm, relaxed and settled. Unbalanced emotions
can result in your recipient becoming stressed and pent up with negative energy that may
influence his/her behaviour and will certainly be picked up by other people. While job searching,
it is important to keep your recipient motivated and focus on the positive attitude. If negative
experiences occur, it is useful to advice him/her to try and let go of the negative emotions attached
to these from his/her mind and focus on the positive energy connected to pleasant experiences.
Thus outwardly your recipient will appear calm, relaxed and positive – which will make him/her
more approachable and pleasant to talk to, and will also influence the responses and comments
that s/he may make.

Level three: Dispelling negative thoughts and keeping a balanced state of mind
Once you have settled the emotions of your recipient and s/he is feeling calm and tranquil, your
recipient can then going to a level deeper, to the level of thought, again letting go of any negative
thoughts and breathing in positive mental energy. If s/he can successfully draw these in and focus
on them, s/he will feel content, positive and motivated to succeed, which will help him/her to
bring about better results.
The exercise
You can perform this exercise with your recipient as long as is appropriate to the situation that
s/he is in, or as long as s/he likes. The good thing is that it can be done wherever s/he wants.
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Here are some simple step-by-step instructions.
Let your recipient to feel free to insert his/her own time allowances and to change it to suit
him/her.
Step One: Physical relaxation
Guidance by the SE coacher:


Make sure you are sitting comfortably with your back straight.



Place your hands in your lap with your palms facing upwards, so that your body is open to
taking in as much positive energy as possible.



Now close your eyes…



Relax your body, starting at your feet. Your feet should be flat on the floor. Become aware
of your feet and consciously let go of any tension and relax the muscles.



Continue to your ankles, your calves, your knees and your thighs – taking your awareness
up your legs and let go of any tension.



Now take your awareness up towards your hips, your buttocks and the base of your spine,
all the time relaxing. Then feel relaxation flowing up your spine.



Keep moving up your back until you reach your shoulders – this is a key area where lots
of people hold a lot of stress and tension, so spend as long as you need, relaxing your
shoulders and losing the tension.



Now bring your awareness to the front of your body and relax your abdomen. Relax your
chest. Take your awareness to your hands and just relax your hands. Feel the relaxation
rising up your arms as you re-join the shoulders and just let go of any tension.



Now relax your neck as best you can in accordance with your posture.



Relax your chin and your mouth, relax your nose, relax your eyes, and your eyebrows and
forehead. Tension is held in all the small parts of your face and it will feel better when you
have taken it away. Just let go of any tension in your face and relax your scalp.

Step two: Balancing emotions
Now that your body is completely relaxed and tension free, you can take your awareness deeper
to the emotional level.


First of all become aware of any negative emotions you may have experienced throughout
the day. Just bring them to your mind's eye. They could be to do with how you have been
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made to feel during this course, on your journey, or even something those occurred earlier
this week, but find the emotion and focus on it.


Feel the emotion and focus on it for a few moments.



Now take in a deep cleansing breath of air and concentrating on the negative emotion,
breath it out and away from your body. Picture the emotion as a murky grey mist, or an
unpleasant smell or texture leaving you and leaving your emotions settled and cleansed.



Now take your awareness back to your emotions. Focus on a positive emotion, a feeling of
happiness that you may have had today when you were pleased with something that you
achieved, a moment when you felt loved or appreciated today and just hold it.



Concentrate on that emotion and feel the positive energy that comes from the emotion.



Take a deep breath, and focusing on the good emotion that you are feeling, concentrating
on how it makes you feel, breathe in the warmth of the emotion and let it fill your whole
body. Let the positive energy fill every cell of your body as you breathe in. And feel that
your emotions are settled.



Spend a few moments in this calm, relaxed state.

Step three: Positive thoughts
Now your emotions are settled and calm, you can go a level deeper, to your thoughts. Again we
are first of all going to become aware of the negative and then the positive.


Take your awareness deep into your mind and become aware of any negative thoughts
you may have experienced recently. Just bring them to your mind's eye.



Once you have the negative thoughts, whatever it is, do not judge yourself for having it,
just become aware of it and realise that you can let go of it.



Take a deep breath, and just release, breathe out the negative thoughts from your body,
picturing it leaving you as murky grey cloud.



Now take your awareness back to your mind and bring to mind any positive thoughts you
have experienced recently.



Hold the positive thought and recognise that this is the real you.



Now taking a deep breath, breathe in the positive energy that the thought is producing and
bring it into very cell of your body. Let the positive energy flow throughout you and hold
that warm relaxed feeling.



Just enjoy the sensation for a few moments.
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Now become aware of your body which is relaxed, your emotional state which is settled
and your mind which is calm. Just stay with this state and focus on your breathing for a
few moments.



You can access this positive energy whenever you need to.



Let the positive energy flow out and bring success to your day.



And when you are ready, just open your eyes and relax.
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III. TOOLS FOR VOCATIONAL PROFILING
Worksheet “Who am I?”
For self-confidence, it is necessary that your recipient knows him/herself and recognise his/her
potential, as well as having an idea of what improvements s/he could make.
By the end of this worksheet you will have a comprehensive list of his/her personal attributes in
a concise summary.
Please aks your recipient to answer the questions honestly and in full.
1.

What do you enjoy doing the most?

2.

Why do you enjoy doing it?

3.

What do you physically or mentally have to do to participate in this activity? (e.g. attend
meetings, research on the Internet, etc.)

4.

What skills have you attained through participating in these activities? (e.g. if you are a
member of a society or local club, then you can work successfully in a team and may be a
good verbal communicator).

5.

How

could

these

skills

be

used

when

doing

other

things?

(e.g. watching DVDs requires good concentration and comprehension, which would be
highly useful when listening to people's problems or reading factual documents).

6.

Now write a list of the skills that you have just recognised as having, bearing in mind how
they could be transferred to a work situation.

Congratulations!
Now your recipient has a list of skills that s/he can acknowledge as his/her strengths. You can
use this list when creating together with your recipient his/her CV, completing application forms
or even to promote the skills s/he possesses in an interview!
These transferable skills are very important when s/he has the ability to transfer them from one
situation into another that is work-based.
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You can repeat this exercise with all aspects related to his/her life situations. The idea is to
surprise him/her how many transferable skills s/he hold!
Probably s/he may not have thought that these skills are valuable to an employer, but they are
indeed! They become highly useful to an employer when /she adapting them for use in the
workplace.
For example, if s/he does not have office-based work experience, s/he may find that s/he still has
attained the related skills in other areas of his/her life, i.e. through filing away utility bills, making
enquiries by telephone, writing complaint letters, etc.

Activity “Increasing sales”
Can be used:


to develop self-confidence, verbal and non-verbal communication skills and social
behaviour skills of your recipients.

Discussion topic
To increase the sales of a product, it needs to be sold more effectively. This can be done by better
advertising through verbal and non-verbal communication; making the product more useful or
more aesthetically appealing or even by adding new features to it.
Like the product you need to make your recipients more marketable, to increase their success at
making the right impression and potentially securing more job offers. This can be done through
selling themselves more effectively through verbal and non-verbal communication; improving
social behaviour and self-presentation and by picking up new skills, qualifications and
experiences.
Instructions


Agree the length of time exchanging ideas on how s/he would make his/her chosen
object/product more marketable.



Record his/her findings and set themselves realistic short-term and long-term targets for
achieving those items identified for increasing their marketability.

Outcomes
recipients will identify improvements that they could make to themselves, and thought about how
these could be achieved, whilst recognising the hugely positive effect that these steps could have
on their employability and success as a whole.
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Test “What is your body language saying?”
An international research conducted by the psychologist, Prof. Albert Mehrabian concluded that:


55 per cent of a first impression formed about each person consists of how our appearance is
perceived



38 per cent consists of how we non-verbally communicate, and how it is perceived



Staggeringly only seven percent of a first impression formed about us consists of what we
actually say.

So 55 per cent of someone's first impression of us is based on our appearance, which consists of:
height, weight, colouring, hairstyle, accessories, clothing etc.
Image is also important because it affects how we feel about ourselves. When we feel we are
presenting ourselves well, we gain in confidence and self-esteem. This process is called the cycle
of success.
Ask your recipient to answer the following questions, responding by choosing either a, b or c.
This is only a bit of fun, but s/he should find it a useful tool in discovering what messages s/he
could be giving off, or gaining from others.
The answers given for each question are based on majority opinions and the views of body
language experts.
Questions

1.

What do crossed arms say?
a. I am smart and tidy
b. I am afraid of you
c. I disagree with you.

What does a tilted head say?
a. I don't understand what you are saying
b. I am very interested in what you are saying
c. My neck hurts, so I must tilt it to the side slightly.
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What does a head resting on a hand say?
a. I'm very interested, tell me more…
b. I'm bored
c. I have a very sore chin.

What does a screwed up face say?
a. I'm about to cry
b. I'm concerned
c. I am exercising my facial muscles.

What does it mean when you hold your open palms out in front of you?
a. I'm hungry; can you give me some food?
b. I'm open to suggestions/I don't mind
c. I want to give you a hug.

What does a clenched hand mean?
a. I am going to punch you
b. I am holding something
c. I am anxious.

What would someone think if you were rubbing or poking your eyes?
a. My eyes are sore
b. I'm tired
c. I can't see what you are talking about.

What does rubbing the back of your neck mean?
a. I have a sore neck
b. I am frustrated
c. I am fidgeting.

What would be interpreted from holding your hand to your chest?
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a. I am having a heart attack
b. I am in love with you
c. I really mean and feel passionate about what I am saying.

What does rocking back and forth in your seat suggest?
a. I am bored
b. I am uncomfortable
c. I am an energetic person.

What impression would you portray by putting your feet up on something?
a. I feel at home and comfortable here
b. I don’t follow rules and I will not follow yours
c. I am rude and over familiar.

Answers
1.

b or c

2.

a or b

3.

a or b

4.

a or b

5.

b or c

6.

b or c

7.

a or b or c

8.

a or b or c

9.

b or c

10.

a or b

11.

a or b or c.

You as a SE coacher can use the following explanation in your conversation with the recipient:
The reason why there are two, or at times three, different answers to these questions is that
gestures can be interpreted in different ways dependent on the situation. For example, if we are
talking about a professional situation, such as an interview, business meeting or networking
opportunity, a formal manner would be required.
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Although fidgeting or rubbing your eyes in the privacy of your own home or with a relative or
good friend may be suitable, in a formal setting these same behaviours would be interpreted
differently. In an extreme case, putting your feet up on a table or desk would be considered highly
rude and give a very bad impression to an interviewer.
Many people are particularly squeamish about eyes and find it unbearable to see someone poking
their eyes. Rubbing your eyes may also be interpreted as being tired and unable to attend totally
to the conversation. This is not an impression that you wish to create.
Some of these gestures can be viewed differently depending on the forms of communication that
you are using alongside them.
For example, tilting your head slightly whilst occasionally nodding would show interest in what
someone was saying to you, whilst tilting your head alone could be perceived as a display of
boredom.
It is hoped that this quiz demonstrates to you the importance of gestures and the many negative
and positive ways in which they can be perceived.

Worksheet “Non-verbal communication”
It will be very important and beneficial for your recipient if you conduct a session regarding the
importance of the non-verbal communication so called „What does your body language say about
you? “
You may use the below tips as a guidance material which is concluding with the five successful
tips which the recipient could implements during a job interview.
Posture


A confident posture makes you appear confident, but also makes you feel confident.



Sitting up straight and leaning forward in a chair can say a great deal about you. It shows you
are interested, engaged and involved in the conversation.



You should sit towards the front half of your chair. This makes you appear alert and interested
and makes getting up easier as well.



Conversely, a slumped posture suggests low spirits and energy and disinterest in a
conversation or situation.



Good posture does more than just give you an authoritative presence. It is also good for your
muscles and bones.
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Standing up straight and walking purposefully can give, even the smallest or most nervous
person, presence. Try it; you will feel the difference.

Gestures


Gestures often illustrate how you are feeling and what you are thinking. Using gestures when
you talk helps make your conversation or business presentation more animated and
interesting. Gestures stress the most important parts of what you are trying to express.



Be aware that gestures can be misleading. They sometimes suggest feelings to other people
that may not be accurate. For example, it you stand or sit with your arms crossed you may be
seen as cold, aloof, or angry.



Many gestures like crossed arms are unconscious, so it may take someone like an image
consultant to identify inaccurate gestures and advise on more suitable replacements.

Facial expressions
There are seven basic emotions which humans express in the same way, no matter what culture
they are from. These emotions are: happiness, sadness, surprise, fear, anger, disgust and
embarrassment. When one of these emotions shows clearly on someone’s face, we instantly
understand it.
It is possible to learn to mask some of these feelings to avoid offending someone or expressing an
emotion or opinion that you would sooner keep to yourself. Some facial expressions are more
difficult to hide. Tightening the jaw and lips is often unintentional and can signal feelings of anxiety
or anger. Furrowed eyebrows can show feelings of confusion or surprise. By becoming aware of
and mastering your facial expressions you will give others a more positive impression of you.
If you forget everything else…don’t forget to smile. It seems simple, but a smile goes a long way in
business as well as in personal relationships.
In most situations, a smile puts people at ease and tells those around you that you are enjoying
being with them. It will also help to relax you and will serve to put an interviewer at ease.
Eye contact
Eye contact establishes rapport and trust ― two very important attributes when meeting a
potential employer.
As a speaker, good eye contact helps exhibit confidence. As a listener, eye contact shows respect
and interest in what is being said. However, 100 per cent eye contact is intimidating. In a typical
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conversation, the speaker makes eye contact about 40 per cent of the time, while the listener
makes eye contact about 70 per cent of the time.
Eye contact may be a bit harder if you have sight impairment, but it is not impossible to give the
illusion of eye contact.
Giving the illusion of eye contact can be achieved by looking in the direction of the speaker's voice,
and adjusting your gaze depending on whether the speaker is sitting or standing. You tend to
improve the accuracy of your gaze as the conversation progresses.
As a SE coacher you may suggest the following non-verbal communicative tips for job
interviews
Non-verbal forms of communication can be particularly powerful in face-to-face communication
such as an interview.
1.

First, approach an interviewer with a smile on your face. This will give you confidence and
give the interviewer a warm introduction to you. Do this regardless of how nervous you
are feeling.

2.

Be sure to make eye contact as you approach the person.

3.

When you feel confident, introduce yourself and ask the other person what their name is.
It may be preferable to ask this before they ask you, as then you are in control of the
conversation. This prevents a situation where you are not sure if a person is addressing
you or someone else.

4.

It may be an idea when entering an interview situation to extend your hand when the
introductions are being made. You may want to instigate a handshake on arrival and on
leaving. This will make you look confident and avoid you not realising that someone has
extended their hand towards you.

5.

Regardless of the other person’s gender or status, extend your hand and present a firm
grip. As a rule you should try to match the other person’s firmness.

Worksheet “Verbal communication”
This worksheet is a useful learning tool for jobseekers wishing to improve the way they use their
voices.
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First step as SE coacher is to clarify why the recipient should work on his/her voice.
You may use the following information while conducting this session:
Voice is so often the first point of contact in business and other interactions, and speaking well
gives a great boost to your confidence. A large part of the first impression you make anywhere is
to do with your voice. Don’t believe me? Think back to school and how much you inferred from
the first words you heard a new teacher speak!
We all speak, but few of us expertly! We all tell stories, but many of us are unaware of just how
much!
How does our voice work?
Your voice makes direct contact with your listener. Electrical energy in your brain becomes kinetic
energy in your larynx which becomes acoustic energy as a shock wave travels from your mouth
at the speed of sound. This then becomes kinetic energy again as it vibrates your listener’s
eardrum, and finally electrical energy again as your listener understands your words. This all
takes far less than a second!
Top tips for voice production


Drink plenty of water – drinking plenty of water (not coffee, tea, etc.) is the best and simplest
way to keep your voice healthy. Vocal health is directly related to your body’s hydration levels.



Breathe – your voice should always be supported by plenty of breath beneath it as you speak.

You may suggest to your recipient the following exercises which will contribute to the improvement
of the verbal communicative skills.
Exercise one
Try this exercise for practising your breathing.


Stand up and place a hand on your stomach.



Breathe out fully, feeling the way your stomach assists by pushing out the air.



Then simply release all tension in your stomach muscles, and allow this release to be the start
of a deep inhalation.



Practise repeatedly until it becomes second nature!



Sing – when you’re at home, travelling in a car, whenever you can! Singing freely and
comfortably (never force the volume) will strengthen your voice.



Chant and speak.
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Exercise two


Take a poem or a song you know by heart and chant it slowly.



Do this, like a monk, on only one note, making the most of every sound. Enjoy the sensation of
sound filling your mouth.



Chant through at least once. Then, starting again, chant one line then speak the next!



When speaking, allow the energy of chant to carry through into speech.



Talk Nonsense! – practise the following exercise with friends or colleagues.

Exercise three


Hold conversations without using real words – this way only tone of voice will be able to
convey meaning.



Play like this for a good period of time, then go straight into talking with words but ask yourself
to allow the same variety of tone and pitch.

Activity “Speed interview”
Instructions for SE coacher who can set up an improvised speed interviewing session:
Aims


to give the attending jobseekers with disabilities a realistic experience of a job interview in an
innovative and efficient format.



to gain immediate, helpful feedback which they can use to improve their own interview
technique.



to meet and benefit from the experience and knowledge of professionals from leading
companies.

Layout
The room can be arranged as you wish. We recommend:


Small tables arranged in a circular formation or lines of tables arranged in a U-shape
formation.

53
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may
be made of the information contained therein.



One seat placed at either side of each small table or in a similar fashion along longer tables
(ensuring each pair has sufficient space to talk without disturbing others).



A speed interviewing feedback sheet, and speed interviewing questions (Worksheet 3.1 and
Worksheet 3.2) and a pen laid on each table.



The facilitator stands at the front of the room with a timer, bell and any other necessary
equipment.



Interviewees all sit facing either inwards or outwards the circle/U-shape centre.



Interviewers sit facing the interviewees.

Timing


Each speed interview will last three minutes.



The interviewer will then be given 30 seconds to make any additional written comments on
the Speed interviewing feedback sheet (Worksheet 3.1) about the interviewee concerned.



The interviewer will then be given a further one minute to provide their interviewee with
verbal feedback.



The interviewer is then given 30 seconds to move to their next interviewee.



The whole thing starts again!

Questions
You can use speed interviewing questions or any questions that they have used or prefer to use in
their own interviewing experience.
1. Why do you want to work here?
2. What kind of experience do you have for this job?
3. What are the broad responsibilities of your current job?
4. How does your current job relate to the corporate objectives of your organisation?
5. What aspect of your current job is the most important?
6. What are your greatest achievements?
7. What did you dislike about your last job?
8. How long would you intend staying with us?
9. Tell me about yourself.
10. What interests you about this job?
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11. What is your greatest strength?
12. What can you do for us that someone else cannot?
13. Describe a problem you have had to deal with?
14. Do you prefer working alone or with others?
15. What would you like to be doing in five years from now?
16. Why should I employ you?
17. What are your strengths and weaknesses?
18. How do you see yourself in five years?
19. What makes you think you are qualified to do this job?
20. Can you work under pressure?
21. Why are you leaving your current job?
22. Why should we employ you?
23. Why do you want to work for us?
It is essential that you are as critical and honest as possible, in order for jobseekers to gain the
utmost benefit from the exercise.
You as a SE coacher could provide the following clarification and guidance in terms of those tough
questions:
Why do you want to work here?


Prior research will help your recipient to decide the company's good points – s/he could say
e.g. "I believe your company will provide me with a stable and happy work environment".

What kind of experience do you have for this job?


The recipient should “sell” him/herself.



S/he needs to know what is critical to the employer.



All

companies

are

looking

for

someone

who

can

make

a

difference within six months.
If you the recipient doesn't know what the job involves s/he may ask:


What kind of work would I be expected to do?



What are the broad responsibilities of a ..... ?
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This question has three levels:


The recipient should know where s/he could fit into an organisation.



It establishes how much s/he knows or does not already know.



If s/he doesn't understand the job, s/he will be knocked out there.

Always advise your recipient to avoid use of jargon.
How does your job relate to the corporate objectives of your organisation?


This checks his/her ability to get the job done as part of a team.

What aspect of your job is the most important?


A wrong answer to this can knock him/her out of the running.



The question establishes time management, prioritising and task avoidance.

What did you dislike about your last job?


Most interviews start with a preamble about the organisation/job - this will help the recipient
to answer the question.



Advice he/she to keep his/her answers short and positive, e.g. s/he likes everything about
your current job.

How long would you intend staying with us?


Explain to your recipient that the interviewer may be thinking about offering him/her a job.



The jobseeker could put the ball back in their court e.g. "I'd like to stay as long as I'm making
a contribution. How long do you see me as staying?"

What would you like to be doing 5 years from now?


Advice that the answer should show a desire to be regarded as a professional team player.

What are your qualifications?
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The recipient should check out whether the interviewer means job related or academic?

What are your greatest achievements?


Advice that the recipient should keep answers job-related.



The information which is on recipients’ CV will help him/her to answer this question.

What is your greatest strength?


The recipient may identify the main ones from his/her CV.



Remind to the recipient that s/he needs to demonstrate: reliability, tenacity, reactivity to
change.

What interests you about this job?


Be sure that your recipient has enough information to answer.

Why should I employ you?


Here you recipient should give a short and to the point answer.



S/he may repeat his/her job description and skills.

What can you do for us that someone else cannot?


Use job description and overlay with what s/he can do – relate to achievements.

Describe a problem you have had to deal with


This question is designed to assess his/her analytical skills.



Advice to use this five step plan when answering the question:
a. Examine the problem.
b. Assess hidden factors.
c. Identify possible solutions.
d. Consider consequences and cost implications of solutions.
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e. Recommend solution and seek advice and/or approval.


Then the recipient could also give an example.

What have you done that has shown initiative?


This assesses whether your recipient is a "doer" who will save time, money and costs.

Do you prefer working alone or with others?


Before answering your recipient should make sure that s/he knows whether s/he is required
to work alone.

Here we may suggest 5 questions that your recipient could ask at the end of the interview:

1.

If you employ me what would your specific expectations be?

2.

Why is the position open?

3.

What would you most like an employee to bring to this company?

4.

What is a typical work day like?

5.

What are the career development options?

6.

What can someone at this level, who is performing well, hope to achieve?

Worksheet “Starting a job search”
Starting a job search can be a daunting task for your recipient with disability. There are a
bewildering number of job roles in the labour market and sometimes it can be hard to know what
s/he could and should be applying for.
Advice him/her that before s/he start sending out his/her CV or completing application forms
s/he needs to thinking about where s/he is.
This will include:


His/her knowledge - you as a SE coacher may ask the following questions: What do you
know? What subjects have you studied? What training courses have you attended?

58
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may
be made of the information contained therein.



His/her skills you as a SE coacher may ask the following questions: - What do you do well?
What do people compliment you on?



His/her experience you as a SE coacher may ask the following questions: - What jobs and
roles have you performed in the past? What have you learned? Where have you been
successful?



His/her interests you as a SE coacher may ask the following questions: - What do you enjoy
doing? What are you passionate about? What hobbies or interests do you have?



His/her resources you as a SE coacher may ask the following questions: - What financial
resources can you draw upon? What contacts do you have? Who is prepared to help you?

It is also important to guide him/her to think about where s/he wants to be. Setting employment
objectives can include:


What type of occupations s/he is interested in?



How far is s/he prepared to travel independently to work?

Worksheet “Skill’s quest”
We are providing you with this skills self-assessment questionnaire. It aims to evaluate the
following three important characteristics which are very important in terms of successful
inclusion on the labour market of your recipient with disability.
Competency – the ability to fulfil a given task
Skill – a learned capacity or a talent to achieve certain expected results
Quality – inherent to the person character features
You can use the following list to assess the qualities, skills and competencies that your recipient
possess or need to develop. The list contains 73 items, which you can evaluate using the following
grades:
1 – No, it is not typical for him/her.
2 – S/he has some potential but s/he needs to develop it
3 – Yes, it is quite typical for him/her.
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Ask you recipient to answer to one of the
three options:
1
Skill, competency or quality:

2

3

No, it is not I have some Yes, it is quite
typical for me. potential but typical for me.
need

to

develop it.
1.

I can organize my time.

2.

I can allocate money.

3.

I can use devices such as cash points, security
systems, services such as paying by Internet,
using laundry etc.

4.

I can manage human resources.

5.

I can perform two or more parallel activities.

6.

I can set my priorities.

7.

I can plan effectively the achievement of my
goals.

8.

I have friends that are quite different regarding
character, age or profession.

9.

I have just as many friends as I need.

10. I can freely talk to people I don’t know well.
11. I can work in a multicultural environment.
12. I am a good listener.
13. I am used to working and studying with
numerous people.
14. I can select the appropriate for my needs
technology (computers, office technology and so
on).
15. I can select the appropriate for a specific task
technology.
16. I am interested in technology.
17. I maintain and cope with technology.
18. I can identify the different alternatives in a given
situation.
19. I can find different solutions in a given situation.
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Ask you recipient to answer to one of the
three options:
1
Skill, competency or quality:

2

3

No, it is not I have some Yes, it is quite
typical for me. potential but typical for me.
need

to

develop it.
20. I have the ability to adapt my personal qualities
to new situations.
21. I can overcome difficulties/ challenges.
22. I can identify the appropriate resources/
support.
23. I have a creative thinking.
24. I have good and helpful memory.
25. I have the ability to learn.
26. I have the ability to reasoning the solutions (The
ability to evaluate a given event from different
points of view, considering its different aspects
and the consequences, deriving from it)
27. I am an adaptive person.
28. I have a flexible behaviour in the different
situations.
29. I can take individual responsibility.
30. I a self-respected person.
31. I show independency in my activities and
behaviour.
32. I am an honest and trustworthy person.
33. I can be persistent.
34. I use and evaluate information.
35. I can look for and find appropriate information.
36. I use computers to process information.
37. Quite often I participate in discussions with
colleagues and friends.
38. I give and receive information on the phone.
39. I can express my opinion.
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Ask you recipient to answer to one of the
three options:
1
Skill, competency or quality:

2

3

No, it is not I have some Yes, it is quite
typical for me. potential but typical for me.
need

to

develop it.
40. I participate as a member of a team.
41. I participate in communities (a union of people
in the, established in the name of a concrete goal
or because of common interests such as
different unions of people with disabilities or a
professional union like artists unions for
example).
42. I am a part of an organization (public, private or
informal group of people).
43. I can take personal responsibility in team tasks.
44. I can be supportive and/ or cooperate with
colleagues.
45. I can work with MS Word.
46. I can use computer/ video links
47. I work with MS Excel.
48. I use different computer programmes.
49. I can send fax messages.
50. I can format documents.
51. I can use computer aided drawing.
52. Drawbacks make my decisions firmer.
53. I never postpone what needs to be done
immediately.
54. When I work together with other people I have
better results than theirs.
55. It is difficult for me to give up a task even if it is
difficult for me.
56. If I lack some knowledge for a given task I am
ready to work hard to acquire them.
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Ask you recipient to answer to one of the
three options:
1
Skill, competency or quality:

2

3

No, it is not I have some Yes, it is quite
typical for me. potential but typical for me.
need

to

develop it.
57. I am more inclined to perform the tasks than to
run their execution.
58. I feel better when I carry out tasks, given to me
by someone else.
59. It is important for me to get the approval of the
authority.
60. I like to be in charge of the performance of the
tasks.
61. I can talk people into my point of view.
62. I can initiate the organization of work (sport,
entertaining) groups.
63. I can take responsibility.
64. I’d rather talk and the others listen to me than
vice versa.
65. I can formulate my statements well.
66. When a certain problem is being discussed, I like
to take the floor.
67. I am not bothered when I have to speak in public.
68. I like to be in the centre of attention.
69. I can keep my balance even if I am actually
worried.
70. I am could speak a foreign language.
71. I know two foreign languages.
72. I learn foreign languages quite easily.

Analysis of the skills:
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You can use the following classification to define: his/her strong skills , the ones you find
necessary to develop and the qualities (items 23- 33) s/he possess, that would be useful as in
professional so in personal aspects.
1-7 Organizational skills
8- 13 Communicative skills
14- 17 working with equipment
18- 22 Problem solving
23- 33 Personal qualities
34- 36 Data processing
37- 44 Teamwork
45- 52 Computer literacy
53- 57 Motivation
58- 60 Prefers to perform rather than lead
61- 65 Leadership
66- 70 Presentation skills
71- 72 Foreign languages

Test “Are you a good team player?”
This survey will help you as a SE coacher to identify your recipients’ interpersonal style as a team
member.
It is important to point to your recipient that there are no right and wrong answers.
Ask your recipient to answer the following set of questions:
1. During team meetings, I usually:
a) provide the team with technical data or information.
b) keep the team focused on our mission or goals.
c) make sure everyone is involved in the discussion.
d) raise questions about our goals or methods.
2. In relating to the team leader, I:
a) suggest that our work be goal directed.
b) try to help him/her build a positive team climate.
c) am willing to disagree with him/her when necessary.
d) offer advice based upon my area of expertise.
3. Under stress, I sometimes:
a) overuse humour and other tension-reducing devices.
b) am too direct in communicating with other team members.
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c) lose patience with the need to get everyone involved in discussions.
d) complain to outsiders about problems facing the team.
4. When conflicts arise on the team, I usually:
a) press for an honest discussion of the differences.
b) provide reasons why one side or the other is correct.
c) see the differences as a basis for a possible change in team direction.
d) try to break the tension with a supportive or humorous remark.
5. Other team members usually see me as:
a) factual.
b) flexible.
c) encouraging.
d) candid.
6. At times, I am:
a) too results oriented.
b) too laid-back.
c) self-righteous.
d) short-sighted.
7. When things go wrong on the team, I usually:
a) push for increased emphasis on listening, feedback, and participation.
b) press for a candid discussion of our problems.
c) work hard to provide more and better information.
d) suggest that we revisit our basic mission.
8. A risky team contribution for me is to:
a) question some aspect of the team's work.
b) push the team to set higher performance standards.
c) work outside my defined role or job area.
d) provide other team members with feedback on their behaviour as team members.
9. Sometimes other team members see me as:
a) a perfectionist.
b) unwilling to reassess the team's mission or goals.
c) not serious about getting the real job done.
d) a nit-picker.
10. I believe team problem solving requires:
a) cooperation by all team members.
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b) high-level listening skills.
c) a willingness to ask tough questions.
d) good solid data.
11. When a new team is forming, I usually:
a) try to meet and get to know other team members.
b) ask pointed questions about our goals and methods.
c) want to know what is expected of me.
d) seek clarity about our basic mission.
12. At times, I make other people feel:
a) dishonest because they are not able to be as confrontational as I am.
b) guilty because they don't live up to my standards.
c) small-minded because they don't think long-range.
d) heartless because they don't care about how people relate to each other.
13. I believe the role of the team leader is to:
a) ensure the efficient solution of business problems.
b) help the team establish long-range goals and short-term objectives.
c) create a participatory decision-making climate.
d) bring out diverse ideas and challenge assumptions.
14. I believe team decisions should be based on:
a) the team's mission and goals.
b) a consensus of team members.
c) an open and candid assessment of the issues.
d) the weight of the evidence.
15. Sometimes I:
a) see team climate as an end in itself.
b) play devil's advocate far too long
c) fail to see the importance of effective team process.
d) overemphasize strategic issues and minimize short-term task accomplishments.
16. People have often described me as:
a) independent.
b) dependable.
c) imaginative.
d) participative.
17. Most of the time, I am:
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a) responsible and hardworking.
b) committed and flexible.
c) enthusiastic and humorous.
d) honest and authentic.
18. In relating to other team members, at times I get annoyed because they don't:
a) revisit team goals to check progress.
b) see the importance of working well together.
c) object to team actions with which they disagree.
d) complete their team assignments on time.
TEAM-PLAYER SURVEY RESULTS
Directions:
1. Please transfer answers from the survey to this page.
2. Please be careful when recording the numbers because the order of the letters changes for
each question. For example, in question N1, the order is a, b, c, d, but in question N2, the
order is d, a, b, c.
3. The total four styles must equal 180.

Question

Contributor

Collaborator

Communicator

Challenger

1.

A

B

C

D

2.

D

A

B

C

3.

C

D

A

B

4.

B

C

D

A

5.

A

B

C

D

6.

D

A

B

C

7.

C

D

A

B

8.

B

C

D

A

9.

A

B

C

D

10.

D

A

B

C

11.

C

D

A

B

12.

B

C

D

A

13.

A

B

C

D

14.

D

A

B

C
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15.

C

D

A

B

16.

B

C

D

A

17.

A

B

C

D

18.

D

A

B

C

TOTAL

The highest number designates your recipients’ primary team-player style. If his/her highest
numbers are the same or within three points of each other, consider them both as his/her primary style.
The lowest total indicates his/her least active team-player style.
recipients’ primary team-player style defines a set of behaviours that s/he uses most often as a
member of a team. It does not mean that it is the only style s/he use. All of us have the capacity to use
any one of the four styles. We simply use one style—our primary style—most often.

Test “Career preferences”
Jobseekers with disabilities often neglect to consider career preferences when they choose their jobs
and occupations, yet they can be the deciding factor in success and happiness at work. Career
preferences are related more to the context of the job than the occupation itself. For example, a person
might choose a job because of its closeness to home, or because it offers the chance to travel. It might
be very important to some individuals with disabilities to work with people they like and can socialise
with; to others that does not matter at all. For some people with disabilities the actual tasks performed
at work are not as important as these contextual preferences.
In this questionnaire you may rate how important these factors are to your recipient with disability
having in mind his/her current career (or in a possible future career), using a 1 - 5 scale with 1 being
'not at all important' and 5 being 'very important'
Not at all

Not

Somewhat

important

important

important

1

2

3

Important
4

Very important
5
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Factors
Independence

Circle one of the

CAREER PREFERENCES

Being able to work on own initiative, independent

options
1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

Wanting to be in charge of and lead others

1

2

3

4

5

Physical activity

Wanting to be active at work

1

2

3

4

5

Surroundings

Wanting to work in a particularly comfortable,

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

from supervision
Social wellbeing

Desire to work with particularly friendly, empathetic
people, with whom you get on well

Self-

Desire to have excellent opportunities to use and

development

develop your skills and abilities as much as possible

Creativity

Making or doing something original, being
innovative, even daring, and trying new things

Earnings

Wanting higher than average amounts of money as a
reward for your work, being very well-paid

Life-style

Being able to live your own way irrespective of your
job, not being socially restricted

Prestige

Having your work seen as important by others and
society at large

Altruism

Wanting to be certain that your work contributes to
the happiness, welfare, health of others

Security

Wanting to feel fairly sure you won't lose your job or
can move easily through employment changes

Management
and leadership

attractive environment, perhaps in an aesthetically
pleasing one
Travel

Wanting a chance to travel in the job, either locally,
nationally or internationally

Localness

Wanting or needing a job that means you don't have
to move house

Family friendly

Wanting to work for an organisation that offers
flexible working and family friendly work conditions
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Factors
Maturity

Circle one of the

CAREER PREFERENCES

options

Wanting to work in a career or with an organisation

1

2

3

4

5

1

2

3

4

5

in which maturity is perceived positively
Diversity

Wanting to work in a career or with an organisation

friendly

with a positive attitude to diversity

What is your most important career preference?
1.
2.
3.
It is important to identify in what degree his/her career preferences are related with current situation
and determine together his/her career plan.

Test “Which needs are most important to you?
This test is useful while you are consulting your recipient with disability in terms of specific job
assignment on which s/he has worked or will work. With this job in mind ask your recipient to
answer the following questions by circling the number that most closely agrees with how s/he
feels about the item.
Strongly

Disagree

disagree

Somewhat

Agree

Strongly agree

disagree and
agree

1

2

3

4

5

1

I do my best work when my job assignments are fairly difficult

1

2

3

4

5

2

I try very hard to improve on my past performance at work

1

2

3

4

5

3

I take moderate risks and stick my neck out to get ahead

1

2

3

4

5

4

I try to avoid any added responsibilities on my job

5

4

3

2

1

5

I try to cooperate with my co-workers

1

2

3

4

5

6

When I have a choice, I prefer to work in a group instead of doing it alone 1

2

3

4

5
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7

I pay a good deal of attention to the feelings of others at work

1

2

3

4

5

8

I prefer to do my own work and let others do theirs

5

4

3

2

1

9

I express my disagreements with others openly

5

4

3

2

1

10

I often find myself talking to those around me about matters which are 1

2

3

4

5

not related to the work duties
11

In my work assignments, I try to be my own boss

1

2

3

4

5

12

I go my own way at work, regardless of the opinions of others

1

2

3

4

5

13

I often disregard rules and policies that hamper my personal freedom

1

2

3

4

5

14

I consider myself a team player at work

5

4

3

2

1

15

I try my best to work along on a job

1

2

3

4

5

16

I seek an active role in the leadership of a group

1

2

3

4

5

17

I avoid trying to Influence those around me to see things my way

5

4

3

2

1

18

I often find myself showing others how to do their jobs better

1

2

3

4

5

19

I often work to gain more control over the events around me

1

2

3

4

5

20

I strive to be in charge when I am working in a group

1

2

3

4

5

This questionnaire measures four manifest needs: achievement, affiliation, autonomy, and
power. You can determine your results by adding up your point totals as follows.
Items 1-5 relate to need for achievement; add up your scores on these five items. (Remember
that some of the items are with reverse numbered; use the number that you circled.)
Next, repeat this process:
Items 6-10 for need for affiliation;
Items 11-15 for need for autonomy;
Items 16-20 for need for power.
Norms for each of the needs are as follows:
5-12 points indicate that your need strength is relatively low;
13-20 points indicate that your need strength is moderate;
21-25 points indicates that your need strength is relatively high.
The employees with a well-manifested need of achievement look for success and try to achieve
high results in their work. They set their goals themselves and need a feedback about the way they
are coping with and fulfil their tasks. They are motivated by the work itself and feel satisfied
mostly by its completion. They tend to take responsibilities themselves to take additional burden
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of over duties and they cannot delegate responsibilities to other people. In certain circumstances
they are subjected to more stress in doing their tasks.
People whose need of affiliation is prominent look for jobs which give them opportunities to
establish social contacts. They feel satisfied if they can set and maintain good social relationships,
they are interested in the feelings of the others and they are prone to give and receive social
support and help in the process of their work. Communication and team work are of crucial
importance for them.
The high need of autonomy is typical for people who strive to be independent at their work
where it is possible. They prefer to plan themselves their way of work and to choose how to do it.
The high need of power and influence is typical of people who try to control their own work as
well as the others. They try to achieve leadership positions they tend to look for a job which can
give them opportunity to grow in hierarchy, and they try to influence the others in any conceivable
way in order to achieve their goals.
Compare your recipients’ four scores to develop a needs profile for him/her.
Try to answer the following questions:
1. On the basis of these results, what kind of job or work environment would be most suitable
for the recipient?
2. What kind of job or work environment would be most unsuitable for him/her?

Test “Success motivation”
We are providing the following test which will help you as a SE coacher to assess the level of
motivation towards success on the labour market of your recipient with disability.
You may ask him/her to answer to each of the questions with “YES” or “NO”.
Items

YES

NO

1. When you have to choose between two possibilities it is better to do it
quickly than to put it off.
2. I get angry easily when I see that there is no chance to fulfil a set task at
100%.
3. When I work it seems that everything is set above-board.
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Items

YES

NO

4. When there is a problem situation I often make decision among the last.
5. When I do not have work in two consequent days I lose my patience.
6. There are days when my results are below the average level.
7. I am stricter regarding myself than regarding the other people.
8. I am friendlier than the others.
9. When I refuse to do a difficult task I reprove myself severely in
consequence as I know I could have managed to do it successfully.
10. In the process of work I need small pauses of rest.
11. Being hard-working is not one of my strong points.
12. My results at work are not always of the same quality.
13. I am more attracted by another work different from my current job.
14. Reproach is more stimulating to me than praise.
15. I know that my colleagues think of me as a person of actions.
16. The obstacles make my decisions stronger.
17. It is easy to challenge my self-esteem.
18. When I work without inspiration it is usually obvious to the others.
19. In doing a certain job I usually don’t rely on other people.
20. Sometimes I put off the things which I have to do at the moment.
21. You have to rely only on yourself.
22. There are few things in life which are more important than money.
23. When I have to do an important job I always think only about that.
24. I am less ambitious than many other people.
25. At the end of my holiday I am usually glad that I soon will start working
again.
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Items

YES

NO

26. When I am disposed for work I do it better and more skill fully than the
others.
27. I find it easier and simpler to communicate with people who can work
hard.
28. When I don’t have work I feel under weather.
29. I happen to do responsible jobs more often than the others.
30. When I have to make decisions I try to do it as well as possible.
31. My friends think that I am lazy sometimes.
32. My successes depend to a certain degree on my colleagues.
33. It is useless to oppose the wishes of the leader.
34. You don’t sometimes know what kind of job you will have to do.
35. When there are some obstacles I become impatient.
36. I don’t usually pay attention to my achievements.
37. When I work with other people my work is more efficient than theirs.
38. Most of the tasks which I start I don’t complete.
39. I envy the people who are not busy with work.
40. When I am convinced that I am right I can go to extreme lengths to prove it

Your recipient will get one mark for answering “YES” the following questions: 2, 3, 4, 5, 7, 8, 9,
10, 14, 15, 16, 17, 21, 22, 25, 26, 27, 28, 29, 30, 32, 37, 41.
In addition the recipient will get one mark for answering “NO” to the following questions: 6, 13,
18, 20, 24, 31, 36, 38, 39.
The answers to the questions: 1, 11, 12, 19, 23, 33, 34, 35, 40 are not considered.
Calculate the sum of your recipients’ points.
Interpretation of the results:
1 - 10 points: low motivation for success;
12 - 15 points: moderate motivation for success;
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17 - 20 points: reasonably high motivation for success;
21 points and above: extremely high motivation for success.
The test offered gives an opportunity to determine the degree which jobseekers with disabilities
are orientated in succeeding. Some of them aim at achieving success at any rate, while others aim
to avoid failure at first place.
When the success motivation is low the set goals couldn’t be achieved and the orientation is
towards avoiding failure.
If there is a too strong motivation for success this could also block achieving the goals. A person
focuses on the success but at the same time it has lower expectations that s/he would cope and
succeed.
The moderate degree of success motivation is suitable for optimal fulfilment of the tasks because
it allows people to plan realistic and adequate goals, to choose moderately difficult tasks and make
decisions with a moderate risk.

Test “Do you plan your time and do you cope with your work?”
The following test is a measurement toll regarding time planning and coping with work activities
by your recipient with disability. You may ask him/her to answer the items using the following
scale:

1

Almost never

Sometimes

Often

Almost always

0

1

2

3

Before the start of each working day I spend some time for preparatory work,

0

1

2

3

I plan things.
2

I delegate rights to another person always when something can be delegated.

0

1

2

3

3

I fix in written form aims and tasks with a deadline.

0

1

2

3

4

I try every official document to be processed once and finally.

0

1

2

3

5

Every day I make a list with the forthcoming activities, arranged in order of

0

1

2

3

0

1

2

3

0

1

2

3

every priority. I do first the most important things.
6

I try to free my working day from by-side telephone conversations,
unexpected visitors and unplanned meetings.

7

I try to distribute my daily load in accordance with the timetable of my
workability.
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8

In my timetable there are “windows” which allow me to react to topical

0

1

2

3

0

1

2

3

0

1

2

3

issues.
9

I try to direct my activity in such a way that at first I try to concentrate on
essential crucial problems.

10

I say “no” when other people pretend to take in my time which I need for
completing important tasks.

You need to sum up the points in order to get results. Here is the feedback on the results:
1. 0-15 - Your recipient doesn’t plan his/her time appropriately, s/he ruled over by internal
circumstances, some of his/her aims are achieved by making lists of priorities and keeping
it.
2. 16-20 – Your recipient tries to control his/her time but s/he isn’t always consistent.;
3. 21-25 – Your recipient has a good self-management.
4. 26-30 – Your recipient is so called a paragon for everyone who tries to organize their time
rationally.
In case of not satisfactory results from the test you as a SE coacher may encourage your
recipient to continue with his/her self-improvement. You may say to him that it is simpler,
realistic and more successful, if s/he doesn’t have to persuade the others in the advantages of
his/her events and approaches and s/he could start working better and with better results.
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IV. JOB FINDING AND EMPLOYER ENGAGEMENT
Worksheet: “A motivational tool”
It is useful and often essential your recipient with disability to reflect on his/her attitude,
behaviour and actions in order to decipher what and why things are not going as well as s/he
would hope. Once s/he has reflected on this, s/he can start to find ways of improving aspects of
his/her lives in whichever way s/he wish.
The following thought-provoking poem is used by professional image consultants and confidence
managers to help people develop new skills. Please read together with your recipient the poem
before starting the activities that follow.
The Comfort Zone (unknown author)
I used to have a comfort zone where I knew I wouldn't fail.
The same four walls and busy work were really more like jail.
I longed so much to do the things I'd never done before,
But stayed inside my comfort zone and paced the same old floor.
I said it didn't matter that I wasn't doing much.
I said I didn't care for things like commission cheques and such.
I claimed to be so busy with things inside my zone,
But deep inside I longed for something special of my own.
I couldn't let my life go by just watching others win.
I held my breath; I stepped outside and let the change begin.
I took a step and with new strength I'd never felt before,
I kissed my comfort zone goodbye and closed and locked the door.
If you're in a comfort zone, afraid to venture out,
Remember that all winners were at one time filled with doubt.
A step or two and words of praise can make your dreams come true. Reach for your future with a
smile; Success is there for you!
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Exercise one: Your comfort zone
Ask your recipient to answer the following question honestly.
What is your comfort zone?
Aks him/her to think about all aspects of his/her life, and the things that s/he has always done,
and are scared of changing. (This could be the place s/he lives, the social life s/he has, his/her
state of mind, etc).
Exercise two: His/her no-go zone
Now your recipient with your guidelines have identified the nature of his/her comfort zone, think
about the things that are not within it.
By imprisoning him/herslef within his/her comfort zone, there will be many things that s/he is
not getting access to – s/he may not even know they exist!
Again aks your recipient to answer the following question honestly.

1.

What experiences do you not get the opportunity of realising?

2.

Which people do you never meet?

3.

What subjects do you have no knowledge of?

4.

Where have you never been?

5.

What other things have you never got to do whilst remaining in your comfort zone?

Now ask your recipient to state three improvements that s/he would like to make to his/her
life, in order to bring about a positive change.
For example: I want to meet more people ; I want to achieve long term employment...
Improvement one:
Improvement two:
Improvement three:
Exercise three: His/her new zone
Now the recipient should turn the improvements that s/he want to make to his/her life, into
actual achievable goals.
For example: Goal one: I will meet new people and make new friends; I will try to find a proper job...
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Goal one:
Goal two:
Goal three:
Exercise four: Getting into the zone
Ask your recipient to think about the following things which could contribute or put him/her in
the right direction for achieving your goals.
List of life-changing possibilities:


Gaining a new qualification



Attending a training course



Seeking professional career, image or confidence training



Taking up a voluntary job role to gain experience



Joining a local club or society



Starting up a new hobby



Going to communal meeting places



Taking up a new sport/leisure activity



Undertaking new research or personal study



Seeking medical/emotional guidance



Changing negative attitudes and anti-social behaviour

Activity: “My action plan”
To reach his/her end goals, you as a SE coacher should set together short-term targets. This helps
to make the process of change less daunting and more manageable.
You may complete together with the recipient the following action plan for one or each of
his/her intended goals.
recipients‘ action plan
Targets
Goal:
Long-term target:
Short-term target one:
Short-term target two:
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Short-term target three:
Actions


Short-term target one

Step one:
Step two:
Step three:


Short-term target two

Step one:
Step two:
Step three:


Short-term target three

Step one:
Step two:
Step three:
Progress
Skills attained:
Qualifications gained:
Experiences undertaken:
Effect on confidence:
Degree to which goal is achieved:
Further development
Un-reached target:
Next long-term action point:

Congratulations!
Your recipient dared to move outside of his/her comfort zone, and in doing so, s/he has set new
goals and has gone about achieving them in which ever way s/he felt to be beneficial.
Feel free to use this activity as many times as you think it is appropriate. By referring back to the
progress your recipient have made, you can ensure that s/he is on the right track to achieving
his/her goals, and making his/her life as full and satisfying as s/he can.
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Activity: “Making yourself more marketable”
"First impressions are made within the first 30 seconds of meeting someone, and it takes seven
further meetings in order to change that initial impression.”
(Sue Cocks, QCI Consultancy: 2006)
Recent research says that many jobseekers with disabilities have lack confidence and the social
skills necessary to present themselves as positively and effective as they could do. If this is the
case, then that ineffective, but nevertheless, all-important first impression may account for at least
some of the extraordinarily high unemployment rate for blind and partially sighted people.
If you conduct such activity which helps to make the employment playing field more successful
for jobseekers with disabilities and will increase their ability to be as personally effective as their
non-disabled peers.
It’s a visual world, so it is essential that all jobseekers present a positive visual image of themselves
as effectively as they can. Judgments can be made about jobseekers' attitude, personality and
abilities by the way they look when walking into the room. In that activity you could address the
elements that affect the way a person looks.
A huge part of communication between human beings is non-verbal. Being unaware of your
recipients‘ body language or visual communication can cause gross misunderstanding and leave
lasting bad impressions. You as SE coacher shoudl provide your recipient the knowledge and
ability to consider the effect of his/her unconscious actions and to guide him/her to use nonverbal skills to communicate effectively.
A high proportion of communication is still verbal, and once a good visual impression is secure,
the verbal communication that follows needs to build upon the initial good impression. Jobseekers
need to be able to communicate their strengths clearly and concisely so that employers come to
an accurate conclusion about what a potential employee can offer them. If perfected, strong verbal
communication can be a powerful and dynamic tool, and help your recipients to progress in the
workplace.
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Worksheet: “Image management”
You as a SE coacher may use the following worksheet which covers the importance of image and
will enable your recipient with disability to understand its effect on jobseeking process.
The worksheet is intended to enable your recipient to:


demonstrate the importance of personal image



increase his/her understanding of what image is all about



help him/her to think about his/her image and how others could perceive it



begin to help him/her understand his/her personal image and how to maximise the
effectiveness and impact that the image has.

