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Executive Summary

The Texas Workforce Commission (TWC) implemented several organizational
changes, effective September 1, 2021, to further improve customer service
and to increase outreach about services offered across the agency and
workforce system to help Texans. First, a new Customer Care Division
(Customer Care) has been created that will focus on enhancing customer
service. The new division is charged with developing a main entry point
(also referred to as Main Door) that is easy to locate and access by the
public for TWC and the workforce system information or services. The
Customer Care division will be equipped and trained to take inquiries from
any customer and then either assist the customer directly or provide a warm
handoff to the right person in one of the agency’s other divisions or with the
local workforce board. Both Customer Care team members and TWC staff
serving customers who engage with the agency through other entry points
will also help customers know about the full array of TWC and Workforce
System services that they may be able to benefit from. Planning for the new
division is underway, and staff from across the agency are participating in
collecting information on the various entry points into the agency that TWC
customers use to inform the development of the main entry point. Second,
the Office of Employer Initiatives was expanded to include a Strategic
Outreach function. The expanded office will increase outreach to employers
to make them aware of the array of services available through the agency
and workforce system. In addition, Strategic Outreach and Employer
Initiatives will partner with TWC divisions to develop and implement
enhanced outreach and communication strategies to increase awareness of
TWC programs and services to potential customers and stakeholders. These
organizational changes will reinforce and expand the agency’s emphasis on
providing outstanding service to all customers.

TWC's Vocational Rehabilitation Division (VRD) is participating in planning
and implementation activities for both new divisions. Collaborating with the
Customer Care and Strategic Outreach and Employer Initiatives Divisions will
benefit VRD programs by improving access to and visibility of the array of
services available to people with disabilities through TWC, including VRD.

VRD staff and providers continue to deliver services to customers, through
both remote and in-person service delivery strategies. Although remote
service delivery strategies were developed in response to the COVID-19
pandemic, VRD will continue to offer all customers a choice of remote
access, in-person access, or both, depending on the customer’s preference
and access to technology. VRD envisions that timely service delivery and
active customer engagement will be consistently achieved with either mode
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of access by the customer. This goal will be the core standard by which the
division’s telework practices are evaluated, and as necessary revised.

The following report includes legislative updates as well as program updates
and initiatives.

Legislative Updates

The Texas Workforce Commission (TWC) Vocational Rehabilitation Division
(VRD) has been tasked with leading or coordinating some of the efforts
related to the several items passed by the 87t Texas Legislature during the
regular session. Updates will be provided at future meetings as those items
are implemented. Below are updates on actions taken to date:

Rider 48: - This rider requires TWC to use funds appropriated for
apprenticeship programs and Vocational Rehabilitation to conduct an
inventory of all current apprenticeship and internship opportunities for
people with disabilities. The inventory shall include the number of
opportunities, the length of the programs, age ranges, whether the employer
is public or private, geographical distribution, program funding and publicity,
and the number of individuals that obtained full-time employment as a result
of the program. The inventory shall be made available to the Rehabilitation
Council of Texas and the Legislature by October 1, 2022.

Update: A workgroup comprised of TWC staff from VRD, the Workforce
Development Division Office of Apprenticeship, the Adult Education &
Literacy Program, and the Information Innovation & Insight Division will be
charged with taking inventory of all current apprenticeship and internship
opportunities for people with disabilities.

SB 1917 by Sen. Lucio - Relating to a public outreach campaign for aging
adults with visual impairments. Effective 9/1/21

This bill requires the Health and Human Services Commission (HHSC), in
collaboration with the Texas State Library and Archives Commission (TSLAC)
and other appropriate state agencies, to conduct public awareness and
education outreach campaigns designed to provide information relating to
programs and resources available to aging adults who are blind or visually
impaired. The bill specifies that the campaigns be tailored to targeted
populations, including aging adults with or at risk of blindness or visual
impairment and their families and caregivers; health care providers;
community and faith-based organizations; and the general public. The bill
further specifies that the campaigns must be disseminated through methods
appropriate for each targeted population by attending health fairs and
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working with organizations or groups that serve aging adults, including
community clinics, libraries, support groups for aging adults, veterans
organizations, for-profit providers of vision services, and the state and local
chapters of the National Federation of the Blind.

To support these campaigns, the bill requires HHSC to establish a toll-free
telephone number for providing counseling and referrals to appropriate
services for aging adults who are blind or visually impaired. HHSC also must
post on the agency’s website information and training resources for aging
adults, community stakeholders, and health care and other service providers
that generally serve aging adults, including: links to websites that contain
resources for persons who are blind or visually impaired; existing videos that
provide awareness of blindness and visual impairments among aging adults
and the importance of early intervention; best practices for referring aging
adults at risk of blindness or visual impairment for appropriate services; and
training about available resources for staff of aging and disability resource
centers.

