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The University of Wisconsin-Stout Rehabilitation Research and Training Center (RRTC) on Community Rehabilitation Programs
conducts research funded by the National Institute on Disability and Rehabilitation Research* on behalf of Community-Based
Rehabilitation Programs (CRPs). This report examines research related to the issue of informed consumer choice. Portions of this
document are excerpted from: Consumer Choice, Satisfaction, and Outcomes: Are They Related? a paper presented at the Community-
Based Rehabilitation: Research for Improving Employment Outcomes Conference, September 12-13, 2002 in Washington, DC
(Hagen-Foley, et al, 2002). *U.S. Department of Education, grant number H133B30088.

FORWARD

Informed choiceis*adecision making process
inwhichtheindividud analyzesrdevantinformation
and selects, with the assi stance of therehabilitation
counselor or coordinator, avocational goal . . .

I mplementing informed choi ce requirescommuni cat-
ing clearly, gathering and understanding information,
Setting god's, making decisions, and following
throughwithdecisons’ (Section 12(e)(2)(F) of the
Rehabilitation Act of 1973, asamended, 34 CFR
361.52).

Aslegidatorswere devel oping mandatesfor
informed choice, disability-rightsadvocateswere
discussing theneed for self-determination. Self-
determinationisaprocessthat identifiestheindi-
vidual asthe primary decision maker over the
nature, extent and duration of services. It makesthe
individud withadisability the primary change agent
intharlives.

What istherole of CRPsin assisting persons
withdisabilitiesinachieving their vocationa goas
and how effectiveare CRP staff at assuring informed
choiceand/or salf-determination? Doesinformed
choice happenin CRPs? Theprior sentenceall but
assumesit does, the questionishow effectively do
they doit?Inthefollowing pages, wetry to provide
partial answersto these questions by understanding
the processes by which CRP staff encourage and
support consumers' self-determination.

KEY FINDINGS

The RRTC has conducted research to identify
the extent to which informed choice occursin CRPs.
The project “How the CRP Industry and Persons
with DisabilitiesAchieve Competitive Employment
Outcomes’ was undertaken to identify vocational
rehabilitative servicesre ated to successful employ-
ment outcomesfor individualswith disabilities. The
sampleincludes 779 individua swith different
disabilitiesincluding cognitive, physical and mentd
health needsand 65 organizationsboth rural and
urbanthat provide different typesof vocationa
servicessuch asnatural supports, supported em-
ployment, etc.

Thisstudy included measuresof informed
consumer choice and satisfaction with servicesand
outcomesfrom the perspective of the consumer.
CRP staff were al so asked to estimate the extent to
whichindividua consumerswereinvolvedin plan-
ning their servicesor employment goas. Table1
liststhe percent of agreement among consumersand
CRP«taff regarding activitiessupportinginformed
choice. Consumersand CRP staff report fairly high
levelsof informed choice. It isapparent from these
findingsservice providersareusing different ap-
proachesto provide informed choice.

Itisclear that both consumersand CRP staff

seethemsalvesasbeing engaged in theinformed
choice/sdf-determination process. Nearly al indi-
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vidualsreport that their work interestsand skills
werediscussed, and CRP staff clearly recognizethe
requirement to provide those circumstancesthat
encourage sdf-determination. Underlying dl of this,
of course, isthe assumption that the best employ-
Table 1.

ment outcomes balanceindividual needsand desires
for employment with their skills, interests, aptitudes
and abilities, meaningful and satisfying work, poten-
tia for career advancement and local economics.

The consumer’ s work interests were asked and talked about.
The consumer’s work skills were asked and talked about.

It was clear to this consumer how the CRP would help him/her get job.

This consumer was involved in developing his/her employment plan.

The consumer understood how employment services would help him/her.

When this consumer left the CRP, he/she was able to choose the job they wanted.
The consumer was able to try jobs to see how he/she liked them.

% Agreement
Consumer Staff

92.0 97.8
93.2 97.8
89.4 96.3
86.3 96.0
87.6 94.1
74.1 91.0
65.3 87.1

IMPLICATIONS FOR
CONSUMERS

For someindividuals, theavailability of choices
isanew experience. Many of our customershave
never had the opportunity to make choicesinther
own lives. Someone or some system hasmade
choicesfor them. Withideal resources, thiscustomer
could bereferred to adecision making informed
choiceclass. Allowing the customer to givethe staff
the power to maketheir decisonsisnot informed
choice.

Inredlity, itisour responsbility to engagethe
customer in theinformed choice process. The staff
needsto be very clear with the customer that they
arenot making the decisionsfor them but will
providethem information to maketheir own deci-
sons. Starting with small decisonsand alowingthe
customer some experiencewith successful decision-
making isaway to begin this process.

The consumer may not know what servicesor
employment optionsareavailable. They may not
even befully awareof ther interests, skillsand goas
for employment or to have along-term employment
godl. Itisimportant to beintunewith what the
individua wants. To support anindividud inthe
choice-making process, the service provider should
“encouragethecustomer to strongly think about his/
her reasonsfor wanting to go in thedirection that he/
sheischoosing and talk about thosereasonswith
him/her. Itispossiblethat they don’t know all they

think they do about this particular decisionand by
thoroughly discussing it hemay get abetter under-
standing.” Another serviceprovider states, “1 am
honest with the customer and any interested family
or advocates about the risksand concernsthey have
about aparticular job or employment sitethey are
considering. If the personissimply unableto decide
becausethey are conflicted, then we delay the
decision. If | sensethat thefearsof thefamily/
advocate areinterfering with the decision making of
the customer, then | meet with the customer sepa-
rately, unlessthereisaguardianinvolved or the
personisunder 18.”