Possible topics to be covered in your session:


What is image?



What makes up our image?



Why is image so significant?



What are the key aspects of image?



How do you create an appropriate image?

This is a possible scenario which you can conduct during this session:
Activity one:
How long do you think it takes for someone to form a first impression of you?


At first glance



Within 30 seconds



Once you have started speaking



Within the first minute or so



As long as you are with the person in question

Answer:
The answer is just 30 seconds. That’s all the time you have. You never get another chance to create
a great first impression.
Activity two: What is image?
What is your definition of image?
Answer:
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Image can be defined as:


the impression we give to others



the perception that others have of us



the mental conception we have of another



the impressions we form when meeting someone new.

What makes up our image?
Image consists of our:


Facial expressions



Posture



Appearance



Speech



Actions



Attitude

Activity three:
„Think about yourself in a job interview. How would you describe the way that you fulfil each of
the above components of image? If you need some feedback from a trusted sighted friend or
professional to answer these questions it is important to ask. Remember, image is not about what
you think, but what impression other people have when they see you.“
You may discover the answers of the following questions together with your recipient:
1.

A typical facial expression:

2.

Your usual posture:

3.

Your appearance at an interview:

4.

Your voice tone, volume and intonation:

5.

Any physical actions, gestures and irregular movements (if any):

6.

Your general attitude:

Activity four:
Think about together with your recipient with disability….
What impression does the way s/he talks, looks like and behave give to others?
Is it positive? If not, how could it be made more so?
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People make assumptions based on limited information and when people observe a characteristic
or behaviour in someone, they then tend to assume that the person has a number of other
qualities.

Activity: ”The cycle of success”
Activity five: The cycle of success
Refer to this whenever you feel it will be helpful.
Firstly, visualise a clock.
Then assume with the recipient that you have created an image that s/he is confident with.
So you’re looking good
(You start at 12pm)
When you look good you feel good
(Progress to 3pm)
When you feel good you project yourself well
(Progress to 6pm)
Project yourself well and you receive positive responses.
(Move to 9pm)
Maintain your image well and the cycle begins again.

Questions which you may ask as a SE coacher:
1.

How do you feel about your image?

2.

How happy are you with it?

3.

What number on the clock do you regard yourself to be at?

4.

What number on the clock do you think or know others regard you to be at?

5.

How will you reach 12 on the clock?

Guidance on feedback to be provided to the recipient – please follow the following
important topics:
Appearance
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What we wear.



How well we are groomed.



The care and attention we pay to the detail of our appearance.

Non-verbal communication


Posture



Gestures



Facial expressions



Eye contact

Verbal communication


Volume



Clarity



Tone



Pitch



Range



Content

Activity: “Define your image before job interview”
Together with your recipient with disability you may go through this checklist before s/he is
leaving for a meeting, job interview or day at work, in order to check his/her presentation.
You may suggest to your recipient to try taking the checklist with him/her when s/he is going for
shopping.
Do checklist
Dress appropriately


For the type of organisation, dress culture, your role, the occasion or event.



Neither over-dressed nor under-dressed.



Neither too traditional nor too modern.



Neither too authoritative nor too approachable.

Wear quality
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Cheap looking clothes and accessories never say "integrity" or "credibility".



There is no real substitute for quality.

Look current


If you look up to date on the outside, your thinking and ideas are seen as up to date.



Successful people embrace change and are forward thinking.

Be impeccably groomed


Gaining respect from others starts with showing respect for you.



Anything that isn’t covered by a garment should be impeccably groomed.

Have personal style


Dress in styles and colours that suit your body shape and colouring.



Wear clothes that fit properly.



Clothes should express your personality and your professionalism.

Don't checklist
Dress inappropriately


Inappropriate clothes make you look like you’re in the wrong company, wrong job, or at the
wrong level.

Lack quality


Good clothes and accessories are investments that pay excellent dividends.

Look old-fashioned


In this fast-paced competitive world you cannot afford to lag behind.

Poorly groomed


A scruffy appearance always translates as a scruffy approach to work and life.

Little personal style


Not knowing what suits you and falling into the "cloning syndrome" can send out a message
that you lack personality or individuality.
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Activity: “Who would you employ?”
Introduction
In order your recipient to gain some understanding of what employers are thinking and how they
come to the decision of whom to employ, try doing this exercise.
You can do this:


as an individual exercise.



as a group activity where members of the group act out the parts of the candidate and the
interviewer, and the remaining members observe and discuss what they see.

Task scenario to be presented to the recipient with disability:
„Imagine you are an employer. You have advertised for a position within your company. The
successful applicant will be working closely with you as part of your team, and will therefore need
to fit in well with your friendly, highly motivated team. From the application forms that you
received, three candidates were short listed for interview.“
Candidate A
„Anne enters the room on time dressed in an ill-fitting and un-matching grubby looking suit. She
has not informed you that she has a sight problem, and therefore you were not expecting her
disability and have not made any reasonable adjustments. This has meant that Anne could not
access the important information about the company that you supplied to all the candidates prior
to interview. Anne is escorted to the interview room huffing and puffing and is quite obviously
distressed. She has her head down and fails to attempt either eye contact or a handshake. When
you ask her how her journey was and apologise for making no consideration for her disability, she
moves very close to you and speaks loudly about the awful journey she has had and the illtreatment she received from station staff. Once Anne has finished complaining you guide her to a
seat. Once you enter into the main interview, you discover that Anne has a Masters Degree in the
subject area in which your business is concerned, and has five years' previous experience in the
field. When you enquire why she left her previous employment, she replies that the employer was
useless and made no effort to make adjustments for her, and she was basically "bullied out". After
further conversation, Anne becomes more confident and speaks positively about her skills,
experience and the varied leisure activities that she pursues. Whilst she speaks, she is looking in
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a completely different direction from where you are sitting. Anne has an in-depth knowledge of
her sector in which you are working, and gives excellent examples of using the software efficiently
that your company works with.“
Candidate B
„John enters the room early, dressed in a stylish well-fitting suit. He is well groomed and has
obviously shown care in his appearance. John contacted the HR department of your company once
he received notification of the interview, to make you aware of his sight impairment. Therefore
reasonable adjustments were made to accommodate John comfortably and respectfully. John is
confident when he arrives, although he has previously informed you that he has no useful vision,
he attempts good eye contact and offers his hand at greeting. After asking you where the chair is,
he confidently walks with the aid of his guide dog to the chair and sits down. After enquiring how
John found the journey in, he replies that it was a new route to him, but he has researched the
transport prior to the interview and visited the area at the weekend, so he had no problems getting
to the interview today. He makes a witty joke about his guide dog being more interested in the
chip shop next door, which makes you laugh and eases the tension. John speaks clearly and
concisely providing detail of his one year of experience in the field in which you are working.
Though he admits his experience is not great, he is keen and motivated to succeed in this field and
knows that he would be an asset to your company for the many skills that he has attained in other
areas of his life. John provides evidence of the three excellent A Levels (in relevant subject areas)
he achieved two years ago. When you inform John that the rest of your team are university
graduates, he replies that he would be more than willing to take on further study if it were
required.“
Candidate C
„Paul enters the room 10 minutes late and apologises casually for his lateness, remarking jokingly
about the "useless tubes". He is wearing a very expensive looking suit and is impeccably groomed.
Paul did mention in his application form that he was partially sighted, but when contacting your
HR team stated that he would not need any reasonable adjustments to be made. When you offer a
hand to Paul, he takes it confidently and shakes your hand, in your opinion, a little too hard and
for an uncomfortable length of time. He makes excellent eye contact and tells you that he could
get used to working in a place like this - and the girl on reception is definitely a bonus! You laugh
awkwardly, not feeling comfortable with this disrespectful comment. Paul sits down confidently
and taps his fingers on the side of the chair impatiently, while you find his application form in the
pile in front of you. You do not ask about his journey, as he has already mentioned the trouble he
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had with the tubes, so you ask if he lives far from your office. He responds with a shrug, saying
that it is a bit of a trek, but he can always sleep on the train, as he hates early mornings. Once you
delve further into the interview, you discover that Paul has a first class degree in a relevant subject
and has a varied employment background that well equips him for the job you are interviewing
him for. As you question him further regarding his experience of working within a small team, he
picks a lose thread on the arm of the chair he is sitting in and leans back with his legs spread out
in front of him. He replies that he has worked in a team and always gets on with everyone - as he
is good at telling others what to do. He gives excellent examples of use of written and verbal
communication, and he appears to have researched your company in great depth. On leaving the
interview Paul slaps you lightly on the shoulder and says he looks forward to hearing the good
news.“

Now you may ask your recipient to decide on:
1. Who would you choose?
2. Why did you choose this candidate?
3. Why did you not choose the other two candidates?
4. What were the good points about each candidate?
5. What were the bad points about each candidate?
6. Which characteristics presented by the candidates do you think you may have shown in
the past, and which ones will you adopt and avoid in future?
Now here are the observations which the actual employer thought…
Mr Jones (the interviewer) chose Candidate B, John, for the post for the following reasons:


Mr Jones was confident that John would make a good impression with both his staff and their
recipients through his smart image, positive body language and friendly persona.



Mr Jones was sure that John was punctual, self-sufficient and keen to take initiative, portrayed
through John's contacting the company in plenty of time regarding the reasonable
adjustments he required and his prior research into the area and related public transport.



Although John did not have as much experience as Mr Jones would have liked, he
demonstrated knowledge and skills attained through other means excellently. He also
appeared keen and motivated to succeed.



Although John was not a university graduate, he did have a strong academic background and
said that he was more than willing to participate in further training.
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John demonstrated excellent verbal and non-verbal communication, and was quite
charismatic at times.



Mr Jones liked John and thought that he would fit in well with the friendly team.

Mr Jones (the interviewer) did not choose Candidate A, Anne, for the post for the following
reasons:


Mr Jones felt that Anne was not well prepared for the interview, as she did not contact his
company prior to interview, so was not able to access either the important information about
the company supplied or easy-step directions to the interview, even though it was available in
a range of formats.



Mr Jones was worried that Anne's sloppy appearance would present a negative image to his
recipients.



Mr Jones was shocked and made to feel uncomfortable by Anne's abysmal body language (e.g.
lack of eye contact, invasion of personal space, loud voice, etc.), and was concerned that this
would once again, present a negative image for the company.



Anne came over as aggressive and pessimistic through her lengthy complaints and her
portrayal of her previous employer. As a result of this, Mr Jones was concerned that his
company would not be able to fulfil Anne's requirements, and she would accuse them of being
discriminatory and bullying.



Mr Jones thought that Anne would not fit in with his team or work well with his recipients
and would have a detrimental effect on the office atmosphere.

However, Mr Jones was impressed with Candidate A, Anne, for the following reasons:


Anne had excellent academic qualifications - the strongest of all three candidates and even the
rest of his team!



Anne had a good employment background and could demonstrate a high level of competency.



Anne was skilled in accessing the essential software used by the company.

Mr Jones (the interviewer) did not choose Candidate C, Paul, for the post for the following reasons:


Mr Jones was disappointed by Paul's lack of punctuality, his insincere apology and lazy
attitude towards early mornings.
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Mr Jones found Paul, in general, incredibly arrogant, but especially when he presumed that he
would be hired on two occasions.



Mr Jones was concerned that Paul would not fit in well with the existing team, as he made
disrespectful comments about his receptionist, and admitted to dominating other members of
a team and continually getting his own way.



Mr Jones found Paul's body language disrespectful and threatening, as he tapped impatiently,
vandalised his furniture and sat in an overconfident, lazy manner.



However, Mr Jones was impressed by Candidate C, Paul for the following reasons:



Paul was impeccably presented and would present a good image for the company.



Paul was confident and demonstrated strong verbal communication.



Paul was highly qualified and had the strongest employment background of all the candidates.



Paul used positive body language at times.



Paul contacted the company prior to the interview, and made them aware of his situation.



Paul had researched the company prior to the interview, and was able to speak accurately on
related topics.

Worksheet “Pre-interview tips”
This worksheet will provide you with tips and hints that will help your recipient to be at ease and
make him/her feel more comfortable when preparing for an interview.
Point out to your recipient why the interview is so important:


The interview is a form of sales pitch; you are both the salesperson and product. In a short
space of time you and the interviewer need to find out whether you are the right person for
the position and if the job is right for you.



You need to allow the interviewer to gain insight into who you are, what motivates you, both
personally and professionally. This will enable the interviewer to assess your suitability.



Remember the interviewer is an ally, not the enemy, and the meeting should take the form of
a two-way conversation, rather than a question and answer session.



It is worth reminding yourself that the interviewer is keen to fill the position and hopes that
you will be the one.

Practical tips that you may offer:
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Where possible, give clear examples of situations you have been in and how you handled them.
That way the interviewer will be able to judge how well you work alone or with others, pick
up information and/or take action.



Careful preparation before the interview will ensure you do yourself justice and show yourself
in the best light. It demonstrates to the interviewer that you are serious about the job.



Greet the interviewer with a smile and remember to smile during the interview.



Listen carefully; if you haven’t heard or understood the question, ask for it to be repeated.
Take a moment or two to think before replying; that way you don’t shoot yourself in the foot.



Speak clearly with energy and conviction.



Pay careful attention to body language, voice projection (your voice denotes confidence) and
avoid any mannerisms which may irritate people. (See Module two: Making yourself more
marketable, for assistance with all of these). Most importantly try to be natural.



It is usual practice for an interviewer to ask you at the end of the interview if you have any
questions. Therefore it is important to come prepared with at least three or four.

They could be:


Is there a probationary period?



What training opportunities are available?



How soon can I expect to hear if I have the job?



Does the company offer a season ticket loan?

At the end of the session wish a good luck with the interview to your recipient!

Activity: “Preparation of CV and cover letter”
Writing and updating a CV is a useful technique during job search as it helps your recipient with
disability to keep track of his/her skills and experience in one document. Putting a CV together
can also help him/her think about what s/he has done in employment, education or leisure
activities.
Please provide the following guidelines while preparing together his/her CV.
Chronological


A traditional format (e.g. Europass) where work experience is organised in date order.



Job history shows career development or last employer’s name may be advantageous.
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Functional


Emphasises his/her transferable skills and experience gained.

General tips


Limit it to a maximum of two sides of A4 – keep it concise.



Keep it clear and specific – simple language works best.



Highlight his/her selling points clearly.

Interests (examples):


“I am a keen participant in my local amateur dramatics society.”



“I have been regularly attending Japanese language lessons for the past five years.”



“I am an active member of the university snowboarding society and have helped to plan
several excursions to dry slopes and a trip to Turkey.”



“I play the guitar in a band and regularly play at local venues.”

References
If the jobseeker has past experience ask him/her to provide references from previous employers
which should be available upon request.
Coping with routine (examples)
Conscientious, Consistent, Controlled, Coped, Dealt with, Efficient, Managed, Performed.
Working with others (examples)
Advised, Co-operated, Counselled, Facilitated, Guided, Managed, Negotiated, Participated,
Presented, Supervised.
Achievements (examples)
Accomplished,

Achieved,

Co-ordinated,

Created,

Developed,

Formulated,

Revitalised,

Recommended.
Problem-solving (examples)
Implemented, Improved, Instigated, Interpreted, Initiated, Inspired, Introduced, Investigated.
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Initiative (examples)
Created, Designed, Developed, Devised, Directed, Established, Formulated, Innovation, Motivated,
Negotiated, Organised, Originated.
Skills and achievements (examples)
This section of CV allows him/her to sell him/herself through listing his/her main skills and
experience.
You can use the following outline of skills to help your recipient to describe his/her abilities:
Skills with individuals (examples)
Communicate well using the telephone, Persuade or sell to individuals, Deal with customers,
Manage and supervise individuals, Delegate work to others.
Skills with groups (examples)
Communicate to small groups, Lead seminars, Perform or entertain people, Persuade a group,
Take part in group debates, Brief a team.
Commercial skills (examples)
Manage or run a business, Spot potential markets, Develop a new business, Design a marketing
campaign, Look after customers well, Develop new sales initiatives, Promote or sell by telephone.
Skills with information (examples)
Search for or research, Gather information by interviewing people, Check information for
errors/proof read, Analyse information, Organise or classify data, Retrieve information, Write
reports.
Physical skills (examples)
Manual dexterity, Ability/strength/speed, Craft/sewing/weaving, Painting/finishing/restoring,
Washing/cleaning or preparing, Setting up or assembling, Growing/tending.
At the end of the session you as a SE coacher should conclude that his/her CV has around 10-15
seconds to impress a potential employer. It is vital that s/he sell him/herself effectively by using
positive language and by easily highlighting his/her key skills and achievements.

Cover letter
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A covering letter should always be included when your recipient is sending out a CV or returning
a completed application form. It should generate interest and motivate the employer to want to
know more about him/her. A covering letter is even more critical if his/her application is
speculative, that is not in response to a specific vacancy.
Structure:
Advice your recipient to base his/her covering letter on the following outline structure:
Paragraph one
Introduction of the person, state what s/he is applying for and where s/he saw the
vacancy.
Paragraph two
S/he needs to outline why s/he is applying. What in particular has made him/her to send
a CV or an application form for this particular job? S/he needs to try to demonstrate how
enthusiastic s/he is about the job. At this stage s/he can also demonstrate any research
s/he has done so far..
Paragraph three
This should be a summary of the key points of the CV or application form. What are the
two or three best reasons for giving him/her an interview?
Paragraph four
This paragraph is flexible, and it is his/her opportunity to explain any gaps in his/her
career. It is also a good place to disclose his/her disability or mention any adjustments
s/he may needs at an interview or a test.

An example of a targeted covering letter is shown:
Att. To ...............
Editor
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The Gazette
Fleet Street
Anytown
A0 0ZZ
15 November 2015
Re: Assistant Press Officer
Dear Mr. /Mrs.
I am writing in response to your advertisement on 12 October for the above position and enclose
my Curriculum Vitae for your consideration.
Reading your company literature and speaking to some of your employees at the recent Anytown
Recruitment Fair has convinced me that working for The Gazette will be a challenging and exciting
experience. The role of Assistant Press Officer will allow me to develop my existing skills in a
commercial environment.
You will see that I have had considerable experience of press officer work during my years at
University. I was responsible for all press contact for our student union and for the production of
press releases for a number of events. My work experience during vacations has developed a
number of the skills mentioned in your advertisement, particularly teamwork and meeting
deadlines.
As you will note from my CV, I am partially sighted and will require screen magnification software
if there is a PC-based test as part of the selection process. I am happy to utilise my laptop if
required. The government's Access to Work scheme will cover the majority, if not all of the costs
of any additional equipment required.
Yours sincerely,
(Names of the jobseeker and phone)
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Activity: “Channels to find a job”
This is a guidance material which you as a SE coacher may use as a scenario while conducting a
session for channels to find a job.
Scenario of the session:
1. Focus your time and effort
„It is essential to put time and effort into your job search. To be successful this needs to be focused
realistically. For example there is no point in completing 10 applications for a job in a specific
sector if candidates are required to have an entry qualification that you do not have. It is important
to seek help from a careers advisor, with a knowledge of the qualifications, experience and
standards required in different sectors and roles. With this help you can target applications that
maximise your chances of gaining employment.“
2. Identifying vacancies
Internet job boards
Job boards represent some of the best ways to easily find job vacancies. Most printed job
opportunities appear online, alongside many more that are only available via job boards. Most
websites allows to upload a CV and covering letter. This makes applying for vacancies very easy,
but should remember to tailor the CV and covering letter to each vacancy to maximise chances of
getting an interview.
Approaching employers directly
If s/he can identify a specific employer that would like to work for then s/he should approach
them directly as only a very small proportional of jobs are advertised.
Newspapers
Publications offer a good range of job vacancies, especially at a local level. If it is not possible to
access printed newspaper vacancies, the jobseeker could approach local Job centres or the
employment agencies available in his/her local area.
Agencies
Agencies are intermediary services that match jobseekers to vacancies. Once registered with an
agency they will match his/her skills and experience to vacancies that may be appropriate for the
jobseeker. Agencies have large numbers of jobseekers on their database. It is important to
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telephone them regularly to ask what new opportunities are available and to let them know that
your recipient is still actively seeking to work.
Trade publications and websites
If your recipient is interested in a career in a specific sector of employment then trade
publications and websites can be excellent resources. For example, if s/he is interested in
pursuing a career in marketing there are numerous publications and websites that specifically list
marketing vacancies.
Careers fairs
Careers fairs are an excellent way of seeing lots of employers in one day. Careers fairs provide
information about job vacancies and how companies plan to recruit for those vacancies. You can
find out about careers fairs from your local careers advisory service and related publications.
3. Disability friendly employers
There is no certain way to identify specific employers as "disability friendly" or not. However, if
this is an important method of focusing job search then there are a couple of methods you can use.

Activity: “What are employers looking for at an interview?”
If your recipient has got to the interview stage then it means that s/he has beaten off competition
from a number of other applicants and that the employer already has a fairly good idea that s/he
can do the job. As you know as a SE coacher the purpose of the interview is to assess the shortlisted
candidates against the skills needed for the job.
There are two main techniques that can help your recipient to achieve this:


Familiarise him/her with the situation – which means that it is important to practise
applying for jobs so that s/he gets used to filling out application forms and answering jobrelated questions.



Has confidence in his/her ability to perform – which means that it is important to prepare
him/herself in every possible way s/he can for an interview.

Examples of how to do this are given in the next section.
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Scenario that you could conduct as SE coacher:
Before the interview
„Well prepared is well performed. Effective preparation means that you will come across as
confident, articulate and knowledgeable. More importantly, good preparation helps you manage
your nerves and shows the employer that you really want the job.“
Research the organisation and the context of the job
„This is a key phase of your preparation for an interview. An employer will expect you to want the
job you are applying for and one way of showing this is by demonstrating that you have fully
researched the work area. Have there been any major developments in the organisation recently?
How might any changes in the external environment affect their work?“
Reread your application
„Interviewers will have copies of your application so it is important that you know exactly what
you have told them. They may ask you specific questions about activities and achievements that
you have mentioned and will expect you to be able to talk confidently about them. Going back
through your application again also helps remind you about the key skills and competencies that
you want to highlight in your interview.“
Find out who will be interviewing you
„This can be vital to preparing for the rest of the interview. Are you going to be interviewed by the
line manager for the role? If so, you can expect a detailed interview on your specific abilities to do
the job. If you are being interviewed by a Human Resources Manager or an out-sourced agency
then the interview will be more general and competency based.“

Think about what questions you might be asked
„It is easy to predict some questions that you will be asked. For example, you can be sure that there
will be a question on equal opportunities. Preparing answers is one of the best ways to boast your
confidence in an interview. Worksheet 3.2 lists many of the common interview questions and
further examples of questions and suggestions on how you an answer them are given later on in
this factsheet.“
Plan some questions to ask at the end of the interview
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„Having already completed some research about the organisation you should have some idea of
the projects and developments that they are involved with. You could also consider some more
general questions, such as asking the interviewers about what they like about working for the
organisation.“
Arrange any adjustments
„If you require any adjustments at the interview or for any test or assessment, make sure that you
let the employer know in plenty of time. You should also check the day before the interview that
everything is in place. „
Making a good impression is very important so as SE coacher you may advice on the
following:
Scenario that you could conduct as SE coacher:
Dress appropriately
„It is important that you put a lot of effort into how you dress for an interview. A potential
employer will begin to form an impression of you from the first moment they see you.
Inappropriate clothing will mean that they are thinking negatively about you and this could
jeopardise all the important preparation that you have done for the interview. (See Factsheet 2.1
for more help with making a good impression.)“
Plan your journey
„If you are late for an interview you are very unlikely to get the job. You need to arrive 10-15
minutes before the start of your interview. Plan the journey in advance; know what transport you
need to catch in order to make it in time and then get the bus or train before it. If you are unable
to check the location out beforehand make sure you leave plenty of time in case you cannot find
the right building straight away.“
At the interview
Arriving at reception
„As soon as you arrive you should behave as though the interview has started. Sit up as straight
and as attentively in the reception area as you would in the interview room.“

In the interview room
100
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may
be made of the information contained therein.

„Be polite, courteous and respectful. Thank the interviewers for seeing you. Sit up and appear
interested, alert and enthusiastic. Be positive; you have been successful in achieving an interview
when others were not. Smile and look at the person to whom you are talking. Listen carefully to
the questions and think before answering. Ask if you don't understand and re-start an answer if
you make a mistake. It is also important to end the interview confidently. This will be the last thing
that an employer remembers about you, so you should try to be positive.“
For example your recipient could say:
“I have been really impressed by what you have told me about your organisation. I really feel that
it would be the type of environment that I could succeed in”.
Dealing with specific questions
The following is a list of questions that your recipient with disability might be asked at an
interview.
There are some suggestions that you may like to use to prepare your own answers.
Why do you want to work here?


“It will give me a chance to do the work that interests me.”



“Good reputation of the company.”



“Good training opportunities.”

What would you like to be doing in five years time?


The recipient could explain that s/he would still like to be working for the company, but have
developed within it.

What are your weaknesses?


The recipient could describe aspects of his/her last job that s/he found hard and how s/he
overcame these difficulties.

What makes your recipient a good team member?


Good communication



Flexibility



Co-operation



Adaptability



Talk about how you demonstrated the above in previous work or activities.
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How long have you been out of work?


If your recipient has been out of work for some time, s/he needs to try to be positive. S/he
could describe any job search, voluntary work, training or leisure activities that s/he has been
involved in.

Always remind to your recipient to stay positive!!!
Confidence comes from practice and preparation. Even if s/he does not get the job this time, each
interview gives him/her an opportunity to learn something for the next interview.

Activity “How to approach the employer?”
Approaching new employers can be daunting, as we have no idea of their knowledge of or attitude
towards disability in particular.
Employing people with disabilities means respecting them as talented and skilled individuals, so
trying to gain employers' support by pulling on their heart strings with tales of "our poor
recipients' woeful situations" is not an effective or acceptable approach.
When approaching new employers:


Research the company – Make sure you know something about the company you are
speaking to, and congratulate them on any work they have done relating to diversity and
disability.



Speak to the right person – Always speak to the most senior person possible, but preferably
someone involved in Human Resources. Large organisations will have a diversity team, who
may have targets for the employment of disabled people.



Talk the talk – Avoid using disability jargon or buzz words and acronyms. When
communicating with new businesses use language and images that they can identify with.



Legal talk – All companies are bound by the Disability Discrimination Act. Make sure they
know about it, and how such an event can assist them to meet their legal requirements.



Make them feel valued – Make the employer aware of just how much they are supporting the
enormous issue of employment amongst blind and partially sighted people, and just what
benefits they will reap from doing so.

On the following page there is an example of an invitation for a new employer contact.
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Example of an invitation for a new employer contact to invite him for specific meeting where
you will present jobseekers.
Organisation's address
Date
Dear Mr Head of HR
RE: Job Search: The Real Story Workshop
I am writing to you to inform you of an exciting new Workshop taking place at …on Friday 14 July
from 10:30 am - 12:00 pm. The aim of the day is to provide jobseekers with disabilities an
opportunity to get into employment. As employers you will learn more about the skills and
abilities of those people, the assistive technology that enables them to work effectively and the
government funding available for employing people with disabilities. We hope to open the eyes of
jobseekers and employers alike to realise what really needs to be done to ensure that this occurs.
Within this workshop, jobseekers will be given the opportunity to experience mock job interviews
in a speed interview session. To ensure that our recipients receive a realistic experience and
professional feedback and advice, we are inviting a wide range of employers from highly reputable
organisations to assist with this session.
If you wish to show your commitment to what promises to be a highly enjoyable and valuable
workshop

please

contact

Ms.

Maria

Goranova

on

032

/ 68

53

66

or

email

zguraprojects@gmail.com .
I look forward to hearing from you and working with you on this new and exciting initiative.
Yours sincerely,
Maria Goranova
General Manager
ZGURA-M

Worksheet “Adaptation of workplace”
Here is some general guidance that can be applied to various type of employees with disabilities:


Entering the building: doors can be difficult to use including revolving doors as sometimes
these are not wide enough. Key readers to enable main doors and other internal doors to be
opened also need to be at an appropriate height. Access from the street can also be problematic
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where there are steps or broken pavements and also insufficient set down and pick up space
outside the entrance.

Fig. 1 Accessible door



Moving around the building: lifts need to be provided so people with disabilities can access
the levels they need to. The lifts need to be big enough; doors wide enough and doors need to
be open for long enough. Controls inside the lift need to be clear enough for people to use.



Car parking: setting down and dropping off need to be near the building. On-site parking
should be prepared for employees with disabilities and these spaces need to be of the right
dimension and need to allow rear access to vehicles. Where ticket machines need to be used,
they need to be accessible to wheelchair users and telephone numbers should be displayed so
help can be provided if needed. Lighting needs to be provided around the bays to support those
with poor sight. Any routes to and from car parking spaces need to have firm surface routes
and be free from obstacles. Lack of accessible public transport may also make the workplace
difficult to reach.
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Fig. 2 Car parking for employees with disabilities



WC: doors need to be wide enough and there should be enough transfer space around toilets.
Toilets’ floors should be slip-resistant. Taps need to be clearly distinguishable, fixtures and
fittings should be recessed and have round edges. Rails need to be fitted in the right places to
support access and should be able to take heavy weights.

Fig. 3 Accessible WC


Lighting: using the right lighting can help people with disabilities move around the workplace
without causing glare, confusing reflections or shadows.



Signage: clear and easily understood signage can help people navigate the building, avoid
hazards and reach facilities. Clear and simple signs would be in contrasting colours, in large
print, in a consistent case.
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Fig.4 Safety signs


Emergency procedures: in an emergency, some employees with disabilities may need
assistance to leave the building or reach a place of refuge. Alarms should be visual (a flashing
light) as well as audible and evacuation chairs should be available to transport through
stairwells if necessarily. Emergency escape doors, like all doors, should be kept clear of
obstacles and be wide enough to accommodate wheelchairs.

Worksheet “Tips – how to communicate and work with employees with
disabilities?”
This worksheet will give you an exemplary tips how you as a SE coacher to communicate or
cooperate with recipients with different types of disabilities. The material is designed to help you
to identify and implement the right ‘recipe’ about how to behave with particular recipient with a
disability. You should not treat this guidance as a prescription but as friendly advice by the
COACH@WORK project team based on their long-term experience in working and consulting
people with disabilities.
Think carefully and thoroughly judge the situation before using any of these tips. Remember each
person even with one and the same disability is unique and what works well for one may not be
successful with another one.
-

Do not be afraid to ask questions about issues relating to the recipient with disability,
which are considered “uneasy matters”. (For example: the age of the person,
difficulties/lacks, disability, etc.).

-

Do not be embarrassed to use words describing actions, which are obviously not
achievable for the recipient with a disability when talking with him/her. (For example:
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Saying to visually impaired recipient: “Did you watch that TV broadcasting yesterday?” it
is common to say “I watch TV”, not “I listen to TV”.
-

Let the recipient inform the team about the specific characteristics concerning health
and/or social status and their influence upon employability.

-

If the recipient need to be accompanied by his/her assistant during the meetings you as a
SE coacher should be aware of the specifics of recipient-assistant relationship.

-

Do not show special attitudes or be patronizing towards your recipient with disability. No
matter if it’s face-to-face, in front of other colleagues or online.

-

Do not make excuses for particular mistakes or omissions by the

recipient while

performing his/her tasks, excusing him/her because of his/her disability.
-

When setting a task for your recipient with disability, discuss in advance the time needed
for its completion. In some cases it may take more time than usual.

-

You as a SE coacher should do your best to predispose the recipient to disclose any
information that concerns his/her disability.

-

Let the recipient with disability share with employers and others about his/her specific
status, if they consider it necessary.

-

When the choosing the meeting place make sure that route and the place are accessible
for people with physical disabilities.

V. TOOLS FOR ON/OFF JOB SUPPORT
Worksheet “Your rights in employment”
What is meant by discrimination?
There are three main ways in which an employer can discriminate against a person with disability:


direct discrimination



indirect discrimination; and



failure to make "reasonable" adjustments.

Direct discrimination
Direct discrimination is treating a person with disability less favourably on the grounds of
disability. This is generally where the disability itself is the reason for the treatment - treatment
that is based on prejudice. For example, it would be direct discrimination if an employer refuses
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to offer a job to a person with disability, despite their qualifications and experience, purely
because they do not wish to employ someone with a sight problem.
Indirect discrimination
Indirect discrimination is treating a person with disability less favourably for a reason relating to
disability than they would treat others for whom that reason did not apply. For example, it would
be indirect discrimination if an employer dismisses an employee who has had two months off
work for a reason relating to their sight problem. If it is the employer's policy to dismiss anyone
who has taken this length of time off, then it is not direct discrimination. But it is indirect
discrimination because the time has been taken off for a reason relating to the disability. The
employer has to prove that the dismissal was justified and that no reasonable adjustments could
have been made.
Failure to make reasonable adjustments
The third type of discrimination is a situation where the employer's failure to make a reasonable
adjustment puts a disabled employee at a substantial disadvantage.
What is a "reasonable" adjustment?
The following examples highlight the sort of adjustments that could be considered:


Making adaptations to the written test used in an interview.



Allowing job applications to be submitted on tape.



Providing a blind and partially sighted person with a reader or adapted computer with large
character, Braille display or speech output.



Providing time off when an employee develops a sight problem to enable them to have an
assessment or rehabilitation to learn new ways of doing something.



Re-allocating some minor duties to another colleague.

It is unlawful for an employer to advertise a vacancy that indicates a reluctance to make a
reasonable adjustment. For example, if an employer advertises a job with a requirement that
applicants have a driving licence, where the licence is not essential for the job and there is no
mention of reasonable adjustments to this requirement, the employer may be acting unlawfully.
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What if I have been discriminated against?
There are a number of steps to resolving any problems in the workplace without having to take
any legal action.
Informal grievance
The employer may be willing to help resolve any problems your recipients‘ having, and they need
to know about his/her concerns. The recipient can raise an informal grievance with his/her line
manager or Human Resources department.
Formal grievance
If your recipient is unable to resolve the issue informally, your next step could be to start a formal
grievance procedure. Ask for a copy of employer's grievance procedure, which should tell you how
they will deal with your complaint. If the employer does not have a grievance procedure, or will
not give you a copy of it, you should still put your complaint in writing in order to help any future
employment tribunal claim. You can get examples of how to write grievance letters by visiting the
Equality and Human Rights Commission website at www.equalityhumanrights.com

Activity “Mentoring support”
If you consider as SE coacher that a mentoring support is needed at the recipients’ workplace you
needs to be aware of some of the normal features of mentoring can be listed as follows:


It is a relationship involving regular online or on-side meetings between the mentor and
mentee, although the frequency and duration of the meetings can vary considerably.



Mentoring is a mechanism for sharing experience between two parties – a two-way street
– with benefits for both players.



It is voluntary and informal. The process is not compulsory and highly regulated.



It is an organised relationship: partners are carefully recruited, rather than meeting by
chance.



There is a coordinator who takes the lead role in matching partners and provides other
support training and services.



It is governed by an explicit agreement – although the content of this may change over the
course of the relationship.
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In some cases there could be a large age discrepancy between mentors and mentees. In
that case this could be an intergenerational approach, where there is no dependency
between experience, skills and knowledge.



It is time limited and confidential between the parties.



Each party in that relationship must agree to the choice of the other and both must have
the option to withdraw if the relationship fails to work.



It must serve mentee‘s needs and these must be properly identified, not simply taken-forgranted.



It is a learning process – beyond planed issues mentors and mentees learn about
themselves, about each other, and about relationships.



It is about sharing power, knowledge, social and professional experience even if the
parties normally differ in status.



The organisation of the mentoring support should be negotiated with the employer and the
supervision staff.

Worksheet “Staying in work”
The first day of a new job is daunting for everyone, but it can seem particularly daunting if your
recipient is with disability. Moving to a new place of work in an unfamiliar environment is
stressful, and it is natural to have concerns about a new job and meeting lots of new colleagues.
You as SE coacher needs to encourage your recipient to stay positive.
The most important thing that s/he can do before his/her first day is to stay positive about the
job. S/he must remember how pleased s/he felt to receive the job offer. Having negative thoughts
about new job and ability to do it is natural, and these fears can be particularly strong for people
who have been out of work for some time. The job is something that we obviously wanted to do
and we were excited about doing.
Conditions of employment
Depending on the position and the company whom your recipient has applied for, s/he may find
that the offer is in subject to certain conditions. Make sure that you and your recipient are both
aware of these conditions during the application process and are able to comply with them.
Common examples of these are:


A probation period: This is a period of time in which your recipient is employed and paid
by the employer, but do not necessarily have the same benefits and legal rights as longer term
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employees. This can often mean that the employer can dismiss your

recipient for

unsatisfactory behaviour with less warning during this period.


Approved references: The employer may not check up on your recipients’ references until
s/he has received an initial job offer. If the offer is given to your recipient subject to
references, then they may be able to terminate the offer if the feedback they receive from your
recipients’ referees is unsatisfactory.



Successful medical: Some posts may require a medical test to be successfully passed in order
your recipient to take up the role. Once again, if this condition is stipulated by the employer
at the initial offer, then they may be able to terminate the job offer if your recipient fails to
meet it.



CRB Checks: A role that is working with vulnerable children or adults will always request a
clearance by the Criminal Records Bureau (CRB) in order to examine your recipients’
suitability for the post. This should be clearly stipulated in an advert, or at least in the
application process, and therefore if your recipient is unable to gain this clearance, s/he will
not be permitted to take up the role.

Activity “Tips for job retention”
The first day
One of the keys to a good first day is being able to deal with the nerves effectively. Think back to
your recipients‘ job search and how s/he dealt with the pressure of an interview. Small things
such as getting up early, eating a good breakfast and planning what s/he is going to wear should
ensure that your recipient have the best possible start to his/her day.
Meeting colleagues can be one of the most challenging aspects of a new job for someone who is
with disability. There may be some awkward questions about his/her disability or some people
may try to avoid him/her altogether.
There are no easy answers or guidance which you may provide in terms of how to deal with these
situations. Nevertheless you need to be prepared to talk positively with your recipient about
aspects in the same way you did at interview stage.
Dealing with the layout of a work environment may be an issue for someone with a sight problem.
If this is the case, it should be possible to arrange coming into the workplace before the official
start date to familiarise him/herself with the new environment. If it is not possible, make sure you
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talk to his/her manager about getting some extra time and help to learn the layout of the
workplace.
Remember that no one expects your recipient to know everything at once and keep reminding
him/her that they have chosen him/her for the job because of his/her abilities.
The first week
The first week is all about settling into the routine of your recipients‘ work and getting him/her
to know his/her new colleagues. Creating a good impression by arriving early and showing
enthusiasm is always a good idea that you can mention as SE coacher.
Getting to know colleagues is the most important thing your recipient will do in his/her first week.
S/he should try to join in with as many things as possible and do not be afraid to make a nice
gesture or two. A nice touch could be suggested such as bringing in some chocolates or biscuits to
share. Small details like these are vital in creating a good first impression.
And finally…
Conclude to your recipient that starting a new job is exciting. There is nearly always a honeymoon
period when s/he is welcomed and learn lots of new things.
Invite him to try to enjoy it! When s/he is preparing mentally for his/her new job, s/he will be a
success at it.

Test “How do you deal with conflicts? “
All people fall into a conflicting situation. Imagine a situation of communication with another
person when you find out that your opinions and views differ from those of your partner.
The same situation can occur at the workplace where you recipient could be involved in.
Therefore you may use the following test which consists of a couple of statements.
They have been listed below which describe all the possible actions in that situation. For each
couple ask your recipient circle one of the statements “A” and “B” – which better corresponds to
his/her behaviour in that situation.
It is possible that in some of the neither cases neither “A”, nor “B” reflects his/her typical
behaviour. Despite this ask him/her to choose the answer which is more likely to be preferred by
him/her.
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N

A/B

ANSWERS

1.

А

There are situations when I give the others the responsibility to solve the
problems.

B

Instead of discussing the things which rise disagreement I focus on those which
we agree about.

2.
3.
4.
5.
6.
7.
8.
9.

А

I try to find out a compromising solution.

B

I try to consider all the interests of both sides.

А

I usually firmly follow the set goals.

B

I try to calm down the emotions of the other side and keep friendly terms.

А

I try to find a compromising solution.

B

I sometimes sacrifice my desires because of the desires of the other side.

А

I constantly look for the help of the other side at making decisions.

B

I try to do the necessary in order to avoid the unnecessary stress.

А

I avoid causing troubles

B

I try to make my position winning.

А

I try to put of the dealing with the problem until I have time to think it over.

B

I give up on some points for the sake of the others.

А

I usually strictly follow the set goals.

B

I always try to reveal all problems and interests.

А

I don’t think that the differences are something which worth constant worries.
I make efforts to follow my own way.

B
10.
11.
12.
13.
14.
15.

А

I strictly follow the set goals.

B

I try to find a compromising solution.

А

I always try to reveal all problems and interests.

B

I try to calm down the emotions of the other side and keep friendly terms.

А

I sometimes avoid taking position which will arise contradiction.

B

I agree to the views of the other side if it agrees with some of mine

А

I suggest decisions which are in the middle between two extremes.

B

I exercise pressure to achieve the set things.

А

I share with the other side my ideas and I ask it for theirs.

B

I try to show to the other side the logic and value of my position.

А

I try to calm down the emotions of the other side and keep friendly terms.
113

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may
be made of the information contained therein.

N
16.
17.
18.
19.
20.
21.

A/B

ANSWERS

B

I try to do the necessary in order to avoid the unnecessary stress.

А

I try not to offend the feelings of the other side.

B

I try to persuade the other side in the advantages of my position.

А

I usually strictly follow the set goals.

B

I try to do the necessary in order to avoid the unnecessary stress.

А

I let the other side to keep to its views if that makes it happy.

B

I agree to the views of the other side if it agrees with some of mine

А

I always try to reveal all problems and interests. .

B

I try to put of the dealing with the problem until I have time to think it over

А

I try immediately to work over our differences.

B

I try to find a just combination between the gain and loss of the both sides.

А

At the beginning of some talks I try to take into consideration the wishes of the
other side.

22.
23.

B

I am always ready to discuss the problem directly.

А

I try to find a position which is in the middle of the two extremes.

B

I support my desires.

А

I am very often concerned with the satisfaction of all your desires.

B

There are situations when I let the others take the responsibility for problem
solving.

24.

А

If the position of the other side seems too important for it I leave it to do what it
wants. .

25.

B

I try to find out a compromising solution.

А

I try to show the other side the logic and value of my position.
At the beginning of some talks I try to take into consideration the wishes of the

26.
27.
28.
29.

B

other side.

А

I offer a decision which is in the middle of the two extremes.

B

I am very often concerned with the satisfaction of all our desires.

А

I sometimes avoid taking position which will arise contradiction.

B

I let the other side to keep to its views if it will make it happy.

А

I usually firmly follow the set goals.

B

I usually look for the help of the other side to work out a decision.

А

I offer a decision which is in the middle of the two extremes.
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N
30.

A/B

ANSWERS

B

I don’t think that the differences are something which worth constant worries.

А

I try not to offend the feelings of the other people.

B

I always share my problem with the other side if we can solve it together.

Complete the table below with the obtained results.
The results for each of the columns can vary from 0 – (quite rarely used approach of problem
solving) to 12 – (quite often used approach of problem solving).
Note down your recipients’ sum of points for each of the columns. Compare your recipients’
results with each of the five styles of problem solving and determine which of them are most
frequently used by him/her.
Remember that there are no good or bad results – different situations require different
approaches.
ANSWERS AND RESULTS
Please circle the letters which you have chosen for each pair of statements.
N

Competing

Collaborating

Compromising

1.
2.
3.

B

Accommodating

А

B

А

А

B

4.

А

5.
6.

Avoiding

B

А

B

B

А

7.

B

8.

А

9.

B

B
А

10. А
11.

B
А

B

12.

B

13. B

А

14. B

А

А

А
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Possible way to deal with stress
Progressive relaxation – a technique which is focused on relaxation of specific muscle groups as
well as relaxation of the whole body. A progressive relaxation is the coping technique. At this
process another different muscle group is under pressure which then relaxes. This technique is
based on the idea that once our muscles are relaxed we interpret them as psychically comforted.
This leads to reduction of stress perception. The experiments show that the use of progressive
relaxation caused lowering of blood pressure and headaches.
Here are the stages in a kind of progressive relaxation which you as SE coacher may suggest to
your recipient:
1 Sit down in a comfortable pose.
2. Close your eyes.
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3. Relax deeply all your muscles starting from the feet and upwards towards the face. Hold them
relaxed.
4. Breathe through your nose. When you exhale say the word “one” silently to yourself. For
example you exhale “one” and inhale-exhale and so on. Breathe lightly and naturally.
5. Continue for 10 to 20 minutes. You can open your eyes, to check the time but you don’t use an
alarm clock. When you finish, you should sit slowly, calmly for several minutes first with closed
and then with opened eyes. Don’t stand up for several minutes.
6. Don’t worry if you haven’t achieved a satisfactory result from the relaxation. Keep your
passive predisposition and let the relaxation to reveal it with its own pace. When the worrying
thoughts appear try to ignore them by not letting them to obsess you and go back to repeat
“one”. In fact the result will come after some efforts. Exercise this technique once or twice daily
but not within two hours before a meal.
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COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge
and competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme

Module 4
Title
Organisation

Mainstreaming and Digital Technologies as Support to the
Education, Employment and Well-Being of People with
Disabilities
NFRI
The SE coachers should be able to:





Develop positive attitudes towards proactive use of
mainstreaming and digital technologies as means for
social inclusion of people with disabilities (PwD).
Recognize PwD potential needs for assistive technology
and how they can match with the needs of employers.
Know how to address the need for support and
assistance while entering paid employment.
Know how the use of Information and Communication
Technologies (ICT) can support PwD to overcome
barriers and to secure and maintain paid employment.