The bill requires HHSC to designhate an HHSC contact to assist aging adults
who are diagnosed with a visual impairment and their families in locating
and obtaining appropriate services and to encourage awareness of reading
services for persons who are blind or visually impaired that are offered by
the Texas State Library and Archives Commission.

Update: VRD staff have met with HHSC several times to coordinate efforts to
implement this legislation. TWC'’s Older Individuals who are Blind program
routinely provides information to every eligible customer about Texas State
Library and Archives Commission services and applications for accessible
materials.

Policy & Procedure Updates

Vocational Rehabilitation (VR) Standards for Providers

The VR Standards for Providers Manual was updated on October 1, 2021 to
include an increase of rates paid for employment services, Pre-Employment
Transition Services (Pre-ETS), and Autism Spectrum Disorder support
services. The increase is by 22.5 percent and was approved by the
Commission on September 28, 2021.
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New or significant initiatives relating to disability
programs

We Hire Ability Employer Recognition Program

As the first year (2021) of the We Hire Ability program cycle came to a
close, TWC recognized eleven outstanding disability-inclusive employers
from different regions of the state, in a mix of industries, both large and
small employers. TWC is pleased to continue with its partnership year-round
with these organizations who are proving that disability inclusion can be
achieved at any level and with varying occupations. Notable employers
include Adaptive Construction Services, KUMORI sushi, Goodwill Industries
and McLane Company. TWC will continue to expand content to include
recognition of these employers and their best practices to continue to build
interest from additional employers.

VRD completed and distributed a cross-promotion flyer for We Hire Ability
and We Hire Vets which was distributed to our outreach teams, Boards, and
partners.

On Sept. 28, 2021, TWC Commissioners approved a change to an open
nomination period for We Hire Ability. As TWC heads into the next two-year
recognition cycle, employers and partners wishing to nominate an employer
for a We Hire Ability decal may do so all year round without a deadline.

We Hire Ability recognizes employers whose workforce includes individuals
with disabilities in an integrated workplace, and in which they comprise at
least 10 percent of the employer’s Texas-based workforce.

Summer Earn and Learn

The 2021 Summer Earn and Learn has concluded. Approximately 2,100
students participated in work readiness training and paid work experience.
The final SEAL report on the 2021 program will provide final participation
numbers, as well as additional information on the number and type of
participating employers.

Embedded Pre-ETS Launch 2021

Embedded Pre-ETS is a new service for students with disabilities that
officially launched in August. Through partnerships between VRD,
contracted providers, and schools, students receive intensive Pre-ETS during
the school day that span most of the school year. These services are
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intended to deepen students’ understanding of pre-employment concepts
and develop stronger readiness for employment and independent living.
Curriculum provided to the students will support and enhance the instruction
typically received in school.

Contracts for this service were executed in June 2021 for services in all six
VRD regions. Providers were solicited through a Request for Proposals (RFP)
and all responses were reviewed thoroughly to ensure objectives for this
service would be met. Providers have recently participated in a contract
orientation and VR staff in all six regions have been oriented to the service.
Providers, VRD staff, and school partners began meeting in early August to
establish communication and plan services. Additionally, VR staff received a
training to go over the purchasing process for this service in August

Development of Training for VR Counselors Serving
Customers who are Deaf or Hard of Hearing

The deaf and hard of hearing training workgroup continues its efforts on
building capacity for VR staff to effectively serve customers who are deaf or
hard of hearing. The core group had requested TWC staff be assigned to
work on developing the training. Since then, the subgroup members have
been assigned training topics based on the modules previously identified.
These modules include: Module 1: Deaf Culture and Community Members;
Module 2: Legal Considerations and Accommodations; Module 3: TWC
Procedures, TWC Policies, and Accessible Academic Institutions; and Module
4: Valuable Frameworks (Self-Advocacy, Self-Determination, Mentoring &
Work Base Learning, Mental Health). A virtual meeting has been scheduled
for the members on October 20, 2021 to discuss the parameters each
workgroup member should use to begin developing the content for their
specific topics. A timeline for the rest of the project will be finalized during
this meeting. Once this meeting has taken place, a meeting with the CORE
group will be held to provide an update and discuss next steps on the
project.

