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Executive Summary 

Texas Workforce Commission (TWC) Vocational Rehabilitation Division (VRD) 
staff and providers continue to deliver services to both new and existing 
customers, through both remote and in-person service delivery strategies.  
Given the ongoing COVID-19 pandemic and significant rise in virus 
transmission in late 2020 and early 2021, the priority of VRD continues to be 
the health and safety of customers, providers, communities and staff, while 
also implementing flexible, effective and creative processes and methods to 
continue customers’ services.  To ensure ease of access to VR services for 
customers without reliable access to technology, VRD implemented protocols 
to allow regional and field office staff who provide direct services to 
customers to implement in-person options for document and/or equipment 
exchange, and for short duration appointments.  In early December 2020, 
VRD also finalized a data-based approach for increasing in-office staffing and 
in-person services as virus transmission rates decrease and the risk to 
customers and staff subsides in 2021.  

To ensure the potential customers and communities are aware of VR 
services, VRD continues to develop and implement outreach, awareness and 
engagement strategies.  TWC recently updated the agency website 
homepage and added a tab entitled People with Disabilities. One click on this 
tab takes the viewer to information about the agency’s programs and 
services for people with disabilities. VRD has already seen an increase in 
page views and visits to VR pages due to this effort.  VRD is also working 
with the TWC Information Technology department to implement several 
technology solutions, including an online option that will allow customers to 
self-refer, thereby expediting their connection to VR. 

The following report includes a summary of program updates and initiatives.  
In addition, VRD continues to work on improvements to service delivery 
processes as well as outreach, awareness, and engagement activities, and 
updates will be provided in future reports. 

Legislative Updates 

Legislative Appropriations Request for FY 2022-2023 

TWC's LAR was submitted on October 9 and presented to the Governor’s 
Office and the Legislative Budget Board at the Joint Budget Hearing for TWC 
on October 29. 
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TWC’s Exceptional Item requests include requests for capital budget 
authority that improve access to information and service delivery for 
individuals with disabilities: 

• A Vocational Rehabilitation (VR) system replacement project that 
would replace the current Texas Review, Oversight, and Coaching 
System (TxROCS), ReHabWorks, and ReHabWorks Reports 
applications with a modern, efficient system that is incorporated into 
an integrated case management system that serves all agency 
programs.  The cost will be approximately $13.6 million in federal 
funds. 

• TWC internet website redesign to make the agency’s information more 
accessible and user friendly for any Texan requiring agency assistance. 
The cost will be approximately $930,000 in cost allocated funds across 
numerous programs. 

An enhanced customer communication effort that would enable agency 
program staff to communicate via text message with external customers, 
beginning with those seeking assistance with Vocational Rehabilitation 
services and Unemployment Insurance benefits.  The cost will be 
approximately $350,000 in federal funds. 

Policy & Procedure Updates 

Exceptions to Standards for Providers and Vocational 
Rehabilitation Services Manual during COVID-19 Pandemic 

On March 30, 2020, in the wake of the onset of the pandemic in Texas, VRD 
implemented the first of several rounds of exceptions to its business 
processes and procedures in the Vocational Rehabilitation Manual (VRSM) 
and Standards for Providers (SFP).  The goal of these exceptions was to 
streamline and automate processes for both staff and providers to enable 
continuity of services, both remote and in-person, to VRD customers. In the 
subsequent months, VRD observed improved efficiencies using these 
temporary exceptions. As a result, on September 1, 2020, VRD incorporated 
many of the exceptions into its standard operations in the VRSM and SFP.  
In September VRD also added a temporary exception to enable providers 
using virtual platforms for training to increase the instructor to customer 
ratio from 1:6 to 1:8, so long as the provider maintains quality instruction.  
A few other exceptions were not incorporated into standard processes on 
September 1, 2020 because they were implemented based on a temporary 
exception issued by another governing authority, such as Homeland 
Security, DPS, an order of the Governor or based on local decisions made by 
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independent school districts, particular circumstance of a customer, or 
academic school years.  At the end of December 2020, VRD extended most 
of these exceptions until May 31, 2021 or the period specified by the 
governing authority. 

Vehicle Modification Project 

In 2020, a project was initiated to evaluate and recommend improvements 
to vehicle modification policies and business processes.  The goal of the 
project was to increase availability and expedite delivery of services for 
customers who need a vehicle modified to succeed in their employment goal. 
As part of the process, the project team conducted interviews with 
customers, representatives from community organizations, vendors, and 
VRD staff.  The project team also included individuals who use modified 
vehicles. The VRD director approved all recommendations from the team for 
improvements to business processes, communication strategies, and staffing 
of the vehicle modification process. 

The team determined that policy revisions were also necessary to ensure the 
decision to modify a vehicle is based primarily on the customer’s need for 
transportation that best enables the customer to engage, retain or advance 
in employment.  The VRD Director and TWC Executive Director approved the 
proposed policy revisions to move forward for Commission consideration in 
early 2021.  An update will be provided in the next report. 