SE Coachers can / knows how to:


Summary of the
module
content and
table of
content items

Apply person centred approach as method to facilitate
informed choices and decisions and promote the
principles of supported employment by using digital
assistive technologies.
 Identify the needs of support of the clients with
disabilities and increase their capabilities by using
mainstreaming and digital technologies.
 Use digital assistive technologies and how to boost the
Supported employment results.
 Work with different assistive technologies and assist
PwD in developing their learning styles. Assist employers
in developing effective assistive technologies and
adapted workplaces for PwD.
Summary
The module aims to present the role of mainstreaming and
digital technologies to facilitate communication and
participation in open labour market. ICT can also support
flexible, playful, unspecified activities that can be a mechanism
for developing new values and goals and learning new things.
The module will focus the attention of the social model of
disability and mainstream and digital assistive technologies as
tool that can decrease isolation and facilitate a meaningful social

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may
be made of the information contained therein.

participation of PwD in the community. During this module an
emphasis will be placed on the abilities of this group and the
possibilities for its meaningful social participation and their
right to employment.
Mainstream and digital assistive technologies can meet the
needs of PwD in different ways. They may allow people to do
something that they could not do before and function better in
their daily living or improve abilities to perform social tasks.
Technology can equip PwD with necessary skills and support
them in all aspects of activities such as attending educational
institution, working and enjoying cultural life or taking care of
their own children.
Furthermore the module highlighted the importance of the
person centred approach in using Information and
Communication Technologies (ICT) which has an impact on
independent living as removing barriers and providing access to
key public services (including access to work). This chapter
contains information about mainstreaming and digital
technologies that allowed PwD to control the interaction, or
made information more manageable. This will increase
workplace engagement and efficacy. Working within virtual
spaces may also provide PwD with employment opportunities
otherwise unavailable or inaccessible to them.
By the end of the module the SE coachers will be able to
recognise the types of the assistive technologies and their
supportive role for people with physical, mental, developmental
and other types of disabilities. The SE coachers will be able to
understand the role of technologies that empower PwD and
facilitate social participation, inclusion and integration. The
module will help SE coachers to recognise the potential of
mainstream and digital technologies to provide PwD with the
opportunity to participate fully and safety in the educational,
employment and well-being activities.
The module emphasise on the technologies that develop soft
skills, meet the individual needs and fit into the company
requirements and culture. Upon completion of the module the
SE Coachers will be able to provide co-workers and employers
with necessary guidelines in the process of successful inclusion
of new employee with disabilities.
Table of
contents
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Training
workload

1. Theoretical part (hours): 20 hours
2. Practical part (hours): 19 hours - Direct work with some
products and technologies. Simulation activities. Assignments
for drafting a person specific plan. Case studies.
3. Assessment (hours): 1 hour

Educational
resources
required
Learning
pathways
Previous
knowledge

Learning
outcomes
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1. PC or laptop
2. Multimedia and screen
3. Internet access
4. E-mail account
1. Face to face: 20 hours
2. E-learning: 10 hours
3. Practice: 10 hours
1. To be literate, have basic knowledge on disability and SE.
2. Good communication skills.
3. Good ICT skills.
4. Ability to cooperate with others.
5. Positive attitudes and ability to express empathy towards
people with disabilities.
6. Some experience in the field of working with PwD.
Before starting the learning process of that module the
following modules should be completed: Module 1, Module 2,
Module 5, Module 7
Knowledge:
 Knowledge about information, facts and impact that
mainstreaming and digital assistive technologies in the
PwD daily life.
 Knowledge about specific digital assistive technologies
related to different types of disabilities and how they
support PwD’s education, employment and well-being
 Knowledge about the challenges and limitations which
affects exploitation of particular digital assistive
technologies.
Skills:
 Ability to analyse the need of particular assistive
technology.
 Ability to recommend appropriate solution that suits the
needs of the client.
 Ability to convince the client about the importance of the
digital assistive technologies and how they increase the
chances for labour inclusion.
 Ability to explore the compatibility between the
mainstream technologies and digital ones.
Attitudes:
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ECVET/ECTS
points
Assessment

Raised awareness towards support a positive attitudinal
change of PwD towards digital assistive technologies
 Increased digital inclusion of the people with disabilities
towards the indicators of the EU Digital agenda and
Europe 2020.
ECTS = 1 credit;
ECVET = 5% weight
Self-assessment test
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In recent decades, new technologies have had a dramatic impact on the way people live.
Not only have new innovations transformed the way we communicate with one another,
but they've also had a transformative effect on how we go about our daily lives. While
people with disabilities (PwD) still face numerous challenges, new technologies are
providing them with new opportunities. Various devices have been used over the years to
help people cope with their disabilities. Some of today's technologies build on earlier
innovations, whereas some represent genuinely revolutionary advances. In this chapter
we present the main ICT that are developed for PwD or that could be used by them for
assisting every aspect of their lives. We talk about the existing supportive public policies
in the partners countries, showing the need to make room for the new technologies, and
how ICT can be important mean for social inclusion and reintegration on the labour
market.

4.1. Social Model of Disability and Assistive Technologies.
4.1.1. Supportive Public Policy and Access to Mainstream and Digital
Support for People with Disabilities
According to The World Health Organization (WHO) 15 % of the world population have
some form of disability which are over 1 billion people. However, as UNESCO pointed out
on their website „information and communication technologies (ICT) have the potential
for making significant improvements in the lives of these persons, allowing them to
enhance their social and economic integration in communities by enlarging the scope of
activities available to them.“1
In today’s world, no one should be excluded from using Information and Communication
Technologies (ICT) such as mobile phones, the Internet, televisions, computers etc. Their
applications and services are applicable in different spheres including in education,
employment, political life, and cultural activities. PwD should be able to access a digital
learning and communication environment and acquire skills and knowledge to succeed in
their choice of education and career.
A model of Policy for inclusive ICT for PwD can be based on the United Nations Convention
on the Rights of Persons with Disabilities and specifically:


Article 9 – Accessibility – This defines the rights of PwD in specific areas of activity
whereby the terms “accessible” or “accessibility” includes also all ICT products and

http://www.unesco.org/new/en/communication-and-information/access-to-knowledge/access-forpeople-with-disabilities/
1
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ICT based applications and services. This has far reaching implications for the
industry, governments and civil society.2
Article 21 - Freedom of Expression and Opinion, and Access to information
This article guarantees that accessible formats and technologies appropriate to
different kinds of disabilities should be available for the PwD in a timely manner and
without additional cost. It also recognizes and promotes the use of Braille sign
languages, augmentative and alternative communication, and all other accessible
means, modes and formats of communication.3
Article 24 - Inclusive education - The meaning of this article is independence and
creates obligations in two areas: to provide education to children, youth and adults
with disabilities on an equal basis with others, and to provide education within the
inclusive system. Realising the right of people with disabilities to education requires
establishing “an inclusive education system at all levels”4.
Article 27 - Work and Employment – The right to work should lead to the possibility
to gain a living and lead a life of dignity. Most sheltered workshops that provide
rehabilitation and work activities seem not to be fully compliant with this article.5

Particularly article 27 is of interest to supported employment. According to the
Convention "Reasonable accommodation" means necessary and appropriate modification
and adjustments not imposing a disproportionate or undue burden, where needed in a
particular case, to ensure to persons with disabilities the enjoyment or exercise on an
equal basis with others of all human rights and fundamental freedoms". Considering
Article 27 and particularly the right to „(i)Ensure that reasonable accommodation is
provided to persons with disabilities in the workplace“ ICT could be viewed as reasonable
accommodation for PwD.
In November 2014 during the international conference “From Exclusion to
Empowerment: Role of ICTs for PwD” organized by UNESCO, the so called “New Delhi
Declaration on Inclusive ICTs for Persons with Disabilities: Making Empowerment a
Reality“ was adopted that calls upon corporations operating in the field of ICTs to “…
familiarise themselves, on the ground, with the needs and views of persons with
disabilities and involve them on specifications for accessible, affordable and inclusive
products and services - taking into account “Universal Design for All” principles.”6

4.1.1.1. Types of Inclusive ICT
The Inclusive ICT may be grouped in the following types:

http://www.e-accessibilitytoolkit.org/toolkit/un_convention/overview_of_the_convention
http://www.un.org/disabilities/default.asp?id=281
4 http://inclusion-international.org/wp-content/uploads/2013/08/ImplicationsCRPD-dr2-X.pdf
5 http://digitalcommons.ilr.cornell.edu/cgi/viewcontent.cgi?article=1559&context=gladnetcollect
6https://www.unesco.de/fileadmin/medien/Dokumente/Kommunikation/New_Delhi_Declaration_Inclusi
ve_ICTs_Making_Empowerment_a_Reality_26_11_2014.pdf
2
3
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Mainstream technologies that are available to all individuals. This may include
personal computers, web browsers, whiteboards and mobile phones that contain inbuild accessibility features to provide equally effective access for learners with and
without disabilities;
Assistive Technologies that compensate for difficulties in accessing and using
mainstream technologies. Assistive technologies are a matter of equality of PwD
regardless of age. Assistive technologies may include medical and learning aids such
as screen readers, alternative keyboards, alternative communication devices,
software, or services for PwD that promotes greater independence. Assistive
technologies are a generic term for devices and modifications that help overcome or
remove a disability. High Tech Assistive technology stands for any device or system
that allows someone with a disability to perform tasks they would otherwise be unable
to do.
Compatibility between assistive technology and mainstream technologies: Inadequate
design remains a factor, particularly for people with impairments. Good examples are
web pages that are not compatible with computer screen readers. Applications should
be able to detect input from assistive technologies and generate outputs in a way that
assistive technologies can detect them.
Accessible media and formats, such as mainstream publication formats (MSWord,
PowerPoint and structured and tagged PDF files) or HTML 5 (Hypertext Mark-up
Language), videos with captioning, DAISY (Digital Accessible Information System)
books, EPUB (e-book that can be downloaded and read on a device like a smart phone,
tablet, computer, or E-reader such as Kindle), etc.
Accessible digital learning content and instruction - all delivery systems such as those
found in on-line learning environments (e.g. Accessible OERs, accessible SCORM
compliant learning modules) or classroom and learners’ management systems.

4.1.1.2. Technologies as Individual-oriented Method for Changing Paradigms
in Provision of Services
Information and Communication Technologies (ICT) can empower PwD and can be
utilised as an important mean for social inclusion 7. ICT can be used for:




Distance e-Learning. By using computer/tablet/Smartphone for distance courses, it
provides students with the opportunity to continue living at home while they are
studying, to share and exchange documents, tuition and lessons.
Reading digital and audio libraries. This applies to learners with intellectual, hearing
or learning disabilities, or who are partially sighted, and other disabilities that now
are able to participate in educational modules via digital and audio libraries, accessing
their content online.

Video
on “How
Can We
Include
Students
with
https://www.washington.edu/doit/videos/index.php?vid=64
https://www.youtube.com/watch?v=4k0LyCH_ot8&feature=youtu.be
7
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Using internet. This helps PwD to gather and understand public information, to learn
and work, to participate in leisure activities, to shop, to manage finances, to chat and
communicate. Devices with internet connection provide opportunities for improved
participation in daily and independent living activities.

However, on an individual level we have to be aware of the barriers that PwD face when
using ICT such as: lack of interest, lack of understanding, lack of awareness, difficulty of
accessing such technologies, high cost of ICT, lack of ongoing support and lack of training
towards PwD. The issues related to motivation and awareness that limit the use of ICT
should be addressed by the coach in a systematic manner.
ICT improves the individual quality of life in a practical manner by enhancing
effectiveness of teaching, developing live skills, complementing learning in special needs
education and providing a platform for employees with disabilities to promote their skills.
ICT are enabling PwD to overcome social barriers, to participate more fully and to
enhance the social and economic life of their communities.

4.1.1.3. Technologies Access and Personal Privacy, Security and
Confidentiality
Information security, sometimes shortened to InfoSec, is the practice of defending
information from unauthorized access, use, disclosure, disruption, modification, perusal,
inspection, recording or destruction. InfoSec is therefore defined as "The protection of
information and information systems from unauthorized access, use, disclosure,
disruption, modification, or destruction in order to provide confidentiality, integrity, and
availability." (CNSS, 2010).
Information security over the internet is a major issue in our digital era. There are an
estimated 150.000 computer viruses in circulation every day and 148.000 computers are
compromised daily8. Web-based attacks in the EU and around the world were increased
by almost 40% in 2015.
The European Commission has included cyber security and e-privacy at the heart of its
political priorities: trust and security are at the core of the Digital Single Market Strategy9,
launched in 2015, while the fight against cybercrime is one of the three pillars of the
European Agenda on Security10. The EU Cyber security Strategy11, adopted in 2013, sets out
ways to strengthen network and information security across the EU. It protects the public
and private sectors from intrusion and fraud, by strengthening cross-border cooperation
and information exchange.

EC Communication - http://europa.eu/rapid/press-release_IP-13-94_en.htm
http://ec.europa.eu/priorities/digital-single-market/
10 http://europa.eu/rapid/press-release_IP-15-4865_en.htm
11 eeas.europa.eu/policies/eu-cyber-security/cybsec_comm_en.pdf
8
9
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Common EU rules have been established to ensure that personal data has a high standard
of protection everywhere in the EU. The two main pillars of the data protection legal
framework in the EU are the Data Protection Directive12 and the ePrivacy Directive13.
EU countries have to follow the EC actions and are making national provisions for cyber
security and privacy. For example Austria's ICT Security Strategy is an important reference
for further action. In 2013 Spain and Turkey have adopted a National Cyber Security
Strategy. In 2015 Bulgaria has adopted Defence and Security Research and Technology
Strategy aiming to contribute to EU and NATO security and defence policies.
Apart from the EU and the national efforts, the protection of information is a serious
responsibility for every individual. With this constantly evolving technology, regulation
and risk assessment should always be maintained and updated. Coach workers should be
well informed about security issues with different ICT tools and the possible measures to
protect personal data. They must promote awareness and highlight the importance of
information security. They should explain to PwD and their family the risks and the
needed steps to be taken in order to limit the exposure to fraud or illicit use of PwD’s
personal data.

4.1.1.4. Reviewing State Regulations and Policies for Provision of
Mainstreaming and Digital Technologies for PwD
Austria:
Regarding the implementation of the UN Disability Rights Convention in Austria the
federal government stated on October 2010 its intention to draw up a National Action
Plan for People with Disabilities containing the guiding principles of Austrian disability
policy until 2020. In theory, the principles of involvement and mainstreaming have been
recognised for a long time now. Nevertheless, the legal, administrative and budgetary
plans of the government do not always take the concerns of PwD into consideration. There
is as yet still no nationwide disability mainstreaming policy which needs to be fulfilled by
all relevant entities.
Objectives included in the National Action Plan (extract)14:


PwD should be able to lead an independent life in dignity, and they should be
enabled to fully participate in society. PwD must not be discriminated against or
excluded at school, at work or socially. Their rights in these respects need to be
strengthened.

12

http://eur-lex.europa.eu/legal-content/en/ALL/?uri=CELEX:31995L0046
https://ec.europa.eu/digital-single-market/en/news/eprivacy-directive
14 National Action Plan of Disability 2012-2020, Federal Ministry of Labour, Social Affairs and Consumer Protection (BMASK),
2012, Source: https://www.sozialministerium.at/cms/site/attachments/
4/9/3/CH3434/CMS1461828446367/nap_behinderung-web_2013-01-30_eng.pdf , page 14, accessed 13 June 2016
13
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PwD should be appreciated within society, and false images about the reality of
their lives should be corrected. There has to be general recognition of the fact that
PwD contribute towards diversity in society. This creates opportunities and
benefits for everyone (diversity approach).



Disability mainstreaming must be supported and promoted in the entire federal
administration, the federal legislature and jurisdiction. Particular attention should
be paid to ensuring that legislative projects and the entire activities of the federal
administration are in line with the principles and objectives of the legislation on
disability equality.



Public procurement on the basis of the federal legislation on the public
procurement law should be increasingly linked to the conditions of accessibility
and the employment of PwD.

Measures included in the Strategy:


Closer and institutionalised cooperation of all cost-bearing bodies in the field of
technical aids (such as specific ICT products, devices, equipment or technical
systems) and the creation of central contact points for PwD.



Via accessible information (easy to read versions and sign language videos) about
the UN Disability Rights Convention and the activities of the independent
Monitoring Committee, information should be made available to as many people
as possible, with or without disabilities, and especially for family members of PwD.



Evaluation of measures for the possible adoption of regulations on accessible
telecommunications services with the involvement of PwD



The analysis of new technological developments, with special emphasis on their
use by PwD.



Since the end of 2010, older and disabled persons with a low income have received
an additional allowance for the cost of an internet connection in addition to that
for telephone line rental.



The ‘Austrian electronic network’ funding programme in the field of digital
integration supports the market launch of electronic networks and services which
promote independent living and the involvement of all sectors of the population in
the information society. 15

Bulgaria:
15

National Action Plan of Disability 2012-2020, Federal Ministry of Labour, Social Affairs and Consumer Protection (BMASK),
2012, page 47-105, accessed 13 June 2016
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In Bulgaria there is no special legislation or policy providing support for PwD to obtain
mainstream and digital support. The Agency for PwD provides some funding to employers
if they want to accommodate a work place for PwD in accordance with Article 25 of the
Act for integration of PwD.16
This is the only state funded initiative that supports the purchase of Assistive
technologies. Moreover these technologies should only be used for work and not for
personal purposes or during the leisure time. The application procedures and grant
provision is described in the Rules for applying the law. The Long-term strategy for
employment of people with disabilities 2011-2020 is the main reference document, related
to the integration of the PwD where one of the strategy actions is providing an accessible
environment. This includes (see page 13 of the Strategy) an accessible information and
communications environment.
Measures included in the Strategy:
•

Analyse the information and communication environment, assigned to different
groups of PwD;

•

Develop a state strategy for accessibility of information services and documentation
for different groups of PwD;

•

Develop an effective legal framework obliging every media to provide information in
an adequate and appropriate manner to people with various types of disabilities;

•

Provide conditions for access to all types of media (print, electronic, audio, visual);

•

Provide affordable telecommunication equipment (telephones, computers, etc.).

•

Provide access to all information related to the rights and obligations of persons with
disabilities, services and programs.17

Spain:
In Spain there is a Royal Legislative Decree 1/2013 of 29 November, the General Law of
rights of persons with disabilities and their social inclusion. In it, there are several articles
which regulate the ICT use by PWD.


16
17

Article 17.3 Support for professional activity: The support should cover both the
capacity building and the use of products and assistive technologies and devices
necessary for the best performance of a job on an equal footing with others.

http://lex.bg/laws/ldoc/2135491478 (in Bulgarian)
http://www.strategy.bg/StrategicDocuments/View.aspx?lang=bg-BG&Id=705
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Article 22.1 Accessibility: PwD have the right to live independently and to
participate fully in all aspects of life. To this end, public authorities shall take
appropriate measures to ensure universal access on an equal footing with other
people to environments, processes, goods, products and services, transport,
information and communications, including computer systems and information
technology and communications, as well as social media and other services open
to the public or public use, both in urban and rural facilities.



Article 24.1 Basic conditions of accessibility and non-discrimination in the field of
products and services related to information society and media: The basic conditions
of accessibility and non-discrimination for access to and use of technologies,
products and services related to information society and any social media services
shall become due within the deadlines and terms established by the regulation.

Provisions were made to enforce the basic conditions of accessibility and nondiscrimination, namely the access and use of technologies, products and services related
to the information society and any social media:


New products and services, including institutional campaigns for dissemination
through audio-visual media: December 4, 2009.



Existing products and services on December 4, 2009, subject to reasonable
accommodations: December 4, 2013.

Turkey:
According to the latest statistics available, the persons with disabilities constitute around
12 percent of the total population in Turkey. Therefore, it is important to pay special
attention to such vulnerable groups to address the digital divide problem in the society.
In the Information Society Strategy (2006-2010), one of the strategic priorities of Turkey
was defined as “Social Transformation” through effective usage of ICT by all citizens. It
was stated that ‘designing the ICT infrastructure and applications in a way that is suitable
for the usage of disabled citizens will be adopted as a fundamental principle in order to
ensure that disabled citizens are not affected adversely by the digital divide.’
In 2009 the Electronic Communications Law was published in Turkey. In Article 4(1)(k) of
this law, ‘taking into consideration the specific needs of disabled, elder and people in need
of social protection’ was adopted as a principle. In 2010 in the Strategic Plan of the
Information and Communication Technologies Authority (ICTA), which is the regulatory
body for electronic communications, it was set as a goal to ensure that all consumers
including disabled people are adequately informed about ICT services being provided to
them, so that they can equally access these services at affordable prices and maximize the
benefits.
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4.1.2. Impact of Digital Assistive Technologies and Services on Independent
Living

4.1.2.1. The Role of Technology for Enhancing Health and Care Services,
Transport, and Lifelong Learning
ICT allows improving access to information and supporting evidence-based decision
making.18 There are several systems designed to help overcome the barriers faced by
people with visual impairments in getting around in day-to-day life. Examples include
large tactile print maps, accessible GPS and geographic information systems (GIS),
variable message signs, remote infrared audible signs (RIAS), real-time passenger
information systems, vehicle “destination” and “next stop” signs, accessible ticket
machines, and detectable warning surfaces. Technological innovations can enhance the
accessible transportation by better understanding the requirements of pedestrians and
travellers with a visual impairment, etc. Technological advancements could help to
empower PwD by addressing their mobility needs, but the benefits of such advancement
have not yet reached fully the segment of the public travelling.
During a typical trip, a person with a visual impairment faces a number of challenges.
There are many convergent technologies involved with RIAS. For example, a bus stop
system installed in Italy has implemented RIAS developments with mobile
communications technology and features a wireless, solar-powered connection providing
bus information to travellers. In Sofia a similar technology gives verbally information
about the arriving transport. Sofia’s online tool for public transportation also provides
support for PwD through virtual schedules and routes that can be accessed via
smartphones and be used with assistive technologies.
In recent years more research and innovation has led to using robotics and artificial
intelligence to improve mobility and navigation of people with special needs. Creating
autonomous systems for a task such as driving is not as complex as driving in an
interactive situation. A lot of work is already being conducted in the area of autonomous
driving. Google is already embedding technology in real cars and logging test miles.
Another example of ICT that supports environmental awareness for people with visual
impairments is the Sendero GPS that allows a visually impaired user to look up an address
in the database and acquire familiarity with a new area before arrival. Sendero collects
every point of interest (POI) database available, so it is possible to look up restaurants,
hotels, and many other locations using the system.
Pedestrian safety is currently being addressed with technologies such as the Traveller-tovehicle and Traveller to Infrastructure (T2X) communication that enables a pedestrian
Video on Working Together: People with Disabilities and Computer Technology –
http://www.washington.edu/doit/videos/index.php?vid=33 / https://www.youtube.com/watch?v=X92Cd6jicko
18
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with a disability to enter the dialog of what’s going on at an intersection using a smart
phone. The system could also transmit a message to other road users alerting vehicles to
the pedestrian’s exact position while flagging up a disability. In addition, the available
MAP information could be used for way finding—for example, showing exactly where a
curb is, or where the entrance to a building is.
ICT is considered very relevant for accessing public health information, as well as
accessing books for education. Internet is an important tool for telemedicine and e-health.
Supporting health services, the most relevant technologies used include19:








electronic patient records,
structured data entry,
advanced human-computer interface technologies,
portable computers,
automated capture of data from diagnostic and monitoring equipment,
relational databases with online query (keyword search and retrieval),
knowledge-based computing, and computer networks.

The UNESCO review20 on ICT in Education for PwD showcases a lot of examples where the
innovative practice can foster inclusion of those marginalised groups in the education
system. Some of the cases include supporting e-learning in Estonia, supporting the
inclusion of students with visual impairments in mainstream schools in Grenada,
designing everyday research based technologies for everyday use with children with
disabilities and their families, supporting pupils with long-term illness to join mainstream
classes or creating national network of ICT Resource Centres for special needs education.
All those examples of ICT promote the equity in education opportunities.

4.1.2.2 Assistive Technologies as a Method for Equalities and Change of Social
Attitudes and Inclusion
Changing the people's attitudes to disability is fundamental to achieving universal
accessibility. Over the last two decades, the introduction of equality legislation, improved
access to public spaces and assistive technology have facilitated PwD to have greater
opportunities, visibility and aspirations than ever before. The development of ICT has
provided PwD a tool to enable their participation in the global communities. Creating
assistive technologies is the result of and the mean to changing social attitudes.
Assistive Technology is a product designed with Universal Design in mind (designing for
the broadest range of human ability) that are not only more usable by PwD, but more
usable by everyone. Many companies are now designing their products, services and
websites while keeping in mind how PwD will use those products. For example, Apple
https://www.andrew.cmu.edu/course/90-853/medis.dir/otadocs.dir/05ch4.pdf
https://www.google.bg/

19
20
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products now have screen readers, enlarging programs and other adaptations for PwD
built into the operating system. The assistive technology can be considered as a
mainstream technology of the future. Assistive technology is designed for human
diversity, social inclusion and equality. Companies such as Microsoft and Apple now have
progressive attitudes to accessibility. For example, the iPhone is popular with blind
people who can use the device “out of the box” without the need for assistive add-ons. As
another example, YouTube offers an auto-captioning feature to make it easier to caption
videos.
According to the social model of disability, the segregation of services and limitation to
access is not helpful for people with disability. This is also not helpful in eradicating
stereotypes and discrimination. There are a lot of existing issues and barriers that impact
the use of Assistive technologies by individuals with disabilities in terms of employment.
Many of these barriers are related with the workplace such as inability to obtain proper
specialised computer adaptive equipment and information technology (IT) software.
Barriers to AT involving workforce readiness and access include problematic school-towork transition policies, the cost to modify a vehicle to commute to work, or obtaining a
personal AT device such as a hearing aid that is essential for work but which an employer
may not be legally required to provide.
Obstacles and barriers to access and use internet vary by type and extent of disabilities.
Also one and the same website often offers opportunities for one group and excludes
another. Recent studies of the accessibility of EU government Web sites showed major
access barriers. On 3 May 2016, the Netherlands presidency reached an informal deal with
the European Parliament on a new directive to make public sector websites and mobile
applications more accessible, especially for people with disabilities. The draft directive
requires member states to ensure that public sector websites and mobile applications
meet European accessibility standards.

4.2. Mainstream and Digital Assistive Technology Supporting Personal
Autonomy
4.2.1. Social Impact on Disabilities and Types of Technologies and Personal
Aid
The impacts of disability include economic, political, psychological and social factors.
Specifically, social impacts are those consequences of disability that are experienced at
the individual, family and community level. These include poverty, issues of access as well
as social exclusion.
A person with disability may face limitations in interacting with colleagues at work, fellow
students and also family members. The impact of exclusion is that a PwD may lack social
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support and social skills, such as communication, to cope with the disability. The
technologies and personal aid affect how individuals and communities cope with
disability. There are varieties of aids depending on the different types of disabilities.
ICT may be essential for access to communication with other people (for example for
people with physical disabilities). ICT are used as communication aids, computer devises
and specialised software.
See video21.

4.2.1.1. Communication Enhancement
A communication disorder may include stuttering, voice disorders, and articulation
disorders, difficulty projecting voice sounds loud enough to be heard by others or the
inability to speak at all.22
Types of communication enhancement solutions:


Voice amplifier - Enables users to amplify their voices so others can understand their
speech. Voice amplifiers are designed in a variety of formats to fit different needs.
Sample - The Spokesman Personal Voice Amplifier is designed to amplify the vocal
output of people whose natural voice is too quiet to be heard by others.23



Word prediction software - Predicts the user’s words based on the words recently
typed and how frequently the user types the same words. Word prediction software
improves grammar and sentence structure by predicting logical words based on the
contextual meaning of that sentence.
Sample - WordQ24 is a software tool used along with standard writing software.
WordQ suggests words for you to use and provides spoken feedback to help you find
mistakes. Users of all ages who have problems writing and editing, particularly those
with learning disabilities (LD), can benefit from using WordQ. It features a carefully
thought-out design with only essential functions that have demonstrated benefits to
help individuals write.

4.2.1.2. Telecommunications Access
These accessibility features can be built-in to cell phones for individuals who are hard of
hearing or deaf25:

21

Free to low cost assistive technology solutions – https://www.youtube.com/watch?v=PrIVLCdwSYI
http://www.cap.mil/Solutions/ProductDisability.aspx?DisabilityID=7
23 http://www.luminaud.com/spokeman_amp
24 http://www.goqsoftware.com/
25 http://accesswireless.org/Disability-Categories/Hearing.aspx
22
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Audio, Visual and Vibrating Features - You can assign specific audible, visual, and
vibrating alerts for functions like incoming calls or messages, calendar events and
confirming keyboard inputs. You can also assign, create, purchase and download
distinctive ringtones at frequencies you can hear more easily.



Bluetooth®, Loopsets, Neckloops, or Silhouette Compatible - Cell phones may be
compatible with some Hearing Assistive Technology ("HAT") accessories like
neckloops, inductive silhouettes or headsets. A neckloop is a wire worn around the
neck that plugs into your cell phone. A silhouette looks like a very thin hook that plugs
into a cell phone, and is worn behind your hearing aid. Both neck loops and silhouettes
magnetically couple with the t-coils in hearing aids and deliver sounds directly from
the phone, reducing background and ambient noise. Some hearing aids may also
connect via Bluetooth® to your cell phone through a remote control/streamer.



Closed Captioning for Video - Wireless devices that support video programming
capabilities can also support open captions, closed captions or subtitling for video.
When available, captions appear onscreen just like the closed captions on TV.



HD Voice - Wireless handsets that support HD Voice provide a fuller, more natural
sounding voice calling experience, plus noise cancelling technology that helps to
reduce background noise. The HD Voice feature must be available on both wireless
handsets to function.



Hearing Aid Compatible - Many wireless handsets are rated for hearing aid
compatibility (“HAC”) for voice calls.



Hearing Aid Menu - The telecoil function on some cell phones requires user
activation. It may be labelled “Hearing Aid Mode” or “Hearing Aid Compatible Menu.”



Text Communications - Text-based communications such as email, short message
service (SMS), instant messaging (IM) and other messaging services are vital for
people who are deaf or hard of hearing. Apps with similar text-based web services
such as WhatsApp, Viber, etc. can be downloaded.



TTY Compatible - Cell phones usually work with certain Text Telephone (TTY)
devices. This feature must be enabled on your wireless device and may require an
adaptor (sometimes called a dongle). This is a technology applicable for people with
disabilities who have enough ability to read.



Video Conferencing - Some cell phones support two-way video conferencing services
depending on the phone's capabilities and speed of available wireless service. Look
for a “front-facing” camera in a wireless device that supports video conferencing.
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Visual Displays to Indicate Call Functions - Some phones use visual indicators like
written characters, icons or flashing lights on the display screen to show the phone’s
status, indicating the device is ringing, in use, busy or turned on or off.



Volume Control - Most phones allow you to adjust the loudness of a ringer or speaker
when talking on the phone.

4.2.1.3. Wireless Technologies26
The Model web accessibility policy has been developed for policy-makers, regulators,
other government entities active in development of government web and e-governance
policies and/or in promoting accessibility of government services and other stakeholders,
including non-governmental organizations (NGOs), organizations of persons with
disabilities and parliamentarians depending on country specifics.27
A Toolkit was created by the International Telecommunication Union and G3ict (Global
Initiative for inclusive ICTs) to support Policy Makers Implementing the Convention on
the Rights of Persons with Disabilities.28 The toolkit includes sections as the eAccessibility basics, technology areas, product development and design, public
procurement, promoting assistive technologies, local government, developing policy and
guides by policy area

4.3. Enhancing work Opportunities for PwD through Digital Assistive
Technologies
4.3.1. The Role of Technologies in Overcoming Barriers and Finding
Employment for People with Disabilities:
Information and communication technologies (ICT) have been used to counter obstacles
related to disabilities. Today’s assistive technologies can be adapted to everyone’s
abilities so that PwD are able to participate in all aspects of social life on more equal terms.

4.3.1.1. Mobility Impairments29
Physical impairments come in many forms and may include hands with reduced dexterity,
shakiness, arthritis, paralysis among other difficulties.30 There is a wide range of assistive
technologies available to help with all these impairments. Below are some of the most
popular ones.
26

See video in YouTube at https://www.youtube.com/watch?v=J0qllstWw-M
http://www.itu.int/en/ITU-D/Digital-Inclusion/Persons-withDisabilities/Documents/ICT%20Accessibility%20Policy%20Report.pdf
28 http://www.e-accessibilitytoolkit.org/
29 https://www.sprc.unsw.edu.au/media/SPRCFile/Assist_tech_public_version_8_Aug_2013.pdf
30 http://www.gmc-uk.org/accessibility/assistive_technologies/physical_impairments.asp
27
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Types of assistive technologies for people with physical disabilities:


Powered wheelchairs



Mouth stick - a device that enables users to control input through a stick that they
manipulate with their mouth.



Head wand - Head wands are very similar in function to mouth sticks, except in this
case the stick is strapped to the head.



Single-switch access – for people with very limited mobility, a switch could be placed
to the side of the head, allowing the person to click it with head movements.



Oversized trackball mouse - A trackball mouse has the roller ball on top rather than
underneath the mouse. Instead of moving the mouse to control movement, the user
moves the roller ball. Some users find this easier to control. It also works well in
conjunction with other devices, for example, head wands or mouth sticks.



Adaptive keyboard - There are a wide range of alternative keyboards on the market
to help motor-impaired users, including compact, expanded, ergonomic, on-screen,
rubber and ABC keyboards.



Eye tracking - Eye tracking devices can be a powerful alternative for individuals with
no control, or only limited control, over their hand movements. The device follows the
movement of the eyes and allows the person to navigate through the web with only
eye movements.



Voice recognition software - Voice recognition programs enable the user to enter
text and, in some cases, carry out common computer tasks simply by speaking into a
microphone – that is, without having to use a keyboard or a mouse. In case of text
entry, the computer analyses the user's voice, tries to recognize the words, and types
them - instead of the user - as he or she speaks.



"Sticky Keys" - a method of typing where modifier keys, such as Shift, Control,
Command, and Alt/Option, will "stick" down and apply to the next keystroke, so that
only one key needs to be pressed at a time. This is extremely useful for people who
have motor impairments, making it difficult to press combinations of keys.



"Slow Keys" - a keyboard feature that prevents keystrokes from registering until a
key has been held down for a certain period of time. This is extremely useful for people
with motor impairments that make it difficult to target keys accurately or that cause
unpredictable motion.

Other assistive technologies for people with physical disabilities:
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Home modifications - remote control of doors, windows, locks



Smart homes - Integrates telecare, electronic assistive technologies and
environmental controls. Involves technologies that learn behaviour and react to
needs.



Telecare - first level telecare – alarm pendant connected to 24-hour monitoring
centre. Second level telecare – including bed sensors, medication reminder system, fall
monitors, gas monitors, flood monitors, “wander” and motion monitors. Third level
telecare – remote consultations/ virtual visiting, monitoring of vital signs, blood
pressure check, temperature, respiration, pulse, weight.

4.3.1.2. Visual Impairments – Blindness, Low Vision, Colour Vision
Deficiency31
Listed below are accessibility features that may be built-in (native) to a wireless device to
make wireless products and services easier for you to use or available as downloadable
software.


Adjustable Fonts – is the option to change the size of icons and text on the phone’s
display to make it more readable. This feature varies by phone; some devices have a
choice of several font sizes, and some have an adjustable slider to adjust for spacing of
the text. The feature is built-in to most smartphones and some feature phones.
Combined with the magnification feature on smartphones, a consumer has greater
options.



Alternate formats – Product information and billing is available in alternate formats
(Braille, large print, electronic (plain text or HTML), audio, etc.) upon request.
Accessible manuals should be available from the manufacturer or accessed through
the manufacturer’s website.



Audio, Visual and Vibrating Features – Assign specific audible, visual, and vibrating
alerts for different functions including incoming calls or messages, calendar events,
confirming keyboard inputs. You can also assign, create, purchase, and download
distinctive ringtones.



Braille – smartphones can connect via Bluetooth to a Braille device. When set up it
supports navigation and text input from a Braille keyboard. Magnification is built-in
to most smartphones, and variously called Zoom, Screen Magnify or Magnify. The
feature enables consumers to increase the size of everything displayed on the screen.



Screen Contrast – enables consumers with low vision to maximize seeing what is on
the screen with high contrast display screens. Adjustable colour schemes for the

31

http://accesswireless.org/Disability-Categories/Vision.aspx
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display make text and symbols easier to see. Many smartphones have built-in high
contrast and colour inversion features.


Screen Reader – is a screen access application that provides individuals who are blind
or visually impaired the ability to read the text that is displayed on the computer
screen with a speech synthesizer. It is similar to a voice output feature, but with a
distinct and different method for accessing the phone. Screen readers are built- in to
several smartphone operating systems and are available as apps that may be
downloaded onto other feature phones and smartphones.



Tactile or Clearly Defined Keys – Tactile keys are physical keys for both functions
and alphanumeric keys. The keys are designed for ease of feel and marking nibs are
used. Some keys are convex in shape and/or larger in size. In many mobile devices, the
keys are laid out on a QWERTY keyboard. Some phones with keys and controls have a
high contrast colour scheme and large print users, helpful for persons with low vision.
More and more phones use touch screen controls and keys which can be explored by
touch and have speech to identify each key and control. It is also possible to download
software with a larger touch screen key pad. Predictive text and word completion
(AutoText) features also help to quickly enter text.



Voice Output – this feature “reads” aloud function and feature information on a phone
device. This is also called text-to-speech (“TTS”). Examples of TTS include Apples’
VoiceOver, and Google’s TalkBack. Voice output enables a blind or visually impaired
person to use menus and sub-menus common on most mobile phones to access such
features as entering contacts, using the phone book, setting alarms, talking caller ID,
and changing ringtones. The voice output function varies and should be checked out
by consumers when selecting a device.



Voice Recognition – lets consumers interact with their phone with the power of their
voice. Tasks such as dialling, choosing a contact, entering calendar or contact
information, surfing the web, and accessing applications are accomplished without
lifting a finger. Voice Recognition is variously called VR, Voice Control or Speech
Commands. Apple iPhone devices utilize the Siri voice commands, for example.

4.3.1.3. Hearing Impairments32
A hearing disorder is the result of impaired auditory sensitivity of the physiological
auditory system. Assistive technologies for this kind of impairment are presented in

4.3.1.4 Speech Impairments

32

http://www.asha.org/policy/RP1993-00208/
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Speech impairment refers to an impaired ability to produce speech sounds.33 Speech-toSpeech Service (STS) enables a person with a speech disability to use his or her own voice
or voice synthesizer to call another person through relay services. STS provides trained
operators who function as live voices for users with speech disabilities who have trouble
being understood on the telephone. The operator will repeat the words of the person with
the speech disability to whomever that person is calling. The service also works in reverse
so that anyone may initiate a call to a person with a speech disability using the Speech-toSpeech Service. STS users may also make relay calls to TTY users through STS.

4.3.1.5. Intellectual (learning) Disabilities34
Learning disabilities are neurologically-based processing problems. These processing
problems can interfere with learning basic skills such as reading, writing and/or math.
They can also interfere with higher level skills such as organization, time planning,
abstract reasoning, long or short term memory and attention. It is important to realize
that learning disabilities can affect an individual’s life beyond academics and can impact
relationships with family, friends and colleagues in the workplace.35
Cognition36
The wireless industry is committed to developing better technology for people with
functional limitations. Below are the features that can be built in to wireless products and
services to make them more accessible:


Alternate formats: This provides alternate formats like Braille, large print and audio
format.



Audio, Visual and Vibrating Features: Specific audible, visual, and vibrating alerts
for functions like incoming calls or messages, calendar events and confirming
keyboard inputs can be assigned



Automatic Responses: Wireless devices may be programmed to automatically
answer or redial certain calls or messages.



Customizable and Standard Displays: A wireless device screen can be adjusted for
better contrast, illumination, larger font size, to “zoom” in and magnify, etc. Icons or
images can also be assigned to functions like the caller ID.

33

http://www.washington.edu/doit/what-speech-impairment
Video Working Together: Computers and People with Learning Disabilities
http://www.washington.edu/doit/videos/index.php?vid=29/
https://www.youtube.com/watch?v=aa78XfHHf1Q&feature=youtu.be
35 http://ldaamerica.org/types-of-learning-disabilities
36 http://accesswireless.org/Disability-Categories/Cognitives-Senses.aspx
34
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Hands-free or One-Touch: Wireless devices may offer hands-free features like
speakerphones, or may have one button dialling and other pre-programmed features.



Intelligent Keyboards: Some text-based features have intelligent keyboards or autospell functions that appear only when needed, and display a keyboard that is specific
to the task.



Tactile Keys: These specially marked keys help position the fingers for specific
functions like volume control, on/off, shortcuts for speed dialling, assignable
ringtones and alerts or automatic answering. Predictive text and auto text features
also help to quickly enter information.



Voice Control: Voice can be used to make a call, play music, enter text or find a
contact.



Voice Output: Voice Output features “speak”, offering information like battery level,
Wi-Fi and cellular network signal levels, incoming calls or messages and contacts.

Nowadays almost all cell phones with their respective operative systems (iOS, Android,
Windows, Blackberry or Symbian, etc.) have specific built-in accessibility features and
apps. An excellent example is the website37, operated by the Global Accessibility
Reporting Initiative that assists users in selecting the accessible mobile device that fits
them best.)

4.3.1.6. Mental Health Problems
An example of ICT that addresses the mental health problems of people is the
iFightDepression38 tool - an online, guided self-management programme that aims to help
individuals with mild to moderate depression to self-manage their symptoms. The
software is designed in such a way as to help users to develop some skills to manage
depression symptoms. This tool helps to tackle depression by encouraging recognising
and challenging less helpful patterns of thinking, feeling, and behaving. The tool can be
used under the guidance of a general practitioner or mental-health professional.
iFightDepression consists of six core and three additional modules, available in 8
languages (English, German, Spanish, Hungarian, Estonian, Bulgarian, Dutch and Italian).
The modules are:
Module 1: Thinking, Feeling & Doing
Module 2: Sleep and Depression
Module 3: Planning and Doing Things That You Enjoy
Module 4: Getting Things Done
Module 5: Identifying Negative Thoughts
37
38

https://www.gari.info
https://ifightdepression.eu/
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Module 6: Changing Negative Thoughts
Module 7: Feel Better All Round: Healthy Lifestyle

4.3.1.7. Practical Assignments
Finding the right technology solution39
Accommodations more often than not require creativity but not always a lot of money.
Most accommodations are in fact simple low or no cost solutions.
Case Study 1 - AT accommodations for learning disabilities
Situation: Young adult with a learning disability (dyslexia and dysgraphia). He can read
but it takes him a very long time; he can write but writing is extremely slow and
exhausting. Skills in reading print material and expressing himself in writing or using a
keyboard are very slow.
AT solution: He uses recorded texts and electronic text, as well as word prediction
programs that suggest words based on the first few letters of a word and its
context.
Situation: An individual with an intellectual disability has a job working in a grocery
store. He often has difficulty remembering how to do various tasks, which jeopardizes his
productivity.
AT Solution: A simple low tech cueing solution was fabricated out of cardboard
and laminated that allowed visual cueing to assist the employee in performing
various job functions such as when to remove old products and procedures for
stocking new products. This solution worked so well that it improved the
employee’s productivity and allowed for the employee to work full time.
Case Study 2 – AT accommodations for limbs’ limited function
Situation: A woman with quadriplegia who uses a power wheelchair and has very limited
functional use of her arms and hands. Her new work position requires more typing which
is exhausting and may cause chronic fatigue problems in the future.
AT solution: Her computer system was set up with trackballs and mouth pointers
to make using a keyboard much easier, while she also tried a speech recognition
system. This system was a highly developed, user-friendly speech-to-text program
that recognised her speech. The longer she uses the system, the more quickly and
accurately it recognises her speech and word use. She was able to master the
system with approximately two weeks of training.

39

http://atconnects.com/resources/at-for-employers/solutions-accommodations
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Situation: A secretary with a back impairment experienced pain when reaching for things
such as documents, files, and the phone receiver.
AT Solution: To reduce the need for reaching, she was provided an adjustable
work station, a telephone headset, a copy holder, and a horizontal filing cabinet.
For someone who doesn't have back problems, these corrections would still
increase productivity as they cause less stress on the body.
Situation: A construction contractor has a prosthetic arm making it hard to complete
required paper work at the job site.
AT Solution: The contractor uses a modified clipboard with PVC tubing so he can
slide it over his prosthesis and brace it to his stomach to fill out inventory forms.
Case Study 3 – AT accommodations for daily communication (combined speech and
mobility disabilities)
Situation: A middle-aged man with severe Amyotrophic Lateral Sclerosis (ALS) who
receives assistance for most movements, uses a power wheelchair and he is unable to
speak without the aid of a computer.
AT solutions: He uses a thumb switch and a blink-switch attached to his glasses to
control the computer. When he blinks an infra-red switch is activated and he is able
to scan and select characters on the screen in order to compose a URL and access
the internet. He “speaks” through a voice synthesiser.
Case Study 4 – AT accommodations for hard of hearing
Situation: Young woman hard of hearing with hearing aids in both ears who needs to
participate in discussions during an educational workshop. She is unable to hear most of
the discussion and the background noise reduces the effectiveness of her hearing aids.
AT solutions: She uses an FM amplification system during workshops to eliminate
the background noise. With this system, the speaker is provided with a
microphone, and the sound is transmitted through a receiver directly to her
hearing aid. Whoever wears the transmitter unit repeats any question/answer
taking place by others so she can hear it.
Case Study 5 – AT accommodations for deafness
Situation: Adult with a severe to profound bilateral hearing loss; he uses hearing aids and
lip-reading to maximise his communication skills and has some knowledge of English Sign
Language but not enough to effectively use a sign language interpreter as an
accommodation.
AT solutions: He usually uses an FM amplification system (via a microphone and
transmitter worn by the instructor), but also real-time captioning which involves
a stenographer who has a steno machine and laptop with stenography software
sitting next to him so he can see the monitor. Alternatively, the stenographer can
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be at a remote site; in this situation, the instructor wears a wireless microphone
that transmits the voice back over the same phone line that is used to instantly
send back the real-time captions to the person with a laptop in the classroom.
Case Study 6 – AT accommodations for chronic fatigue syndrome
Situation: Journalist with chronic fatigue syndrome that affects her writing assignments
and requires the use of a computer keyboard; she has chronic physical exhaustion and
widespread muscle and joint/wrists pain.
AT solutions: She was introduced to speech input software which allows her to
bypass the keyboard and also participated in training sessions that provided her
with extra skills on speech recognition systems and effortless computer access
options.
Case Study 7 – AT accommodations for low vision
Situation: A person with Stargardt's disease (legally blind, but with some peripheral
vision). He is able to read some print material but for longer readings he needs a closedcircuit TV (CCTV) monitor that uses a camera to enlarge regular print material.
AT solutions: Since he can use CCTVs and monitors effectively, he uses a video
camera with a very powerful camera lens, with tripod and monitor, through which
he can see the blackboard, overheads, and other visual aids used by his professors.
Case Study 8 - Web Access for Adult who is Blind
Situation: Blind scientist uses a refreshable Braille display to access text that appears on
a computer screen. Some data she uses for her research is available on web pages that
include plots of various graphical models that are not accessible to her, since neither
refreshable Braille displays nor speech synthesisers are capable of reproducing graphics.
AT solution: Including short text descriptions of the plots; each description
appears directly above or below the plot to which it applies and the person can
access this text with her Braille output system, which is part of the standard
computer configuration that she uses.
Case Study 9 – AT accommodations for employee with obsessive-compulsive
disorder (OCD)
Situation: Man with OCD with particular problems receiving, processing, and recalling
information, especially during times of stress. The episodic and unpredictable onset and
recurrence of OCD can also interrupt the working tasks due to an inability to block out
sights and sounds, the limited ability to tolerate noise and crowds, and the difficulty in
understanding or remembering verbal directions.
AT solution: The user preferred to run his browsers using special plug-ins like
pop-up and animation blockers. He uses alarm notifications on timer devices that
improve his ability to transition between tasks.
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Case Study 10 - AT accommodations for a person with Autism
Situation: Young autistic man with severe communication difficulties and language and
developmental delays.
AT solution: Installation of the Board Maker, an assistive computer program
which creates visual pictures that the user can use for communication, as well as
the Picture Exchange Communication Systems (PECS) which creates symbol
pictures and cards (and labels for them).

4.3.2. Challenges of Effective Use of Technologies and Personal Wellbeing of
PwD

4.3.2.1. Personal Adaptation, Training and Use of the Person Centred
Approach for Providing Access and Awareness (see Module 5)
4.3.2.2. Computer, Mobility, Telework: Promises and Problems
Here are some examples of Assistive Technologies at work40:


A secretary with the use of only one arm uses a mini keyboard to produce paperwork.



A computer programmer with limited vision uses a screen reader to assist in computer
operation.



A factory worker with hearing loss attends a required safety training and uses a
personal amplifier to hear the video tape.