The serviceprovider ischarged with both
identifying optionsand presenting theseto the
consumer inamanner that truly respectstheindi-
viduals needs, desiresand gods. Theroleof the
service provider involvesgathering information,
assgtinginthedecisonmaking, and alowingtime
for theclient to select the“best” possible choicefor
them. When the self-determination partnership
between consumersand service providersisfully
realized, vocational outcomesreflect theconsumers
interests, skillsand goals, and consumersarelikely
more satisfied with servicesreceived and outcomes
attained, maintain empl oyment meaningful tothem
and experience career advancement and economic
sdf-aufficiency.




RELEVANCE TO CRPS

CRP gtaffsrecognizetherequirement to
provideinformed choice. Full implementation of the
goasof informed choicerequirestheactive partici-
pation of consumersand CRP staff.

Barrierstoimplementing self-determination
fully includethelimitationsplaced by funders(i.e.,
typeand/or hoursof servicesallowed) and local
economies(i.e., urbanvs. rura, unemployment
rates). Recognizing theselimitations, CRP staff can
and do encourageinformed choice. Canwedo
more?

Arewedoing everything possibleto foster
informed choi ce and salf-determination by our
customers?\What strategies might weemploy to
encourage greater levelsof choiceand self-determi-
nation? How canweimprovetherehabilitation
partnership to empower consumers? I nformed
choiceand salf-determination emphasi ze person-
centered planning, cons dering the specific attributes,
needs, desires, goadsof eachindividual through:
andyzing needs, gathering information, describing
options, evd uating theinformation, salectingfrom
among the optionsand making achoice, accepting
therisk of failure, assuming respongbility for the
outcomeof the choice, and evaluating theresults of
choicemaking and using theinformationin future
choicemaking experiences. AsaCRP, areyou:

* encouragingindividua sthrough theemployment
processin exploring options, discussing needs,
andidentifyinglong-term career aspirations?
What aretheir skills?Interests? Needs? Dreams?

* creatively exploring and supporting employment
options? What isimportant to themin ajob?
What motivatesthem to work?What kind of
supportsdo they need on ajob?What kinds of
tasks do they want/not want to do on ajob?
What istheir dream job? Thesky isthelimit! If
theindividua hasan employment god that seems
unattainable, what aspectsof that work are of
primary interest to them?What ismost appealing
to them about their dream job?How canthis
apply totheir career path? What other crestive

optionsfor employment areavailablefor themto
pursuethelr interests?

* providinginformationtoeachindividud regarding
programsand the opportunitiesand alternatives
availableinamanner understandableto the
consumer, repesting theinformation regularly and
verifying that the consumer hasaclear under-
standing of their choices? Perceptionsof the
acceptability of aspecificjob may change after
experienceinthepogtion.

Anexamplefrom the National Center on Self-
Determinationillustrateshow identifying skillsand
interestsand crestively considering employment
optionsempowersindividua sand benefitscommu-
nities. A middle-aged man was served inagroup
home and adult day care center. Heloved musicand
riding aroundin hiscar. Therearemany small car
repair businessesin hisneighborhood. Eachrequires
thedaily servicesof acourier who picksup car
partsfrom warehousesand deliversthemto the
garages. Henow hasabusinessof hisown deliver-
ing car partsand enjoysriding aroundin hiscar and
livesin hisown gpartment. By identifying theskills,
interestsand abilitiesof thisindividual and consider-
ing the employment potentia of these attributes, the
service provider isfocusing onthevaueof the
individual and theimportance of each person’s
unique contribution to the community and the
broader economy.

In reality, many timesjobspop up and create
pressurefor usto fill theminour eagernessto serve
our customersand our well-devel oped employers.
However, we must not spread thisanxiety/pressure
ontothecustomer! That istheredlity of practicing
thismodel of informed choice. So, bottom line, our
customersneed to take thetime necessary to make
thedecisonfor themselves.

SUMMARY

Theresearchisevidence of theexistenceand
extent of informed consumer choicein community
rehabilitation programs. Thisresearch doesnot
describethe specific processesby whichinformed
choice occursin CRPs. How do serviceproviders
assureinformed choice/self-determinationin services
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and employment godsfor all consumers?How do
service providersencourage consumersto look
beyond ajob and devel op long-term employment
godswithindividuaswho, perhapsduetotheir
disability, think only of the short-term future?Please
cometo our websiteto continuethediscussion:
http:/Amww.rtc.uwstout.edu

Addresscommentsor questionsregarding the
research of thisRRTC or any of theinformation
presented in thisdocument to: DebraHagen-Foley,
Ph.D., Research Coordinator, RRTC on Community
Rehabilitation Programs, University of Wisconsin-
Stout, Menomonie, W1 54751 or by e-mail to
hagen-foleyd@uwstout.edu

Additionaly, for moreinformation on salf-
determinationvisit thefollowing websites:

www.sdlf-determination.org
www.sdl f-determinationohsu.org

577 DIR #FE8357727

The CRP Brief is published 3 times a year by the
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