[Based on feedback from Disability Program Navigator Projects, Michael Morris, Executive Director, NDI, developed a hypothetical case scenario for DPN Project Leads to use with prospective candidates for the Disability Program Navigator position to help identify their problem solving skills.  The end of the document includes observations and problem solving strategies].

Identification of Prospective Navigators Problem Solving Skills

CASE SCENARIO

Two brothers, Travis and William, have entered the One-Stop Career Center for the first time. Travis, 23 years old, recently was laid off from his first job as a web developer after two years of employment with the Juniper Multimedia Corporation. He has a B.A. degree from the State University with a major in English. 

William, the older brother, is 27 years old. He has never had a full-time job. Challenged by learning disabilities and cerebral palsy, William was a special education student who has no postsecondary education degree. He has attended some community college classes. William’s speech is difficult to understand and he uses a powered wheelchair.

John Lowman is the first staff member at the One-Stop to notice the two brothers as they enter the Center. He asks Travis if he has been to the One-Stop before. Travis replies no, but his brother has been here twice before and not received much support. John apologizes and suggests that William may want to schedule an appointment with the Rehabilitation Counselor who makes individual appointments every Tuesday and Thursday afternoons.

John offers to take the brothers on a tour of the Center and explains that in one hour there will be a group orientation. William then talks for the first time. He asks “What about some new person who is supposed to be a Navigator. Can I see him? I have some problems with my Social Security benefits and received notice of some new Ticket. Can you help me with these things?” Travis then asks whether there is a Navigator that can help him.

John excuses himself for a moment and tells the brothers they should start their job search process in the Resource Room, and log on to the computers to help with a job search and a list of current job openings. William explains he is not very good at using the mouse on the computer. John suggests that his brother help him.

John leaves the two brothers to go find the One-Stop Office Director.

Questions

1. Identify different ways to be responsive to each brother?

2. Identify barriers to successful intervention for William? For Travis?

3. List the steps that need to be taken to assist each brother, and who should be involved in the process?

4. If you were John, what would you do differently? If you were John’s supervisor?

5. If you were John, what additional information or resources would you want to have, and collect, to effectively assist each brother?

Other Thoughts:

Observations and Problem Solving Strategies

1.
One-Stop staff should be sensitive to the needs of all customers.

2.
John should not hesitate to address William directly and learn more about what happened on the prior two visits.

Did he see and talk with a specific staff member? Did he fill out any registration information? Was he offered assistance or asked if he needed an accommodation?

3.
There should not be an automatic referral to the rehabilitation counselor.

4.
Both brothers might benefit from an orientation to services available from the One-Stop.

5.
William needs assistance with the computer. Staff should be available to provide assistance as a reasonable accommodation.

6.
Center staff should also be familiar with the local area Work Incentives Planning and Assistance (WIPA) program funded from SSA. Staff should know who the local Community Work Incentive Coordinators (CWICs) are and how to contact them and make referrals to them. Staff should also have information about the Ticket to Work (i.e. who the local ENs are and what services they can provide). The staff should help with appropriate referrals and make sure William is connected to these resources.

7.
John should be sharing with Travis the way to access on line current job opportunities in the Tech field that might be appropriate given his educational and professional experience.

8.
John should learn more about William’s interests and skills to help identify possible job listings he may for which he may qualify.
9.
Opportunities may be identified that require more skill or training. With assistance from the Navigator, John may opt to pull together an Integrated Resource Team (For more information on IRTs – go to http://dpnavigator.net/pages/resources_a5.html) that consists of a Community Work Incentive Coordinator (CWIC), other service agency staff that are currently involved with William, and a WIA Counselor from the One-Stop to consider eligibility for intensive and training services. This initial IRT meeting could also be used as a forum to identify other resources and service providers that William may benefit from.

10. Neither brother should leave without specific next steps identified and negotiated that are acceptable to them. A timetable for follow up activities should be developed that may include the Navigator in addition to other One-Stop Staff and partners to build systems coordination and resource sharing.