A drill press operator returns to work after experiencing a back injury, and is
supported now via modifications to the press platform.



A worker with carpal tunnel syndrome uses a special three part keyboard that uses a
vertical instead of a horizontal format and is much “friendlier” for the hands and
wrists.



A worker with low vision uses a closed circuit television (CCTV) that has a magnifier
and camera to assist reading of printed materials.

4.3.2.3 Tele-rehabilitation (E-learning)
Tele-rehabilitation is the delivery of rehabilitation services over telecommunication
networks and the internet. Some fields of rehabilitation practice that have explored telerehabilitation are: neuropsychology, speech-language pathology, audiology, occupational

40

http://atconnects.com/resources/at-for-employers/at-performance-management
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therapy, and physical therapy. Telerehabilitation can deliver therapy to people who
cannot travel to a clinic because the patient has a disability or because of travel time.41

4.3.2.4. Working with Employers to Design and Maintain Adapted Workplace
for PwD42
Employers often have doubts when they are asked to consider employing someone with
a disability. Some frequently articulated concerns that can be answered:
“How will it affect my business?”
Employers would be more enthusiastic about employing people with disabilities
if they knew the truth of positive experience throughout Europe, and if, in many
countries, they knew of the legislation which exists to protect them against
possible loss of productivity.
“Who else employs people with disabilities?”
Success stories have to go around. A positive experience in employing a person
with disabilities heard directly from another employer can be a convincing
argument. When this expands to a network, it is an even better way. Networks
can either be formal, or informal, and can include close collaboration with the
authorities.
“How could I provide a suitable job?“
An employer’s first reaction might be that there were no jobs in the company
which could be taken up by people with disabilities. Through job canvassing,
employers can be assisted to identify opportunities.
“Will it be possible to find someone who fills the requirements?“
An effective matching of the employer’s needs and the person’s abilities and
qualifications is the key to success when someone with a disability is looking for
work.
“How can I get an idea of the potential of the candidate?”
In work experience placements, people with disabilities get a chance to
demonstrate their capacities and to adapt to the job.
“But how will co-workers react?”

41

https://en.wikipedia.org/wiki/Telerehabilitation

42https://www.google.bg/search?q=Working+with+employers+to+design+and+maintain+adapted+workplace+for+PwD&ie=

utf-8&oe=utf-8&gws_rd=cr&ei=8RQNVrCwIMKisgH3gJKgCQ
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Shop-floor objections are a big concern, but information and preparation can help
and colleagues can also provide a lot of support.
“Won’t practical and personal problems interfere?”
A person with disabilities can face many problems outside work: transport;
housing; financial problems; mental health problems … but a good support
service or person can assist in these.
“Can I discuss performance and behaviour if necessary?”
Employers require quality in their work in order to be successful in the
competitive market and for that reason they want to be sure that the employees’
performance can be assessed and discussed. This refers equally to all employees,
regardless their possible disability.
“And what if it goes wrong?”
Good support services are crucial and also have to continue after a job has been
secured, in case problems arise.
“Is there financial or other assistance available?”
In most of the Member States of the European Union, different kinds of legal
incentives exist to promote the employment of people with disabilities. These
vary from wage subsidies to quota systems or grants for the adaptation of the
workplace.
“Can we do business?”
Professionalism in approaching and dealing with the employer is an important
factor. People with disabilities have to be encouraged to think competitively and
to sell and promote their skills. Employment should be seen as a real,
professional and economic occupation, which does not depend on ‘charity’.

4.3.2.5. Financial Access to Equipment and Related Services
The main challenges to the availability of assistive technologies are the lack of awareness,
the lack of financial resources, the lack of effective training, support and a services
ecosystem in-country. Many countries with low-income per capita have limited or nonexistent assistive technology programs in the education system, rehabilitation and
community centres and employment support services. Many persons with disabilities
have low incomes and limited educational opportunities. Using the Internet is expensive
and when assistive technologies are required, the barrier can be even higher.
As far as the market price of assistive technologies is concerned, there is a significant price
variation between sophisticated standalone solutions made for specific condition and

COACH@WORK IO4 M4

31

user interfaces to facilitate the use of commodity ICT products such as phones or PCs with
no embedded accessibility features. When considering that persons with disabilities are
among the most vulnerable groups in the world and that 80% of them live in developing
countries, it can be argued that the challenges related to the assistive technologies
ecosystem are a tenacious barrier to full participation in all aspects of society.
The cost of assistive technologies, which is comprised of the cost of the technology as well
as the cost of assistive technology assessment, training and support services, is still a
significant barrier that prevents persons with disabilities from fully accessing healthcare
services, benefit at all educational levels, be competitive on the labour market and live
independently. Even when these technologies are free for them, assistive technologies or
embedded accessibility features in commodity products might still remain unused if there
is a lack of experts and rehabilitation professionals trained in the use of these technologies
and features.
For further reading the report “Analysing and federating the European assistive technology
ICT industry”43 provides an in-depth analysis of the European Assistive Technology (AT)
Industry related to ICT products and services and their accessibility.
The „Analysis of European AT market and usage: State of the art survey - by Karel Van
Isacker (EPR)“44, published in the Aegis project Newsletter No5 focuses on the AT
industry, the purchase procedures and the current barriers in the market.

4.3.2.6. Product Maintenance, Repair and Replacement
A particularly weak point in using this technology is coverage for maintaining, repairing,
and replacing an assistive technology when necessary. Some users may have the
knowledge and physical abilities to repair simple products, but expert assistance will
often be required, especially for complex and expensive equipment. In addition, when a
product is chosen, used and wears out, people often find that their insurance does not
provide for replacement or does not provide for replacement frequently enough.
Revisions in health plan policies to increase access to assistive technologies and support
their maintenance, replacement, and repair is a necessary precondition to make those
products more widely used. Still, without mechanisms in place to fit equipment and adapt
or train individuals in its proper use, even a potentially very effective assistive technology
can fail.

4.3.2.7. Impact of Assistive Technologies45

43

ec.europa.eu/information_society/newsroom/cf/document.cfm?action=display&doc_id=606
http://www.aegis-project.eu/docs/Newsletter6_AEGIS_Final.pdf
45 Video Assistive technology: Opening doors to independence https://www.youtube.com/watch?v=x2G1U6U3zh8
44
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Assistive technologies give PwD better control of their own lives and provide
opportunities to participate more fully in activities in their homes, schools, and work
environments, and in their communities.
Assistive technologies are effective in many ways such as:










preservation of independence, decreased functional decline and reduced hospital
admission rates;
prevention of secondary medical complications;
prevention of falls;
maintenance of occupational roles via enabling environments;
alleviation of carer burden;
reduction in residential care placements;
enabling of activity and participation in specific life domains;
overall health and community life outcomes; and
Improved quality of life.46

4.3.2.8. Projects and Showcases of ICT for PwD
There are multiple projects and initiatives that contribute to the development of assistive
technologies for PwD. Below are some of the projects, supported by European funds.
Projects, funded by LLL Programme and Erasmus+
ViPi – “Virtual Portal for Interaction and ICT Training for People with Disabilities” offers
an interactive and extensive repository of interoperable SCORM compliant learning
objects (LOs) that focus on basic ICT literacy to support the acquisition of core skills by
people with disabilities, in order to facilitate their entry into or sustain their employment
in, the regular labour market. These LOs have be enriched with intuitive mobile and
internet/PC based educational/serious games. Curriculum, training material and hand
book are freely available.
ATLEC – “Assistive Technology Learning through a Unified Curriculum” focuses on
training the learners in specific skills particularly tailored according to their individual
and employability needs, while also creating the job profile of ICT AT trainer. The
outcomes of this project in teh trainingc urriculum modules provide indepth aspects on
what AT is suited for what disability, and what adaptations in the workplace may be
needed. Curriculum, training material and hand book are freely available.
DICE aims to help PwD build the digital literacy skills needed to transition from VET
centre training to mainstream education and employment by creating an online

46

https://www.sprc.unsw.edu.au/media/SPRCFile/Assist_tech_public_version_8_Aug_2013.pdf
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community based on a peer support model, promoted and sustained by Digital Inclusion
Champions.
Additional showcases of ICT for better learning can be found in the video of the Education
not Limited. 47

47

See video https://www.youtube.com/watch?v=reBo-09stPY
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Module 5

Supported employment basics - the five steps process

Responsible partner

Jugend am Werk Steiermark GmbH

Aims and overarching
objectives of the module

SE Coachers can/ knows how to:


Define values, standards and principles of SE



Discuss (dis-)advantages of paid and unpaid work and working
experience placements



Define and apply SE methodology



Implement the five stage process:
- Client engagement: creation of an action plan, working
together with PwD
- Vocational profiling: working on realistic and practical working
places
- Job finding: get to know possible ways of job finding
- Employer engagement: importance of contact with
employment, good job matching, etc.
- On and Off Job support: supporting people with disabilities on
their working places (training on the job) and support off their
job.



Discuss the European dimension of the SE approach: EUSE –
European Union for Supported Employment

Summary of the module
content and table of
content items

The module is presenting the core concept of the Supported
employment as a contemporary method for labour market inclusion
of people with disabilities. Supported Employment has been
successfully used in different European countries since the late
1980’s. This approach for people with disabilities involves the
concepts of empowerment, social inclusion, dignity and rights of
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individuals. The module presents the main fundamentals which are:
uniqueness of each person with disability, respect, selfdetermination, possibility of informed choices, empowerment,
confidentiality, flexibility of SE providers and access to SE services.
The module contains of the five stage concept/ process of
supporting people with disabilities on their way to find a paid
employment and to sustain it. These five steps are: client (PwD)
engagement, vocational profiling, job finding, and employers’
engagement and on and off job support. The SE services are
characterized through the usage of person-centred methodology.
This approach is the key to successful inclusion on the open labour
market.
There is a specific chapter which presents the access to work as a
basic human right for all people. It follows the UN convention on the
rights for people with disabilities which states and assure “the right
of persons with disabilities to work, on an equal basis with others;
this includes the right to the opportunity to gain a living by work
freely chosen or accepted in a labour market and work environment
that is open, inclusive and accessible to persons with disabilities”
Furthermore the module describes the payment at a contracted
going rate, equal benefits, safe working conditions and opportunities
for career development. The achievement of paid work for people
with disabilities is one of the most important principles of the SE
approach. Equal payment and equal possibilities is presented as an
achievable goal for people with disabilities in the same way as it is
for non-disabled people in our society.
Table of contents:
5.1 Fundamentals and elements of SE………………………….7
5.2 Beneficiaries of SE…………………………………………….8
5.3. Job profile of SE worker……………………………………...10
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5.4. Process and Methodology of Supported Employment…..14
5.4.1 Stage 1: Client engagement……………………………15
5.4.2 Stage 2: Vocational Profiling …………………………..18
5.4.3 Stage 3 + 4: Job Finding and Employer Engagement.
…………………………………………………………………...21
5.4.4 Stage 5: On and Off the Job Support/ Career
development……………………………………..……………..26
5.5 Implementation and Service Providers…………………….30
5.6 EUSE: SE toolkit and further development………………..31
5.6.1 Results of T-EST project……………………………….32
5.6.2 Results of EUSET project………………………………35
5.6.3 Results of ESES project………………………………..37
5.6.4 Prospects of European next steps – Project
“Improving SE – Next steps”………….……………………..38
5.6.5 Best practice example from Austria describing a SE
consultancy process…………………………………………..39

Training workload

1. Theoretical part (hours): 10 hours
2. Practical part (hours): 20 hours
3. Assessment (hours): 2 hours

Educational resources
required

1. PC, laptop or tablet.
2. Internet access.
3. E-mail account

Learning pathways

1. Face to face: 8 hours
2. E-learning: 17 hours
3. Practice: 10 hours
4. Internship: can be decided to fulfil the 10 hours practice through
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an internship
Previous knowledge

1. To be literate, have basic knowledge on disability and social
http://www.youvet-project.eu/affairs.
2. Good communication skills.
3. Basic ICT skills.
4. Ability to cooperate with others.
5. Positive attitudes and ability to express empathy towards people
with disabilities.
6. Basic knowledge in the field of working with clients with special
needs.

Compulsory completion of other modules before starting:
No module is compulsory before.

Learning outcomes

Knowledge:


Knowledge about the fundamentals and key elements of SE;



Knowledge concerning the development of SE methods;



Knowledge about five stage process of SE support and what
peculiarities/challenges can appear;



Know-how about basic conditions for providing SE services



Knowledge about the job profile of the future SE worker;



Knowledge about current status on national and EU level of
placing of SE services.

Skills:


Ability to plan and structure the SE consultancy process;



Ability to distinguish employers and employees as
beneficiaries of the SE process and to be able to
communicate with both parties in an appropriate way;



Ability to express empathy while working together with
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beneficiaries ;


;Ability to act innovative and creative way to achieve the
goals ;



Ability to explain the SE process to other parties (employers,
governmental parties and other stakeholders);



Ability to implement a person-centred approach towards
people with disabilities.

Attitudes:


Implementation of a person-centred approach towards each
client with disability taking into consideration his/her
constraints, strengths and desires for career development



Increased awareness to match clients and employers needs
and expectations



Flexibility in changing between stages and methods of the
SE process



Support the process of increased paid workers with
disabilities on EU level in line with the goals and indicators of
Europe 2020.

References

EUSE (2010): European Union of Supported Employment Position
Papers. Irland.
Romanach, Lobato (2005): Functional diversity, a new term in the
struggle for dignity in the diversity of the human being. Spain.
Rappaport (1985): The power of empowerment language, Social
Policy, p. 15 -21.
http://www.agef-saar.de/AHOI/Lima/Base/Chapter4.htm
http://www.helensandersonassociates.co.uk

ECVET/ECTS points

ECTS = 1,5 credits
ECVET = 15% weight
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Assessment (type)

a. Online questionnaire/test
b. Description of a case where all stages/strategies are shown
– presentation on online platform
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5.1 Fundamentals and elements of SE
“Supported Employment is a method of working
with disabled people and other disadvantaged groups
to access and maintain paid employment in the open labour market”
(EUSE Toolkit, 2010, p. 9)

This module is presenting the core concept of the Supported Employment as a contemporary
method of labour market inclusion of people with disabilities. Started in the 1980s this
approach is continuously advanced in order to reach the general goal of labour market
inclusion for all. In recent years the European umbrella association EUSE (European Union
for Supported Employment) has been heartened by the increasing focus on quality in the
supported employment sector. This was helped by the set of quality standards which will be
discussed in this module as well.
This approach for people with disabilities involves the concepts of empowerment, social
inclusion, dignity and rights for individuals. Main fundamentals are: uniqueness of each
person with disability, respect, self- determination, possibility of informed choices,
empowerment, confidentiality, privacy, disclosure of information, flexibility of Supported
Employment providers and full accessibility to their services on all levels. The access to work
is a basic human right for all people and especially the UN convention on the rights for
people with disabilities mentions that states has the responsibility to assure “the right of
persons with disabilities to work, on an equal basis with others; this includes the right to the
opportunity to gain a living by work freely chosen or accepted in a labour market and work
environment that is open, inclusive and accessible to persons with disabilities” (UN
Convention, 2006, Art. 27/ 1, p. 19). Equal basis means same conditions as other state
members including payment at a contracted going rate, equal benefits, safe working
conditions and opportunities for career development. The achievement of paid work for
people with disabilities is one of the most important principles of the SE approach. Equal
payment and equal possibilities as an achievable goal for people with disabilities in the same
way as it is for not disabled people in our society.
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
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What are examples for unpaid working fields?

-

Work experience placements/ job tasters: time-limited, unpaid, any amount of hours
per week, aimed to try a specific job

-

Voluntary work: mostly altruistic activity, unpaid, any amount of hours per week

-

Sheltered workshops: protective working environment, receive benefits, unpaid,
uninsured (depending on national circumstances)

-

Vocational training: non-academic training, preparing for a job, unpaid, practical
training

From the perspective of the EUSE, the three main basics of SE are paid work (as opposed
to working experience placements, job tasters, voluntary work, vocational training), open
labour market (regular employments private/ public), ongoing support (on a needs basis
for employee and employer). An ongoing support refers to a support during job seeking,
employment and progress in an existing working place. It is important to identify natural
support in a real working environment in order to achieve an inclusion in the respective
company.
The general topic is to follow a “place- train- maintain” strategy rather than the “train- place”
methods of other supporting services, because training and learning of skills is more efficient
in real context of a company. The motivation of the people
with disabilities is also higher if they are employed from the
beginning. Many people with disabilities don´t have a lot of
vocational experiences or have not been in employment
ever, so as an instrument of achieving a paid job working
experience placements can be helpful. They “should be
viewed as a means to an end and not as the end result”
(EUSE Toolkit, 2010, p. 26).

5.2 Beneficiaries of SE
The model of Supported Employment is a flexible and
continuous process, designed to meet all anticipated needs
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
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from all the customers of the SE providers. During the SE process beneficiaries are on the
one hand people with disabilities, supported by getting a working place or

maintaining one, and on the other hand the possible employers of the people with disabilities.

In order to achieve a successful inclusion of people with disabilities on a work place, to be
effective and sustainable the SE process has to keep in mind the needs of both (employees
Figure 1: Differing customers’ needs

and employers). It is important to understand the fears and the resulting needs of the
employers and getting the right worker for them. The arrangement of the right support during
the hiring is needed and special support offers could include “disability awareness training,
knowledge of government support/ funding programmes and practical solutions to health,
safety and disability employment issues” (EUSE Toolkit, 2010, p. 32). As well the job support
of the person with disability and its co-workers has to be planned in agreement with both
beneficiaries. This job support directly at the working place of the person with disability is
strongly linked with the company environment and the given space for the training at the
working place. For instance it is important to consider how long it is allowed staying in the
company for the SE worker; who has to be asked for; who is responsible for answering
questions; etc. So planning of training at the working place cannot be separated from the
employers4 and co- workers (colleagues at the workplace of the person with disability). The
cooperation with these beneficiaries is obligatory.
The aim of SE services is a secure long term sustainable employment of people with
disabilities. A right “job matching” (individual strengths and needs matched with the
requirements of the job) is done correctly if it leads to a win-win-situation where both,
employer and employee achieve their goals. Work experience placements can be seen as a
tool to help individuals to find and maintain a paid job (see, EUSE Toolkit, 2010, p. 23) or
preparatory (vocational) trainings for people with disabilities can also be useful and effective
activities, which influence directly or indirectly the way of getting a secure and paid job in the
open labour market.
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SE services are directed to both beneficiaries and of course beside a good preparation of the
person with disability also possible employers should be convinced about an employment of
people with disabilities. For instance an awareness of the benefits for employers should be
raised by the SE service providers: free support from SE service providers, free advice
concerning disabilities and inclusion, sensitization of co-workers, guidance through financial
funding systems, support during the job matching period, etc. Of course there is as well a
positive impact on the current team and the employment of a person with disability can also
be seen as a promotion of the company`s social responsibility. Experiences of other

European countries and a lot of positive case studies show the high productivity and
efficiency of people with disabilities in their working places. If job matching and team
integration are appropriate, there is in most cases no performance difference from the person
with disability to his/ her co- workers.
Supported Employment is a “proactive, individual- orientated method to enable people with
disabilities access their right to work” (EUSE Toolkit, 2010, p. 47) and has to be a core topic
for all policy makers in all European countries. There is as well a position paper from the
EUSE to reach policy makers (EUSE Toolkit, 2010, p. 44) and to convince them about the
advantages of SE methods.

5.3. Job profile of SE worker
In this following section the general job profile of a SE worker is described. The Coach@work
partnership defined four main fields of duties for future SE worker: people with disabilities,
employers, networking and usage of techniques and ICT tools. Each field is discussed by
needed skills, knowledge and attitudes.

People with disabilities
1. To identify and engage suitable clients for SE service.
2. Using a person-centred approach (informed choices by clients).
3. To develop a vocational profile which will establish the client’s skills
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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and expectations and identify barriers and support needs. Develop an
action plan (focus on responsibilities/strengths).
4. To organize traineeship, support a realistic view of clients on
strengths/abilities in different working fields.

Main duties

5. Identify suitable/appropriate jobs – doing a job matching with
employers and employees, strengthen decision making of people with
disabilities.
6. Provide information regarding welfare benefits/support services and
frameworks of paid employment.
7. Provide appropriate support and training to empower clients to ensure
their working position or to develop their career.
8. Provide ongoing support on and off the job.
Knowledge

Skills

Attitudes

. 5 stages of Supported
Employment

. Communication/
assessment skills

. Strengthen decision
making

. Disability knowledge

. Usage of alternative
communication systems

. Combination of
knowledge and skills

. Soft skills (empathy,
listening skills, etc.)

. Creating networks

. Assessment methods
. Needs analysis

. Positive reassurance

. Person-centred methods

. Responsibility/ autonomy
in implementation of SE
service

. Consultant skills
. Negotiation and
marketing skills
. Self-assessment
. Training skills

Employers/ companies for people with disabilities
1. Identify and engage suitable companies for PwD.
2. Identify needs of companies; achieve a good job matching with
employers/employees.
3. Support for co-workers of people with disabilities.
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4. Analyze and disclosure of organizational structures and business
culture – structuring the way of inclusion of new employee.
5. Job analysis
6. Support career development within companies.

Main duties

Knowledge

Skills

Attitudes

. Labour market framework

. Mediation skills

. Negotiation of job
opportunities

. Labour legislation

. Observation and analysis
skills

. Financial funding
possibilities

. Advising skills

. Different kind of
disabilities and their impact
on work

. Good communication
skills in consultancy with
employers

. Management of different
perspectives and
expectations
. Creating networks

. Safety rules on working
places
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Networking
1. Develop a network of contacts and build relationships with health
professionals, social services, labour offices, welfare benefit experts et
cetera to assist with the referral, assessment and support of job seekers.
2. Person-centred approach: build relationships with job seekers natural
supporters as well.
3. Work with employers to develop employment opportunities through a
range of support initiatives.
4. Raise awareness of Supported Employment through presentations,
attendance at meetings/events and marketing.

Awareness raising on different levels
1. Public level: Disability and employment issues. Changes in society’s
attitude towards people with disabilities.

Main duties

2. Governmental/funding level: topics relating to employment including
governmental programmes, social service funding, etc.
3. Employers level: raising awareness of versatility of PwD
4. PwDs level: raising awareness of versatility, human right of work, UN
conventions, legal frameworks, etc.

Knowledge

Skills

Attitudes

. Awareness raising
methods

. Communication skills

. Creating networks

. Networking skills

. Open-minded towards
different
networks/initiatives

. Knowledge of relevant
stakeholders/parties

. Marketing skills
. Self-presentation/
presentation skills and
creativity

. Team supervisions
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Usage of techniques and ICT tools
1. Ability of usage of ICT
2. Knowledge of technical support possibilities for people with disabilities
3. Usage of technical equipment for supporting people with disabilities on
their working places
4. Creating networks to technical experts
Knowledge

Skills

Attitudes

. ICT knowledge

. Consultancy skills

. Creating networks

. Technical support
possibilities/equipment

. Computer based
communication skills

. Ability of using new,
creative techniques

5.4. Process and Methodology of Supported Employment
SE can be described as a five stage process, which is flexible and orientated on the
individuals’ needs and abilities. The EUSE Toolkit for SE provides basic and useful
information concerning these five stages, gives advices and tips regarding to methods in this
working field and it is not definitive but rather “illustrative of the process and methodologies to
be considered in the delivery of Supported Employment services” (see, EUSE Toolkit, 2010,
p. 53).
Figure 2: Five stage process of SE
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In order to reach the implementation of this method, we will now discuss all five stages in
detail. How to work with people with disabilities against the background of SE principles?
How to do a vocational profiling? How to get in contact with possible employers and how to
link them to the idea of employing people with disabilities? And finally how can you support
people with disabilities directly at their working places?
This module shows possible ways of working with SE methods, but it is an ideal-typical stage
process, which has to be adapted to the service circumstances. Furthermore the attitude
towards people with disabilities and their employability is crucial.

5.4.1 Stage 1: Client engagement
In this stage of the SE process people with disabilities should be informed about their
chances, possibilities, rights and possible supports in order to make informed decisions.
After this stage they would find a decision to the question if they wish to use Supported
Employment tools to find a paid working place and further they will have an agreed action
plan of the usability of particular services within this SE support. “The activities in this stage
must be relevant, person-centred and part of an agreed plan of action to ultimately support
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the individual into open employment.” 1 Further information towards person-centred methods
are described in module 6, and should be bared in mind through the whole process.
Client engagement will always be different for individuals, but it is important to reach a
concrete plan of working together between the job seeker and the SE worker.
First of all a publicity materials are very important for SE providers to the effect that possible
job seekers will be prepared for a first meeting or can get information about the SE services
and other possible services for them. The first contact to the SE provider should be lowthreshold, for instance different possible ways of contacting (phone, E-Mail, face-to-face,
etc.) should be possible. Within this first contact a face-to-face initial meeting should be
arranged. After this first contact the co-operation between the job seeker and the service
provider will be started in the initial meeting. Ideally this initial meeting is face to face and all
needs of the job seeker, the person with disability, has to be considered (social environment,
quanity of information, length of the meeting, etc.). This session should ascertain all relevant

information concerning the person with disability and will include as well information about
health, housing, income matters, personal circumstances. Further it is important in this phase
to build up trust and respect and to make sure, that all needed information is given by the SE
worker. The job seeker has to be involved in and has to give his agreement for all
discussions or conversations about this support, even if the SE worker is talking with other
stakeholders. The principles of self- determination, empowerment, individuality and respect
always have to keep applied.

After such an initial meeting a planning discussion will lead to a consensual agreement.
For instance „Personal Future Planning”2 can be an appropriate person-centred method of
doing such a planning discussion.

1

http://www.euse.org/process (28.11.2015)

2

For further information, see: http://www.inclusive-solutions.com (28.11.2015)
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Person-centred methods are good methodical tools for working with people with disabilities
on their aims and wishes for the future. Especially this person-centred attitude is inevitable
for working together with job seekers with disabilities, because what we believe and think
about people with disabilities shapes their opportunities in developing and of course the way
of assistance we provide. So it is important to reflect: How can we make sure that support
services respond to the individual needs of persons with disabilities and help them live
included in the community?3

Figure 3: Client Engagement4

Efficient and understandable communication between job seeker and SE worker is needed
during this client engagement phase in order to get a basis for further working together and
of course a commitment of an agreed action plan. An action plan will include following
points: „What shall be done? Who is responsilbe for the realisation of the actions? When will

the actions be realised? Who will ascertain that the action was realised?” (EUSE Toolkit,
2010, p. 60). Commitment and reciprocal agreement is a key point in the whole SE process.
An active participation of the job seeker, person with disability is needed during the SE
process. It’s important to underline, that the person with disability will not just benefit or
receive a service, but the person also has to take responsability.
In some cases the motivation of the people with disabilities to work is missing. In the T-EST
project for instance it was shown that people with disabilities with “a degree of disability of
50% to 70% are most active and motivated to use the various services of the Job Centres”
(T-EST Report N26, p. 18). Under the degree of 50% of disability exists special benefits for

3

Further information: http://www.helensandersonassociates.co.uk/ (30.11.2015)

4

Compare: EUSE Toolkit, 2010, p. 54- 61

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

17

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge
and competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme

people with disabilities which restrict the desire for work, because of the fear of losing these
benefits. This is a possible reason for staying inactive. Enlightenment of their possible ways
of getting employed or losing their benefits is one of the most important consultant issues in
those cases. Client engagement could include a lot of different tasks for the SE consultant
and of course the tasks have to be reviewed individually.
Client Engagement is crucial for the whole SE process and to identify the motivation of the
people with disabilities to work is most important in this stage. The person with disability
should make an informed choice after all counselling concerning his/her wish of being
supported by finding a working place. Especially in case of different disability funding
systems this choice finding process is important in order to identify the future goals of the
person with disability. Raising awareness of this controversial national benefit system is
needed.

5.4.2 Stage 2: Vocational Profiling

In this stage the goal is to collect all relevant information from the job seeker, person with
disability in order to identify his/her motivation, particular interests, work attitudes, resources
and needs of support. It is important to work together with the job seeker, as an active
partner, on a realistic view on possible working places and ways for career development.
This is a process of getting to know the person with disability in relation to work –
expectations, learning needs, former working experiences, job preferences, education
history, trainings, personal skills and abilities (daily living skills, communication, social skills,

weekly routines, etc.)5. A holistic picture of the job seeker is the aim in this stage, as well for
the person with disability himself/ herself in order to make appropriate decisions. It is an
ongoing discussion between the person with disability and the SE worker and this process
5

EUSE Toolkit, 2010, p. 77
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needs a few meetings between them. “The profile informs the practical job finding and makes
it more likely that we find a high quality job match.”6 There are different existing testing tools
how to measure interests or how to find capacities and strengths. There are some examples
in module 3 of this training course.
Of course it is important to discuss about information disclosure7 with the person with
disability and to find an agreement between the job seeker and the SE worker about it. It is
essential to think about new working places in context of the particular disability and what
information have to be disclosed, respectively what kind of information have not.
After the collection of the relevant information career planning and support strategies are
necessary next steps. A realistic view on possible workplaces is important and also a clear
view on the support needs on and off the working place of the person with disability. For
instance, if legal frames allows, job tasters8 or working experience placements could be used
as instruments of getting a concept of different working situations. For many EU countries
such ways of job tasting does not exist, but this would be massive achievement on the way
of employing people with disabilities. Policy makers have to be informed about the
background, main issues and European standards of Supported Employment in order to
provide such possibilities for people with disabilities. Sheltered workshops, voluntary work or
vocational trainings can be seen as preparatory step for integration in the open labour
market, but working experience placements often enables an employment in a company.

6

http://base-uk.org/bases-history-aims-and-structure/about-supported-employment (02.07.2015)

7

„The individual must give their consent for information to be disclosed and it is important that disclosure provides
only information that is relevant to the job situation. For some job seekers it is important to prepare what kind of
information is necessary to disclose before approaching employers” (EUSE Toolkit, 2010, p. 65)
8

„short periods [last no more than one week] of usually unpaid work are used in the vocational profiling process
for clients with little or no working experience.” (EUSE Toolkit, 2010, p. 115)
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

19

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge
and competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme

Figure 4: Person-centred arrow template9
In this stage it is needed to clarify
the support needs of the person
with disability. For instance it is
possible to use again personcentred materials (Figure 4) to
get an idea of what is important
for the person with disability in
the

future

work.

There

are

different person-centred methods
for vocational profiling, but there
exists a lot of differing tools of
profiling, which also can be used
in

this

stage.

Various

questionnaires deal with profiling
or especially developed computer
tests are as well available.

The consequent next step is the creation of an action plan to move on to the “Job Finding”
stage. This action plan should include the objectives, responsibilities (job seeker, SE worker,
social network of job seeker, etc.), concrete timeline, future achievements and should
regularly be reviewed. It is important to involve relevant people in planning this action plan.
The responsibilities for each step should be divided and concretely named and all in the
action plan included persons should be involved in the planning session. Aims of an action
plan have to be in accessible language, concrete, measureable and originated from the
consensual discussion. The monitoring of such action plan is needed to ensure the agreed
common way and to illustrate alternative possibilities if one aim could not be achieved.

9

http://www.helensandersonassociates.co.uk/media/39678/arrowtempfilledin.pdf (07.11.2013)
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People with disabilities often have a low level of education and a lack of experiences at the
open labour market also makes it harder to achieve a clear view of possible working places.
So maybe a vocational training or job tasters/ working experience placements could be a first

step of the integration on the open labor market. Educational problems for people with
disabilities are complex and vocational trainings are needed, but it is important to see the

differences between training outside of an employment context and support directly at the
work place – Supported Employment providers should concentrate on paid work and
possible ways to achieve it. But of course to draw attention to the situation of the educational
system for people with disabilities is valuable and important for development at all.

5.4.3 Stage 3 + 4: Job Finding and Employer Engagement

This is a crucial stage in the process of getting a job for people with disabilities. The process
starts with preparatory work – accomplish a curriculum vitae, looking for a support network
(key players: job seeker, employers, SE workers, funders, family members, social network,
service providers) and working on realistic goals in the open labour market (see, EUSE
Toolkit, 2010, p. 80). In the annex you can find examples and tips for accomplishing the
curriculum vitae. As an advice you should also do an internet research of CV writing in
different business areas and keep the question in mind: which kind of company do you want
to reach with what kind of CV? The extent of the preparatory work differs from every person
and it should be done person-centred like all other stages. This preparatory work might also
include training of job interview sessions, working on the image of the job seeker during a job
interview and so on.
The figure below illustrates the typical process in between these two stages:
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Figure 5: Employment process10

The job search starts with the analysis of the vocational profile to point out the employment
possibilities. Maybe support networks of the person with disability can offer other working

fields as well or have contact to possible employers. In this stage the regional labour market
opportunities have to keep in mind (regional differences, urban, rural, etc.). The job search
should accompany with gathering information of these possible companies (size, structure,

decision makers or general business information). The focus of the job finding stage should
lie on both beneficiaries of SE services, employers and job seekers. Furthermore job search
is not only focused on advertised free working placements, but should also include support
networks, as mentioned before or as well the offer of job carving possibilities for different
companies the job seeker wants to work in. Job carving or job creation means “a job [that] is
created by identifying parts of a job or tasks that the employer needs completing and can be
completed by the job seeker” (EUSE Toolkit, 2010, p. 28). This is a creative task for
employers, job seekers and SE workers, because such job descriptions does not exist and
maybe can be created for the new employee with disability.

The stage of “Approaching Employers” starts with concrete gathering information
concerning the companies and their businesses. The way of contacting the employer should
be agreed between job seeker and SE worker and is possible differently by letter/mail, by
phone, by dropping in, through another person within the company or another way (see,
10

EUSE Toolkit, 2010, p. 80
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EUSE Toolkit, 2010, p. 83). Meeting the employer is also a matter of agreed action – how is
the preparation, who joins the job interview (job seeker alone or SE worker supports the
communication) and of course the relevant business language of the employer is needed
and therefore communication adapted. Most of all it is helpful to prepare arguments for
employers why working with people with disabilities is valuable. For instance it is important to
highlight the high performance of the person with disability in the company (referring to CV),
the social impacts (working atmosphere, image of the company, advertisement, changed
perspective of co-workers concerning people with disabilities, etc.), the support system (free
SE worker for consulting, wage subsidies, tax reduces and savings, etc.) or as well the
personal benefits which will arise for the employer (networking, personal satisfaction,
personal experiences, etc.).
A close engagement of the employers helps them to get to know the person with disabilities
and the specifics of working together. If the meeting and approach is successful, an
agreement between the employer and job seeker concerning the next steps (employment,

working hours, beginning, etc.) is needed. Of course if for instance a job interview is
unsuccessful, the person with disability should be supported by dealing with these
objections. “Once we secure employer commitment, a job analysis is usually undertaken.
This checks out any assumptions made in the job description and thoroughly investigates the

job on offer so that we can describe all its aspects and those of the work place, including
health and safety.” 11

A job analysis should show a holistic view of the future working place of the person with
disability. What kind of duties, tasks, key features (physical, cognitive, emotional,
environmental, social, etc.), quality standards, worksite environment, wage, working hours,

11

http://base-uk.org/ (03.07.2013)
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company culture, transport considerations, accessibility, support opportunities and of course
in which way the job seeker can deal these requirements. The general topic is to follow the
“place- train- maintain” strategy rather than the “train- place” methods of other supporting
services, because training and learning of skills is more efficient in real context of a company
(EUSE Toolkit, 2010, p. 23). The motivation of the people with disabilities is also higher if
they are employed from the beginning. At this job analysis stage it is important to look at the
needs of the employer as well, because now also the employers support tools has to be
planned and further implemented.

Job matching is the used word for combining the requirements of the employer and the
possibilities of the job seeker. “Successful job matching meets both the job seeker’s and the
employer’s needs” (see, EUSE Toolkit, 2010, p. 115). In some way it is an ongoing process
at the on- the- job support stage to point towards ways of carving together different parts of
job descriptions for the special abilities of the job seeker. It is important to have a clear
communication with all involved partners in order to point out roles and responsibilities. This
job matching period is very specific and individual – some jobs don´t have to be adapted for
the person with disability, others completely. The willingness of the employer and the whole

company (co- workers, environment, etc.) is a necessary precondition to create new working
fields in their company.
Concrete agreements between employer and employee are needed to secure a job and this
agreement includes as well what kind of support from the SE worker is needed. Clarifying the
responsibilities and the tasks of all three affected parties is important. Sincerity concerning
the needed support of the person with disability, the possible support offer and duration and
the details of process for all involved people is always inalienable. This agreement of
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securing the new job leads to the stage of on and off job support and possible career
development.

Dealing with rejections
Looking for a job is a hard work (job seeking, convincing employers, job matching) and linked
with rejections. Often the job seekers have the needed skills for a job but a fear of rejection,
so their past history needs to be addressed to ensure continued participation in the whole
process. During the common preparation of SE worker and job seeker for the job interview or
the meeting with the employer possible rejections have to be discussed right at the beginning
of seeking for a job. Strengthening self- esteem and self- confidence is very important during
the whole SE process and especially in this stage. An open discussion about possible
rejections or objections is needed, because the job seeker won´t be surprised if the job
interview turned out that way and maybe some arguments against worries of employers
could be contributed. Dealing with concerns and worries of employers in a professional
manner is one of the key skills of a SE worker and if it ends with a rejection the SE worker
has to empower the job seeker that he/ she should never take a rejection personally! It is a
matter of rejecting a particular request/ application, not the job seeker as the person itself. It
is helpful to ask reflective questions, think of hypotheses why the employer took this decision
and one main aim should be that the job seeker is encouraged by the SE worker to ask the
employer for a feedback if he/ she were unsuccessful at the interview. It is important to reach
a constructive way of dealing with such feedback in order to be prepared for the further
interviews. It is easy to speak about dealing with rejections (focus on strengths, keeping a
positive attitude, focus on the next opportunity), but a negative emotional linkage to it is hard

to overcome, so therefore “be careful how you give advice – ask the questions and let the
employee find the answers themselves” (EUSE Toolkit, p. 93).
An active contact between people with disabilities and companies is needed and useful,
because if companies have experiences with people with disabilities, they all reported a
positive view on the work-performance of people with disabilities. It is easier for people to try
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to work with people with disabilities, if they already knew one. If it is possible to bring
companies to the topic “employment of people with disabilities” and if there is a good job
matching, it will work.

5.4.4 Stage 5: On and Off the Job Support/ Career development

After the job analysis and the agreements towards it the support directly at the working place
begins. On the one hand the new employers should be supported as much as needed
concerning to their resources/ abilities and on the other hand the employers or exactly the
co- workers of the person with disability should be supported to train the new employee and
learn to deal with his/her disability. This natural support12 directly at the working place is very
important – first to identify possible supporters, secondly help them to undertake the tasks of
mentoring (further definitions, p. 21). The role of the SE worker at the working place has to
be defined and should be transparent for all involved people. The support is individually
planned, targeted, flexible and of course has to be reviewed on a regularly basis and should
help to maintain the job for the person with disability. Job support is often higher at the start
of a new job and this time aspect should be calculated in support planning. The amount of
support directly at the working place differs from company to company, so the SE worker has
to keep in mind company’s requirements and his/ her own restrictions (support duration, time
possibilities, etc.).

The SE worker should recognize the company requirements, should provide guidance for
possible adaptations and “should be able to provide mediation between the employee, coworkers and the employer” (EUSE Toolkit, 2010, p. 38). There are two possible ways of
support, directly at the work place “on the job” or outside the work place “off the job”. “On the

„support offered by the co-workers at the workplace, by employers and important others in he persons
professional and private network” (EUSE Toolkit, 2010, p. 116)
12
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job support” is described later on and the ideal- typical procedure is shown in figure 6 (p.17).
If it is needed an appropriate support of the person with disability outside of the working
place is also a possible way of external training in order to achieve a better position in the
company. Career development is often missed for people with disabilities, but has to keep in
mind from the SE worker. Present labour market is characterized by changing working
places and not many people stay in the same job their whole working lives. So in order to
improve the working position of people with disabilities SE workers should encourage a
career development (further training options or increasing the responsibilities at the actual
work place).

Figure 6: Process of Job Support
(EUSE Toolkit, 2010, p. 94)

In the figure beside a suggested
model of actions in this stage is
shown. The first introduction and
orientation period starts at the
beginning of the employment of
the new employee. Introduction to
the co-workers, receiving the tasks
and responsibilities, get in touch
with

the

important

(organizational,

social

aspects
inclusion,

etc.) and involvement of the person with disabilities in the working field. Directly from the
beginning of this phase the SE worker should identify possible natural support (co-workers,
supervisors, etc.). The support from the SE worker is planned in order to close the gap
between the abilities of the person with disability and the requirements of the working place.
This planned support actions have to be transparent for every concerned person and should
be reviewed regularly. The general attitude during this first introduction and orientation period
is again person- centred, that means there is a focus on the abilities and possibilities of the
new employee with disabilities and his co- workers and it can be seen as a work on a
development of potentials of all employees.
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Getting to know the job and the company culture is also a very intensive phase. The aim is
to learn/ train the tasks (empowerment to achieve the tasks) and build working relationships
with co- workers (be a part of the work team) (EUSE Toolkit, 2010, p. 96). Social inclusion is
as much important as practical enrolment. If there are any problems with the tasks or the
performance of the person with disability the following strategies could adjust the working
place: Job carving13, Job stripping14, Job enrichment15. Of course all three strategies could
only be successful if the employer and the co-workers agree.

In this stage there are different forms of possible support like consultancy, counseling,
advice, learning, training, assistance, restructuring16 and it should keep in mind that both
employers and employees should be reached. “The issues may vary and it is imperative that
the Employment Support Worker maintains their professionalism at all times” (EUSE, Toolkit,
2010, p. 98). An expertise of the SE worker is therefore very important, on the one hand to
really know the person with disability he or she is working with and on the other hand to know
about all relevant information for all involved partners.

„the tasks of the new employee are taken from the job descriptions of different existing jobs in the company“
(EUSE Toolkit, 2010, p. 97)
13

„taking away some tasks from the regular job description that are difficult to do for the employee because of his
disability“ (ib., p. 97)
14

„adding of new tasks to the job description according to abilities of the employee or to foster inclusion in the
company“ (ib., p. 97)
15

16

„Apadations can include:
-

Help for structuring (symbols, photos, colours instead of writing)
Supports for orientation (task flow charts, plan, task cards, to do list)
Technical tools (such as a calculator, talking clock, dictaphone, etc.)
Help for remembering
Self evaluation tools (such as self control tools, checklists and competence grids, work diary)”
(EUSE Toolkit, 2010, p. 100)
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During the stabilisation phase the new employee now can perform all tasks correctly.
Working together with the co-workers and the possible problems should be discussed with all
involved people in regular meetings. The co-workers should be like mentors or natural
supporters directly at the working places and should be the direct contact person for the new
employee in case of open questions. Mentoring can be defined as “a one-to-one, non-

judgmental relationship in which an individual mentor voluntarily gives his/her time to support
and encourage another” (Home Office, UK, 2001). As well the support of the SE worker can
be evaluated and reviewed at this stage – what kind of support was useful, what should be
continued? Also the next period should be planned, how long the support will continue/ is
necessary and the fade out17 period starts.
Empowerment and self-determination are goals of a SE process and therefore a fade out of
the support at the working place is necessary to achieve them. “This can be done by
encouraging independence at all times and involving co-workers e.g. as mentors” (EUSE
Toolkit, 2010, p. 101). A further contact to the SE worker is possible, if required for instance
in case of problems or crises. This stage is directly linked with the follow up phase, while the
SE worker is available when needed. Maybe if the employee with disability wants to move to
a better position in the company in the future, he/she could contact the SE worker again. An
ongoing contact to the employers and employees could maintain a positive partnership for
common future actions.
This process of job support is also related to maintaining a job of a person with disability, if
there are problems in the company or a risk of losing a reached job. So this following up work
is also very important. Sometimes a crisis intervention is needed or maybe an ongoing
support for the person with disabilities. For instance a person with disability is working at his/
her working place for a few years and now a support is needed to learn a new task or he/ she
needs support outside of the work place (changes in mobility, private circumstances, etc.). Or

„In some countries the duration of job support is limited by the funding agency, whilst the concept of Supported
Employment states that the support should be available as long as necessary“ (EUSE Toolkit, 2010, p. 100)
17
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also training outside of the working place can help to progress the position in the company.
Assistance for the employee with disability should be available.

“Supported Employment services should see career development and job progression as an
integral part of the Supported Employment process and seek to resource this activity
appropriately.”
(EUSE Toolkit, 2010, p. 101)

5.5 Implementation and Service Providers
In order to achieve a good quality in working with Supported Employment methods, it is
needed to have right SE providers and workers to reach the aim of employment for people
with disabilities. A detailed pre-assessment tool should be developed in order to get the right
employees for such a service. SE consultants are faced with different roles within their daily
working routine. Beside training and guidance skills to support people with disabilities, they
also have to do networking, marketing, mediation and have to be equipped with employment
law knowledge in order to inform employers and employees. SE consultant´s attitude
towards his or her beneficiaries has to be customer orientated. Self- determination and
empowerment are two key features in working with the people with disability and lead to an
assistance attitude towards them. This concretely means enablement of independence and
assistance only when it is needed.
In some European countries, like in Austria, the tasks of the SE workers are splitting in two
specialized roles. First the SE consultant is responsible for looking for a job and does the job
matching between employer and person with disability. If the work on the new working place
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of the person with disability starts, the on-the-job support from a specialized JobCoach18
starts. There is a strong link between them and of course a good cooperation is needed. In
other countries SE workers are undertake both working fields and include the JobCoachtasks in their work. The point to highlight in this module that it is important to discover how it
will work best for all new countries who want to implement this method, because services
always redevelop and should be seen flexible. In comparison with other European countries
Austria has limited support durations in Austria (max. 1 year SE worker; max. 6 months
JobCoaching), so the funding system restricts the support possibilities in terms of time. Other
countries don´t have this time restrictions and it is important to keep it in mind when it comes
to project applications for SE services.
Country funding structures for labor integration for people with disabilities are also different.
Some support systems are organized in a top- down structure, like in Austria where the
federal social service offices as contracting entities give an assignment to support services.

In other countries SE services are funded by regional, municipal entities and can be
described as bottom- up structured. The possible and best way for all countries, who wants
to implement such services, has to be found.

5.6 EUSE: SE toolkit and further development
The SE toolkit provides a broad methodological basis and as well a clear structure,
procedure of supporting people with disabilities. All included values, principles and standards
build a framework of possible forms of implementation. Since the development in 2010 few
different projects dealt with the topic of further development of the original toolkit and the
methodology. In this section of the module you will find some examples of such projects and
their results or recommendations on the SE process. The project compositions (countries,

„EUSE defines JobCoach as a role specific to providing in-work support and this term is therefore only
applicable to a part of the Supported Employment process” (EUSE Toolkit, 2010, p. 115)
18
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partner institutions, etc.) will not be described here, because it is not relevant of the content
and results, but to check more details of the projects and their teams, you will find the
internet links to their project right at the beginning of the description.

5.6.1 Results of T-EST project

www.t-est.eu
T-EST project (2012 – 2014) was an Transfer of Innovation project and tried to implement SE
methods into Romania, Bulgaria and Turkey. One aim of the project was to rewrite or
develop the original toolkit of SE for these countries. During the T-EST project and especially
during the implementation period within this project general recommendations to the SE
process were developed. A draft manual (new toolkit) was used and reviewed by all
implementation coaches during the implementation period (February – July 2014) in all
named countries. Throughout the project partnership discussions in the project we agreed on
following discussable matters:


Working groups: while the principle of individuality underlines that SE workers have
to regard “each individual as unique, with his/ her own interests, preferences,
conditions and life history” (EUSE Toolkit, 2010, p. 10), we also identified the need of

working in groups as well. Individuality is the basis, but for instance application
training, social skills training, communication training, etc. can be realized in working
groups as well. For some people with disabilities such groups are also a possibility for
sharing experiences, getting in contact with others and training as well their social
behavior in groups. In terms of a good relationship and trust a constant support
person is the best possibility to reach commitment and to support the person with
disability in making informed choices. Therefore in general during all SE stages an
one-to-one/ face-to-face support is needed, building up trust and personal regular
meetings are necessary to achieve agreed targets, but in some cases group working
could enhance the process.
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Splitting the process: during the implementation period we ascertained the
difficulties of fulfilling all five stages of the SE process for new service providers. The
variety of support possibilities/ necessities – preparing people with disabilities for a
job, support in different living situations in order to reach a job, looking for a job, on
the job support – couldn´t hardly incorporated by one person. The responsibilities are
also hard to define, if no clear assignment is given. For instance the Austrian
separation of Employment Support worker19 and Job Coach20 is as well sometimes
confusing in terms of responsibilities. On the job support, directly at the working
places of people with disabilities is realized in Austria throughout JobCoaching.
Therefore it is important for future implementation of SE in new countries to identify
possible structures for splitting the process or realizing it in one hand.