Outreach, Awareness, and Engagement

Start My VR - Since the introduction of Start My VR, the online self-referral
portal for prospective VR and OIB customers, VRD received 947 tickets as of
the end of August 2021. Of those 947 tickets, 923 were for VR and 24 for
OIB. There were 531 or 56% of those tickets that resulted in new initial
contacts in the case management system. Outreach materials are being
updated to incorporate this platform as another option for customers to
access services. This includes a flyer that will be available in English and
Spanish.
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Texas HireAbility - VRD staff collaborated with staff from TWC’s newly
formed Strategic Outreach and Employer Initiatives Division to refresh and
update the Texas HireAbility campaign website and logo. At the time of this
update, 20 events are planned for October hosted by VR and Board staff.
TWC has already seen media interest in this campaign and activities related
to National Disability Employment Awareness Month (NDEAM) from local
Austin station KVUE and KTRE in East Texas.

The Texas HireAbility Employer Forum & Lex Frieden Employment Awards
will be held on October 28, 2021 in partnership with Workforce Solutions
Capital Area, Governor's Committee on People with Disabilities and
VRD/TWC. Featured employers include DELL, Ascension Seton, Southwest
Airlines and CVS. Our keynote is well-known disability advocate and NASA
Mission Control Operations Manager Tracy Minish.

Social media posts throughout the month will support outreach efforts, as
well as outreach by the Workforce Boards. For example, Workforce
Solutions Gulf Coast highlighted Start My VR exclusively for their Fox news
media spotlight on Oct. 8, 2021. This is one of the largest media markets in
the country.

White Cane Day

The President of the United States annually recognizes White Cane Day by
the Blind Americans Equality Day Proclamation in October to acknowledge
the abilities of people who are blind and to promote equal opportunities as
any other American.

The mission of White Cane Day is to educate the world about blindness and
how the blind and visually impaired can live and work independently while
giving back to their communities, to celebrate the abilities and successes
achieved by blind people in a sighted world and to honor the many
contributions being made by the blind and visually impaired.

Texas Governor Greg Abbott issued a proclamation declaring October 15,
2021 to be White Cane Day in Texas. Virtual White Cane Day celebrations
were held in Austin on October 13 and in Houston on October 15.

Long-range strategic plans for people with
disabilities

TWC VR programs are included in the Texas Workforce System Strategic
Plan for FY 2016-FY 2023, facilitated by the Texas Workforce Investment
Council. A link to this plan is located
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at:https://gov.texas.gov/uploads/files/organization/twic/Texas Workforce S
ystem Strategic Plan (FY2016-FY2023).pdf

TWC’s 2019-2023 agency strategic plan is posted on the agency’s website
at: https://twc.texas.gov/files/twc/strategic-plan-fiscal-years-2019-t0-2023-

twc.pdf
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Disability Program Updates

Vocational Rehabilitation Services

A. SFY 2021 Q4 State VRD Management Measures

Name of Measure EOY Cumulative Percent
Target Performance Target

Key Performance Measure:

o)
Number of Participants Served [1] 71,962 65,266 91.0%

Management Measure:
Number of Exiting Participants Who 11,372 10, 534 92.6%
Achieved Employment Outcomes

Management Measure:
Percent of Exiting Participants Who 50% 47.5% 95%
Achieved Employment Outcomes

[11 A participant is defined as an individual receiving VR services in accordance with a signed
and approved Individual Plan for Employment. This number includes active carry-over cases
from previous fiscal years and new participants in SFY 2021.

B. Independent Living Services for Older Individuals who are
Blind (OIB)

As of September 1, 2021, the OIB program has a dedicated manager (Kira
Hollywood-Sythoff) for the field workers and has a total of 16 field workers
along with the two State Office Program Specialists. By the end of State
Fiscal Year (SFY) 2021 the program served a record number of customers
and much is due to the OIB Helpline that was started this year. That
number is 512-936-3388. OIB referrals can also complete an on-line
request for services through the TWC intranet portal Start MY VR.

At the end of SFY 2021, the OIB program served a record number of 2,082
customers.

C. Business Enterprises of Texas

As of the end of the fourth quarter, the Business Enterprises of Texas (BET)
administered the operation of 113 food service and vending businesses on
state and federal properties located throughout Texas. BET businesses are
operated by Texans who are legally blind. At the end of this quarter,
managers operating businesses within BET employed 1,431 Texans including
156 with disabilities.

Follow Up Item from last meeting: How many BET operated businesses
were closed during the pandemic?
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Response: This number changes on a weekly basis therefore difficult to
provide exact number. All the cafeterias/snack bars/cafes in state and
federal buildings were closed beginning March 2020, however some have
reopened, and some remain closed since March of 2020. The prison routes
were also affected while the Governor’s executive order of no visitation at
prisons was in place (for several months) but that order has now also been
lifted. Other businesses were not impacted such as the rest area vending
routes and post office routes, those remained open throughout the
pandemic.

Upcoming Events

Annual Texas Workforce Conference - November 17-19, 2021
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