Supervision: beside one-to-one support with people with disabilities the reflection of
the whole supporting process in a team of professionals is very important. The five
stage process is adaptable during the coaching, but to reflect how to do this a
specialised exchange is essential. The original EUSE Toolkit and this manual as well
give methodological overviews how to implement SE services and shares national
circumstances, but concrete templates and testing materials should be created or
used by the service providers themselves. There are different examples for instance

for vocational profiling on internet basis21, but to find appropriate materials also the
existing organisational circumstances of the support service providers has to be
considered.

„Person working as a guide with people with a disability for a Supported Employment service provider
throughout the 5 stages of Supported Employment. Professional backgrounds and job descriptions may differ
throughout Europe as well as respective terms in different countries.” (EUSE Toolkit, 2010, p. 109)
19

„EUSE defines JobCoach as a role specific to providing in-work support and this term is therefore only
applicable to a part of the Supported Employment process” (EUSE Toolkit, 2010, p. 115)
20

21

http://www.kent.ac.uk/careers/tests/spatialtest.htm (07.11.2014), http://nonverbalreasoning.net (07.11.2014),
FIT
–
picture
interest
tests
(http://www.berufsfotos.ch/bilder/Webga/BF2/index.html,
http://www.berufsfotos.ch/bilder/Webga/BF5/index.html, 12.11.2014), regional job centers/ employment agencies
tests of job interests
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Proof of attendance: all participants could receive a dedicated proof of attendance
with the features of the projects as well as a list of learning outcomes achieved
through the participation in coaching process. Bearing in mind the lower qualification
of people with disabilities a proof of attendance is also a way of value somebody´s
commitment in the SE process and can also be used as a proof of the willingness of
finding/ getting a job.



National case studies: The annex of this manual comprises general case studies of
the implementation period. Case studies related to specific stages of the SE would
make the manual more practical. This examples should be taken out of whole support
context and focus just on the method used in the current stage. This recommendation
shows that this manual builds up a current situation, should be practically used in
future, whereby a further development could be achieved through national case
studies and methodologies.



Specialisation: During the implementation it was obvious that specialised coaches
are needed to realize such support services for people with disabilities. Therefore
special trainings for SE worker should be installed and such services have to get a
secure national long term funding. Only if training and funding of support services are
granted sustainable support for people with disabilities on their way in the open
labour market is viable.
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5.6.2 Results of EUSET project
http://www.eusetoolkit.eu/
This very interesting EUSET project (2012 – 2014) under leadership of EUSE was rewriting
and extending the original SE toolkit for further target groups. As we could see in the recent
years all over Europe an opening of the SE process to other target groups was needed.
Therefore within this project possible new target groups were defined through a broad needs
analysis for a lot of SE providers all over Europe. There were differing results in the partner
countries and to involve all relevant results in this project, they clustered the countries in
central, northern, southern and UK/Ireland clusters. It is extremely interesting, that SE
providers in central and northern region of Europe are faced with a new target group that are
called NEET (Not in Education, Employment or Training). Southern cluster is confronted with
people who are recovering from substance abuse, which are looking for support. UK/Ireland
cluster is working with offenders and ex-prisoners on the basis of SE. These three new target
groups were discussed in the project group and as well how the toolkit has to be revised in
order to meet their needs and wishes.
Main results and changes in the original toolkit (2010) will be described for each target group
below, but this could only be a small extract. Look up the whole revised toolkit on their
homepage. The main principles, the five-stage process, etc. have not been changed at all,
but the sections on “how to guides” were extended with occurring specialities of each target
groups. The focus on the needs of each target group is crucial for the whole SE process and
of course for successful labour market integration.
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Client Engagement:

Client Engagement:

Client Engagement:

These young people don´t Most crucial phase for this Discussion about custodial
stay in any kind of systems, target group. Building up a sentence – how to handle
during this stage avoiding a “real life environment” and this
drop-out is very important.

Vocational profiling:
Job
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which

within

being aware of “support is Building

job

a

search.

network

necessary”.

professionals.

Vocational profiling:

Vocational profiling:

with

helps Information disclosure has to Information disclosure has to

young people to understand be discussed in detail.
their capacities.

be discussed in detail.

Working in small groups on
topics is useful.

Job

finding,

employer Job
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finding,

employer Job

engagement:

Doing a clear job-analysis, Specific
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finding,

employer

engagement:
on Attention on working on CVs,

where companies can clarify environmental background to how to disclose information.
their needs as well.

certain jobs (locations, drug
availability, etc.)

On and Off Job Support:
Holistic
important.

approach

On and Off Job Support:

On and Off Job Support:

is Be aware of risks of return Monitoring of SE process is
(stress, worries, etc.)

crucial.
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5.6.3 Results of ESES project

http://www.esesproject.eu/
Although there is a clear conceptual SE basis, nearly no certified trainings are available all
over Europe. Therefore the ESES project (2013 – 2015) contributes to overcome this
problem and tried to develop a certified training/upgrading training for SE worker. Definition
of tasks, validation of skills and knowledge throughout EU countries and a clear competence
profile of “Supported Employment Specialists” were done through this project. During the
project an online-training course was developed and this is very interesting for further
projects as well. This training is realized through a web-based moodle platform and provides
the learners theoretical and practical learning tools. There is as well an exchange platform
integrated within the moodle forum, where all learners could exchange their experiences on
European level. The course is splitted in six different units, which are going in line with the
SE process of the EUSE Toolkit for Supported Employment and add one more chapter
concerning quality evaluation and monitoring of SE services.
The units are:
-

Foundations of Supported Employment

-

Client Engagement

-

Vocational Profiling and Individual Preparation & Habilitation

-

Job Finding and Employer Engagement

-

On and Off Job Support

-

Quality Evaluation and Monitoring

Before you can start with this course an expertise check- up will be done with a tutor from
each country. Within this check-up you will get information which unit is important for your
further training and which parts have to be learnt before you can reach a certificate. After
identification of your learning gaps, you can find in all units theoretical inputs, hyperlinks to
interesting other websites towards the topics. To pass all units you have to fill in an online
questionnaire with different knowledge questions.
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Another task to fulfil the training course is to communicate with other European learners in
the online platform. There are 8 – 15 different questions, given from a tutor, and all learners
have to discuss about them in the forum. This exchange should bring further input to all
participants.

At the moment this training course is not accredited, but the project team is pushing forward
this process.

5.6.4 Prospects of European next steps – Project “Improving SE – Next
steps”
http://www.workinclusion.eu/
This project (2013 – 2015) is discussing the strengths and weaknesses of the five-stage
process of SE model after five years of implementation in Europe. Which experiences were
made, which improvements could be discovered and how could be case studies of each
process steps could improve the current toolkit. The project is closely linked with results of
the EUSET project, because one of the partners in both projects is the EUSE (European
Union for Supported Employment).
In the partnership they identify, analyse and exchange experiences about current “models”
in SE (for instance differences in dividing the 5 stage process or how to preform SE in
different countries) and discuss as well the “place-then-train approaches”, which are
described in the original SE toolkit. All different partner countries will prepare one or two best
practices or case studies in their own member states in order to have an overview of current
models.
Current available results show that there is a lack in measureable quality criteria, for instance
all SE providers are allowed to choose their way in supporting people with disabilities or
other disadvantaged groups and could call it “Supported Employment”. Therefore the
umbrella association EUSE is forced to work on such quality criteria in order to reach the
same quality level in all countries. If you compare this with the ESES project, there was as
well an additional training unit on the topic evaluation and monitoring. This is one key
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element for further developments in the field of SE. Another result concerns the focus of
each SE process, because all partners reported, that main activities of the SE process
appear at stage 2, Vocational Profiling. They indicate that service providers focus on preemployment activities rather than activities directly towards employers or at the work place.
This is a very important result, because if you see companies as well as clients of SE
process, you have to rethink the focus and the priorities.

Within in this project some very important and as well for this module interesting closing
questions are still open: first of all, why is there an ongoing discussion about “job-readiness”
of people with disabilities – who is judging about that fact and why do some SE providers
think, that these not job ready people are not their clients? Secondly, should SE be really
work focused or is it important to have a whole-life view on people with disabilities? This is
also handled differently in countries. Thirdly, what happened to “place-then-train” and what is
the difference between this approach to “place and pray approaches”? Place-then-train
means a SE following approach, which includes bringing the person with disability on a new
working place, training him/her in a real working environment and maintain the working place
for that person. If there is no further training on the job or training on the work place for that
people you can only “pray” for securing their working places. It might be turn out right in
some cases to do it like that, but an individualised approach and a working plan with the
person with disability has to be realised.

5.6.5 Best practice example from Austria describing a SE consultancy
process

The success story
“I‘m fine! I like my job at the dry
cleaner‘s very much. I manage to
work with the machines. I learned a
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lot at the workshop but it‘s good to
work here now. And it was good that
job coaching had started during
internship. I was well-prepared and
supported. I‘m still in touch with my
advisor from the workshop. I‘m glad that everything worked out so well.“
(Martina R., former client of Jugend am Werk, Austria)

After 15 years, Martina R. has managed the transfer from the ironing service in a workshop
(day centre conducted by Jugend am Werk) to regular employment in the private sector. In
the meantime, she has got her own flat, her employer is very satisfied and she leads a selfdetermined and autonomous life. Ms Martina R. success is representative of our employees´

ambition to qualify our clients for the first labour market. She is one example of many that
shows us why we give our energy to our customers, even if the general conditions are a real
challenge.
“In the area of integrating people with disabilities, we created a network of productive work
places throughout the Province of Styria for the participants to try out the most different fields
of work. People with disabilities are encouraged to discover new abilities and interests; the
focus always lies on their individual capabilities and talents. Our main goal is to get people
with

disabilities

out

of

“sheltered”

workshops

and

into

the

labour

market.”

(Mr. Walerich Berger, Managing Director, Jugend am Werk Steiermark GmbH, Austria)

The client
The supported employee is a 35-year-old woman with a learning disability. She was placed
in a special school and therefore she has no qualified education and has never had the
opportunity to find a job. Since 15 years she was integrated in a workshop with a regular
daily structure. The clients receive a governmental pocket allowance, but no salary payment.
Her work-related strengths are preciseness, punctuality and result-oriented, working
methods. On the other hand it is a fact, that she need a clearly defined work process and
support.
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Supported Employment in Austria
In general, people with disability from the age of 15 upwards can benefit from supported
employment, starting with Youth Coaching at school to Work Assistance or Job Coaching
when external support in the process of labour market integration is needed. It can support
seamless and smooth transitions from education into employment and, if required, in
employment on an ongoing basis. The people who provide support tend to have a variety of
job titles such as work assistants, job coaches and youth coaches. It is important that
everyone involved in providing supported employment is appropriately trained to understand
and implement the evidence-based approach.
The core mission of Supported Employment in Austria is the counseling and guidance of
people with disabilities to ensure that they attain and secure a place of employment. The
services offered are directed towards persons suffering from disabilities, towards businesses
and their employees and are free of charge.
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Module 6

Attitudes and approaches towards people with disabilities

Responsible partner

Jugend am Werk Steiermark GmbH

Aims and overarching
objectives of the module

SE Coachers:


Is able to distinguish between different approaches and
attitudes towards provision of SE services to people with
different types of disabilities



Know how to support people with disabilities to make own
decisions



Possess knowledge about methods of person centred
approaches



Get to know person centred methods and attitudes



Know how to support people with disabilities on their way to
an independent living



Can name difficulties or challenges for people with
disabilities in realizing their individual living perceptions
Can discuss societies attitudes and possible ways to cope
with them
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Summary of the module
content and table of
content items

The module contains of important approaches towards people with
disabilities in person centred support.

There is a dedicated section about the person centred approach.
The main target of person centred support is to encourage the
maximum possible autonomy and self-determination of these
people. The question is not to find the appropriate, already
established institution for the clients, but rather to provide the
individual support they truly want and need straight at their social
and living environment. In the centre of all considerations are the
people with disabilities. They shall create their future themselves in
conscious and active way and become active part of the society.
Based on social inclusion, dignity and rights for individuals the
following additional values and principles are covered: individuality,
respect, self-determination, possibility of informed choices,
confidentiality, privacy, flexibility and accessibility, as well disclosure
of disability topics.
The module presents the self-determination concept as one of the
key elements to live independently and to make autonomous
decisions. People with disabilities achieve autonomous behaviour,
should be able to enforce and advocates their rights of making own
decisions. Therefore, an additional training of effective
communication skills is also relevant.
Table of contents:

6.1. OVERVIEW OF DIFFERENT APPROACHES TOWARDS
PEOPLE WITH DISABILITIES
6.1.1 Societies attitudes towards people with disabilities
6.1.2. Barriers and prejudices towards people with disabilities
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6.2 PERSON-CENTRED METHODOLOGY AND ITS
IMPLEMENTATION
6.2.1 General origin of person-centred planning
6.2.3 Challenges for organisations and support services
6.2.4 Person-centred support and Supported Employment staff
6.2.5 Tool: One page profile
6.2.6 Tool: PATH
6.2.7 Tool: Mapping the network
6.2.8 Tool: 4+1 questions
6.2.9 Useful links
6.2.10 Appendix: Tool MAP

Training workload

1. Theoretical part (hours): 16 hours
2. Practical part (hours): 7 hours
3. Assessment (hours): 2 hours

Educational resources
required

1. PC, laptop or tablet.
2. Internet access.
3. E-mail account
4. Printer

Learning pathways

1. Face to face: 4 hours
2. E-learning: 12 hours
3. Practice: 7 hours
4. Internship: 0 hours

Previous knowledge

1. To be literate, have basic knowledge on disability and social
affairs.
2. Good communication skills.
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3. Basic ICT skills.
4. Ability to cooperate with others.
5. Positive attitudes and ability to express empathy towards people
with disabilities.
6. Basic knowledge in the field of working with clients with special
needs.
Compulsory completion of other modules before starting:
M1 Disability awareness
M3 Practical methods in the coaching process
M5 Supported employment basics
Learning outcomes

Knowledge:


About different approaches towards people with disabilities
(person-centred);



Knowledge how to distinguish between different approaches
towards people with disabilities;

Skills:


Practical usage of person-centred methods



Ability to support people with disabilities to make own and
informed decisions



Applying of gained knowledge during the SE process

Attitudes:


Ability to develop an individual and person-centred attitude
towards people with disabilities



Recognition of difficulties or challenges for people with
disabilities in realizing their individual living perceptions



Is able to reflect on attitudes towards people with disabilities
and name or have a critical controversy about them



Raised awareness towards societies` attitudes and possible
ways to overcome and cope with them

References

EUSE (2010): European Union of Supported Employment Position
Papers. Irland.
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Romanach, Lobato (2005): Functional diversity, a new term in the
struggle for dignity in the diversity of the human being. Spain.
Rappaport (1985): The power of empowerment language, Social
Policy, p. 15 -21.
http://www.agef-saar.de/AHOI/Lima/Base/Chapter4.htm
http://www.helensandersonassociates.co.uk
ECVET/ECTS points

ECTS = 1 credit
ECVET = 15% weight

Assessment (type)

a. Online questionnaire/test
b. Reading of an article on functional diversity and reviewing
this article. This written review should be send to another
peer learner in the same learning group and should be
reviewed by him/her.

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

5

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge
and competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme

6.1. Overview of different approaches towards people with
disabilities
6.1.1 Societies attitudes towards people with disabilities
Disability is a social issue. It results from the interaction between people with “long-term
physical, mental, intellectual or sensory impairments which in interaction with various barriers
may hinder their full and effective participation in society on an equal basis with others”
(Article 1, Convention on the Rights of Persons with Disability)1.
Demographic change and globalisation progress within Europe are sustainably changing our
society. Population growth is decreasing as people get older and more diverse. Also the staff
structure in enterprises and organisations is becoming increasingly heterogeneous. This
diversity is reflected in the different demographic characteristics, such as age, cultural
background or disability status of employees, but also in their different perspectives and
experiences.
Therefore, in order to remain competitive and innovative it is increasingly important for
enterprises to specifically promote and utilise the employees' resources and to understand
their diversity as an opportunity. For this to succeed active diversity management is
essential. Despite its relevance and need diversity management is, in most European
countries, still just a catch phrase. This seems particularly striking with people with
disabilities. Nearly 650 million people with disabilities represent the largest minority on earth
(WHO 2011). This clearly shows that the inclusion of this relevant population group cannot
be a marginal issue, but, as an important part of our society, must also be included in a
modern corporate strategy.
A major reason for an inadequate inclusion of people with disabilities is that there are
prejudices concerning a generally lower performance. Through adaptation of workplaces,

1

http://www.un.org/disabilities/convention/conventionfull.shtml
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flexible working hours, part-time measures and Supported Employment, however,
disabilities, in many cases, have no negative effect on the working process.2

‘The demand for social inclusion is realised when every person, as an individual, is accepted
by society and has the opportunity to fully participate and take part in it. Differences and
deviations are consciously perceived in the context of social inclusion, but they are limited or
even lifted in their meaning. Their presence is neither questioned nor seen as a peculiarity by
society. The right to participate is socio-ethically justified and relates to all aspects of life, in
which everybody should be able to move in a barrier-free way.
In this, inclusion describes the equivalence of an individual, without postulating normality.
Diversity and the existence of differences is what is normal. The single person is no longer
forced to meet unattainable standards; it is society that creates structures for people to get
involved with special features and to provide valuable services in their own way. One
example of accessibility is to make every building accessible for wheelchairs. Also barriers in
the figurative sense can be dismantled."3

6.1.2. Barriers and prejudices towards people with disabilities
Prescribed quotas that require enterprises to employ a certain number of employees with
disabilities and, otherwise, to pay a certain amount of money and the special protection
against dismissal for people with disabilities in some European countries are often a barrier
to enter the labour market for the target group.
Gregor Demblin, co-founder of "Disability Performance Austria", who has been paralysed
and using a wheelchair following an accident when he was 18, speaks from personal
experience, 'It's not only limitations that make everyday life for people with disabilities

2

Berufliche Inklusion von Menschen mit Behinderung, S. Böhm, M. Baumgärtner, D. Dwertmann, Springer
Verlag Berlin Heidelberg 2013
3

https://de.wikipedia.org/wiki/Soziale_Inklusion
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difficult. It's the prejudices. You are not perceived as a top performer.' He knows the
insecurity and the fear of contact of society towards people with disabilities because people
without disabilities do not know how to behave. He also explains that employers think that
people with disabilities would be on sick-leave all the time. This is often the reason why they
are not invited for job interviews.4
Despite numerous studies, socio-psychological attitude research, which deals with the
correlation of attitudes, behaviour and actions, does hardly offer clear answers with regard to
attitudes towards people with disabilities. Yet, it indicates that attitudes towards people with
disabilities depend on the following factors: 5


type of disability;



positive experiences and intensive contact with people with disabilities;



development of authoritarian behaviour, because there is a positive correlation between
accepting attitudes toward disabled persons and low authoritarianism).

The results also show that people with cognitive limitations are rejected the most, while
people with sensory impairments or physical disabilities are seen more positive. The social
concept is based on an image that states that 'mental impairments' represent far greater
barriers than 'disabilities of the rest of the body' (Cloerkes 1984). 6

6.2 Person-centred methodology and its implementation
Where you travel does not depend on the wind, but on how you set sails. (Irish Proverb)

4

Karriere – Die Presse, „Vorurteile sind die größte Behinderung“, Artikel von Michael Köttritsch (2013)

5

Gesellschaftliche Reaktionen auf Menschen mit (geistiger) Behinderung, Sven Nickel (1999),
http://bidok.uibk.ac.at/library/nickel-reaktionen.html
6

Die Problematik widersprüchlicher Normen in der sozialen Reaktion auf Behinderte, Günther Cloerkes (1984)
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The concept of person-centred support is linked to an attitude7 towards people with
disabilities that is mainly characterised by respect, meeting on equal footing and recognising
the individual's right for self-determination. It is the aim, under the leadership of the planning
person (with disabilities) and together with the environment, to actively create an own future.

The following words are inseparably connected with person-centred work:


inclusion;



focus on social spaces;



choice;



self-determination.

The concept of inclusion is, meanwhile, something that everybody in the disability sector
talks about. Often, the term of integration, which has been used so far, is simply replaced by
the 'modern' term of inclusion. However, this re-labelling ignores the innovative core of the
concept of inclusion.

"The term of inclusion goes beyond integration. While integration means to take in previously
excluded people, inclusion tries to recognise diversity in the collective, that is, to take into
account the individuality and the needs of all people. In this concept, people are no longer
divided into groups (e. g. highly gifted, with disabilities, with other languages, etc.). While the
term of integration still reflects preceding social exclusion, inclusion means participation and
involvement of all people, with no exception. Inclusion involves the vision of a society that
allows all its members to naturally participate in all its areas and of a society that clearly
respects all its members' needs. Inclusion assumes that all people are different and that each
person is allowed to create and decide. It does not mean for certain groups to adapt to
society.'8
7 Social work professionals must have professional attitudes to successfully cope with the demands for action in their everyday
working life. Their actions are considered professional when they are based on scientific descriptions and explanations and
when they are in line with the associated scientifically justified procedures and methods. At the same time, professional actions
are always ethically sound. Ethical orientation also includes reference to human rights as a regulative idea. The abovementioned features characterise the professional standards of social work (Staub-Bernasconi 2007, pp. 207).
8

Walter Krög: Herausforderung Unterstützung. Perspektiven auf dem Weg zur Inklusion. EQUAL –
Entwicklungspartnerschaft MIM, 2005
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'Inclusion, on the individual level, can be described as the achievement of personally
important life goals and participation in all relevant areas of society. But inclusion also points
to the community and the social circle where participation is to be lived. Therefore, inclusion
must begin in the immediate social environment, it must allow for experiences of successful
diversity and tolerance of diversity and it must offer new types of support across target
groups. Personal planning of the future and focus on social spaces are two conceptual and
methodological approaches that are well suited for these objectives and that complement
each other. Personal planning of the future initially focuses on the individual; it tries to
explore her/his strengths and skills, her/his resources and opportunities and her/his wishes
for the future and, together with the person, to make change possible. The concept of focus
on social spaces, however, specifically focuses on the possibilities and resources of the
community and tries to make them utilisable for the life of the people who live there. Both
are necessary to effect change.'9

More information about self-determination theory in English can be found under:
http://selfdeterminationtheory.org/
https://en.wikipedia.org/wiki/Self-determination_theory

Thus, the person-centred approach strives for the participation of the people in the life of the
community and in their social circle (district, municipality), which means that people (with
disabilities) are natural parts of the environment they live in.

'And, finally, it is always the same when we talk about human rights. It is about the places
close to the house. So close and so small that they cannot be found on any map of the world.
And yet, this is the world of each individual; the neighbourhood we live in; the school we
attend; the factory, farm or office we work in. It is the place where every man, woman or child
seeks equal rights, equal opportunities, equal treatment without discrimination.
9

Stefan Doose: „I want my dream!“ Persönliche Zukunftsplanung. Neue Perspektiven und Methoden einer
personenzentrierten Planung mit Menschen mit Behinderungen, 2011, p. 11
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If these rights mean nothing there they mean nothing elsewhere. Without targeted actions of
all those who want to make this happen in their close environment it makes little sense to
strive for such a step forward for the rest of the world.' 10

In order to sustainably implement these concepts, it will be necessary to empower and
encourage people with regard to social and political participation. The rights for people with
disabilities described in the UN Convention will not be automatically implemented. It will be
necessary for people with disabilities to defend their own rights and self-determination. In the
future, people with disabilities themselves must take the lead when it is about support and
service provision. On the one hand, this shows the importance of the person-centred
approach because this approach has been explicitly designed to support independent living
of people with disabilities in the community. On the other hand, it will be important to support
people with disabilities to better network among themselves, to mutually strengthen
themselves, to demand their rights, and to decide for themselves on what their lives should
look like and what support is needed by whom.
In this context, however, it must be stressed that participation plays an important role in the
formation and development of self-worth. Not only belonging to and being truly welcome
(participation) but also being needed and having the feeling of being missed when you are

not there. Being someone whose contribution is important and essential. Meaning something
for others is what all people need most urgently, especially those who are often in need of
support.11

6.2.1 General origin of person-centred planning
PCP (Person-centred planning) has its origins in America USA and, indeed, in the American
disability rights movement. Its aim is to create living spaces where people with and without
disabilities learn, live, work and spend their free-time together. In the USA, the fight against
10

Eleanor Roosevelt, quoted in Doose „I want my dream!“ Persönliche Zukunftsplanung. Neue Perspektiven
und Methoden einer personenzentrierten Planung mit Menschen mit Behinderungen, 2011, p. 12
11

Olaf Dörner: Weiterbildungsbeteiligung als Teilhabe- und Gerechtigkeitsproblem, 2012
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the discrimination of people with disabilities is seen in parallel with the fight against
discrimination of people because of the colour of their skin. A great success of the American
disability rights movement was the adoption of anti-discrimination law.
'Disability is a natural part of the human experience and, in no way, restricts the right of an
individual


to live independently,



to decide for themselves,



to have choices,



to contribute to society,



to pursue careers, and



to enjoy full integration in the economic, political, social, cultural, and educational life of
American society.'

(Preamble of the American Rehabilitation Act)

American pioneers of person centred planning brought the approach to UK. Furthermore, it
can be said that person centred planning emerges in countries in connection to specific
individuals – there is no systematic implementation process in Europe. Person centred
planning starts in the United Kingdom during the 1980´s and further European countries
followed in the 1990´s and after 2000.12

6.2.2 Person-centred approach - Carl Rogers
Carl Rogers (1902-1987), psychologist and psychiatrist, was an important representative of
humanistic psychology and followed a personality theory (also known as “client-centred
therapy” or named after its inventor “Rogerian therapy”) that emphasises the uniqueness of
the individual. One of his principles says that an individual is, basically, good and strives for
self-realisation.
12

Training and Practice in Person Centred Planning – A European Planning, Experiences from the New Paths to
Inclusion Project, edited by Julie Lunt and Andreas Hinz
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In his therapeutic work, the focus always lay on the clients, who would already carry the
solution to their problems in themselves. In his opinion, it is the therapist's task to make the
clients find the solutions by asking them specific questions.

In his approach, Rogers postulates three key basic behaviours in dealing with the clients:


Positive appreciation and acceptance: People are perceived in their uniqueness and met
with respect and dignity. There is no appraisal of ways of experiencing and behaving.



Authenticity and self-congruence in encounters contribute to an open and genuine
communication.



Empathy or empathic understanding, so that thoughts, feelings, concerns, and
aspirations can be perceived and receive their spot.

6.2.3 Challenges for organisations and support services
Since it is clear now that PCS is more than just a method and implies a claim to act on the
person, organisation and community levels it is also necessary to differentiate the
challenges.
An organisation's decision to work in a person-centred way also means to discuss this
decision and further actions on all levels and to offer opportunities for participation. Everyone
should have the opportunity to learn and develop. This works best through the exchange
across the various levels (customers, employees in Supported Employment and managers).
This participative culture and the practical way of dealing with methods must be made
possible, must be tried, reflected and established. The implementation of PCS implies the
organisation's strong orientation towards the wishes, plans, abilities, and support needs of
the individual clients. This also means for the organisation to engage in something that is not
entirely 'predictable'. It will be necessary to develop services that are experienced, by those
we want to support, as a really helpful. This process can be faster or slower; it is clear that
this process brings about some unpredictability.
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The period of change also requires a continuous dialogue with society, with our funders or
with the relatives. At the moment, we strongly experience the PCS orientation bringing about
a lot of contradictions.

It is important not to be discouraged by contradictions but to discuss them, to boldly point out
inconsistencies, or, at least, to endure them. The entire documentation and the quality
management systems, for example, need to be reconsidered; they need to be reflected with
the customers in mind and PCS in view and, if necessary, to be changed. In the near future,
the topics and levels will become increasingly clear that will be influenced by PCS.

6.2.4 Person-centred support and Supported Employment staff
The implementation of PCS requires a change with regard to the tasks and activities of all
employees. The perception of roles of people in social work in general and in disability
services in particular can be chronologically summed up as follows:

6.2.4.1 From the 'knower' to the 'observer and listener'
As has been stated in the quotation above, the role of a supporter is changing from the
one who knows what is right and important for the person to the one of the SE Coach who
is listening and observing - without appraising and interpreting. Based on this observation
(with all your senses!) further steps are developed in a joint process (which, as far as its
content is concerned, is driven and controlled by the client).

6.2.4.2 From 'talking about the person' to 'talking with the person'
When dealing with clients, the focus is shifted from 'talking about the person' to 'talking
with the person'. Furthermore, it is imperative to talk with the clients in plain and intelligible
language. The conversation must be an appreciative dialogue on equal levels.
Everyone should be able to participate in this dialogue. For people with no verbal speach,
interaction needs to be organized with forms of 'supported communication'.

6.2.4.3 From a 'focus on disability' to a 'focus on the person'
Classic 'support planning' in disability services primarily focuses on the disability, on the
person's diagnosed 'deficit'. This view is based on the assumption that it is necessary to
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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know the person's disability in order to be able to offer disability-appropriate education,
living, work and leisure services.
This contrasts with the enhanced role of the employees in supported employment to
perceive clients as unique individuals in their entireness with their skills, strengths,
interests, resources, networks, dreams, and desires - the basis for developing support
plans.

6.2.4.4 From a 'focus on deficits' to a 'focus on resources and strengths'
PCS contrasts the 'devaluation model' of people with disabilities with a 'model of
strengths'. Self-determination, self-competence and personal responsibility are key
features of the 'model of strengths'. For a SE Coach, this means to develop new options in
the cooperation by increasing competences and scopes and expanding access to
resources and strengths. When clients test 'the new' in a self-determined way 'failure' is
allowed and will, actually, occur. It is the role of SE coaches to endure this diverse and
vibrant testing and to support it with their expertise and competence.

6.2.4.5 From the wish to the will
We assume that the will of the people is an essential source of strength for activities to
create their own lives.
Only in direct contact and only through the open view of the individual's highly specific
situation can the will, which is often hidden, not apparent at first glance, sometimes
difficult to formulate, and sometimes only recognisable after several attempts, be found
out. It is the experts' function to establish contexts for dialogues to find out the clients'
wills. This is an attitude, which is the basis for the client's activities to reach an aspired
state. It is important to distinguish between wish ('I'd like something, and other do
something for me to get it') and will ('I am determined to contribute, with my own activities,
towards achieving my will').

6.2.4.6 From the 'supporter in individual cases' to the 'network expert'
Professional help often regards natural network relations of people with disabilities and
social space resources as a marginal variable. However, a successful life depends heavily
on social inclusion and belonging to the community.
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For the role of the SE coach this means to increasingly search for 'spaces close to home'
that try and bring the clients back into the 'communities' and to consistently open support
systems for the participation of citizens. Thus, support arrangements not only consist of
professional services but also of the resources of the family network and the citizens of
the district or the municipality.

6.2.4.7 From the 'supporter' to the 'process facilitator/coordinator'
From the point of view of a person-centred perspective, the classic role of a supporter is
becoming less important; in new roles, such as the one of a SE coach, new functions
become visible: facilitator, coordinator and supporter. They are experts among other
experts, including their clients as the experts on their own lives.

6.2.4.8 In addition to basic attitude: compendium of methods
The person-centred support approach is a basic attitude. At the same time, it also offers a
wealth of methods to implement this basic attitude as part of the services. These methods
serve as a support; they can and should be expanded and supplemented whenever
needed. Some - exemplary - methods are provided below.
PCS is not a recipe; it should rather be seen as a thought-provoking impulse, an emerging
concept. It is based on the changed attitude and the associated perception that something
must change and develop. You can start small, but you have to start to make a difference.
When organisations begin to change, so does the system of disability services altogether.
'It is certainly necessary to plan the structures, the services and the social facilities and to
pursue the change of systems; however, it is not the most effective way to do it as a
prerequisite, but in conjunction with the tangible creation of life and implementation of
individual plans on the basis of an individual's problems and interests.' (cf. Lüpke, 1994)13

S. Doose:“I want my dream! ” Persönliche Zukunftsplanung Neue Perspektiven und Methoden einer
individuellen Hilfeplanung mit Menschen mit Behinderungen, Broschüre mit Materialienteil.9. überarbeitete
Auflage Kassel, p. 72, 2011
13
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6.2.5 Tool: One page profile
One-page profiles are a very effective way for people with disabilities to begin to explore
what works for them personally. This approach creates good awareness within clients about
the need to balance what is important to us (in order to lead happy, contented and fulfilled
lives) and what is important for us (to stay healthy and safe, feel valued and have every
opportunity to learn).

That way they can discover what kind of support they need to balance both the things that
are important to them as well as the things that are important for them in
their learning. Appreciation of their uniqueness, in the “like and admire” section of a onepage profile encourages self-esteem and self-confidence, two vital components for
successful learning. The better self-understanding this approach brings about is portable and
will support learning for life.

6.2.5.1 What is a one-page profile – short introduction
“It’s a single page of information that captures the important information about a person;
including what is important to them, what people appreciate about them, and how they want
to be supported.” 14 (Sanderson, 2014)

One Page Profile …

Information about you!!



Qualities

Appreciation


Important to you

to

14

for



Support and help
you might need
from others

importance

H. Sanderson: One-Page Profiles in brief, http://www.helensandersonassociates.co.uk/about/how-can-wehelp-you/our-courses/one-page-profiles/
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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Illustration 1: Is based on Helen Sanderson, „One-page-profile – personalization 2012”

It is the first step in personalising services for people. And it should also be the first step in
personalising individual learning plans for people with disabilities.

6.2.5.2 One-page profiles in SE processes
If you want to create individual learning and support plans for and with a client you have to
know pretty much about them and – even more important – they themselves have to know
their strengths and needs regarding to their learning process.
There are three main sections starting with the first question: What do others like and admire
about me?
The next question cares about what matters to the person. What is important to me for
having a good and happy life (in future, in work ...)? And, finally, you take a look at the
question what is important for the person. How can others help me to be at my best?
Not a singular event but an ongoing process ….
Working with one-page profiles starts with the first creation but doesn’t stop with this step.
Once created the profiles should be used for many different purposes. For example you
could use them to introduce yourself in new groups or to new teachers/trainers. And in a very
individual form of continuous support you will take the profile out periodically and together will
talk about it, adapt it to what has changed and together reflect the new picture of the client.

6.2.5.3 Steps for the first creation of one-page profile with a client
The following steps will outline how the process to create one-page profiles could work.
Introduce the method:

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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First introduce the method and the three main sections (see above) to the client. Choose one
of the templates (you can find some examples at:
http://www.helensandersonassociates.co.uk/person-centred-practice/one-page-profiles/onepage-profile-templates/) or create one for your client or – not the worst way – let him/her
create an own very individual one-page profile.

Guided interview:
You will start an interview with your client with the following questions:
1. Who are the most important people in your life?
o What do you love to do with these people? How often, where, when, how … try to be very precise in this question! => it’s all about section 2 what matters
to the person

2. What would be your best and worst day (in working context)?
o What exactly has to happen that it becomes your best day?


Who has to be there?



Where do you spend most of the time?

(Ask the same questions also for a bad day)
3. What do you do usually in your leisure time - in the evening, on weekends …?
o What is important to you in your leisure time?
o What do you love to do?
o With whom do you prefer to spend your time?
4. What makes you feel better, when you are stressed, unhappy or upset?
o Think of surroundings, persons, what they can do …
5. What would you never leave at home without (in your bag, pockets …)?
o What are things that always have to be with you?
6. What would your family and best friends say that they admire and like about you?
(invite the client to ask this question to the people themselves when they meet them
again)

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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The interviewer will listen and ask deeper and so on and will write down his or her thoughts
about the three main sections of the profile keeping an eye on the following questions:

When I hear the person answering the questions ...
... what seems to be important to him or her for a good life?
... what could be a good support for him or her? How could people act to support him or her
the best way?

After each conversation about one question the interviewer should tell the interviewee what
he or she had written down to the sections of the profile and check if he or she would agree
or not. After the whole procedure – calculate at least 30 minutes for one interview – let them
change the roles.
For a good example for such a form of interview have a look at: Helen Sanderson’s YouTube
video (Helen Sanderson, Youtube, 2012 - https://www.youtube.com/watch?v=fnaKnVWFh44)
One page profiles are the starting point to gathering person centred information. They need
to be reviewed and updated regularly. This can be done with the working and not working

tool and an action plan created to address any issues. This may require using further tools to
build into a person centred description of the person.

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

20

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge
and competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme

Illustration 2: The new path to inclusion:
http://trainingpack.personcentredplanning.eu/index.php/de/one-page-profile

6.2.5.4 Creating my own profile
After the interview has been completed the client has time to create and design his or her
own one-page profile. This can also be done together with the SE coach. However, it will
take about 30 minutes’ time and enough material (pencils, colours, papers etc.) to let create
the first one-page profile.
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6.2.5.5 Case studies – one-page profile
Many social services already use the 'one-page profile' method. Some examples in English
can be found at:
http://www.helensandersonassociates.co.uk/person-centred-practice/one-page-profiles/
From these numerous case studies, we have taken the example of Jordan, which - according
to the method - describes the results: 15
One-page profile of a person with a long-term health condition – Earl

What others like and admire about me:
Helpful
Polite
Cheeky
A good laugh

Inquisitive

15

Sanderson, Helen Sanderson Associates (2012),
http://www.helensandersonassociates.co.uk/person-centred-practice/one-page-profiles/one-pageprofiles-education/
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What is important to me?


Seeing my mum and dad at least once a week.



I love motor racing, especially team MacLaren and watching the Grand Prix, it doesn’t
matter if I’ve already seen it! My heroes are Jensen Button and Lewis Hamilton.



Playing on my play station most days with the volunteers who come in to compete
with me.



Seeing my uncle every Sunday going out together, we love going the cinema or if the
weather is good doing my uncles garden.



To go out every day, not to anywhere in particular as long as I am getting out and
spending time with people. I’m always the first person to say yes to any suggested
outings.



Having friendships is important to me, in particular with my friend Dave Somers and
Lois who supports me.



Going to as many air shows, as I can get to. I love all airplanes and am fascinated by
the RAF. I must wear my RAF hat and bomber jacket whenever I go out.



Leeds united are my football team and I love to go to live matches and taking part in
the lively banter. If I don't get to a match I watch the games on the TV with mates.
I really enjoy getting involved in the whole atmosphere of the game.



Watching films, especially ones about airplanes. Top Gun is my favourite.
Having fish and chips every Friday from my local chippy or when I am having a day
out.
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How best to support me:


Know that I always get up early and enjoy being the first person up and about.



I’m a morning person and my staff need to be cheerful and chatty with me.



Knowing everything that is going on matters to me, I ask lots of questions about
anything that interests me, if you don't have the answer immediately let me know
when you will get back to me.



I must have a newspaper delivered daily, but especially like to read the films section
on a Friday. Know that I will want to be the first person to have a read of the paper.



My room must be exactly how I want it. A place for everything and everything in its
place. When you support me with household tasks, know that I will do as much as
possible for myself. I will ask you if I need more support.



I use my foot supports every day to prevent pressure areas before starting to use my
wheelchair. Know that I will always put these on myself, check that they are adjusted
correctly.

Earl's one-page profile has helped him gain confidence and achieve greater
independence.
Forty-one-year-old Earl uses our services at The Manor in Brampton, Cambridgeshire. Earl
has Spina Bifida and Hydrocephalus. Spina Bifida is a birth defect where the bones and
nerves of the spine do not fully develop while the unborn child is in the womb. Hydrocephalus
is also known as water on the brain.
Earl’s one-page profile was developed to share information about himself with anyone who
comes into contact with him at The Manor. He has two profiles on the wall in his bedroom, in
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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pride of place for all to see. One is his original colour profile and another is a copy that Earl
has coloured in and drawn on himself. Both are on the wall alongside all his pictures and
posters.

Earl really enjoyed developing his profile and had lots of ideas that he wanted to share. As
he is such a big motor sport fan, he wanted a racing car on his profile alongside a picture of
his favourite drivers, Lewis Hamilton and Jenson Button. Earl’s profile was developed over a
relaxing afternoon spent talking about the things that are important to him, his hopes for the
future and how best to support him. Earl also asked other service members and friends what
they liked best about him.
Within everyday life Earl’s profile has been used to inform new staff and volunteers how best
to support him and to understand more about Earl as a person; his likes and dislikes. The
profile acts as a voice for Earl, communicating how he likes to be best supported and for staff
at The Manor to understand how to fully support Earl on a day-to-day basis. His more
detailed person-centred plan is available for anyone to read who would like to know more
information about Earl, or as a guide that can be referred to at any time.
Earl has become more confident as a person and more goal-orientated since creating his
profile, and he clearly feels more connected to people in both a social and professional way
as they can understand him better. Earl now has a girlfriend at The Manor.
Earl's one-page profile sets out the important information that people need to know to
support him well, such as: he likes to dress himself, he likes to get up early, he likes to be
around people and he likes to read the paper. It also states what is important to him so that
support staff know the food, people and activities that are paramount in his life.
Earl likes to be as independent as possible and he is happy that his one-page profile has
helped him to do this. His support team recently helped Earl to order new equipment such as
a banana board, a sling and a handling belt. All these items are to help Earl to maintain his
independence.
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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The outcome of a one-page profile for Earl has been better choice and control. He feels
empowered by the information he shares and believes that the team around him now
understand him better and can help him live more independently as a result.

6.2.5.6 One-page profile media page
There is an “one-page profile media page” available, where you can learn more about onepage profiles and the difference they can make. Submit media enquiries and find the bios of

key spokespeople from health, social care and education sectors. Please use the links to find
the information you need: https://onepageprofiles.wordpress.com/category/100-stories/
Guest bloggers from health, social care, education and families will be sharing their own
experiences of using one-page profiles; how it has changed their relationships, the way they
work and the way they live their life.

6.2.5.7 One-page profile templates
There are many free templates for one-page profiles on the internet. For English I suggest to
once more use Helen Sandersons wonderful homepage:
http://www.helensandersonassociates.co.uk/person-centred-practice/one-page-profiles/onepage-profile-templates/

6.2.6 Tool: PATH
'PATH is a planning process with a circle of support16 for people who have an idea of how
their future situation should be, but still need to clarify the way.
The PATH process is based on the common values and visions of the planning person and
her/his support circle. It shows a desirable future, describes the current situation and, then,
looks for supporters and strengthening opportunities for the path; it describes important
16

A circle of support consists of people who want to support a person in her/his planning of the future. They
can be family members, friends, acquaintances, educators, experts, or even other children.
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intermediate steps and ends with a concrete action plan for the next month. The PATH
process can be used for individuals, families, projects and organisations.' 17

PATH was developed by Jack Pearpoint, John O'Brien and Marscha Forrest at the beginning
of the 1990s in the US. 'PATH' stands for way. PATH includes eight steps that are illustrated
on a large poster18:

 







17

S. Doose:Onlinehandbuch Inklusion als Menschenrecht, Deutsches Institut für Menschenrechte:
http://www.inklusion-als-menschenrecht. de/gegenwart/materialien/persoenliche-zukunftsplanung-inklusionals-menschenrecht/zukunftsplanung-path/

O’BRIEN, John, PEARPOINT, Jack & KAHN, Linda: The PATH & MAPS Handbook. Person-Centered Ways to
build Communnity. Toronto: Inclusion Press, 2010
18
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•

A ‘Path’ should be moderated by coaches

•

Invitation of different surrounding people

•

Focus on strengths – solutions

•

Creative dealing with topics

•

For people with disabilities

•

For teams

6.2.6.1 The eight PATH-steps
Step 1: The dream (locate the North Star)
The facilitator asks the person to describe her personal vision for the future. She might talk
very generally about how she would like life to be different, or much more specifically about
how she would like to live day to day. The graphic facilitator draws this up as the person
talks. The facilitators may ask other people to make suggestions but will always check back
with the person. The dream guides and gives direction to the rest of the meeting.

Step 2: Sensing the goal (generate vision of a possible positive future)
The next step demands that participants imagine that a year has passed and that they are
back in the same room recollecting what has happened. They tell the facilitators what it is like
to live in a better future, what events have taken place and what they have done to make the
dream more of a reality. There are two rules to this stage - all goals recorded have to be both
positive and possible.

Step 3: Describing the NOW
Step 3 examines the situation now and analyses the tension between where the group is
now and where they want to be in a year's time. It is this tension that gives energy and
dynamism to the process.
Step 4: Invite enrolment – who is on board?
None of the goals are achievable by the person working on her/his own. Step 4 looks at who
needs to help. This could be people at the meeting but also those who are not present.
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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Sometimes there are people who could stand in the way of the goals. Their names are
recorded so that a strategy can be developed for winning them over.

Step 5: How we are going to build strength?
This can sometimes be a very important step in identifying what the group will need to do in
order to maintain strength and commitment to the goals. It can sometimes be as simple as
meeting regularly and supporting each other by phone. Sometimes it means acknowledging
and changing destructive patterns in the group.

Step 6: Planning the next six months
The facilitator asks the group to pick a date within the next year, normally six months later,
and to set interim goals. It is important to take action towards what should be create, what
steps have to take over the next six months and who will do them.

Step 7: Planning the next 3 months
Focus the process in action! To accomplish what has to be done in the next three months, it
is necessary to take actions now.

Step 8: Agree to the next (first) steps
First steps are identified and the date for another meeting set.

“Path is a way for diverse people, who share a common problem or situation to align...their
purposes...their understanding of their situation and its possibilities for hopeful action...their
action for change, mutual support, personal and team development and learning." (Helen
Sanderson, 2012)

6.2.6.2 Example PATH-planning with a disabled person
Maria works as coach and advisor in a social organisation and told us what she did to
support Anna in preparing for her person centred planning meeting. Anna is a 24 years old
woman with a learning disability. It was the first time they had met and it enabled Anna to
consider if she wanted to hold a meeting and if she would like Maria to facilitate it. It enabled
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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Maria to consider which of the person centred thinking tools would be most appropriate in
supporting Anna to plan. Together they chose the PATH tool.
During the next three meetings they created a PATH where Anna planed moving out from
her grandparents to her boyfriend. From Maria´s point of view, this method shouldn´t be used
for minutely detailed planning of Anna´s life, but the focus should be on the preferences and
the empowerment of Anna.

The first task was to create a north star with Anna. The star gives direction for her ideals,
values and hopes. The next issue was to think about what is positive or possible for Anna to
achieve. These become the objectives that the support teamwork towards achieving with her.
We recorded what life was like now, who may help Anna achieve her goals and how she can
recharge her batteries. In the last three steps we discussed the next tasks, what can we
achieve in six months and the actions to accomplish the next seven days. The whole PATH
process took about 8 hours, divided in three follow-up meetings. Nowadays, Anna lives with
her boyfriend in his house. She has developed some new skills, including how to financially
make ends meet.
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6.2.7 Tool: Mapping the network
Good cooperation between the supporting person and the supported person is very
important and crucial. This instrument is a very simple way to record what is needed to come
to a common result. This method provides a structure to, for the different areas of support of
the person, sort required skills and personal characteristics of the supporters. It helps to think
about what kind of support they want and need and to look for and hire appropriate support
persons for the support needs of the supported person. This provides information on the
character and preferences of the persons with regard to their support. What characteristics of
the support persons and common interests are important for the supported person? 19

19

http://www.helensandersonassociates.co.uk/person-centred-practice/person-centred-thinkingtools/matching-support/
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An English video that explains this method can be found at:
https://www.youtube.com/watch?v=QbTXp0wKFMQ

Template:
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6.2.8 Tool: 4+1 questions
The '4+1 questions' method helps people to recognise what they can learn from their past
efforts and activities. Based on this learning experience, it gives the supporting persons the
opportunity to look at future efforts and activities from a new perspective and to do further
planning.
Furthermore, this instrument provides a structure for evaluation for all people involved:



each person is
heard;
each person
describes, from
her/his point of
view, what
she/he has
learned.

What have we tried?
What have we learned?
What are we pleased
about?
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What we are concerned
about?
What do we need to do
next?

An English video that explains this method can be found at:
https://www.youtube.com/watch?v=KYzxYcMN7sE

What does person-centred support need from supported employment staff?


courage



creativity



no fear of mistakes/failure



flexibility



openness



dealing at eye level



empathy



listening



honest interest



observing



promoting clients' initiative

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

34

2014-1-BG01-KA202-001529
COACH@WORK: EQAVET system for recognition, validation and accreditation of skills, knowledge
and competencies of supported employment providers for people with disabilities
Intellectual output 4: Supported employment coachers VET programme



…

„It‘s how you look at your work that makes the difference“
John O‘Brien

6.2.9 Useful links

Inclusion Press – Books and Material (USA):
http://www.inclusion.com/maps.html
http://www.inclusion.com/path.html

Books and Material on MAPS and PATH in Europe:
http://www.inclusiononline.co.uk/books.html
http://trainingpack.personcentredplanning.eu/index.php/de/map-and-path/maps

Helen Sanderson Associates – Information and examples of MAPS and PATH:
http://www.helensandersonassociates.co.uk/reading-room/how/person-centredplanning/map.aspx
http://www.helensandersonassociates.co.uk/reading-room/how/person-centredplanning/path.aspx
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6.2.10 Appendix: Tool MAP

MAPS is a planning process with a circle of supporters for clients who are in a changing
situation, such as a person with disability who wants or needs to change due to entering the
labour market or due to another turning point in life that requires reorientation.
MAPS explores the person's story, her/his dreams and nightmares and her/his talents. It is
the aim to see what the person needs in order to be able to bring her/his talents into the
community. It is, therefore, important to explore what is really important to the person in
her/his life. The concrete action plan is only the next step.
MAPS was also developed by M. Forrest and J. Pearpoint in the 1980s in the United States.
Initially, MAPS was the abbreviation for 'Making Action Plans'; today the authors only use the
short form. Therefore, 'map' can also be seen as the support you use for orientation
purposes.20
6.2.10.1 The seven MAPS-steps

20

O’BRIEN, John, PEARPOINT, Jack & KAHN, Linda: The PATH & MAPS Handbook. Person-Centered Ways to
build Community. Toronto: Inclusion Press, 2010
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They were first used as a tool for helping disabled children to integrate into mainstream
schools, but they are now used more widely in person-centred planning with children and
adults.
A MAP is typically used in a meeting lasting 2-3 hours with the person and those close to
her. It can also be used one-to-one. If used in a meeting, it is essential that there are two
facilitators – one to guide the process and the second to record it graphically. The MAP
process has eight steps.
To start a MAP it is important to start with a warm-up for the group. The facilitator asks
people to think of words or images to describe a map. The answers they come up with, such
as “helps people to find their way through unknown territory” or “helps people to see where
they are now and where they need to go”, sum up the point of the meeting.
Step 1: What is the history?
This step allows the individual and those who have known her a long time to describe what
has happened to her in the past. Often, the past is a revelation to others at the meeting and
goes a long way to making sense of the present. Other people become more aware of how
much loss the person has suffered in her life, or perhaps of how much of her life has been
spent in segregated settings.
Step 2: What are your dreams?
Dreaming is central to the MAP process. The person is invited to share her dream, and other
people may contribute their ideas with the person’s permission. Sometimes, people will
choose to dream metaphorically. One person said that her dream was encapsulated in a pair
of ballet shoes. It was not that she wished to be a ballerina, but that she wanted to have the
lightness, speed and agility of a dancer in all the work that she did. The image of ballet shoes
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
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had been powerful to her as a child, and was still powerful in a different way in her adult life.
For other people, dreaming is more about aspirations – they may want to travel the world or
have a house by the sea. Whichever way the dreams are expressed; they provide a very
strong focus for the rest of the process.

Step 3: What are your nightmares?
Just as dreaming gives the group something to work towards, naming nightmares gives the
group something to work away from. Although this step can be difficult for people, it is useful
in allowing the group and the individual to express their fears and have them acknowledged.
It may become clear that the person is very close to their nightmare now, or that the most
likely service ‘solution’ such as putting them back into an institution would be a return to the
nightmare.
No more than 5 minutes will be spend on this step of the MAPS process – its purpose is to
acknowledge the nightmare, not to dwell on it. A MAP is more effective when it shows us
where to avoid.
Step 4: Who is the person?
The facilitator asks people to brainstorm the words which occur to them when they think of
the person – words which sum up her character. This is often a very affirming process for the
person and her family.
Step 5: What are their gifts, strengths and talents?
The facilitator asks the group to describe the things which draw them to the person; the
person’s gifts. The group go on to talk about the person’s strengths and talents. This step
reverses the usual process of focusing on the person’s problems, and instead looks for the
positive things that can be built on in the action plan.
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Step 6: What does the person need (to achieve the dream and avoid the nightmare)?
In this step, people start to think about the people and resources needed to help the person
move towards their dream and away from their nightmare.
Step 7: Action Plan
The Action Plan specifically sets out who will do what by when.
Finally, the planning person can invite the participants of the support circle to sign the MAPS
poster. The facilitator closes the meeting by giving every participant from the support circle

the possibility to express a moment of appreciation or feeling about the MAPS meeting.
MAPS not always has an action plan. Sometimes the result needs to settle. Usually it takes a
few actions for the main persons to be able to reveal and yield their gifts outside the support
circle; very often, more action planning is necessary. Sometimes the MAPS process makes it

clear that the support circle needs to find ways to create the conditions for the planning
person to utilise her/his skills. In these situations, a new planning meeting with the PATH
process might make sense.21

6.2.10.2 Example MAPS-planning with a disabled person
Between the ages of 8 and 12, Bill lived in a special hospital and came home in the holidays.
His sister, Ethel, used to visit sometimes and his parents went down every fortnight. He
remembers going to the park to watch football. Bill didn‘t know why he was in the hospital.
He remembers some of the nurses and he also remembers singing Scottish songs with uncle
Desmond. When he came back from the hospital he attended a special school which he
enjoyed. Since he left he has been to six different day centres.

21

H. Sanderson, Person-centred practices, MAPS, 2012 http://www.helensandersonassociates.co.uk/personcentred-practice/maps/
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Things began to go wrong when Bill felt that he could not get any privacy. One of the staff
was reporting on him to his parents. This same member of staff locked him in a chalet when
they went on holiday. That holiday was disastrous: Bill got food poisoning and remembers
being treated like an outcast. These incidents led to Bill‘s retiring from the centre for four
years. During this time, he was looked after by his Gran. They both enjoyed this and like a
‘good barny‘. However, it was a difficult time for his mother. Sometimes Bill did not want to
come home. She felt that she was juggling a lot and her sister died.

Eventually Bill returned to the day centre three days a week but recently he has not wanted
to go. Things have got a bit better since they had a meeting about it at the centre.22

22

Dreams
Dreams

Nightmares

Football
player
Football player
Scottish
folk singer
Scottish folk
singer
Playing
Playing the
the bagpipes
bagpipes
To
bean
anordinary
ordinary40
40year
yearold
old
To be
To
stay
a
night
with
Cran
To stay a night with Cran
Being independent
Being independent
making his own choices
making his own choices
to go bowling
to go
to
be bowling
able to read
to be able to read

to be left alone
everyone to be wiped out
to lose friends and be lonely
getting lost
crossing roads
being on own with Cran and
something happening
family members dying

H. Sanderson: Person-centred practices, MAPS 2012, http://www.helensandersonassociates.co.uk/person-

centred-practice/maps/
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Action plan
look for other activities in community e.g. football social club
adult education (Social worker and dad)
find male friend to take Bill out (Social worker)
folk clubs (Social worker)
some help around relaxing (psychologist)
help with crossing the road (parents and day centre staff)
more time at respite house (keyworker)

Illustration 3: http://www.helensandersonassociates.co.uk/person-centred-practice/maps/

The English image below shows how a MAP process can be illustrated in practice.
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Illustration 4: Send Guidance: Person-Centred Planning Toolkit, http://www.oldham.gov.uk/
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Module 7

Title: Pre-employment agenda

Responsible partner

INTERPROJECTS

Aims and Overarching
Objectives of the module

SE Coachers can / knows how to:
 Introduce the structured consultancy process to the
clients with disabilities
 Describe the local labour market trends and provide an
overview of career exploration resources
 Describe critical work elements from the worker’s
perspective
 Teach the importance of self-analysis in the job/selfmatching process
 Discuss career and job search tools
 Analyse and then provide an overview of access
technology in the workplace
 Identify positive communication skills and facilitate the
participants’ initial presentations
 Discuss strategies for finding suitable jobs
 Describe how to set employers’ stereotypes toward hiring
people with disabilities
 Explain techniques for a disability disclosure and when to
disclose disability in the job search process
 Introduce techniques for preparation and submission of
applications, CVs, and cover letters on-line or in-person
 Provide an interview skills workshop and practice via
participants’ final pre-interview presentations
 Perform mock interviews
 Provide participants with feedback on their mock
interviews and facilitate closure activities
 Prepare the client with disability for his/her first day at
work
This module describes best practices in career guidance. It
addresses the importance of establishing and maintaining work
norms, developing the soft skills needed for employment
success, and initiating the self-awareness and career exploration
process in preparation for matching oneself to a job. This module
also gives guidance how the SE coacher could encourage clients
with disabilities to begin to think “outside the box” about
themselves and the careers for which they are qualified and
interested in doing, while recognizing the challenges, limitations

Summary of the module
content and table of
content items
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and strengths.
Furthermore the module gives instructions how job seekers with
disabilities could find information about job vacancies as well as
alternative resources for searching a job. This is especially
important when the SE coacher is working with clients who have
limited access to the pictorial and written resources.
The SE coachers will be trained how to encourage clients with
disabilities to think about what’s important to them: what they
think would make a job perfect in order to progress from
exploration and planning to implementation (from economically
inactive to considering prospective jobs and applying for jobs), it
is critical for job seekers to understand the nature of decision
making and goal setting.
In addition the module will support SE coachers to guide clients
to understand their personal attributes, talents, behaviours,
facial expressions or body language which will enable them to
recognize the reactions of other people towards them.
The module gives SE coachers tools which will allow clients with
disabilities to absorb reflect and determine if their career
choices have altered as a result of analyzing career resources.
To evaluate the viability of career options, job seekers need to
compare their strengths (interests, abilities, values, work
personality) and limitations with jobs they’ve researched to
determine where their qualifications match the jobs they’re
considering.
The module also consists of tools in terms of interpretation of
nonverbal communication, such as facial expression and body
language and, conversely, with producing nonverbal prompts for
others.
Once clients with disabilities have evaluated the viability of
career options and identified what jobs they are interested in
pursuing, they must determine how best to uncover job leads.
This module offers the most common methods for finding a job
and provides alternatives to traditional job seeking such as
networking to uncover job openings or opportunities.
Many people in the general public underestimate the abilities of
people with disabilities, including their family members. The
misperceptions of the public (and employers) are due to the fact
that some people have not met anyone with a impairment). To
alleviate others’ stereotypical notions, the SE coachers will be
supported by important information how to support clients with
disabilities first know what misperceptions they may have and
then how best to counter their concerns. This module also
supports SE coachers to offer consultancy in terms of addressing
proactively co-workers, prospective customers or clients, and
the general public any stereotypes that they may encounter
particular to the disability.
Upon completion of this module SE workers will be able also to
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support their clients what to disclose, when in the job search
process to disclose, and how to present disability constraints
positively while responding to concerns that people without
disabilities may have about how tasks can be performed with
adjustments or modifications.
This module provides SE coachers with tools for specific, written
and verbalized feedback, focusing on clients’ behaviour. This
feedback provides the clients with disabilities ideas to consider
in developing an action plan to change behaviours that are not
well-received; thereby circumventing job maintenance problems
in the future.
One of the greatest challenges to the job seeking process for
clients with disabilities is dealing with the necessary paperwork
inherent in the application process. While many employers now
use an electronic application process, a significant number still
rely on hardcopy applications and CVs to secure information
about prospective candidates for job vacancies. Therefore, this
module provides information how SE coacher can facilitate the
process of respective documents, CV, cover letter, personal
portfolio.
In order to prepare for competitive interviews, clients with
disabilities need input from SE coachers who’ve successfully
secured jobs and researched techniques that others are using to
succeed in this effort. This module allows opportunity to apply
what they learned in earlier modules. The additional practice in
presenting enables individuals to build confidence and doing a
presentation related to disability disclosure helps prepare them
for the actual interview.
In addition the module consists of example for conducting
exemplary job interview. They will know how to assess client’s
performance and to give them extra guidelines for further
improvements. By performing and receiving feedback in a
controlled environment, clients with disabilities can practice and
improve their presentation style. Thus participants are able to
gain confidence in their ability to perform as a result of SE
coacher’s work.
Table of contents:
7.1
My role as a coacher in the SE process
7.2
I and my client with disability
7.3
Labour market conditions and trends
7.4
The suitable job
7.5
Self-awareness
7.6
Career resources
7.7
Job opportunities and tools to reach them
7.8
Communication and presentation skills
7.9
Looking for work is harder than working!
7.10 Myth busters – the reality of working as other people
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Training workload

Educational resources
required
Learning pathways

Previous knowledge

Learning outcomes

in the society
7.11 How and when to disclose disability in the job search
process
7.12 The good worker
7.13 The paper trail
7.14 What you see is what you get – it’s all in the
presentation!
7.15 It’s show time: an interview performance
7.16 Interview feedback and final thoughts
7.17 Preparation for the first day at work
1. Theoretical part (hours): 30 hours
2. Practical part (hours): 30 hours
3. Assessment (hours): 2 hours
1. PC, laptop or tablet.
2. Internet access.
3. E-mail account
1. Face to face: 15 hours
2. E-learning: 15 hours
3. Practice: 30 hours
4. Internship: 0 hours
1. To be literate, have basic knowledge on disability and social
affairs.
2. Good communication skills.
3. Basic ICT skills.
4. Ability to cooperate with others.
5. Positive attitudes and ability to express empathy towards
people with disabilities.
6. Basic knowledge in the field of working with clients with
special needs.
Compulsory completion of other modules before starting:
M1 Disability awareness
M3 Practical methods in the coaching process
M5 Supported employment basis
M6 Attitudes and approaches
M8 Career guidance - labour market methods
Knowledge:
 Thorough understanding of job preparation process from
clients’ perspective
 Specific tools which can support their daily activities in SE
coaching process
 Nature of the disclosure of disability
 Reasons that lead to failure of the client during job
interview
Skills:
 Ability to structure the SE consultancy process
 Ability to describe local labour market trends
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ECVET/ECTS points
Assessment (type)

 Ability to describe critical work elements from the
worker’s perspective
 Ability to apply job search tools
 Ability to analyse and then provide an overview of access
technology in the workplace
 Ability to identify positive communication skills and
facilitate the participants’ initial presentations
 Ability to describe how to set employers’ stereotypes
toward hiring people with disabilities
 Ability to guide client how and when to disclosure his/her
disability in the job search process
 Ability to introduce techniques for preparation and
submission of job applications.
 Ability to conduct mock interview.
 Ability to provide feedback on clients’ performance
 Ability to prepare the client with disability for his/her
first day at work
Attitudes:
 Application of personalised centred approach towards
each client with disability taking into consideration
his/her constraints, strengths and desires for career
development.
 Increased awareness to match clients and employers
needs and expectations.
 Improved confidence towards labour market succession
of the client with disability.
ECTS = 2 credit; ECVET = 15% weight
Self-assessment test
Case based exam

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

Table of contents
7.1 My role as a coacher in the SE process ............................................................................................ 7
7.2 I and my client with disability ............................................................................................................. 7
7.3 Labour market conditions and trends ............................................................................................. 8
7.4 The suitable job ......................................................................................................................................... 9
7.5 Self-awareness ....................................................................................................................................... 10
7.6 Career resources.................................................................................................................................... 11
7.7 Job opportunities and tools to reach them .................................................................................. 12
7.8 Communication and presentation skills....................................................................................... 14
7.9 Looking for work is harder than working! .................................................................................. 15
7.10 Myth busters – the reality of working as other people in the society ............................ 16
7.11 How and when to disclose disability in the job search process ....................................... 17
7.12 The good worker ................................................................................................................................. 18
7.13 The paper trail ..................................................................................................................................... 19
7.14 What you see is what you get – it’s all in the presentation! ............................................... 20
7.15 It’s show time: an interview performance ................................................................................ 21
7.16 Interview feedback and final thoughts....................................................................................... 22
7.17 Preparation for the first day at work .......................................................................................... 23

This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

7.1 My role as a coacher in the SE process
The purpose of the Pre-employment agenda is to provide jobseekers with disabilities
that are not in work with a structured learning environment where they can:
 determine what knowledge, skills, and work behaviours (soft skills) they have to
offer prospective employers
 develop the problem solving and communication skills that enable them to
successfully compete for jobs and develop healthy relationships in the workplace
 explore career options in relationship to current labour market trends
 refine and practice their job seeking skills, including how to generate on-line and
paper applications, produce a CV, and interview successfully
 receive feedback on in-demand soft skills based on observed behaviours in a
simulated work environment
 benefit from support and encouragement provided by qualified trainers who
understand the ramifications of working without sight or with impaired sight.
The Pre-employment agenda overviews are designed to provide Supported
employment (SE) coachers with a quick synopsis of each session’s content to be
delivered during this fifteen sessions training programme.
Each overview includes the participant outcomes anticipated for the session, the
rationale for including such information in a training programme for jobseekers with
disabilities and a brief description of the content to be covered.
Please note that participants can only achieve the outcomes identified if they actively
participate and complete all the sessions. This training is client-directed and facilitated
by trained SE coachers in the framework of the COACH@WORK project.

7.2 I and my client with disability
Outcomes
This session consist of following outcomes:
 SE coacher and the jobseeker with disability agrees on their cooperation
agreement, consent to record only for the process evaluation purposes personal
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information about the outcomes from the SE process and the rules that will
ensure successful implementation of the SE coaching process
 initiate a list of strengths and attributes of the client with disability
 recognise the importance of self-awareness as a component of the job search
process


identify the anticipated programme outputs: a 3 job analyses, discrepancy
analysis (comparing self to jobs analysed), list of possible jobs and prospective
employers, personal data sheet, curriculum vitae, points to cover in an interview,
format for cover letters and thank-you notes, defined goals (short- and longterm) and action plans for goal implementation.

Rationale
This session addresses the importance of establishing and maintaining cooperation
requirements, developing the soft skills needed for employment success, and initiating
the self-awareness and career exploration process in preparation for matching oneself
with disability to a job. This session also encourages the jobseeker to begin to think
“outside the box” about themselves and the careers for which they are qualified and
interested in doing, while recognizing the challenges faced by person with disability
wishing to return to work or establish themselves in careers for the first time in their
adult lives.
Content
This session includes:
 Introduction of SE coacher and the jobseeker with disability
 Instruction: How Finding a Job Requires Self/Job Matching.
 Activities: Short discussion of personal expectations and anticipated outcomes,
Speed Networking Exercise, Ace breaking exercise, Complete cooperation
Agreement and consent form; (see module 3)
 Assignment: Strengths Checklist. (see module 3)

7.3 Labour market conditions and trends
Outcomes
This session provides jobseekers with disabilities with the necessary information and
tools to:
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

 acquaint themselves with local labour market resources
 learn about career counselling process
 implement a problem solving strategy for career exploration
 learn the purpose and function of a Personal Data Sheet (PDS).
Rationale
Jobseekers learn a how to deal with the local labour market trends through incidental or
opportune learning: reviewing publications (newspapers, magazines, online databases,
posters, television) as well as promotional materials (advertising on billboards, trains
and buses, or in windows, for example). Job seekers who are with a disability frequently
require instruction to learn about business and the local or national labour market, and
to determine how to find pertinent information about market resources for future
reference. For clients with visual impairments it is because they have limited access to
the pictorial and written resources easily available to fully sighted people.
Content
This session includes:
Instruction:
Introduction to career counselling process and the labour market trends: “what’s hot”
and what’s not!
Activities:
Discussion of local labour market resources, the Problem Solving Model, and the
importance of a Personal Data Sheet. Complete Problem Solving Worksheet and SelfDirected Search (SDS). Discuss the local labour market trends and jobs available. Initial
discussion on the action plan for finding a job.
Assignments: Complete strengths/problems checklist and begin working on the
Personal Data Sheet. (see module 3)

7.4 The suitable job
Outcomes
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This session provides jobseekers with disabilities with the necessary information and
tools to:
 understand how to find a suitable job based on specific parameters that make a
job more or less ideal for an individual
 learn about goal setting and how daily detail goals (to do lists), achievement, and
personality goals differs from one another
 understand the importance of making all goals SMART – Specific, Measureable,
Achievable, Realistic, and Time-bound.
Rationale
This session is founded on the idea that people with disabilities are often told by family
members, teachers, and counsellors what jobs are available that they think are suitable,
based on what they think can or cannot do. Participant in Pre-employment agenda needs
to have the opportunity to think about what’s important to him/her: what s/he thinks
would make a job suitable. In order to progress from exploration and planning to
implementation (from economically inactive to considering prospective jobs and
applying for jobs), it is critical for job seekers to understand the nature of decision
making and goal setting.
Content
This session includes:
Instruction: types of goals and importance of SMART goal setting.
Activities: values clarification activities; complete interests’ worksheet. (see module 3)
Assignments: jobseeker write out interests, abilities, values (using provided
worksheets from module 3) and what challenges they believe they face related to
looking for work. The latter will form the basis for their preliminary goal setting. The SE
coacher and the jobseeker with disability write out initial to do list.

7.5 Self-awareness
Outcomes
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This session provides jobseekers with disabilities with the necessary information and
tools to:
 understand the importance of self-awareness in relation to job seeking and
career retention
 consider what attributes they have of importance to employers and others
 evaluate the preparation for their job searches and to facilitate career retention.
Rationale
Often job seekers with disbailities have difficulty understanding how their personal
attributes, talents, and behaviours as well as to learn how easily to read facial
expressions or body language to judge the reactions of other people to them.
Content
This session includes:
Instruction: What self-awareness is (use the lifeline activity to help describe the selfawareness process).
Activities: Discuss the importance of setting meaningful goals based on feedback from
others and self-analysis. Describe how goal setting can create desire, energy, and focus.
Define how your client thinks and feels about him/herself. Share initial impressions of
each other and provision of a constructive criticism of an observed behaviour by the SE
coacher.
Assignments: Complete worksheet “Current work values - what is important to you?”,
Tests “Work values and motivation” and „Goal achievement“. (see module 3).

7.6 Career resources
Outcomes
This project 2014-1-BG01-KA202-001529 is funded under the Erasmus+ programme of the European Commission. This
publication reflects the views only of the author(s), and the Commission cannot be held responsible for any use which may be
made of the information contained therein.

This session provides client with disability necessary information and tools to:
 Use a wide range of career and job search resources, including speed
interviewing
 Refine their vocational and career goals.
 Broaden the scope and range of their job searches.


Independently construct their career path using a variety of self-directed
assessment tools and completed worksheets to evaluate how well their personal
attributes match up to jobs.

Rationale
Jobseekers with disabilities have indicated that they need to learn more about career
and job search tools that can help them make informed career decisions. This session
presents the participants with a range of career and job search tools. Leading to the
discrepancy analysis, the participant completes a range of self-directed assessments
(values, clarification, job analysis form, lifeline activity). The purpose of doing so will
allow the participants further opportunity to absorb, reflect and determine if their
career choices have altered as a result of analyzing additional career resources.
Content
This session includes:
 Review career resources, the importance of job analyses, and how to capture the
information needed to complete a job analysis for jobs of interest.
 Discuss speed interviewing, in relation to career exploration and working on job
analyses.
 Review self-evaluation: Interests, abilities, and values; assessment tools
completed to date; and feedback from others to complete self-analysis.
Assignment: Review achievements to date and complete three job analyses. Completion
of related worksheets from module 3 – Engagement, Vocational profiling and job finding.

7.7 Job opportunities and tools to reach them
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Outcomes
This session provides jobseekers with disabilities with the necessary information and
tools to:
 Complete a discrepancy analysis.
 Learn about the assistive technology (AT) available to work effectively and
efficiently.
 Identify the AT tools needed to perform competently in a chosen field.
 Develop an action plan to acquire AT from local or public funds.
Rationale
To evaluate the viability of career options, job seekers need to compare their strengths
(interests, abilities, values, work personality) and limitations with jobs they’ve
researched to determine where their qualifications match the jobs they’re considering.
This is accomplished through a process called discrepancy analysis. Once they have
completed a discrepancy analysis, participants can decide to address discrepancies
(through training or practice); change their tools, techniques, or the environment
(accommodations or modifications); modify the job to share elements of it with others, if
appropriate; or whether they need to abandon that particular job option and consider
something in a related field. In addition, many jobs in the 21st century require the use of
computer equipment or other technology and this requires to evaluate their comfort
with assistive technology to determine what additional training or tools they may need.
Content
This session includes:
Activities: Discussion of the discrepancy analysis process.
Instruction: AT presentation with as much “show and tell” as possible. Provide
regulation for applying for AT technology from public or local funds.
Assignments: Complete Worksheet “Who am I?”, and Worksheet “Skill’s quest”. (see
module 3).
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7.8 Communication and presentation skills
Outcomes
This session provides jobeseekers with disabilities with the necessary information to:
 Discuss the range and scope of different communication styles (passive, assertive,
and aggressive).
 Understand how people with disabilities can acquire an awareness of non-verbal
communication skills such as body language and facial expression.
 Understand the social demands of communication process.
Rationale
One of the significant challenges jobseekers with disabilities face is their difficulty with
the interpretation of non-verbal communication, such as facial expression and body
language and, conversely, with producing non-verbal cues for others. For example,
individuals without sight cannot use vision to read others’ non-verbal communication
cues. It can also be difficult for partially sighted people to pick-up on these non-verbal
cues because they often cannot get close enough to the other person to easily see their
expressions and body language or the non-verbal cues are too subtle or too quick to be
readily discernable to someone with impaired vision. Compounding the problem is the
fact that for example sighted people do not think to verbalize how they feel, there may
be cultural or ethnic customs inhibiting demonstrative signalling of feelings, or they may
simply not realize that someone with vision, albeit impaired vision, might not be able to
see their non-verbal communication cues.
Content
This session includes:
 Instruction: Communication skills presentation based on creative dramatics
(addresses voice, tone, gestures and how to express oneself when stressed).
 Discussion of communication as an integral skill needed at work and role play
scenarios that require the use of non-verbal communication skills and
assertiveness.
Assignments: Complete Worksheet “Non-verbal communication”, Worksheet “Verbal
communication”, Activity “Increasing sales”.
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7.9 Looking for work is harder than working!
Outcomes
This session provides jobseekers with disabilities with the necessary information and
tools to:
 Successfully network with others.
 Learn techniques to engage with others when attending „Looking for a job“
events.
 Learn strategies for maintaining network contacts.
Rationale
Once participants have evaluated the viability of career options and identified what jobs
they are interested in pursuing, they must determine how best to uncover job leads.
They will likely know the most common methods for finding work: following up on job
advertisements and working with job placement services; however, they may not have
discovered how to find hidden or unadvertised jobs. This session helps participants
learn about alternatives to traditional job seeking and gives them the skills to seek out
careers of their choosing using research skills and communication skills such as
networking to uncover job openings or opportunities.
Content
This session includes:
Instruction: How People Find Jobs - DOs and DON’Ts
Activities: Discussion of strategies for networking, note taking following events, and
appropriate follow-up techniques.
Assignment: Develop a personal network list. Start looking for information about
prospective employers and their companies to submit in advance of mock interviews.
Completion of Activity: “Making yourself more marketable”, Worksheet: “A motivational
tool” and Activity: “My action plan”.
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7.10 Myth busters – the reality of working as other people in
the society
Outcomes
This session provides jobeseekers with disabilities with the necessary information to:
 Understand services available while in employment and while engaging with
employers.
 Learn their legal rights regarding employment.
 Respond to employers’ possible objections to hiring someone with a disability.
 Determine when to disclose their disability in the hiring process and feel more
confident in doing so.
Rationale
Many people in the general public underestimate the abilities of people with disabilities.
The misperceptions of the public (and employers) are due to both tlack of information
about the people with disabilities and information conveyed through social networking
channels over time. To alleviate others’ stereotypical notions, jobseekers with
disabilities must first know what misperceptions they may have and then how best to
counter their concerns. Jobseekers need to prepare how they would like to discuss their
disability/impairment with a prospective employer so that they won’t be caught
unaware by employers’ concerns. This session also supports participants to proactively
address with co-workers, prospective customers or clients, and the general public any
stereotypes that they may encounter particular to impairment.
Content
This session includes:
Instruction: What do society think about people with disabilities and their access to
employment?
Activities: Debate myths vs. facts when employing people with disabilities. A second
exercise allows the participants to create a business case which will allow them to have
a greater understanding of the employer’s perspective when hiring staff. A number of
statutory employment services could be discussed. In addition, the SE coacher and the
jobseeker with disability talk about legislative rights and responsibilities. Complete
Worksheet “Your rights in employment” (see module 3).
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7.11 How and when to disclose disability in the job search
process
Outcomes
This session provides jobseekers with disabilities with the necessary information and
tools to:
 Examine ways to present themselves in a positive way.
 Respond to employers’ possible objections to hiring an individual with a
disability.
 Build confidence concerning disability disclosure.
 Produce a written disclosure statement.
Rationale
There are a lot of issues related to job seeking and disability: what to disclose, when in
the job search process to disclose, and how to present disability constraints positively
while responding to concerns that people without disabilities may have about how tasks
can be performed with adjustments or modifications. These issues need to be dealt with
in a safe environment where jobseeker with disability can determine for him/herself
how s/he will handle with this issue. By creating a disclosure statement and practicing
it, person with disability can assess the effectiveness of their approach and modify it
according to the impact which it can cause.
Content
This session includes:
Activity: The participants review their disclosure statements with the SE coacher.
Complete Worksheet “My declaration for self-respect”.
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7.12 The good worker
Outcomes
This session provides jobseekers with disabilities with the necessary information and
tools to:
 Successfully maintain employment by understanding the expectations of
supervisors and colleagues.
 Recognise how employer expectations change over time.
 Receive feedback from others (mentors and peers) regarding work performance.
 Develop an action plan to correct any soft skill deficits that might interfere with
job maintenance.
Rationale
Participants need to receive honest, open feedback from mentors/supervisors to
evaluate their soft skills (work habits and behaviours) in the workplace. For example
due to lack of visual input or casual observation, some participants who are blind or
partially sighted receive minimal social cues (subtle body language and facial expression
indicating approval or disapproval of behaviour) and without concrete feedback that is
written and verbalised they are unaware of the impact of their behaviour on others.
This session provides with this specific, written and verbalized feedback, focusing on
their behaviour in the workplace. This feedback provides the jobseeker with ideas to
consider in developing an action plan to change behaviours that are not well-received;
thereby circumventing job maintenance problems in the future. A possibility for
organisation of a mentoring scheme at workplace will be also discussed.
Content
This session includes:
Instruction: Discussion of critical areas of concern to employers (attendance,
punctuality, honesty, cooperation, etc.) and behaviours demonstrated by good
employees.
Activity: Participant complete a self-analysis using Test “Do you plan your time and do
you cope with your work?” They begin work on an action plan to correct any soft skills
deficits that are identified. Discuss implementation of Activity “Mentoring support”.
Completion of Worksheet “Staying in work” and Activity “Tips for job retention” (see
module 3).
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7.13 The paper trail
Outcomes
This session provides jobseekers with disabilities with the necessary information and
tools to:
 Explain the purpose and function of a CV, cover letter, and applications.
 Complete an application, CV, and cover letter (electronic or hard copy versions).
 Avoid common errors when completing an application, CV or cover letter.
Rationale
One of the greatest challenges to the job seeking process is dealing with the necessary
paperwork inherent in the application process. While many employers now use an
electronic application process, a significant number still rely on hardcopy applications
and CVs to secure information about prospective candidates for job vacancies. Some
people with disabilities may never have seen samples of CVs or cover letters in
preferred format and therefore have little or no understanding of the subtleties of
format and structure. This session provides them with examples of CVs and completed
applications in formats they can access to review how others have approached this task.
Content
This session includes:
Instruction: Dos and Don’ts of Completing Job Applications
Discussion: How to get started—is the application form accessible? What needs to be
included? How to: complete a person specification, email a job application, apply in
person and apply on-line
Instruction: How to Produce an Exemplary CV
Discussion: CV contents options
Instruction: Purpose, Content, and Focus of a Cover Letter,
Activity: Finalize CV and cover letter. Use Activity: “Preparation of CV and cover letter”
(see module 3).
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7.14 What you see is what you get – it’s all in the presentation!
Outcomes
This session provides jobseekers with disabilities with the necessary information and
tools to:
 Effectively prepare for a competitive interview.
 Present their disclosure statement.
 Evaluate their presentation performance based on second speed interview.
Rationale
In order to prepare for competitive interviews, jobseekers with disabilities need input
from SE coachers who’ve successfully secured jobs and researched techniques that
others are using to succeed in this effort. This session allows participant an opportunity
to apply what they learned in earlier sessions. The additional practice in presenting
enables individuals to build confidence and doing a presentation related to disability
disclosure helps prepare them for the actual interview.
Content
This session includes:
Instruction: How to Conduct a Successful Interview
Discussion: Advantages to researching a company, reviewing the job description,
thinking about potential questions, creating a travel plan, dressing appropriately, etc. in
advance of an interview.
Activities: Participants have a second opportunity to present (this time they present
their final disclosure statement). Complete Activity: “Who would you employ?”, Activity:
“Define your image before job interview” and Activity: “What are employers looking for
at an interview?”
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7.15 It’s show time: an interview performance
Outcomes
This session provides jobseekers with disabilities with the necessary information and
tools to:
 Apply what they’ve learned in the course to successfully complete a simulated job
interview with a representative from the local job centre or recruitment agency,
which might be videotaped for future reference.
Rationale
Job seekers take the opportunity to practice their interview skills. Jobseekers with
disabilities need input, ideally through close observation of self or through insights from
others viewing their video performances, to understand what works best for them in an
interview situation. By performing and receiving feedback in a controlled environment,
participants can practice and improve their presentation style. Thus participant is able
to gain confidence in his/her ability to perform.
Content
This session includes:
Activity: Mock interviews (with an unknown interviewer, if possible, or someone other
than the primary SE coacher), which might be videotaped. Repeat Worksheet “Preinterview tips”.
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7.16 Interview feedback and final thoughts
Outcomes
This session provides jobseeker with disability with the necessary information and tools
to:
 Collect feedback from others concerning their performance in the mock interview
process.
 Objectively evaluate their mock job interviews.
 Gain a greater understanding of their performance during the pre-employment
agenda process.
Rationale
Typically job candidates receive little or no feedback on their interview performance,
due to employers’ reticence to speak candidly about interviewees’ efforts either because
of concerns related to potential litigation or social constraints. This reticence is
compounded by disability issues and the general public’s lack of awareness concerning
the abilities of individuals who are blind or partially sighted. Therefore, jobseeker with
disability needs to have the chance to assess their interview skills by listening to or
viewing the mock interview videos; as well as, learning how others in the group have
commented on their taped performances.
Candid feedback from representative by job centre or recruitment agency that focuses
on what others see, hear and feel can help jobseeker to see him/herself as others see
them – what attributes others see as their true talents and strengths. This activity also
allows participant to practice giving and receiving feedback.
Content
This session includes:
Discussion: Importance of receiving feedback and learning from others how to improve
one’s performance in interviews and other work-related social situations.
Activities: mock interview video critique (discuss the interview critique). Repeat
Activity: “What are employers looking for at an interview?”.
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7.17 Preparation for the first day at work
Outcomes
This session provides jobseeker with disability with the necessary information and
tools:
 How can you improve his/her chances for making a great first impression when
s/he is starting a new job
 To help him/her to make a great impression.

Rationale
Starting the first day at work is always a big event for everybody. As a person with
disability may wonder how his/her new colleagues are going to react. In that session the
SE coacher should give some useful tips how s/he can easily integrate at the new
workplace. His/her first day in a new firm draws closer and s/he might get nervous.
Two important facts should help him/her to relax. Firstly, you as a SE coacher should
highlight that their boss hired him/her because he/she was convinced of his/her
qualifications. The boss will support him/her since nobody expects that the employee
will be a super-hero right from the start. In time s/he gets acquainted with new job due
to his/her former knowledge and through continuous training. You as a SE coacher
should encourage your client not to worry about things that are yet to come and that it is
best to let take things their natural flow.
The second tip is a bit hard to swallow. His/her new colleagues might never have had
any contact with a person with disability. If his/her colleagues feels a bit insecure as to
how to go about this new situation then your client is the right person to help them deal
with it in an easy and relaxed manner. Bear in mind that his/her colleagues will not
disrespect him/her because of disability. The opposite is true. His/her colleagues will
treat you with natural respect and might even respect you more when you go about your
disability with honesty and frankness.
What your colleagues definitely should know is whether or not your workplace presents
any impairment to you. This might be a special working aid or appliance, an external
service (e.g. an interpreter for people with hearing impairment) or just an occasional
helping hand from your colleagues.
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Some disabilities are quite visible, but others are hard to detect and sometimes even
totally invisible. You as SE coacher should advice and help to avoid any
misunderstandings or rumours at workplace (for example if your client needs to go to
the gents several times a day to do his/her insulin shot).
In addition the SE coacher can include discussion about possible conflict situations and
how they can be resolved or better avoided.
Content
This session includes:
Discussion: How to prepare for the first day at work? How to behave with colleagues
and supervisors? How to ask for suitable workplace adaptations or assistive
technologies? How and when is appropriate to disclose your disability? How to seek for
support by colleagues?
Activities: Worksheet “Your rights in employment”, Worksheet “Staying in work”,
Activity “Tips for job retention”, Test “How do you deal with conflicts? “ (see module 3).
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Title: Career guidance - labour market methods

Responsible partner

Uluslarası Bilim, İnovasyon, Teknoloji ve Eğitimi Destekleme
Derneği (UBITED)

Aims and overarching

SE Coachers can know how to:

Objectives of the module

Summary of the module

 Organise and provide career support
 Work effectively with partners from other professional
groups
 Use informal career support mechanisms
 Equip managers and others to give career support more
effectively.
‘Career’ is a multifaceted concept. It can be about meaning, sense

content and table of

of purpose and direction. It also includes ideas of progression

content items

and development both at work and at a personal level. In this
way, it embraces ideas about lifelong learning as well as skill
development. It is also concerned with people’s futures – the
skills they want to develop, what they want to achieve at work
and as a person – as well as their future employability in a
rapidly changing labour market.
More effective guidance will assist the development of a
knowledge economy and benefit individuals, employers and
society at large. Effective career guidance is important not only
for individuals but also for the organizations that provide
employment for them. For both of them it is part of a strategy of
achieving resilience to handle change more effectively.
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Understanding how to motivate employees and knowledge
workers in particular, is likely to be a critical factor for
organizational success. Paying attention to the career guidance
will be vital not only for skill development but also to help
motivate superior performance at work by giving disabled
people a clearer sense of direction and purpose.
There are 3 important implications for the future development
of policy and practice about career guidance for SE providers.
1. The lack of an effective strategy for providing career

development support to the majority of the employed
workforce
2. The increasing role for intermediary organizations in the
provision of career development support.
3. The importance of individual’s being able to acquire the
skills necessary for successful career management.

Table of contents:
8.1 Overview of career guidance and work inclusion
8.2 Designing career guidance program for PwDs
8.2.1 Career Advice
Professional guidance in career planning
Identification of skills and competences
Job search support and advice
8.2.2 Employment Support
Access to job vacancies
Support with the job application process
Matching skills with employers’ needs
Work experience placements
Assistance with integrating into the workplace
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8.2.3 Follow-up Support
Access to support services as required to maintain
employment
8.2.4 Information
Advice on employment entitlements
8.3 Validity and reliability of labour market information
8.4 Case studies (European level)

Training workload

Educational resources

1. Theoretical part (hours): 14 hours
2. Practical part (hours): 8 hours
3. Assessment (hours): 2 hours
1. PC, laptop or tablet

required

2. Internet access
3. E-mail account

Learning pathways

Previous knowledge

1. Face to face: 6 hours
2. E-learning: 10 hours
3. Practice: 8 hours
4. Internship: 0 hours
1. To be literate, have basic knowledge on disability and social
affairs.
2. Good communication skills.
3. Basic ICT skills.
4. Ability to cooperate with others.
5. Positive attitudes and ability to express empathy towards
people with disabilities.
6. Basic knowledge in the field of working with clients with
special needs.
Compulsory completion of other modules before starting:
No module is compulsory before.

Learning outcomes

Knowledge:
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 Understanding how to motivate employees
 Knowledge about designing career guidance program for
PwDs
 Understanding the career and labour market inclusion
services for jobseekers
 Learn how to evaluate the validity and reliability of labour
market information by SE provider
Skills:
 Ability to motivate employees
 Ability to design individual career guidance programme
for employees
 Ability to follow career advise steps (professional
guidance in career planning, identification of skills, job
search support and advice)
 Ability to explain clients employment support
 Ability to access to job vacancies
 Ability to support with the job application process
 Ability to evaluate the validity and reliability of labour
market information by SE provider
 Increase matching skills with employers’ needs
 Assist clients with integrating into the workplace

Attitudes:

ECVET/ECTS points

 Increased public awareness on employment of PwDs
 Implementation of a person-centred approach towards
each client with not suitable occupational situations (lack
of guidance, limited accessibility to employment
announcement)
 Increased self awareness for career opportunities of
PwDs
 Increased awareness towards needs and fears of clients
and employers
 Gain encouragement to motivate for job seeking of PwDs
 Flexibility in career guidance process with clients
 Gain expertise on matching skills with employers’ needs
 Open-mindedness towards people in their demanding
living situations
ECTS = 1 credit
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ECVET = 10% weight
Assessment (type)

Online questionnaire/test
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8.1 Overview of career guidance and work inclusion
Independent living means that we demand the same choices and control in our
everyday lives that our non-disabled brothers and sisters, neighbours and friends
take for granted. We want to grow up in our families, go to the neighbourhood
school, use the same bus as our neighbours and work in jobs that are in line with
our education and interests, and start families of our own. Since we are the best
experts on our needs, we need to show the solutions we want, need to be in
charge of our lives, think and speak for ourselves - just as everybody else. To this
end we must support and learn from each other, organize ourselves and work for
political changes that lead to the legal protection of our human and civil rights. As
long as we regard our disabilities as tragedies, we will be pitied. As long as we
feel ashamed of whom we are, our lives will be regarded as useless. As long as we
remain silent, we will be told by others what to do. (Adolf Ratzka 2003
http://www.independentliving.org)
Along the years we have seen considerable development in the educational and welfare
services sector around Europe. Education keeps featuring as a crucial component in the
social fabric due to the ever increasing demands in the industry, manufacture and
services sector. A number of changes across the years have characterised our
educational system, which even though has always been considered as a somewhat
conservative institution, we still believe it is a primary instigator of change.
In actual fact, education is often regarded as a decisive constituent in the development
and progress of our society. Over the past decade, career guidance has attracted an
unprecedented amount of policy attention in Europe, leading to several initiatives at
both national and cross-national levels, while there is a long history of European Union
(EU) policy involvement in the field of career guidance. Several single country studies
were carried out, leading to comparative regional analyses of the state of career
guidance across the European Union and European Economic Area countries. The
reviews focused on guidance services in both the education and labour market sectors
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and considered guidance not only as a way to meet labour market goals—such as
improving the match between the demand and supply of skills— but also as a policy tool
to help attain social equity and inclusion goals for both young people and adults. In
Europe, such an approach ties into strongly embedded notions of social welfare which
continue to strive to ensure solidarity for all citizens, especially those most at risk of
social exclusion. Career guidance as it is currently conceived in Europe is thus keen not
only to facilitate autonomy and self sufficiency by equipping citizens with the life skills
needed to manage educational and occupational pathways but also to provide the
support required throughout life, when and where needed.
Similarly, in the labour market sector, funding of European public employment services
is often justified in relation to the principle of solidarity for marginalised groups and the
disadvantaged. Such groups include young people who leave school without any
qualifications, and who are not in education, employment or training, as well as the longterm unemployed.
Supported employment providers work as career advisors to give information about
opportunities, as well as helping with competencies and help with CVs and application
forms for people with disabilities.
It is important to have a good look at his/her interests, passions, talents and skills as
well as to consider the impact of his/her disability on his/her ability to work.
Supported employment providers help people with disabilities to find work or gain new
skills even if he/she has been out of work for a long time or if he/she has little or no
work experience. It's well worth getting in touch with a disability employment advisor
to get some additional help with job search.
Supported Employment Provider as career consultant should provide information and
advice about career choice, employment and training to employees with disabilities.
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Supported Employment Provider as career consultant should have plenty of confidence
and excellent listening, verbal and written communication skills. Confidentiality, a nonprejudicial manner and good interpersonal skills are also important.
It is important to make career advise as supported employment provider because
supported employment provide help to identify options for suitable careers, build CVs,
identify skills gaps, advise on where to search for jobs, help with the application process
and locate relevant training courses.
8.2 Designing career guidance program for people with disabilities
The EU promotes the active inclusion and full participation of disabled people in society,
in line with the EU human rights approach to disability issues. Disability is a rights issue
and not a matter of discretion. This approach is also at the core of the UN Convention on
the Rights of People with Disabilities (UNCRPD), to which the EU is a signatory.
According to the Council of Eurpe Action Plan to promote the rights and full
participation of people with disabilities in society: improving the quality of life of people
with disabilities in Europe action line no. 5 aims:
- to promote employment of people with disabilities within the open labour market by
combating anti-discrimination and possitive action measures in order to ensure that
people with disabilities have equality of opportunity
- to tackle discirimination and promote participation of people with disabilities in
vocational assessment, guidance, training and employment-ralted services.
Employment is a key element for the social inclusion and economic independence of all
citizens of working age. Compared to non-disabled persons, the employment and
activity rates of disabled people are very low. Policies to increase the activity rate need
to be diversified (according to the employment potential of disabled people) and
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comprehensive, in order to address all the barriers to participation in the workforce.
Improving the employment situation of disabled people would not only benefit the
disabled persons but also employers and society as a whole.
Vocational guidance and assistance play an important role in helping people to identify
activities for which they are best suited and to guide training needs or future occupation.
It is vital that people with disabilities have access to assessments, vocational guidance
and training to ensure they can attain their potential.
This action line seeks to form the basis for greater participation of persons with
disabilities in employment, to ensure career choices and to lay the foundations through
structures and support in order to ensure real choices. All measures apply to public as
well as private employers.
The European Commission's European Disability Strategy 2010-2020, adopted in 2010,
builds on the UNCRPD and takes into account the experience of the Disability Action
Plan (2004-2010). Its objectives are pursued by actions in eight priority areas.
Employment, education and training, social protection are two areas of those priorities.
1. Employment: Raise significantly the share of persons with disabilities working in
the open labour market. They represent one-sixth of the EU's overall working-age
population, but their employment rate is comparatively low.
2. Education and training: Promote inclusive education and lifelong learning for
students and pupils with disabilities. Equal access to quality education and
lifelong learning enable disabled people to participate fully in society and
improve their quality of life. The European Commission has launched several
educational initiatives for disabled people. These include the European Agency
for Development in Special Needs Education as well as a specific study group on
disability and lifelong learning.
8.2.1 Career Advice
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The key to the career decision-making process is making well thought out decisions
through careful career planning. Knowing your skills, values and life focus along with
your career and major options will get you one step closer to a career that you will find
satisfying.
Supported employment providers can give advice to people with disabilities having in
mind his/her current career (or in a possible future career). Those are:
-

Independence: Being able to work on own initiative, independent from
supervision

-

Social wellbeing: Desire to work with particularly friendly, empathetic people,
with whom you get on well

-

Self-development: Desire to have excellent opportunities to use and develop your
skills and abilities as much as possible

-

Creativity: Making or doing something original, being innovative, even daring,
and trying new things

-

Earnings: Wanting higher than average amounts of money as a reward for your
work, being very well-paid

-

Life-style: Being able to live your own way irrespective of your job, not being
socially restricted

-

Prestige: Having your work seen as important by others and society at large

-

Altruism: Wanting to be certain that your work contributes to the happiness,
welfare, health of others

-

Security: Wanting to feel fairly sure you won't lose your job or can move easily
through employment changes

-

Management and leadership: Wanting to be in charge of and lead others

-

Physical activity: Wanting to be active at work

-

Surroundings: Wanting to work in a particularly comfortable, attractive
environment, perhaps in an aesthetically pleasing one

-

Travel: Wanting a chance to travel in the job, either locally, nationally or
internationally
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-

Localness: Wanting or needing a job that means you don't have to move house

-

Family friendly: Wanting to work for an organisation that offers flexible working
and family friendly work conditions

-

Maturity : Wanting to work in a career or with an organisation in which maturity
is perceived positively

-

Diversity friendly: Wanting to work in a career or with an organisation with a
positive attitude to diversity

8.2.1.1 Professional guidance in career planning
Supported employment providers help people with disabilities to:


develop CV



search and apply for jobs



understand the job market



search for courses and training schemes



find funding to support any learning



identify key strengths and skills of PwD



explore career options



explore available support options



choose training routes that fit lifestyle of PwD



develop an action plan to achieve goals of PwD

8.2.1.2 Identification of skills and competences of the supported employment
provider
Successful careers are made up of two levels of skills and knowledge. Underlying every
career is a broad knowledge base and a set of strong transferable skills. Transferable
skills are interpersonal skills, effective written and verbal communication skills, data
management, budgeting and time management. They are called “transferable” skills,
because they can easily be transferred from one occupation to another.
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Supported employment providers should gain specific competencies according to the
career advice and guidance areas. Knowledge, skill and abilities that supported
employment providers should have are listed in the table below:
Knowledge

Skills and Abilities

- Individual needs of people with - Orientation towards development
disabilities
- Identification
of
appropriate
- Good working knowledge of legislation
adjustments to work environment
of international and national human
(physical
accessibility,
assistive
rights and disability legislation
technology ...)
- Accessible programs
- Simple
and
clear
interpersonal
- Career
planning,
analysing
and
communication with people with
preparing
disabilities
- Comprehensive
treatment
and
motivating people with special needs for
career development
- Counselling, coordination, planning and
systematic socialization of the person
with special needs with supported
employment providers
Table: Knowledge, skills and abilities of supported employment providers
8.2.1.3 Job search support and advice
Supported employment provider should offer the following job search support services
and is happy to advise on which is best suited to specific requirements of jobseekers that
has disabilities.
As a job search partner, supported employment provider supports the jobseekers:
– One on one assistance to set out his/her goals and plan steps to reach them
– Advice and help to prepare a resume and job applications
– Practical training to advance his/her employability and work skills
– Work experience opportunities in real work environments
– Assistance with work related clothes and equipment
– Access to job search facilities and office equipment
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– Advice on suitable job vacancies in his/her area
– Free Wi-Fi connections to look for jobs online when he/she visit the supported
employment provider
Supported employment provider can use channels to provide job search support and
advice: Those are:
1. Job centres
2. Job fairs
3. Mass media publications
4. Networks of employers
5. Social media publication
6. Personal contacts
8.2.2 Employment Support
Employment support is a service for people with disabilities with an assessed need for
longer term, regular, ongoing support in the workplace. It assists people with disabilities
to secure and maintain a job in the open labour market.
According to the comparative report of survey findings of Supported employment
providers in project partner countries (Intellectual Output1), Coach@Work project
plans to overcome the above- outlined gaps in all partner countries with the following
main actions:
- to support establishment of a clear legal framework for national inclusion of the
supported employment around the partner countries;
- to fosters social cohesion and social inclusion to develop solidarity by supported
employment activities which will increase peoples’ tolerance towards disadvantaged
groups in society and help reduce prejudice in all partner countries;
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- to increase the level of Corporate Social Responsibility where both the private and
public sector can play an important role in promoting supported employment activities;
- to increase labour market relevance of learning provision and qualifications and
reinforcing links between VET training and the labour market;
- to improve the capacities of partners organisations active in the fields of supported
employment vocational training provision, notably in the areas of strategic
development, organisational management, leadership, quality of learning provision,
internationalisation, equity and inclusion, qualitative and targeted activities for disabled
people;
- to increase participation in learning and employability by developing quality career
guidance, counselling and support services.

8.2.2.1 Access to job vacancies
Supported employment providers help jobseekers (who have disabilities) to plan where
he/she want to go and how to get there. Supported employer providers can help them
to:
-

Create a picture of his/her skills, abilities and needs in relation to work

-

Support his/her to gain insight into condition to find and keep a job

-

Give advice and support about employment

-

Assist his/her with job search—including support to develop a CV, approach
employers, complete job application forms and attend job interviews

Access to job vacancies involves a study of the open labour market to identify job
placement opportunities suited to individual job seekers with disabilities. The central
criterion for suitability is that the job is consistent with the individual’s interests as well
as their abilities. Another criterion for opportunities is the employer’s needs. A good
understanding of the employer and the firm as a whole is necessary.
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8.2.2.2 Support with the job application process
When people with disabilities are applying for jobs, it's important to know how the job
application process works. Supported employment providers can help them with step by
step guide to the job application process that includes information on applying for jobs,
resumes and cover letter, completing job applications, pre-employment screening and
testing, background and reference checks, interviewing and the hiring process.
Supported employment providers help jobseekers (who have disabilities) to follow the
job application main steps below:
1. Identify jobseeker’s skills and interests
-

The first step in a successful job search is to think about what he/she want to do
and how well his/her skills, values and interest align with the expectations of the
job

-

Determine if he/she needs to gain any additional skill sets or experiences /
further training to make more competitive in the job search process

2. Develop documents and fine tune social media presence
-

Help jobseeker to have a cover letter that he/she will later change for each
specific job.

-

Work on writing cover letters

-

Help to prepared to submit a personal statement or for letters of
recommendation if requested.

-

Advise to review his/her social media accounts (e.g., Facebook, LinkedIn, twitter)
to make sure the image he/she present online is representative of how he/she
want to be seen by prospective internship sites.

3. Utilize the surrounding network
-

Employers and job seekers affirm that networking is the most powerful tool to
find a job. Many opportunities are filled by candidates known by the employer
through networking contacts
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-

Networking contacts can also help him/her fine-tune documents before submit
them for consideration

4. Research the kinds of job that are out there that match his/her interests
and skill set
-

Focus his/her job search by identifying prospective employers by field of interest
and/or geographic area

5. Tailor his/her documents to fit each job posting he/she is interested in and
then submit applications
-

In addition to submitting applications electronically or via mail, you might also
try attending a job fair.

6. Maintain an organization system and keep at it
-

An organizational approach will help him/her to keep track of network contacts,
dates and follow up information.

-

Follow up after submit the application

-

If the organization has requested “no calls” or “no emails,” follow their
instructions.

7. Prepare him/her for interviews
-

Even if he/she has been successful in interviewing for work, this is a different
type of interview: practice

-

Some interviews might also require to do a presentation

-

Make sure he/she has the appropriate professional attire

8. Decide to accept job offer or not
-

Create a list of pros and cons to help jobseeker to determine if the job is a good fit
for what he/she wants to be doing

9. Learn about being successful in the workplace
-

When he/she is ready to start, advise and inform what he/she need to do to stay
hired and make sure he/she is prepared to be a successful professional at the
workplace

8.2.2.3 Matching skills with employers’ needs
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Skills mismatches occur when workers have either fewer or more skills than jobs
require. Some mismatch is inevitable, as the labour market involves complex decisions
by employers and workers and depends on many external factors. But high and
persistent skills mismatch is costly for employers, workers and society at large.
The process of matching diversely skilled job seekers with available vacancies is not
automatic. Imbalances between the supply and demand for people with different skills
exist in all economies and are sometimes inevitable. Part of any observed skills
mismatch is the consequence of individuals’ initial educational and occupational choices
and of typically imperfect information about opportunities in the labour market. As a
result, different types of skills mismatches coexist, including skill shortages, qualification
mismatches and skill gaps (Table 2).
Skill shortage

Demand for a particular type of skill exceeds
the supply of people with that skill at
equilibrium rates of pay.

Qualification mismatch

The level of qualification and/or the field of
qualification are different from that required
to perform the job adequately.

Over/Under qualification/ education

The level of qualification/education is higher
(lower) than required to perform the job
adequately.

Skill gap

The type or level of skills is different from that
required to perform the job adequately.

Over/Under skilling

The level of skill is higher (lower) than
required to adequately perform the job.

Table 1: Forms of skills mismatch (Sources: Cedefop 2010; OECD 2011)
Matching jobseeker’s qualifications to the requirements of a job is a very important step.
Supported employment providers help his/her to link examples that demonstrate
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his/her experience, skills and knowledge to the employer requirements helps to do the
following:
– Decide if the job showcase all his/her talents in a meaningful way
– Visually see how he/she fit into the role
– Tailor his/her cover letter and resume to the position
Supported employment providers help jobseekers to formulate answers to questions
such as:
– What qualities and skills do you bring to an employer?
– What activities give you energy?
– What job/role would fit your qualities, skills and interests?
This offered the professionals an opportunity to share their insights with jobseekers
who have disabilities as well as gain an understanding themselves of what attracts and
retains talent.

8.2.2.4 Work experience placements as internship / apprenticeship
A work experience placement gives jobseekers the chance to gain hands-on experience
of the working world and can be invaluable to entering into his/her chosen career.
The important thing about work experience placements is that they provide an
opportunity for jobseekers to get to grips with working - meeting deadlines and working
in a team. While a placement may enhance his/her knowledge it can also help them to
find out more about a job or industry.
The length of time spent in a work placement depends on the sector and individual
employer. It is better to limit work experience placement duration from one day to one
week over a period of time.
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The outcomes of work placements for jobseekers that have disabilities include:
– Clarifying own career goals
– Gaining an insight into the way organisations operate and the challenges they
face
– Increasing personal skills and knowledge
– Networking
– Understanding a particular job or industry
The benefits of work experience placements can include:
– A supervisor who might be able to act as a referee for him/her in future job
applications
– Attendance at in-company training courses
– Payment (more likely in longer work placements)
– Subsidised travel or lunches
8.2.2.5 Assistance with integrating into the workplace
Supported employment providers contact with employers to make reasonable
accommodations to enable the employee to perform his/her job. Most employees will
require few if any formal accommodations. The types of adaptations which might be
useful include the followings:
– When evaluating job candidates, recognize that they may not give a good
indication of their skills in a job interview.

Jobseekers who have disabilities

often does not interview well due to their difficulty with social interaction.
Consider other means of evaluating candidates’ abilities.
– Make sure instructions are concise and specific.

Try to give him/her clear

instructions right from the start about exactly how to carry out each task, from
start to finish. Don’t assume the person will infer your meaning from informal
directions. Provide instructions in writing, not just orally. It can be helpful to ask
the person to repeat back instructions so Supported employment provider is sure
they have understood.
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– Create a work environment which is well structured. Assist with prioritizing
activities, organizing tasks into a timetable for daily, weekly, and monthly
activities and breaking larger tasks into small steps. Employees will appreciate
precise information about start and finish times and help getting into a routine
with breaks and lunches.
– Clarify expectations of the job. Supported employment provider may need to be
more explicit about expectations for a staff member.

In addition to the job

description, Supported employment provider may need to explain the etiquette
and unwritten rules of the workplace.
– Provide sensitive but direct feedback. Make sure it is honest, constructive and
consistent. If the person completes a task incorrectly, don’t allude to or imply
any problems – instead, explain tactfully but clearly why it is wrong, check that
they have understood, and set out exactly what they should do instead. Be aware
that the person is likely to have been bullied in the past, so be sensitive in giving
criticism and give positive feedback wherever appropriate.
– Regularly review performance. As with any employee, managers should have
regular one-to-one meetings with the person to discuss and review performance
and give overall comments and suggestions. When managing a person with
disabilities brief, frequent reviews may be better than longer sessions at less
frequent intervals.
– Provide training and monitoring. When a person with disabilities starts a job or
takes on new responsibilities, clear and structured training is invaluable. This can
be provided informally on the job, by a manager, colleagues or a mentor, or may
take the form of more formal training.
– Provide a mentor or buddy in the workplace – an empathetic colleague who is
willing to provide support, advice and assistance with integrating socially into
the workplace.
– Offer reassurance in stressful situations. People with disabilities can be quite
meticulous and may become anxious if their performance is not perfect.

Let

them know Supported employment provider expect they will make mistakes and
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that it’s not a problem if they occasionally arrive late due to transport problems
or other unpreventable factors.
– Appreciate the employee’s sensory sensitivities and allow him/her to make
adjustments such as wearing earphones, changing the type of light bulb or taking
breaks from situations of high sensory input such as loud noises.
– Be aware that eye contact can overload the employee’s sensory system and do
not misinterpret a lack of eye contact as disrespect or inattention.
– Accommodate to the employee’s need for predictability and routine.

When

possible, provide forewarning of any changes and allow the employee time to
adjust and transition.
– Give clear and direct feedback to the employee if he/she behaves in ways that
seem disrespectful or are inappropriate to the situation.
8.2.3 Follow-up Support
Supported employment offers continuing assistance from an supported employment
provider to maintain long-term employment for individuals who have previously been
unable to succeed in traditional employment.
Supported employment providers create a follow-up support plan for employers based
on an analysis of individual employer’s needs and problems in employment
management for disabled workers and provide support, including job coaches as well as
periodic follow-up services.
Follow-up support services must include, at a minimum, twice-monthly monitoring at
the work site of each individual in supported employment to assess employment
stability, unless under special circumstances, especially at the request of the individual,
the individual’s program of services provides for off-site monitoring and based upon
that assessment, the coordination or provision of specific services that are needed to
maintain employment stability. If off-site monitoring is determined to be appropriate, it
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must at a minimum consist of two meetings with the individual and one contact with the
employer each month.
8.2.3.1 Access to support services as required maintaining employment
Maintaining employment may be every bit as difficult as securing the position in the first
place for people with disabilities. Supported employment providers make a list to assist
the employer to give advice him/her about what to do? List can include those advices:
-

Give yourself some time to adjust to your new environment. Having a new
member of staff join the team is stressful for both you and the team you are
joining.

-

Sometimes existing staff members see the new person as a bit of a burden,
someone they will have to spend a lot of time with training. The best thing you
can do for yourself when you start a new job is be positive, recognize that it is
going to take some time to get used to the people you are working with and the
way they like to do things.

-

There is a learning curve associated with starting a new job; thinking that you can
walk into a new job and pick everything up will only add stress to an already
stressful situation.

-

Give yourself at least two working weeks to get a good impression of the job. In
the first few weeks you are there try to be the most positive person you can be,
demonstrate your dedication and willingness to learn. Ask questions.

-

Whether it is your first few weeks of employment, or many years later,
maintaining your job should always be on your mind. It is dangerous to get
comfortable and feel secure in today's unstable and constantly changing world of
work. Proving your worth to your employer should be as much an issue when
you have been there for five years as it was when you first started.

-

Be creative and make suggestions. If you have good ideas that you think could
benefit the company, share them. Even if they don't act on your suggestions,
employers appreciate employees that are thinking of the company needs.
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-

Be a team player, try to get along with co-workers, listen and respect other
people's ideas.

-

Dedicate yourself to staying current in your field; take advantage of upgrading
and professional development opportunities.

-

Be open to working overtime, weekends and evenings on occasion. It will
demonstrate your flexibility and team attitude to your employer.

-

Remain open minded in times of conflict, participate in discussions to resolve
problems in the workplace.

-

If you receive a negative feedback or criticism about the quality of the work you
have done, stay positive and ask for recommendations how to improve your job
performance. Your colleagues will be happy to understand that you can bear
constructive criticism and respond adequately to it.

8.2.4 Information
There are rules about what employees get at work, such as what hours they work and
how often they have to have a break. These rules can be set out in different places such
as an award, registered agreement or an employment contract.
All employees, regardless of the number of hours they work per week, are entitled to
receive a written statement from their employer, within two months of starting work.
The statement describes the main terms of the contract of employment. The statement
must give details about:
-

Job title

-

Wages

-

Hours of work

-

Holiday entitlement

-

Sick pay

-

Pension schemes

-

Notice

-

Grievance, dismissal and disciplinary procedure
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-

First aid and occupational health and safety rules

An employee's minimum entitlements are set out in national employment standards and
awards. Each supported employment provider should check and have a list with
requirements related to his/her particular country – those may be differs from country
to country. A registered agreement or employment contract can provide for other
entitlements but they can’t be less than what is in the national employment standards or
the award that applies.
8.2.4.1 Advice on employment entitlements
Employees get different entitlements depending on their type of employment. Those
are:
-

Full-time

-

Part-time

-

Casual

-

Shift workers

-

Daily hire and weekly hire

According to the employer's obligation to inform employees of the conditions applicable
to the contract or employment relationship law, employment standards are 10 minimum
employment entitlements that have to be provided to all employees. The 10 minimum
entitlements are:
-

Maximum weekly hours

-

Requests for flexible working arrangements

-

Parental leave and related entitlements

-

Annual leave

-

Personal carers leave and compassionate leave

-

Community service leave

-

Long service leave

-

Public holidays

-

Notice of termination and redundancy pay
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-

Fair work information statement

Flexibility in the workplace allows employers and employees to make arrangements
about working conditions that suit them. This helps employees maintain a work/life
balance and can help employers improve the productivity and efficiency of their
business. There are two formal ways employers and employees can make their
workplace more flexible:
-

Flexible working arrangements - certain employees have the right to request
flexible working arrangements

-

Individual flexibility agreements - employers and employees can negotiate to
change how certain terms in an award, enterprise agreement or other registered
agreement apply to them.

Effective performance management creates a harmonious and productive workplace
which is beneficial for both employees and employers. The best businesses are always
improving their operations to stay competitive in their industry. To be able to do this,
employees and managers need to be performing to a high standard. High performance in
business means:
-

Increased productivity

-

Engaged and committed employees

-

Retaining good employees.

Poor performing employees can have a negative effect on a business, for example:
-

Unhappy customers or clients

-

Decreased productivity

-

High turnover

-

Unmotivated and underperforming employees

Underperformance, or poor performance, is when an employee isn't doing their job
properly, or is behaving in an unacceptable way at work. It includes:
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-

Not carrying out their work to the required standard or not doing their job at all

-

Not following workplace policies, rules or procedures

-

Unacceptable behaviour at work (eg. telling inappropriate jokes)

-

Disruptive or negative behaviour at work (eg. constantly speaking negatively about
the company)

The best way to manage underperformance is to make sure it doesn't happen in the first
place. Communication is the key. Steps that employers can take to help prevent
underperformance include:
-

Listing behavioural and outcome expectations in position descriptions

-

Addressing any issues as soon as possible

-

Having regular performance reviews to outline expectations from the beginning

-

Encouraging employees to talk to a manager or employer if they have any questions
or concerns.

If an employee is underperforming, a private meeting can be arranged for the employee
and employer to discuss the situation. It’s a good idea for the employer to tell the
employee what the meeting is about and ask them if they want to bring a support person
along. In this meeting:
-

Be clear about what the issues or concerns are and listen to the other person

-

Make sure both parties have discussed and agreed on a solution together, including
clear and reasonable steps for improvement

-

Document the meeting and outcomes

8.3 Validity and reliability of labour market information
Professionals need routinely to update their labour market information expertise by
developing and sharing knowledge. There are many robust and reliable sources, mostly
government funded, that are accessible to practitioners who feel confident about
handling large data sets. Additionally, many career practitioners have built up their own
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labour market information website resources, which they use with clients. Clearly,
Supported employment providers need to do their own labour market information
research and working collaboratively with others to broaden and deepen their
understanding of labour market information can enhance this process. Employing
organisations need to find ways, including the creative use of ICT to support this process
of knowledge transfer.
Supported employment providers frequently find that they are the first port of call when
jobseekers/employees that have disabilities have questions about their future career
options. Often they feel ill equipped about where to turn to for basic information, or, if
required, expert advice and guidance.
Supported employment providers are at the interface between the job market and
jobseekers/employees. In a fast changing world, it is unsurprising that they particularly
value seeing a careers professional because this gives them 'access to expert knowledge
and networks. So, whilst linking them to the labour market isn't the only goal of career
guidance, it is hard to imagine any credible attempt at careers guidance that is
completely divorced from an understanding of labour market information.
Tools to support supported employment providers labour market information learning
can be:
-

Self assessment: Reflection on where supported employment provider is in terms of
his/her confidence and knowledge when using labour market information in
practice

-

Exchange: Online discussion forum to talk about issues with labour market
information

-

Help centre: Online library to support learning and practice

-

Action: A range of activities to put learning into practice

8.4 Case studies
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Supported employment has brought about improvements in the quality of life of people
who have disabilities by enabling them to become active participants in society. It has a
positive impact on families and on employers who benefit from the contribution which
persons with disabilities can make at work. The strength of supported employment is
that it enables persons with disabilities to enter the real world of work by focusing on
individual abilities and by providing varying levels of individualized support, depending
on needs.
Support and advice is also provided to the employers. Supported employment is also an
important methodology for employers to look specifically at how company work
processes are organized and helps in the creation of new jobs or the re‐design of existing
jobs in ways that facilitate a work role for people with disabilities.
Case-1: The supported employment model in action
Valeria is working in a shop in Brussels. The employer had no experience in employing a
person with a disability and started a pilot for a few hours a week. The employer found
out that Valeria could do more than expected. Her working hours are increased and also
she is performing more tasks since she start working. Her job is controlling the stock in
the shop and warehouse.
An important aspect of the support which is provided by the supported employment
organization is stimulation the cooperation with the colleagues. Further monitoring the
developments and advising the employer and the employee. Job coaching is provided by
the employer.
Case-2: Meeting the needs of the employer through supported employment
In Slovenia is a growing awareness on meeting the needs of the employer by using a
customized employment process. This process begins with an exploration phase, which
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lays the foundation for employment planning. The outcome is a negotiated agreement
which meet the needs of both the employer and the job seeker. In many cases a new job
can be created.
In Ljubljana a job was create in a restaurant where the job seeker had to take care of the
wine stock. This job fits perfect with the job seeker.
Case-3: The employer in an active role
The number of employers who are willing to hire persons with a disability is growing. It
occurs that employers take the initiative to contact a supported employment
organization for help in recruiting, placement and training.
In Spain an employer decided to employ persons with a disability but had till so far no
experience. In cooperation with the supported employment organization an inquiry was
carried out which work was suitable. Candidates were found and trained by the
employer on location with help from a tutor (support worker).
Case-4: Creating jobs in the whole company
Big companies and big organizations have the opportunity to develop an employment
policy in employing persons with a disability. In the Netherlands a hospital has started a
project with the aim to employ 100 young persons with a disability. Those persons shall
mainly perform supportive and carrying tasks, such as around bringing meals, keeping
the company of patients or working in the kitchen, canteen and as a cleaner.
The realization of these jobs are the result of a redesign of the work processes in
different departments, a different way of organizing the work and differentiation in
levels of functions which capacities, possibilities and limitations of different groups of
employees are taken as a starting point.
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Case-4: Customized employment approach
Customized employment is meeting the needs of the employer and the employee. Danilo
is working in a restaurant in Italy.
Assessment: The assessment process is a discovery process of 2 till 3 months with the
aim to get to know the person very well. Time is spend to explore the unique needs,
abilities and interests, as well as the complexities, which are essential to establish
successful employment. This is a dynamic approach where the job seeker is controlling
the exploration process and captures the preferences and connections in the
community. The job seeker select friends, family and colleagues to participate in the
exploration phase so that they can share positive perspectives and potential connections
to employment. At the conclusion of the exploration phase, the job seeker makes
decisions about the employment goals and potential employers to approach. In this case
the outcome was a job in a restaurant.
Job finding: Information gathered from the exploration process is the basis for the
customized employment planning. The result is a blue print for the job search. In this
case the job had to be found in a restaurant.
Job analysis and matching: An essential instrument in customized employment is
negotiating job duties and employment expectations to align the skills and interests of a
job seeker to the needs of an employer. The negotiation resulted in a job description that
outlines the customized relationship between employer and employee. Options for
customizing a job description include job analysis, job carving, negotiating a new job
description. In this case the main job is to take care of the wine stock of the restaurant.
Job coaching: Appointments are made with the employer for job supports, the hours of
training on the job and specific supervision. In this case the training on the job was
handling the wine stock and recognizing a variety of wines.
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Ongoing support: The support worker contacts the employer and the employee a few
times a month to give advice and help if needed.
Case-5: Supported employment in practice
Alain is working in a drugstore in France.
Assessment: The supported employment organization provides a course of 9 months.
During this period an exploration take place about social and labour skills and interests.
It's all about getting to know the person very well. Persons from the network of the
person involved e.g. family are also involved. Placement in a job is mostly foreseen after
this time period. In this case an employment position was open for Alain.
Job finding: The employer, an organization which owns different drugstores in Paris,
contacted the supported employment organization to propose candidates for jobs the
organization is offering. Alain was selected.
Job analysis and matching: The tasks Alain had to perform were: unpack articles in the
warehouse, pricing articles and controlling the quantity. Those tasks fit Alain very well.
Job coaching: The job coach tasks are carried out by a co‐worker of the company. In the
introduction period a tutor of the supported employment organization keeps contact
with the employer and Alain for advice and help.
Ongoing support: On a monthly basis interviews are carried out with the supervisor and
Alain. An observation is also foreseen. The aim of the interview is to identify if and what
kind of natural support is needed and how that should be implemented. Appointments
are documented in writing. The family receives also support if needed.
Case-6: Supported employment in practice
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David is working for the public administration of the City of Belfast, Northern Ireland.
David has autism. The City of Belfast started a recruitment program of 400 placements
for 400 long term unemployed persons, including persons with a disability. A training
program started for 45 persons, including 9 persons with a disability. David was
selected for this program. The training program includes:
-

one week work experience

-

an interview

-

working in a team

-

practice

To able David to participate in the program he was given support by the supported
employment organization. The support was provided prior to the program and during
the training.
Job finding and matching: A job for David was found in the public administration where
he could perform his tasks in his own tempo. His office was placed in a quiet
environment without much distraction. The workload is monitored by a supervisor.
Ongoing support: The supported employment organization provides ongoing support if
needed.
Case-7: Supported employment in practice
Oscar is working for a telephone company in Sweden. Oscar has a brain injury. In his
former job Oscar was an engineer. Due to his injury he couldn't keep his old job. Oscar is
performing well in his new job. His work performance and his relationship with the
other workers are satisfactory, even though from time to time small problems arise.
Oscar is not able to cope with these. The employment support worker is for many years
the same person. Oscar trusts her and she understands Oscar's situation. Oscar is
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depending on the support which solves the problems. Without this support Oscar
couldn't stay on the job.
Case-8: From school to work
Job support in Wales provides a transition to work program for school leavers. The
support includes a one to one training on the job. Time is also spending to learn to know
the person. This is to find out what the abilities and interests are. Job support is also
working with the families. Individuals are assessed and follow training in real work. The
project starts with unpaid work experience. A paid job can be realized after time. The
time varies from person to person. More than 100 persons with a disability got a paid
job in the open labour market in different functions. Job support provides ongoing
support with the focus on maintaining the job. The organization carries out this work for
more than 20 years. Russell is one of the first employees who maintained his job for
more than 20 years now with the same employer.
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9.1 Labour legislation regarding employment and social affairs
Aim & Outcomes: This section provides the SE consultants with necessary information
about the main acts in the labour law area on European and National levels. Thanks to

this they will be able to better orient themselves about the legislation related to labor rights
of people with disabilities and where to find legal arguments for their protection.
This session builds general knowledge in the field of labour legislation and about
framework regulating the social activities on EU and National levels.

9.1.1. European level
What is labour law in general?
Labour law defines your rights and obligations as workers and employers.
EU labour law covers 2 main areas:



Working & employment conditions - working hours, part- time & fixed- term work,
posting of workers,
Informing & consulting workers about collective redundancies, transfers of
companies, etc.

How does it work?
EU policies in recent decades have sought to:
 achieve high employment & strong social protection,
 improve living & working conditions,
 protect social cohesion.
The EU aims to promote social progress and improve the living and working conditions of
the peoples of Europe. As regards the labour law, the EU complements policy initiatives
taken by individual EU countries by setting minimum standards. In accordance with the
Treaty on the Functioning of the EU (particularly Article 153), it adopts laws (Directives)
that set minimum requirements for 1). working & employment conditions; 2). informing &
consulting workers.
The individual EU countries are free to provide higher levels of protection at the discretion
of their national governments. While the European Working Time Directive entitles
workers to 20 days' annual paid leave, for example, many countries have opted for a more
generous right to the benefit of workers.

The role of the European Ombudsman
The institution of the European Ombudsman was created by the Maastricht Treaty in
1992. The European Parliament elected the first Ombudsman in 1995.
The European Ombudsman investigates and reports on maladministration in the
institutions and bodies of the European Community, such as the European Commission,
the Council of the European Union and the European Parliament. Only the Court of

Justice and the Court of First Instance acting in their judicial role do not fall within his
jurisdiction. The Ombudsman usually conducts inquiries on the basis of complaints but
can also launch inquiries on his own initiative.
Any citizen of the Union or any natural or legal person residing or having its registered
office in a Member State can lodge a complaint with the Ombudsman by mail, fax or email.
The Ombudsman has wide powers of investigation. The Community institutions and
bodies must supply him with the information he requests and give him access to the files
concerned. The Member States must also provide him with information that may help to
clarify instances of maladministration by the Community institutions and bodies.
If the case is not resolved satisfactorily during the course of the inquiries, the Ombudsman
will try to find a friendly solution which puts right the case of maladministration and
satisfies the complainant. If the attempt at conciliation fails, the Ombudsman can make
recommendations to solve the case. If the institution does not accept his
recommendations, the Ombudsman can make a special report on the matter to the
European Parliament.
Many of the complaints lodged with the European Ombudsman concern administrative
delay, lack of transparency or refusal of access to information. Some concern work
relations between the institutions and their agents, recruitment of staff and the running of
competitions.
Every year, the Ombudsman presents his Annual Report to the European Parliament. The
Annual Report is translated into all the official languages of the Union. The Ombudsman
also has a Website on the Internet which provides detailed and updated information on his
activities. Finally, the Ombudsman makes official visits to all the Member States, which
enables him to present his work directly to the citizens.
The following matters are not included in the scope of the European Ombudsman
(exceptions):


action by the Court of Justice, the General Court and the Civil Service Tribunal
acting in their judicial role;
 complaints against local, regional or national authorities, even when these
complaints refer to matters connected to the European Union;
 actions by national courts or ombudsmen: the European Ombudsman does not
serve as a court of appeal against decisions taken by these bodies;
 any cases which have not previously been through the appropriate administrative
procedures within the organisations concerned;
 cases dealing with labour relations between European Union bodies and their
staff, unless the opportunities for internal applications and appeals have been
exhausted;
 complaints against businesses or individuals.
National authorities & labour law:
The EU adopts Directives which its member countries incorporate in national law and
implement. This means that it is national authorities - labour inspectorates and courts, for
example - that enforce the rules.

The European Court of Justice & labour law:
Whenever a dispute before a national court raises a question of how to interpret an EU
directive, the court can refer the issue to the Court of Justice of the EU. The European
Court then gives the national court the answers it needs to resolve the dispute.
The European Commission & labour law:
The Commission checks that EU directives are incorporated into national law and ensures
through systematic monitoring that the rules are correctly implemented.
When the Commission considers that an EU country has not incorporated a Directive into
national law correctly, it may decide to start infringement proceedings. In this way, it
ensures that all the rights set out in the Directives are available in national law. However,
the Commission cannot procure redress to individual citizens (i.e. compensate damages
or set a situation right) – that is up to the competent national authorities.
What are the outcomes?
EU labour law rights benefit large numbers of citizens directly and have a positive impact
on one of the most important and tangible areas of their daily lives.
EU labour law also benefits employers and society as a whole by:
 providing a clear framework of rights and obligations in the workplace,
 protecting the health of the workforce,
 promoting sustainable economic growth.
Moreover, EU labour law goes hand in hand with the single market. The free flow of
goods, services, capital and workers needs to be accompanied by labour law rules, to
make sure that countries and businesses compete fairly on the strength of their products not by lowering labour law standards.

 European employment strategy:
From the beginning of the entry into force of the European employment strategy (EES),
adopted in 2002, the personal problems faced by people with disabilities are formally
recognized and formulated. Its main aim is the creation of more and better jobs throughout
the EU and it is the cornerstone of the EU’s employment policy.
It now constitutes part of the Europe 2020 growth strategy and it is implemented through
the European semester, an annual process promoting close policy coordination among
EU Member States and EU Institutions.
The European employment strategy consists of several basic directions, among which the
most significant for this module are:
 Rights
at
work
(you
could
learn
more
on
http://ec.europa.eu/social/main.jsp?catId=82 )
Every business has a responsibility to ensure it follows the relevant rules and regulations.

As an employee, the person should also be aware of his/ her own responsibilities, as well
what his/ her rights are and what the employer should be doing with regard to, for
example, pay, contracts, time off and working hours.
Every EU worker has certain minimum rights relating to:


health and safety at work: general rights and obligations, workplaces, work
equipment, specific risks and vulnerable workers
 equal opportunities for women and men: equal treatment at work, pregnancy,
maternity leave, parental leave
 protection against discrimination based on sex, race, religion, age, disability
and sexual orientation
 labour law: part- time work, fixed-term contracts, working hours, employment of
young people, informing and consulting employees
Individual EU countries must make sure that their national laws protect these rights laid
down by EU employment laws (Directives).
If you feel that your rights have not been respected, the first place to go is a labour
inspectorate, employment tribunal, etc. in your country.
Everybody regarding the EU labour law have a right to equal opportunities. Fair and equal
treatment is a basic right in the European Union. It is illegal to discriminate because of a
person's sex, age, disability, ethnic or racial origin, religion or belief, or sexual orientation.
These areas of discrimination are included in the Amsterdam Treaty of the European
Union as areas where the EU can act to prevent discrimination.
All countries in the EU are obliged to take these equality rules on board. Countries joining
the EU also have to comply with these rules. EU equal treatment legislation sets out
minimum levels of protection that apply to everyone living and working in the European
Union. Countries can go further and adopt even stronger legal measures.
Since the summer of 2003, Member States start to apply Directive 2000/78/EC of the
European Council of 27 November 2000, which establishes a general framework for equal
treatment in employment as part of the package of anti- discrimination measures. This is
the first legislation conferring special rights of people with disabilities in the work
environment. It establishes the principle of prohibition of discrimination and Article 5
requires the provision of acceptable accommodation for people with disabilities.
The European Union is supporting a range of measures to combat discrimination, from
funding projects, to carrying out research to supporting awareness- raising and
information campaigns.
In 1998 the European Commission adopted the Code of Good practices for employment
of people with disabilities, and in May 1999 social partners formally adopt Joint declaration
on employment of people with disabilities.
The EU promotes the active inclusion and full participation of disabled people in society, in
line with the EU human rights approach to disability issues. Disability is a rights issue and
not a matter of discretion. This approach is also at the core of the UN Convention on the
Rights of People with Disabilities (UNCRPD), to which the EU is a signatory.

The European Commission's European Disability Strategy 2010- 2020, adopted in
2010, builds on the UNCRPD and takes into account the experience of the Disability
Action Plan (2004- 2010).
Its objectives are pursued by actions in eight priority areas: 1. Accessibility; 2.
Participation; 3. Equality; 4. Employment; 5. Education and training; 6. Social protection;
7. Health; 8. External action.
Employment: raise significantly the share of persons with disabilities working in the open
labour market. They represent one- sixth of the EU's overall working- age population, but
their employment rate is comparatively low.
9.1.2. National level
The Republic of Bulgaria develops legislation that establishes legal guarantees of nondiscrimination and pursues a consistent policy for their implementation, also in creating
equal opportunities and social inclusion of vulnerable groups in society, including people
with disabilities.
Our country has ratified a number of international documents that guarantee the
protection and interests of all citizens under its jurisdiction:




UN Convention on the Rights of Persons with Disabilities - 2012;
European Social Charter (revised) - 2000;
European Convention for the Protection of Human Rights and Fundamental
Freedoms - 1992;
 International Covenant on Civil and Political Rights;
 International Covenant on Economic, Social and Cultural Rights - 1970
The Republic of Bulgaria follows the recommendations of the Council of Europe
addressed to all governments to actively work in the field of integration of people with
disabilities, providing them with employment and more favourable living conditions. Our
country also follows the guidelines of the "European Strategy for Persons with Disabilities
for the period 2010 – 2020”.
There is a renewed commitment to the document “Europe without barriers” of the
European Union.
The Bulgarian government adopted and implements a number of strategic documents and
action plans aimed at solving the problems of people with disabilities in the country.
I. Strategic and program documents
 National Strategic Reference Framework of Bulgaria 2014-2020
The National Strategic Reference Framework of Bulgaria (NSRF) is an important
fundamental document for socio- economic development and policies in Bulgaria during
the second seven- year’s period of the EU membership. It describes the role of the
Structural Funds during the period 2014- 2020 in support of the global strategy for the
development of Bulgaria. The NSRF provides the main integrated priorities, including the
increase of employment.
 Operational Programme "Human Resources Development" 2014- 2020

The Operational Programme "Human Resources Development" (OP "HRD") is a strategic
document that sets out the terms and conditions for use of the grant, co- funded by the
European Social Fund and the national budget within the program period 2014- 2020. The
document is part of the National Strategic Reference Framework. The Operational
Programme "HRD" will actively contribute to the implementation of two objectives of the
European Union strategy for smart, sustainable and inclusive growth and to achieve
economic, social and territorial cohesion- "Europe 2020 ". These are the objectives in the
field of employment and combating poverty and social exclusion. A key priority on which
OP “HRD” focuses its specific targets in the field of unemployment and employment is: the
fight against unemployment among vulnerable groups in the labor market.
The most current problems in terms of social exclusion in the country are related to
unemployment, low education, low income, access to information and communication,
providing an accessible physical environment and transport, especially for people with
disabilities, access to culture and sport and to public services (including financial ones).
The number of people with disabilities continues to grow. Therefore, people with
disabilities are one of the groups for which the strategy of HRD OP, in its part of support
for active inclusion policies, pays the greatest attention.
The strategy of OP HRD provides a targeted support for the replacement of the
institutional model of care for the elderly and people with disabilities with thus of
community services.
In Bulgaria, people with disabilities either employed, or unemployed can benefit from
variety of measures set by OP HRD. SE consultants in Bulgaria might contact
representatives (e.g. Case Managers) of local brunches of the National Employment
Agency who can explain them and their clients with disabilities the terms and procedures
of each measure that is suitable to their case.
In accordance with the National Strategy for Long- term Care, OP HRD will seek to create
the conditions for independent and dignified life for the elderly and people with disabilities
by improving access to social services and their quality, expanding the network of these
services in the country, deinstitutionalization and by encouraging the interaction between
health and social services. This will help also to provide a complex support to families that
care for people with disabilities and the elderly.

National Strategy for Equal Opportunities for Disabled People 2008-2015- this
document is not actual any more (to 2016) but contains some important aspects regarding
the social integration of PwD.
The National Strategy for Equal Opportunities for Disabled People 2008-2015 was
developed and adopted in order to create incentives and guarantees for equality of people
with disabilities and for their successful realization in the society. It is directly aimed at the
integration of people with disabilities and their full social and economic development.
The document contains eight goals and corresponding directions:
• Creation of adapted environment to the needs of persons with disabilities
• Changes in the model of care for children with disabilities placed in specialized
institutions to care in a family environment

• Guaranteed access to quality education for people with disabilities
• Comprehensive medical and social rehabilitation
• Expansion of employment opportunities for people with disabilities and their inclusion in
various programs to provide suitable jobs.
• Priority development of social services in the community. Development of alternative
forms of services.
• Ensuring equal opportunities for sports, recreation, tourism and participation in the
cultural life.
• Raising of public awareness about the problems and opportunities of people with
disabilities and change of the public attitudes towards them.

 Long- term Strategy for Employment of People with Disabilities 2011 - 2020
The strategy defines the vision of the Government in the field of employment of people
with disabilities and outlines concrete measures that need to be implemented in order to
ensure conditions for a dignified life for people with disabilities based on their labor rights.
The strategy is based on principles of equality proclaimed in the recommendations of the
Council of Europe, the best practices of EU Member States, the principles in the UN
Convention on the Rights of Persons with Disabilities, the UN Standard Rules for the
Equalization of Opportunities of Persons with Disabilities.
The main objective of the Strategy is to ensure conditions for the effective exercise of the
right of labor realization of people with disabilities as a prerequisite for their best
involvement in the public life.
 National Strategy on Reducing Poverty and Promoting Social Inclusion 2020
The National Strategy is oriented towards the construction and implementation of a single,
coherent and sustainable policy of social inclusion, based on an integrated approach and
cross-sectoral cooperation at the national, regional and municipal levels. It indicates the
vision, priority areas and actions for the development of policy on poverty and social
exclusion in Bulgaria until 2020.
 National Action Plan for Employment 2016
One of the priority target groups are the people with disabilities. In that area the measures
under the Employment Promotion Act and the integration of people with disabilities which
ensure accessible work environment, continue to be relevant.
Also the subsidizing of employers who have hired people with disabilities will continue and
should be ensured.
 National Strategy for Lifelong Learning (2014- 2020)
The National Strategy for Lifelong Learning defines the strategic framework of the
government policy on education and training in the period 2014 - 2020, focused on
achieving the European goal of smart, sustainable and inclusive growth.

The main characteristic of the Bulgarian Strategy for Lifelong Learning is the holistic
approach, thus covering all areas of learning.
 National Programme "Employment and training for people with disabilities"
The main objective of the Programme is to increase the employability and provide
employment to registered in the Directorate "Labour Office" unemployed people with
disabilities.
 The updated National Strategy for Youth Development (2014- 2020)- project
Here one of the main strategic goals is "Prevention of social exclusion of young people in
disadvantaged position".
 National Youth Programme (2016- 2020)- project
The program supports the implementation of national policy for the integration of children
and young people with disabilities, creating conditions for their involvement in youth
activities.
Regulatory documents
 Labour Code
The Labour Code regulates the special protection of disabled persons, the reasons for
their vocational rehabilitation, forms and manner of its execution.
An employer with more than 50 employees should determine annually jobs suitable for
vocational rehabilitation of disabled workers at 4 to 10% of the total number of employees
depending on the sector of the national economy.
Paid annual leave: Employees with recognized disability level 50 and over 50 percent are
entitled to paid annual leave of not less than 26 working days (statutory paid leave is 20
days).
Wage: An employee with a recognized disability over 50 percent, which is reassigned for
a certain period and at the new workplace receives lower wage than at previous work, is
entitled to monetary compensation paid by the National Social Security Institute for the
wage gap under the Social Security Code and Regulation for payment of compensations.
 Civil Servants Act
As a substantial change in the Civil Servants Act (2008) it is important to indicate the
obligation to adopt a number of positions in the State administration for people with
disabilities.
 Employment Promotion Act
There is a special text for people with disabilities in the labor market- to stimulate their
demand, hiring and maintenance of employment. For this purpose, there are provided
more generous subsidies for hiring or apprenticeship, vocational training, territorial
mobility and to start their own business, and also specialized services for labor mediation.
 Law on Integration of People with Disabilities
This is the law that in the highest degree is involved in the regulation of social relations
arising from the integration of people with disabilities. One of the areas of these relations
is the labor market. The Law on Integration of People with Disabilities contains important
protection for PwD, according to which the employer is responsible for creating the

necessary conditions for employment of these persons. It should ensure the stability of
that employment and could be assisted in these efforts by the Agency for People with
Disabilities or the Employment Agency.

Specific country aspects- Austria
The Austrian labour law: http://www.advantageaustria.org/zentral/business-guideoesterreich/investieren-in-oesterreich/arbeit-und-beruf/Austrian_Labour_Law.pdf
National Social report 2014:
Measures to promote integration into employment are oriented towards the personal need
for support of people with disabilities. A specific need for support arises from special
situations in life, from the person’s age and particular forms of limitation, or from the
overlapping of disability and other background situations which may make integration into
employment more difficult. In line with disability mainstreaming, people with disabilities
have access to all of the measures offered by general labour market policy, and also to
the corresponding support. Some disabilities, however, lead to a special need for support
in the workplace or on the way to work. As part of the federal government’s employment
campaign, the Ministry of Social Affairs Service offers a broad range of support
instruments including various project - based and individual subsidies or a combination of
the two.
An additional focus is prevention within the framework of the integration of people with
disabilities into the labour market, which aims to preserve their ability to work for as long
as possible. In the field of project funding, the Occupational Assistance Network (NEBA)
with its related services is particularly
worthy of mention. It is the umbrella brand for a very wide – ranging system for the
support of people with disabilities and those young people who are marginalised or at risk
of marginalisation.
In relation to Ministry of Social Affairs Service target group, NEBA’s offers form an
important part of Austrian labour market policy, and as a support structure for everyday
working life they play a key role in the equality of people with disabilities and in the fight
against poverty and exclusion.
The NEBA programmes youth coaching, vocational training assistance, support in the
workplace (work assistance) and job coaching represent – alongside fit for training and
personal assistance in the workplace – the heart of the subsidy landscape of the Ministry
of Social Affairs Service. Individual subsidies are largely able to compensate for
disadvantages due to disabilities and thus enable people with disabilities to participate in
the labour market. A new challenge for the subsidy and support policy of the Ministry of
Social Affairs Service is the further development and improvement of the protection
against discrimination of people with disabilities in the world of work which is laid down in
the National Action Plan for Disability. The support policy of the Ministry of Social Affairs

Service is designed to make equal treatment and the responsibility of employers into an
issue in order to break down existing social barriers and prejudices against the integration
of people with disabilities into employment.

https://www.sozialministerium.at/cms/siteEN/attachments/5/7/7/CH3839/CMS1459257407
020/national-social-report_2014.pdf (page 13)

Specific country aspects- Spain
The Spanish
12632.pdf

labour

law:

http://www.boe.es/boe/dias/2013/12/03/pdfs/BOE-A-2013-

General Law of rights of persons with disabilities and their social inclusion
People with disabilities constitute a sector of heterogeneous population, but they all have
in common that, to a greater or lesser extent, require a singled out protection in the
exercise of human rights and basic freedoms, due to the specific needs arising from the
situation disability and survival of barriers that hinder their full and effective participation in
society on an equal basis with others.
The General Law on rights of persons with disabilities and their social inclusion pdf file. It
will open in a new window. It recognizes people with disabilities as holders of a series of
rights and public authorities as guarantors of the real and effective exercise of those
rights, in accordance with the provisions of the International Convention on the Rights of
Persons with Disabilities. And it establishes the regime of offenses and penalties that
guarantee the basic conditions on equal opportunities, non-discrimination and universal
accessibility for people with disabilities.
This law consolidates, clarifies and harmonizes in a single text, the main laws on
disability: Law 13/1982 of April 7, social integration of people with disabilities (LISMI), Law
51/2003, December 2, on equal opportunities, non-discrimination and universal
accessibility for people with disabilities (LIONDAU), and the Law 49/2007 of 26 December
on violations and penalties on equal opportunities, non-discrimination and accessibility
universal of people with disabilities. This task has been recast as main reference the
aforementioned International Convention.
The standard contains a number of definitions, including direct, indirect discrimination by
association and harassment and reinforces the special consideration of multiple
discrimination. It is governed by the principles of respect for dignity, independent living,
equal opportunities, non-discrimination, universal accessibility, and design for all people,
civil dialogue and mainstreaming policies. It is expressly recognized that the exercise of
the rights of persons with disabilities is conducted in accordance with the principle of
freedom in decision-making, and is protected uniquely girls, children and women with
disabilities.
The areas in which this Act applies are telecommunications and information society,
urbanized public spaces, infrastructure and construction, transport, goods and services
available to the public and relations with public administrations, administration of justice,

cultural heritage and employment. Each of these areas is addressed in the implementing
rules of the law, which required that all environments, products and services should be
open, accessible and usable for all people gradually and progressively it says. For it
determines deadlines and timetables in carrying out the necessary adaptations.
It includes a title dedicated to the rights of persons with disabilities who take their
protection to all fields, from health protection, to comprehensive care, including education
and employment, social protection, to independent living and participation in public affairs.
Regarding the right to education, an inclusive education system ensures, paying attention
to the diversity of educational needs of students with disabilities, by regulating the
supports
and
adjustments.
More
information
(ES):
http://www.discapnet.es/Castellano/areastematicas/derechos/faqs/Paginas/faq8.aspx

Specific country aspects- Turkey
The Disability legislation in effect consists of approximately 1500 provisions together with
other Laws on implementation of Disability Law No. 5378.
The Republic of Turkey was one of the first countries to sign United Nations Convention
on the Rights of Persons with Disabilities that includes measures to facilitate providing
persons with disabilities full and equal rights within the scope of anti-discrimination
principle. Being the first and only international instrument with binding provisions,
UNCRPD was signed by Turkey on 30 March 2007. The Convention was ratified and thus
enacted by the cabinet on 27 May 2009. The optional protocol of the Convention was also
signed by Turkey and the ratification process is still continued. Since the date of
ratification, the Convention has been taken as a basis in disability policy of Turkey.
ARTICLE 30. - In establishments employing fifty or more employees, employers shall
employ disabled persons, ex-convicts, and victims of terror - who must be engaged in
work in accordance with the annex Article (B) of Act No. 3713 on the Struggle Against
Terrorism - , and assign them to jobs consistent with their occupational skills and physical
and mental capacities; the ratios to be employed in each category shall be determined by
the Council of Ministers in a manner to go into effect at the beginning of January of each
year. The total ratio of employees to be employed within the scope of this article is six
percent. But the ratio of the disabled shall not be less than half of the total ratio. For
employers who have more than one establishment within the boundaries of a province,
the number that the employer must employ shall be computed according to the total
number of employees.
In determining the number of employees to be employed within the scope of this
provision, employees with open-ended and fixed term contracts shall be considered
together. Taking their working time into consideration, part-time employees shall be
converted into full-time numbers. In the computation of the ratios, fractions up to one half
are to be omitted; those above half shall be elevated to one.
Priority in hiring these categories must be given to those who have become disabled or
ex-convicts or victims of terror during their previous employment in the establishment.

Employers shall recruit such employees through the Public Employment Organisation of
Turkey (Türkiye İş Kurumu).
The nature of employees who shall be employed in the meaning of this clause, the types
of jobs in which they may be engaged, the special conditions that will apply to them and
their occupational orientation and how they shall be recruited professionally is to be
indicated in a regulation which will be issued jointly by the Ministry of Justice and the
Ministry of Labour and Social Security.
No disabled person shall be employed in any underground and underwater work, and
employees engaged in underground and underwater works shall not be taken into
consideration in determining the number of employees according to the provisions
mentioned above.
The employer must give priority to applicants who have left his establishment because of
disablement but who have later recovered should they wish to resume their old jobs,
either immediately if vacant positions are available, or if not, when vacancies occur in their
previous jobs or in other corresponding jobs, subject to the prevailing conditions of
employment. Should the employer fail to respect his obligation to conclude the said
employment contract despite the existence of the above – mentioned requirements, he
shall pay his ex-employee making the application a compensation equal to his six months’
wages.
The employment of ex-convicts shall be without prejudice to the provisions concerning
services related to public security.
Concerning employers who employ disabled persons, ex-convicts or victims of terror
above the quotas designated by the Council of Ministers, or who employ these categories
although they are not obligated to do so, or employers employing disabled persons who
have lost more than 80 percent of their working capacity, and for each disabled person
thus employed; the employer shall pay only fifty percent of the employer’s share of
contributions according to Act No. 506 on Social Insurance, and the Treasury shall pay
the remaining fifty percent.
In the event of violations of this clause the fines which will be collected according to Article
101 shall be appropriated as income to a special account of the Turkish Employment
Organisation (İş-Kur) which will be opened by the Ministry of Finance. The money thus
collected in this account shall be transferred to the Turkish Employment Organisation to
be spent for the vocational training and rehabilitation of the disabled or for promoting selfemployment businesses or similar projects for such people.
The subject matter and amounts of such appropriations shall be decided, under the
coordination of the general Directorate of the Turkish Employment Organisation, by a
committee to be composed of a representative from the general Directorate of Labour of
the Ministry of Labour and Social Security, General Directorate of Occupational Health
and Safety, Directorate of the Administration for the Disabled, General Directorate of
Penal and Prison Institutions of the Ministry of Justice, the Confederation of the Disabled
of Turkey and top level organisations of labour and employers with the largest
membership. The working methods of the committee will be determined by a regulation to
be issued by the Ministry of Labour and Social Security.

One of the major problems in society is the social and economic deprivation of disabled
individuals.
Therefore some affirmative actions are being taken in all countries to provide opportunities
for persons with disabilities to be productive and integrated with the society. And the best
way of ensuring their employment is imposing obligations on establishments.
Turkey has signed the UN Convention on the Rights of Disabled, whose Article 30th lays
down the criterions for individual with disabilities and obligation of employing disabled
persons is arranged in Labor Law No. 4857, Article 30.
CONDITIONS FOR BEING OBLIGED TO EMPLOY DISABLED
In private sector workplaces employing fifty or more employees within the boundaries of a
province, employer must employ disabled persons, numbers of which cannot be less than
the %3 of total employees. In calculation of percentage the fractions above half should be
increased upward (one) and the ones less than half should not be taken into
consideration. For example, in a workplace employing 70 personnel, the number of
disabled to be employed should be minimum 70*%3=21, i.e.

9.2. Professional ethics
Aim & Outcomes: The SE consultants to acquire specific knowledge and skills for
professional ethics, common moral principles and specific ones, requirements that create
moral frameworks for the implementation of a professional role, for the established
professional ethics in the social sphere, including in the process of communication with
institutions, companies and others.
Definition: Professional ethics is a set of moral norms, concepts, judgments, assessments
for the behaviour, typical for the representatives of certain groups of society, conditioned
by their membership in a particular profession.
Professional ethics aims to examine the relationship between people working in a
profession and between different professional groups. Professional ethics not only
explores the nature and functioning of professional morality, but also has an impact on it.
In general, the influence of professional ethics is expressed in that it gives to the
professional morality a more systematic and generalized form, optimizes its values, norms
and goals.
Professional ethics assist in solving the problems in a particular profession, contributing to
its development and the achievement of social and individual goals associated with it.
The moral values, norms and principles of any profession are created in the process of
work as professional ethics compiles and classifies them.
The behaviour which most contributes to the socially valuable goals of the profession and
combines the interests of all relevant parties, is considered as “morally positive behaviour”
of the professionals. Therefore in the basis of professional ethics usually is placed the
category "professional duty". The main purpose of ethics is to promote better
implementation of professional functions, on the one hand, and to provide reliable

protection of the interests of people who are object or subject of the working process in
this profession, on the other.
Professional ethics regulates the conduct of the SE consultant so as to strengthen its
authority and to assert the public significance of the profession.
The SE consultant’s work may not be strictly formalized, since it requires not only high
qualification, but also a deep awareness of their moral duty to clients of its service.
The professional ethics of the SE consultant is a set of specific requirements and moral
standards required for the performance of his professional duties related to support in job
finding for people with disabilities. It also creates a high culture of behaviour in his work
environment, in the name of good professional service to clients of supported
employment.
In the professional activity of the SE consultant, which subject are the people with
disabilities, is created a complex system of moral relations with the participation of four
main factors:
1. The legislative basis of the profession;
2. The attitude of the SE consultant to customers;
3. The attitude of the SE consultant to his colleagues;
4. The attitude of the specialist to the community.
The professional ethics of the SE consultant is related to the communication with the
client of supported employment services, with employers, colleagues and with external
institutions. The SE consultant should be a “virtuoso” in communication and for that the
particular importance has his knowledge of rhetoric which builds skills and habits to
communicate respecting its principles. In the communication process the ability to “hear”
the other person is essential: not only to be able to speak, but also to listen those who
speak. Within the professional ethics, the important place takes the knowledge of the rules
of the etiquette, which affects the authority of the SE consultant and facilitates the
relationships with clients and institutions. In the field of ethics also have importance some
ethical categories such as humanity and warmth, kindness and sincerity, honesty and
goodwill.
According to the professional ethics, in his communication with institutions/ organisations
the SE consultant should:
- build confidence through accurate and complete information
- protect the accuracy of information
- not to spread misleading or false information
- exhibit social responsible attitude
- create realistic expectations

Specific country aspects- Austria
Austria has a National action plan on Disability 2012-2020 which represents a strategy of
the Austrian Federal Government for the implementation of the UN Disability Rights
Convention
(https://www.sozialministerium.at/cms/site/attachments/1/4/1/CH3434/CMS145069856321
0/national_action_plan_disability_2012-2020.pdf ) – see amongst others page 76.
For reasons related to the nature of the legal system, the ban on discrimination in
employment is regulated in the Austrian Disability Employment Act.
A specific national ethical code for SE consultant is not available. There exists a
professional association for social work in Austria, but this association represents the
interests of social workers. The job profile of a SE consultant combines an education in
the social field, training and gained experiences from the private enterprise-sector. The
job and requirements profile is regulated in the Austrian Disability Employment Act.

Specific country aspects- Spain
Spain
has
a
National
action
plan
on
Disability
http://www.msssi.gob.es/ssi/discapacidad/docs/plan_accion_EED.pdf

2014-2020

The Plan is oriented towards eliminating the causes of discrimination, from the idea that
the equal rights of all people must be the reference for any action purporting to act on the
conditions of exclusion which are often found people with disabilities.
The principles of equality of opportunity and equality between women and men are an
essential part of the Plan, promoting gender and disability, so that women with disabilities,
often subject to double discrimination, are expressly contemplated.
By the same principle of equal opportunities are taken into account in the Plan to children
with disabilities, a group with special risk of falling into situations of exclusion, violence
and poverty and in which the UN Convention sets special interest .
Also it pays special attention to people with disabilities living in rural areas and older
people with disabilities, who make up an increasingly large group, to benefit the Plan's
actions affecting promoting active aging.
The Plan is structured into five areas or areas: equality for all people, employment,
education, accessibility, boosting the economy. These axes are then developed through
operational objectives and specific action

Specific country aspects- Turkey
For employers with more than one establishment within the boundaries of a province, the
number that the employer must employ shall be computed according to the total number
of employees regardless of their type of contract.
PRIORITIES

If an employee becomes disabled during his/her employment he/she should be given
priority and may be included in number of disabled employees.
The employer must give priority to applicants who have left his establishment because of
disablement but who have later recovered should they wish to resume their old jobs,
either immediately if vacant positions are available, or if not, when vacancies occur in their
previous jobs or in other corresponding jobs, subject to the prevailing conditions of
employment. Should the employer fail to respect his obligation to conclude the said
employment contract despite the existence of the above, he shall pay his ex-employee the
compensation equal to his six months’ wages.
HOW TO RECRUIT?
Employer may employ disabled individuals by using his own channels or through İŞKUR,
Turkish Employment Agency. Employer may join the meeting arranged by İŞKUR to meet
the disabled persons who are seeking job, or may obtain the list of these individuals’ CV
to choose appropriate candidates for their vacancy.
In case of employing a disabled person that employer has found by using his/her own
channels, new starting disabled employee should be notified to Provincial Employment
Office within 15 days. Otherwise employer will not be deemed fulfilling his/her obligation.
ADMINISTRATIVE FINES
Administrative fine for not fulfilling the obligation of employment of disabled is laid in
Article 101 of Labor Law No. 4857, which reads as follows;
“The employer or employer’s representative who does not employ disabled persons in
contravention of the provisions of Article 30 of this Act shall be liable to a monthly fine of
2.095 TL (for the year 2015) for each disabled person for whom this obligation is not
fulfilled. “
This fine is applicable for each not employed disabled personnel and for every month.
RESTRICTIONS ON EMPLOYMENT OF DISABLED
The jobs disabled person assigned must be consistent with their occupational skills and
physical and mental capacities.
Disabled personnel cannot be forced to work on hazardous and hard works without a
health report stating that he can work on these types of tasks.
No disabled person shall be employed in any underground and underwater work, and
employees engaged in underground and underwater works shall not be taken into account
in determining the number of disabled employees.

9.3. Code of conduct of SE consultants
Aim & Outcomes: The SE consultants to acquire specific knowledge about the standards
of ethical behaviour for the profession (Code of conduct) and competences how to apply
them in the real working conditions and potential conflict situations.

The SE consultant should possess certain personal, moral and social qualities. He/she
performs his/her functions, guided by some fundamental values and principles:
1. Professional competence and responsibility;
2. Honesty, humanity, impartiality;
3. Integrity and goodwill;
4. Tactfulness in relationships with customers, colleagues and society;
5. Politeness to the client and his relatives;
6. Psychological approach to the client;
7. Tolerance for religious beliefs, ethnic traditions, political beliefs and political affiliation of
the individual;
8. Equal treatment of customers with different public, social and financial status.
Main aspects:








The SE consultant manifests professional competence and responsibility to the
performance of his/her duties.
The SE consultant is fair and unbiased, and in this way protects the dignity of the
profession.
The SE consultant is required to know and comply with legislative documents that
regulate his activities and is not obliged to accept obligations that may impair his
professional independence.
The SE consultant in exercising his profession is personally responsible for the
progress and results of his activities.
The SE consultant constantly maintains and improves his professional knowledge and
skills.
The SE consultant complies with the requirements for clothing, appearance and
affability in the performance of his professional duties, thereby protecting the reputation
of the profession.
Relationships with clients:
The SE consultant recognizes the individuality of the clients and respects their dignity.
The SE consultant shall refrain from any action that may affect the sense of personal
freedom of the clients.
The SE consultant does not allow himself to be influenced by the personal interests of
third parties.
The SE consultant must take into account the personality, specific needs and desires of
his clients before starting the employment support in order to reduce feelings of anxiety
and stress.
The SE consultant must provide his services exclusively in the interest of the client to find
sustainable job and within his professional duties and competence.

The SE consultant applies the principles of supported employment in the process that
help people with disabilities to get a real job.
The SE consultant negotiates clear, ambitious but realistic targets, ensuring client's
independence and freedom.
The SE consultant respects the dignity and the free choice of the client.
The SE consultant avoids any abuse due to its privileged relationships with clients and
therefore privileged access to their property, home and workplace.
The SE consultant observes the confidentiality with respect to personal information about
the client and carefully considers provision of this information in accordance with
legislation.
The SE consultant acts in defense of their clients when there is a reasonable suspicion
that they are threatened by the behaviour, actions or inaction of other persons.
The SE consultant contributes to the ensuring of equal opportunities and equal treatment
of his clients, regardless their ethnic origin, colour, sex, disability, worldview, social
background and political attitudes, when these are based on the democratic principles.
The SE consultant manifests tolerance towards different opinions.

Relationships with colleagues:
The SE consultant manifests solidarity and respect regarding his/ her colleagues. He/ she
is respectful in all of his/ her statements concerning them, especially in contact with third
parties.
The SE consultant is obliged to prevent, respectively not to tolerate any kind of
discrimination (incl. through injury, harassment, maltreatment, bullying), and to create
prerequisites for collaboration in a spirit of respect and partnership with his colleagues.
The SE consultant builds and maintains relationships of respect, trust, cooperation and
solidarity with his colleagues. He/she shares information and resources relevant to the
welfare of the client.
The SE consultant refrains from actions that could undermine the prestige of the
profession and manifests intolerance for such actions.
Relationships with employers:
The SE consultant works openly and with mutual trust with clients and employers, pursues
a constructive dialogue in a spirit of cooperation and aims to a fair balancing of the
interests of both sides.
The SE consultant maintains good cooperation with employers in a spirit of trust, which
reflects in the open exchange of information and mutual assistance.
The SE consultants and the employers shall inform each other about the fulfilment of the
professional obligations by the worker with disability, about his relationships in the work

environment, allowing them to take adequate actions and make decisions in favour of both
sides.
Relationships with family:
The SE consultant respects the values of the family regarding the social realization of its
members.
The SE consultant refuses gifts, benefits or unsuitable hospitality from clients and their
families as soon as they can be interpreted as an opportunity to exercise influence for
obtaining preferential consideration or other benefits.
The SE consultant informs the family of any decisions concerning the person with
disability and includes it in making such decisions.
In cases of conflict between family members, the SE consultant works openly, sharing his
observations on the disabled person in order to help all involved parties to make an
informed decision. He/she strictly refrains from taking side in the conflict.
Relationships with the society:
The SE consultant works to improve the cooperation between organizations that are
relevant to people with disabilities and their families.
The SE consultant assists to raise the level of understanding regarding the persons with
disabilities and their needs in the society.
The SE consultant should work to promote the rights of persons with disabilities and to
raise the sensitivity of society to their violation.

Specific country aspects- Austria
Does in Austria exist such Code of conduct? - In particular not. The Austrian Federal Act
on the Equalization of Persons with Disabilities stipulates the prohibition of discrimination
and the specialized organisations have a special mission and individual guiding principles
for all employees.

Specific country aspects- Spain
Does in Spain exist such Code of conduct? - It does not exist any Code of conduct of SE
in the country. The most organizations which are dedicated to work with PWD have their
own Code of conduct.
The Supported Employment in Spain is governed by the Toolkit of EUSE for Supported
Employment practice.

Specific country aspects- Turkey
Does in Turkey exist such Code of conduct? – No.

9.4 Institutional environment
Aim & Outcomes: Upon completion of this training session, the trainee will gain
competences for guidance in the institutional environment in the country and services
offered, as well as for the interaction between organisations in the field of labor market
regarding the process of job creation and promotion of social inclusion.
To a considerable extent the institutional system of the labor market in Bulgaria is built in
synchrony with the relevant institutions in the EU. Following the Labor Code and the
Employment Promotion Act, the main organs and their functions are defined as follows:
At the national level:




The National Council for Tripartite Cooperation which implements on national
level the tripartite cooperation as a fundamental principle in regulating the labor
relations. This organ discusses and gives opinion on draft legislation, regulations
and decisions of the Council of Ministers.
Branch and municipal councils for tripartite cooperation which discuss and give
opinions on the settlement of specific issues on labor law relations for the industry
sector, branch or municipality.

Central authorities for employment policy:


The Council of Ministers, which determines the state policy on employment and
adopts annually the National Action Plan for Employment proposed by the Minister
of Labour and Social Policy;
 Executive bodies that create conditions for the promotion of employment and for
acquiring professional qualification by adults, outside the system of higher
education. Here are included:
 The Minister of Labour and Social Policy is the central body of executive power,
which develops, organizes, coordinates and implements the state policy on living
standards, social security, unemployment protection and employment promotion,
labor market safety and health at work, social assistance and social services, and
equal opportunities for women and men in the employment area. These activities
are carried out independently or jointly with other state bodies and/ or community
organizations.
To the Minister of Labour and Social Policy are functioning nine administrations, including:
 Agency for Social Assistance: responsible for implementation of the state policy
in the field of social assistance and social benefits.
 Agency for people with disabilities: responsible for implementing the
government policy on integration of people with disabilities.
The Agency performs the following functions:
- Creates and maintains a database for people with disabilities;
- Registers persons carrying out activities to provide aids, devices and facilities for people
with disabilities and medical devices according to the Law on Integration of People with
Disabilities;

- Supervises provision of assistive devices, appliances and equipment for people with
disabilities and medical devices;
- Keeps a record of specialized enterprises and cooperatives of people with disabilities;
- Participates and gives advices in the preparation of draft legislation related to people
with disabilities;
- Develops programs and finances projects that stimulate economic initiative for people
with disabilities and ownership in the interests of people with disabilities;
- Develops programs and projects funded rehabilitation, integration and build an
accessible environment for people with disabilities;
- Prepares annual summary reports and analysis on integration of people with disabilities;








State Agency for Child Protection
Center for Human Resource Development and Regional Initiatives
Executive Agency "General Labour Inspectorate"
National Institute for Conciliation and Arbitration
Fund "Social protection"
Fund "Working Conditions"
Employment Agency

The vision of the Ministry of Labour and Social Policy for the development of policy on
integration of people with disabilities in recent years is closely related to the
implementation of an integrated approach to policy management. The policy of integration
of people with disabilities is related to the universality, indivisibility and interdependence of
all human rights and fundamental freedoms, and the need to ensure regarding people with
disabilities the full enjoyment of rights without any discrimination. In this policy is applied
the personal- oriented approach, which is based on human rights and is aimed at ensuring
the integration and full participation of people with disabilities in public life.

The Employment Agency, which implements the state policy on employment
promotion and protection of the labor market, vocational guidance and counseling,
vocational and motivational training of unemployed and employed persons, and conducts
mediation services for employment.
The employment policy is implemented by the Employment Agency with its regional
structures across the country. Its main functions consist of providing a wide range of
services to employers and job seekers, as well as specific actions to improve the
adaptability of certain groups to the labor market requirements.
The main functions of the Employment Agency include:
- Registration of job vacancies and of persons who actively seek employment;
- Mediation services for employment;
- Joint participation with municipalities and employers in the development of socially
beneficial activities for the municipality and the State;
- Participation in the development and implementation of programs and measures for
employment and training, aimed at specific groups of unemployed people who, for various

reasons, have more difficulties to integrate on the labor market (for example: people with
disabilities);
- Protection and preservation of employment;
- Analysis of the labour supply and labour demand and forecasting of possible changes in
the labour market situation;



Council to the Employment Agency, including members of national represented
organizations of employers and employees.
The National Council for Promotion of Employment subordinated to the
Minister of Labour and Social Policy as a permanent body for cooperation and
consultation in the development of employment policy.

Regional employment bodies:


State policy on employment and training for acquiring professional qualification in
the regions is carried out by regional administrations, local authorities together with
the territorial divisions of the Employment Agency, the territorial divisions of
ministries, organizations and social partners.
 Permanent or temporary employment committees, which are created with decision
of the Regional Development Council at the Council of Ministers and with the
decision of the regional councils for regional development.
 To the divisions of the Employment Agency operate Cooperation Councils, which
carried out direct supervision and control over the implementation of the
employment policy.
 The regional governor ensures coordination between national and local interests
on the employment issues in the development and implementation of plans for
regional development and reducing of the unemployment rate.
 Directorates “Regional Employment Service". They are nine and function as
territorial divisions to DG "Employment Services".
 Directorates "Labour Office”
Directorates "Labour Office" are territorial divisions to DG "Employment Services". The
headquarters and the territorial scope of the directorates "Labour Office" shall be
determined by the Minister of Labour and Social Policy.
The main activities of the directorates "Labour Office" include:
- Services for job seekers: registration of persons who actively seek employment;
providing services to these persons such as information about vacant jobs; information
about programs and measures for employment and training; mediation in employment
process; vocational consulting and guidance, etc.;
- Services for employers such as: information about the persons who are actively seeking
job; information on programs and measures for preservation and promotion of
employment; mediation services; participation in the implementation of national, sectoral,
regional and local programs for employment and training, incl. for vulnerable groups in the
labor market (for example: people with disabilities), etc.;
Specific country aspects- Austria

Short list of related institutions:


Pro mente Steiermark, various services for people with various disabilities,
amongst others work assistance for adults with psychosocial disorders



Arbeitsassistenz Odilieninstitut, school for people with various disabilities as well
as work assistance for blind and visually impaired youth and adults



Lebenshilfe Steiermark, various services for people with various disabilities,
amongst others work assistance for youth and adults with various disabilities



Alpha Nova, various services for people with various disabilities, amongst others
youth coaching and job coaching for youth and adults with various disabilities



Chance B, various services for people with various disabilities, amongst others job
coaching and work assistance



Berufliches Bildungs- und Rehabilitationszentrum - BBRZ – professional
rehabilitation measures for people with disabilities and youth.



Berufsförderungsinstitut Steiermark
disadvantaged youth and adults

–

Vocational

education

measures

for

Specific country aspects- Spain
Short list of related institutions:


Servicio de Información sobre Discapacidad (SID) - Disability Information
Service



Observatorio Estatal de la Discapacidad (OED) – National Observatory on
Disability



Oficina de Atención a la Discapacidad (OADIS) - Office of Attention to Disability



Centro de Intermediación Telefónica - Intermediation Call Center



Centros de Recuperación de Personas con Discapacidad Física (CRMF) Recovery Center Physically Disabled



Centros de Atención a Personas con Discapacidad Física (CAMF) - Care
Centres Physically Disabled



Centros de Referencia Estatal (CRE)- State Reference Centers



Turismo y termalismo para personas con discapacidad - Tourism and
Hydrotherapy for people with disabilities



Centro Español de Subtitulado y Audiodescripción (CESyA) - Spanish Centre
for Subtitling and Audio Description



Centro Español de Documentación sobre Discapacidad (CEDD) - Spanish
Documentation Center on Disability

Specific country aspects- Turkey
Short list of related institutions:
Institutions

Responsibilities and main activities

Ministry of Health

Legislation on health services; protective health services for
prevention of disability; licensing of rehabilitation
organizations, medical treatment service s through affiliated
centers

Ministry of National
Education

Policy making and implementing special education services

Ministry of Labour
and Social Security

Legislation, vocational rehabilitation,
employment, social security services

Ministry of Family
and Social Policies

Cooperation and coordination between national and
international institutions, assisting preparation of national
policies on disability, defining problems of persons with
disabilities and making researches in order to solve these
problems.

facilitation

of

Planning for and implementing social services targeting
children, adolescents, adults, persons with disabilities, the
elderly, families and communities in poverty as well as
coordinating and supervising such services and activities.

9.5. Social Services
Aim & Outcomes: The training in this session will provide an opportunity to the SE
consultant to acquire knowledge for the different types of social services, the current
legislation (laws and regulations) which regulates them, the public authorities that have
competence in the area of social services, as well as for existing providers of these
services.

Types of social services:

The “social services” are defined as activities that enhance and extend the capabilities of
persons to lead an independent life; they are carried out in specialized institutions and in
the community.
The legal definition also considered social services such as activities aimed at supporting
the assisted persons to conduct an adequate existence and for social inclusion in the
society. The social integration of persons is an essential element of each social service,
which should be developed and delivered in a way that ensures to the person an
independent life (not putting the person in dependence of the service, respectively of the
institution).
According to the Bulgarian legislation, the social services are divided into two groups,
depending on the environment in which they are provided:
 Social services, provided in the community;
 Social services, provided in specialized institutions.
Social services within the community are services provided in a family environment or in
an environment close to the family one. Social services provided in the community are:
Personal assistant; Social assistant; Home assistant; Home care service; Daily center;
Centre for social rehabilitation and integration; Centre for temporary accommodation;
Foster care; Crisis center; Center for family- type accommodation; Sheltered homes;
Public canteens.
o

Personal assistant is a person who takes care of a child or an adult with
permanent disability or serious disease to satisfy his/ her daily needs.
o Social assistant is a person who provides a range of services aimed at social work
and counseling for the clients and associated with satisfying the needs from the
leisure time organization and establishing social contacts.
o Home assistant is a person who provides services at home, aimed at maintaining
the hygiene of the house, shopping, cooking, laundry and other public utility
activities.
Specialized institutions for provision of social services are: homes for children or young
people with disabilities; homes for adults with disabilities; social educational and
professional centers; nursing homes; shelters; homes for temporary accommodation.
Current legislation: The issues related to the delivery of social services are regulated by
the Social Assistance Act.
State authorities that are empowered in the field of social services
The State and the municipalities provide social services under the Social Assistance Act,
and governmental and municipal authorities exercise guiding, coordinating and controlling
functions in the field of social assistance and services.



Council of Ministers - determines government policy in social assistance.
Ministry of Labour and Social Policy - a specialized body of the Council of
Ministers for management, coordination and control in the field of social services.
The activities related to the social policy shall be implemented by the Ministry of Labour
and Social Policy in cooperation with municipalities and non- profit organizations pursuing
charity and other humanitarian purposes. For the realization of this cooperation the

Council for Social Assistance is established, chaired by the Minister of Labour and
Social Policy.


Agency for Social Assistance - a body established under the Minister of Labour
and Social Policy to implement the state policy in the field of social assistance.



Regional Directorates for Social Assistance - territorial divisions of the Agency
for Social Assistance, established in the regional administrative centers.



Directorates "Social Assistance" - specialized body for social assistance in the
territory of each municipality.



Inspectorate - created to the Executive Director of the Agency for Social
Assistance for realizing a specialized control of the lawful application of legislation
in the field of social assistance.

Who can offer social services?
According to the Social Assistance Act, the social services are provided by the State,
municipalities, individuals, registered under the Commercial Law and legal entities which
are called "Providers of social services". The social services are provided in accordance
with the will and personal choice of individuals. In some specific cases the State or the
Municipality can delegate the management, coordination and provision of certain social
services to the third sector organisations.
Specific country aspects- Austria
List of state authorities that are empowered in the field of social services:
DABEI-Austria
Dabei-Austria is constituted as a non-profit association and is based in Vienna.
The association advocates giving people with disabilities a fair chance of professional
integration into the open employment market, in other words, offering young people
valuable
perspectives
in
regard
to
their
future
professional
lives.
A pool of service providers offering occupational orientation and integration, the
organization combines these resources on a federal level and represents their interests to
policy makers, administrators and businesses.
http://www.dabei-austria.at/english
Sozialministeriumservice Landesstelle Steiermark
Ministry of Social Affairs Service Office in Styria; the funding authority in the field of “Work
Assistance, Youth and Job coaching”. https://www.sozialministeriumservice.at/
Public Employment Service Austria: The Austrian Public Employment Service (AMS) is
Austria’s leading provider of labour-market related services. We match candidates with job
openings and assist jobseekers and companies who turn to us by offering advice,
information, qualification opportunities and financial assistance. Within the framework of
the Federal Government’s policy of full employment, the AMS renders a major contribution

to preventing and eradicating unemployment in Austria. Commissioned by the Federal
Ministry of Labour, Social Affairs and Consumer protection, the AMS assumes its role as
an enterprise under public law in close cooperation with labour and employers’
organisations. http://www.ams.at/english.html

Specific country aspects- Spain
List of state authorities that are empowered in the field of social services:


The Office of Attention to Disability (OADIS) is responsible for promoting equal
opportunities, non-discrimination and universal accessibility for people with
disabilities. This body under the National Council on Disability.

The OADIS receives inquiries, complaints and reports of people with disabilities, or of
associations and institutions related to them, who believe they have been discriminated
against by the obligations of the General Law on the Rights of Persons with Disabilities
and its social inclusion have failed.


The Spanish Association of Supported Employment (AESE) is to promote the
development of Supported Employment in Spain and in Latin America, so that
more and more people with disabilities or at risk of social exclusion that can
successfully access to employment integrated, and thus, can be recognized in
practice as citizens with full rights.



The special employment centers (A regional level) - Public

Specific country aspects- Turkey
Social benefits given to persons with disabilities, who are not able to work or cannot find a
job in accordance with Law no. 2022, were increased between rates of 200 - 300 % and
thus brought to a more reasonable level. Besides, the scope of the benefits was also
expanded.
Persons with disabilities who run their own businesses and mothers with children with
disabilities in need of special care were given the opportunity of early retirement.
Immovable properties belonging to persons with disabilities measuring 200 m2 at
maximum were exempted from Property Tax. Furthermore, physical arrangements to be
made in buildings were facilitated.
In Turkey, the rights of people with disabilities are legally protected: the government
guarantees equal educational and employment opportunities and four percent of civil
servants have to be people with a disability.
In the private sector where a company has 50 employees, three percent of those
employees must be people with a disability.

A person with a disability cannot be asked to work underground or underwater, or work
any night shifts. A working mother who has a child with a disability may take early
retirement.
Benefits for People with a Disability
A person with a disability is entitled to have certain costs reimbursed, either partially or
fully depending on the Social Security department with which they are registered. This can
include disability equipment such as wheelchairs and aids for hearing impairment, or care
in an institution or at home.
Individuals with a disability can benefit from income tax rebates and are exempted from
paying motor vehicle tax (Motorlu Tasitlar Vergisi).
People with a disability are also entitled to allowances. However, these are generally only
paid to Turkish citizens:
1. Disability Allowance (Özürlü Ayligi): paid by Social Security
2. Allowance for a Person in Need (Muhtaç Ayligi): paid by the Directorate General of
Foundations

9.6. Funding opportunities.
Aim & Outcomes: This session will assist the SE consultant to acquire knowledge/
competencies for the funding opportunities regarding the implementation of SE services
and the insurance of sustainable employment in the national labour market.
9.6.1. For implementation of SE services
Financial capacity to implement the social services
Financial provision of social services is carried out in two main ways: centralized and
decentralized.
The delegated activities by the State are under the governmental responsibility and local
activities are provided by the municipalities' own revenues.
For the State delegated activities the amount of funds for social services is determined
annually by the State Budget Law for the year.
For the cost of the State delegated activities the most important element is the size of their
sum calculated on the basis of accepted standards which include the number of staff, the
amount of the salaries, of the social security payments and of the alimony.
The collected fees for delegated activities are determined by a tariff of fees for social
services funded by the state budget and are transferred to the fund "Social support" at the
Ministry of Labour and Social Policy.
During the year, the social services institutions pay into the account of the municipality the
collected own revenues: revenues from sales of goods and services, incomes from rented
municipal property and others.

The financing of social services - local activities, is done by recruiting its own funds - from
local taxes and fees. There are no standards for maintenance of local activities. The
municipality has the right, depending on the tasks to solve in the field of social services
and its financial resources, which have been collected from local revenue sources, to
determine the resources by which will finance the local activities.
In terms of the expanding market of social services there is a necessity that the planning
and the supply of some of the services to be performed in partnership with nongovernmental organizations- “service providers”.

Sources of funding that can be used by the social service providers
1. The social service providers listed in the register of the Social Assistance Agency (SAA)
can apply for funding regarding the provision of social services from the state budget and
the municipal budgets following the procedure established for conducting competitions.
2. The social service providers can finance their activities by revenue from fees for social
services.
3. Any supplier enrolled on the register of SAA can apply for resources from "Social
support" fund after defending a project.
The main types of funding in the social sphere accessible to the Bulgarian nongovernmental organizations (NGO):
o Revenues from own regulated activity
In Bulgaria there is possibility to NGOs to carry out economic activity. Some non-profit
organizations successfully combine the market approach with social impact - for example,
with adopting a flexible payment model for the social service according to the financial
status of their customers.
o Revenues from private donations
Traditionally the business is interested in charitable causes and campaigns that can
present the company or its products in a favorable light to the society.
Such partnerships organized at national level (between coalitions of corporations and
coalitions of NGOs) are already a well-established practice.
o Revenues from project activities – they provide stability for the organizations and
some kind of professionalization of the social services offered by them.
o

In Bulgaria, the main sources of financing the activities of NGOs continue to be
with foreign origin:
- Private donor funds are a serious factor in forming the budgets of the Bulgarian socialoriented NGOs.
- Foreign government funds (outside the EU programs) - financial programs of embassies,
US and British government programs (British Council, USAID, MATRA), as many of them
prioritize namely the social activity.

o

The programs of the European Union - the main source of funding for most
Bulgarian NGOs.

9.6.2. For insuring sustainable employment
Funding under the Operational programs:
The largest additional source of financing are the EU Structural Funds through the
respective Operational programme - Human Resources Development, Regional
Development, Competitiveness, Transport and others. The missing investment resources
that the state budget cannot provide could be financed under the new operational
programs and that ensure a sustainable social services provision.
The best approach is consumer- oriented financing, which guarantees to every vulnerable
person access to support services, in realizing the right to choose the service provider.
One of the most modern methods of financing is the principle “money to follow the client”
according with the principle of transparency and efficiency in the utilization of financial
resources.
For projects related to employment, social affairs and social inclusion, the European
Commission provides funding under the following programs:
EU Programme for Employment and Social Innovation
EU Programme for Employment and Social Innovation is a European financial instrument
managed directly by the European Commission, aimed at promoting employment, social
policies and labor mobility in the Union.
European Globalisation Adjustment Fund (EGF)
The European Globalisation Adjustment Fund provides support to people losing their jobs
as a result of major structural changes in world trade patterns due to globalization, to find
another job as quickly as possible.
The Fund for European Aid to the most Deprived (FEAD)
With resources from FEAD are supported activities in the EU countries to provide material
support to the most deprived persons. The national authorities choose partner
organizations which will provide the aid on the basis of national programs for the period
2014– 2020.
In 2016 the following operations that are included in the Indicative Annual Work
Programme for 2015 will be opened through the selection procedure for projects:
1. "New Workplace 2015"
2. "Training for employees"

3. "Good and safe working conditions"
4. "Danube partnerships for jobs and growth"

Specific country aspects- Austria
The funding rules and opportunities in the particular provinces are various and depending
on the respective federal state. Here the focus is on the opportunities of the province of
Styria.
Public Employment Service Austria - Funding opportunities in terms of:
-

costs for training measures

-

supplementary aid for covering living costs during the training measures

Conditions: necessary retraining-measures, jobseekers or unemployment (independent if
disabled or not)
Ministry of Social Affairs Service Office - Funding opportunities in terms of:
-

workplace-related equipment for PwD

-

Adaptation and installment of workplaces for PwD for potential employers

-

Free support services for PwD (job coaching, work assistance, …)

-

Costs for special training measures

Conditions: People with disabilities/ illness who are in work or available for the labour
market and have a degree of disability of 50 percent (proof: e.g. notice on belonging to the
group of people with disabilities in receipt of benefits in accordance with the Disabled
People Employment Act or the provincial Disability Laws)

Specific country aspects- Spain
At the regional level:
In the region of Valencia funding opportunities focus on:
A) Special Employment Centres (Maintenance the Job of PWD)


Wage costs Aid PWD



Aids for the job adaptation

B) Ordinary Business Market: Support Program contracting indefinite recruitment of
workers with disabilities


Assistance for Contracting Indefinite



Aids for the job adaptation

At national level:
Support Program contracting indefinite recruitment of workers with disabilities.

Specific country aspects- Turkey
Within the context of the Cooperation Protocol signed between General Directorate of
Services for Persons with Disabilities Elderly People and KOSGEB (Small and Medium
Industry Development Organization) a joint project has been initiated with the title of:
“ENTERPRENEURS STOP AT NO BARRIERS”. The Project aims to integrate persons
with disabilities into labor market and thus enhance their economic and social conditions.
At the first phase of the project, it is expected to ensure participation of persons with
disabilities to Applied Entrepreneurship Trainings organized by KOSGEB, to provide
coaching support at the stage of business establishment and to subsidize entrepreneurs
with KOSGEB New Entrepreneur Assistance serving as initial capital.
The Project was initiated in the provinces chosen as pilot areas, it is open to participation
of all persons with disabilities and their relatives even if they are retired, public officials,
employed, unemployed or operating a private workplace. Persons who complete courses
are counselled and supported by experienced coaches. Within the scope of the Project,
applications assessed to have the potential of creating a suitable working environment in
current labor market conditions will be awarded with maximum 50.000 Turkish Liras
(approx. 15.000 Euro).
With the purpose of increasing awareness and sensitivity and preventing disability, a
Programme titled “Support Programme for Persons with Disabilities” (EDES) was initiated
in 11 provinces located in Central and Eastern Black Sea Regions where the disability
rate is the highest in Turkey. Within the scope of this programme, financial resources were
allocated to offices of the governors in order to support disability focused projects. The
resource allocated to EDES doubled in 2012 and increased to 4.000.000 TL (approx. 2
Million USD). EDES will cover 18 provinces in 2013.
The project on “Improved Integration of Disabled Persons into Society” was prepared
under the framework of IPA-1 programme (capacity building). The overall objective of
grant scheme is strengthening disability NGO’s and public institutions rendering disability
services. The Project will grant 2 Million Euros to capacity building projects prepared by
23 civil society organizations.
“Sheltered Workshop Project” was developed by General Directorate of Services for
Persons with Disabilities and Elderly People and Turkish Employment Agency (ISKUR)
with the purpose of providing working environment for persons with severe disabilities who
face restrictions in working in general conditions. The Project gives financial support to
employment projects aimed at persons with mental, psychological or emotional disabilities
and prepared by public institutions, universities, educational institutions and organizations,
associations, unions, or trade bodies. With the help of the financial support that can

amount up to 150.000 Turkish Liras (approx. 75.000 USD) funded by fines imposed to
workplaces violating quota scheme, sheltered workplaces had the opportunity to employ
workers with disabilities without the burden of paying salary for 1 year after the date of
establishment.

9.7. Communication
organisations

strategies

to

interact

with

and

among

institutions/

Aim & Outcomes: The training in this session will provide an opportunity to the SE
consultant to acquire knowledge/ competencies in the sphere of communication, in
particular to the communication strategies regarding the interaction with different public
institutions or private organisations which can contribute to finding employment for
persons with disabilities.

The communication is a complex process of interaction that occurs through unidirectional
dissemination or through mutual exchange of messages in order to achieve a certain
degree of mutual understanding between the participants.
The communication represents distribution or exchange of ideas, knowledge, feelings,
moods, attitudes, positions, according to the interests and needs of participants in the
communication process.
Basic principles of communication of the SE consultant with institutions/ organisations:
• To be purposeful by adhering strictly to the fundamental objectives and the occupational
profile of the SE consultant;
• To be organized by clear objectives and targets;
• To be implemented in short, medium and long- term plan according to the objectives of
the SE consultant;
• To be flexible with possibility for regular updates in response to changing conditions;
• To be timely – to starts, before taking concrete steps;
• To be pre- planned - the successive steps in the communication must be foreseen in
advance and distributed in the most appropriate and effective way in time and space;
• The results of the communication to be subject to analysis and evaluation;
• Great importance for the implementation of effective communication has the
“management of expectations”.
• It is important for the successful communication not to create excessive expectations
because their failure could bring greater harm. Better approach is to provide the
information realistically, not to overstate the positive effect of one or another decision.
Stages of the communication process:

1. Attract and retain attention. We could achieve this aim with a timely message and with
attractively but also fairly presented information.
2. Establishment of relations (communication is two- way process). To create such an
attitude, we should be benevolent to the interlocutor, to know and recognize its
professional view, expectations and needs, and also its position in the institution/
organisation.
3. Excitation of attitude - causing a reaction from the interlocutor.
4. Establishing of trust - from both sides.
5. Inclusion and action.

Communication channels
To achieve the objectives of the communication, it is necessary to effectively use a variety
of communication channels, taking into account their specificity according to the
institution/ organisation, for which is intended the relevant information.
Official letter by registered post
Written communication is widely used channel of communication regarding the exchange
of information between institutions. Official letters are much more formal channel of
communication,
The SE consultant should try to write as simply and as clearly as possible, and not to
make the letter longer than necessary. He/ she should not use informal language. The
letter has the following compulsory elements:
- Addresses (of the SE consultant and of the person he/ she is writing to)
- Salutation or greeting (Dear Mr/ Ms…)
- Ending a letter (Yours Faithfully, Yours Sincerely…)
- Signature of the SE consultant
- Date
Phone calls
In answering a phone call it is extremely important that our tone be friendly and
responsive. The intonation of the SE consultant is an essential part of communication and
plays a significant role in building an impression. Emotions should not affect our tone,
even when they are negative. When we make a call, it is always necessary to introduce
ourselves, adding our position and the purpose of the call (searching appropriate job
opportunities for PwD).
Meetings
If a SE consultant is looking for a meeting:

• He/ she provides the date, time, place of the meeting. It is appropriate to be on “wellknown territory” i.e. a place that is familiar to the consultant, but that is also convenient for
the invited person.
• When the SE consultant discusses a meeting on the phone he/ she should explains his/
her position, the reason for calling, the occasion of the meeting, the approximate duration
of the meeting.
• If the meeting is outside, the SE consultant bears the cost of it.
• The SE consultant goes to the place of the meeting on time.

E-mail communication is the most frequently used tool in the modern business
environment.
A few rules for communication via e-mail with different institutions/ organisations:
• Check your e-mail at least three times a day
• Try to answer within a day
• Do not overdo your messages to institutions/ organisations with inscriptions and signs
like "Urgent"
• Do not distribute spam (junk mail)
DO:













Use a professional email
Include a brief, but descriptive subject line
Be sure to include a greeting in the email (“To whom it may concern”, “Dear Sir or
Madame” etc.). The greeting that you use will vary depending on who will be
reviewing your letter, which you will find out when researching job opportunities for
the client
Treat the body of the email like a letter. Use complete sentences
State the purpose of the email (searching for appropriate job positions, thanking
someone for meeting with you, trying to establish an initial contact or an initial
meeting)
Be as concise as possible. The potential employers are busy people, and you want
to respect their time
Be sure to thank the recipient of your email for their time and consideration
Include a closing
Include your contact information
Proof- read several times

DO NOT:



Use a casual e-mail address. Neglect the subject line
You should always treat an email with potential employers like a formal letter, not a
casual conversation






Use emoticons
Write or send an email in haste
Make sure you put adequate time and thought into composing and reviewing your
email
In this job market, email will most likely be how you make your initial impression

9.8. Specific aspects of “networking” with potential employers
Aim & Outcomes: This session will assist the SE consultant to acquire knowledge/
competencies for interact successfully with potential employers using different
“instruments for networking”.
Since its establishment the supported employment focuses mainly on the demands of the
job seekers- People with disabilities. Lately, it is assumed that awareness of the need for
employment and recruitment by employers is essential for achieving a long- term
employment. Increasingly popular is the view that Supported employment consultants
must take into account as seriously the needs of employers. Undoubtedly the process of
supported employment should be beneficial for both the job seeker and the employer. By
participating actively in the process, the person with disability should be encouraged to
perceive himself/ herself as an employee, which will be beneficial to the appropriate
employer. It could be a serious mistake that the Supported employment consultants spend
considerable time to identify client needs and determine the profile of the profession and
substantially less time and energy to understanding the needs of the employer. Namely
because the employer make the selection and decide whether to hire a worker, he/she is
equally important client of the service of Supported Employment, as the person with
disability is. The Supported employment consultants must develop their skills to engage
employers, in order to be able to identify suitable job vacancies and to support their clients
in all stages of the process of finding a job.
Informal methods are often used in the supported employment in order to ensure job
positions as: defining the tasks according to the skills of the PwD, requests in various
places for free and suitable jobs, informal contacts. The SE consultants should also be
familiar with formal methods for finding employment, including: the completion and
submission of application forms; job seekers need to be trained how to write their CV and
how to conduct themselves during a job interview. More information on this topic could be
found in Module 6 “Attitudes and approaches”. The awareness of the SE consultants on
the formal and informal approaches to finding job would lead to improvement of informed
choice and self- determination of jobseekers and also to increase the competence of the
consultants to better meet the needs of employers. The use of formal and informal
techniques for finding work is highly recommended since in this way the SE consultant
can choose the most appropriate approach for a given situation.
The interaction with employers does not always take place in private meetings. The
marketing materials could play an important role in the promotion of services for
supported employment in a professional manner. Production of marketing and advertising
materials can be expensive, but they can have a great positive impact on potential
employers, if they are made available and professionally. Their most important task is to
show the professionalism of the service provided.

The SE consultants must collect extensive and detailed information on the labor market
in the region. It is equally important for them to examine the needs of potential
employers. The consultants need to be aware of the needs of the labor market, both now
and in predicting the future trends. They must know well the local labor market issues that
employers face in their daily work, in order to be able to demonstrate this knowledge as
an element of their expertise in working with employers. In addition, the SE consultants
must understand the needs of employers from workforce and training, sometimes unique
by themselves - there is no approach which is the same for all. It is not sufficiently to rely
on the fact that "it is the right way" from a social perspective, and consultants must be
able to show that this is good in terms of the business aims of the employer. This will
lead to the establishment of stable relationships, mutual trust and respect between the
parties and will highlight the benefits for employers who have accepted to work with SE
consultants in hiring PwD.
Both creativity and flexibility are needed when deciding how to look for the most suitable
job for a disabled person and only through appropriate training the SE consultants could
improve their methods in supporting the process of job finding.

Appropriate behaviour (in order to achieve the desired result) during the meeting with
potential employers:
• Know the concrete subject of the meeting.
• Be sure your business card is with you
• Prepare the necessary information (documents).
• Have clear idea about what are the expectations of the other participants.
• Express your position justified and competently.
• Do not interrupt, but encourage communication.
• Keep notes during the whole meeting.
• Be the active part.

Useful Tips:


Explore and involve the job seeker;



Always seek his consent to continue work on the process;



Always put the job seeker in the center of the process;



Explore potential employers;



Encourage employers with experience in supported employment to talk to other
employers;



Make sure that everyone who is involved in the process, fully understand his role;



If a job seeker agrees, include in the process and his family;



Get to know all the initiatives and schemes for employers and how they affect both
the job seekers and the employers;



Be honest with the jobseeker and the employer about the support they need and
the extent to which it could be provided to them;



Always follow the given promises and deadlines;



Maintain professional conduct at any time, use quality advertising materials,
business cards and brochures;



Keep track of current job offers.
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