New or significant initiatives relating to disability 
programs 

Embedded Pre-Employment Transition Services (ETS) 

Through a Request for Proposal conducted in 2020, VRD is now entering into 
contracts with providers in each VR region to implement a new service for 
students with disabilities, entitled Embedded Pre-ETS. This service will allow 
providers to work with high schools to provide Pre-ETS services to students 
on the high school campus. VRD anticipates that this new service will 
increase the number of students receiving Pre-ETS and will benefit students 
and families by having the services provided in a setting with which they are 
familiar. In addition, students will have more time to explore Pre-ETS 
concepts and receive training that will prepare them for life beyond high 
school. 
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Online Student Transition Fairs 

Throughout 2020-21, VRD hosted online events designed to assist students 
with disabilities aged 14-22 in planning their futures through career 
exploration. The Online Student Transition Fairs provided students with 
opportunities to learn about careers and opportunities for postsecondary 
education and training. In addition, students were able to interact with local 
employers and learn about potential work experience opportunities. The 
Online Student Transition Fairs include job fairs, career fairs, transition 
education events, and other events for students and adults with disabilities 
using the Easy Virtual Fair platform.  This virtual event platform is accessible 
by both computer and mobile devices, using the Google Chrome web 
browser.  Thirty-six events have been conducted to date, with additional 
events scheduled January through April.  Planning for additional events is 
underway.  For event information, please visit https://twc.texas.gov/virtual-
job-fairs. 

TWC OIB Expansion Project 

The Independent Living Services for Older Individuals who are Blind (OIB) 
program continues increase the number of customers it serves. The major 
eye conditions in the United States are age-related and there are many 
underserved communities, especially in more rural areas, where the OIB 
program needs to reach Texans who may benefit from services with the 
program.  In 2020, VRD received approval to expand the OIB program.  
Expansion strategies include additional staffing as well as several statewide 
initiatives. Prior to expansion 14 OIB Workers served the state’s 254 
counties. South Texas continues to be the region with the largest caseloads 
and most referrals.  To address underserved areas, several new positions 
are being added in South Texas under the OIB expansion.  An OIB Worker 
recently was hired for the Victoria/Corpus Christi area and a second worker 
in San Antonio will be hired in 2021.  In addition, a full time Rehabilitation 
Worker has been added to South Texas.  Additionally, Vocational 
Rehabilitation Teachers (VRTs) in South Texas are providing skills training to 
OIB customers to assist the large caseloads with more timely services. 

West Texas is also a large rural area with underserved counties.  Two VRT 
positions in Amarillo and Odessa will serve both OIB and VR customers, thus 
expanding the reach of the program and the number of customers it can 
serve. VRTs in other parts of the state will also be trained to serve OIB 
customers, particularly in areas in which there is not an OIB Worker nearby.  

To support the statewide initiatives, VRD added a statewide program 
specialist in state office. This new program specialist is working alongside 

https://twc.texas.gov/virtual-job-fairs
https://twc.texas.gov/virtual-job-fairs
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the existing program specialist to implement the OIB Helpline phone number 
and email for referrals and inquiries, and a Peer Network of former OIB 
customers and other seniors with experience adjusting to blindness who can 
serve as mentors to OIB customers.  The Older Individual who are Blind 
(OIB) Helpline is: (512) 936-3388, oib.info@twc.texas.gov.   

The expansion of the program will help reach more individuals over the age 
of 55 who are experiencing vision loss and need assistance with living 
independently. 

Summer Earn and Learn 

In March 2020, due to the onset of the pandemic and concern over the 
safety of VRD customers, TWC made the difficult decision to cancel its 
largest summer program for students with disabilities, Summer Earn and 
Learn (SEAL). As 2021 gets underway, VRD is executing contracts with the 
28 local workforce development boards (Boards) for SEAL 2021.  VRD 
anticipates that through its partnership with Boards, more than 2,500 
students with disabilities will participate in work readiness training and paid 
work experience this summer.  This year, some aspects of SEAL may be 
delivered remotely if needed based on the state of the pandemic as summer 
nears.  

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

In 2020, TWC VRD convened a workgroup to develop training for VR 
counselors and other VR staff that serve customers who are deaf or hard of 
hearing. The training will build the capacity of VRD to effectively serve this 
important customer group.  The workgroup includes numerous stakeholders 
and community partners, including the Texas Association of the Deaf, Texas 
School for the Deaf, HHS Office of Deaf and Hard of Hearing Services, the 
Governor’s Committee on People with Disabilities, Statewide Outreach 
Center on Deafness, National Deaf Center, Gallaudet University Regional 
Center – South and others.   

The core work group has continued to meet to develop the curriculum, which 
will focus on the core competencies a VR Counselor should have to serve 
Deaf and Hard of Hearing customers.  The training workgroup has been 
expanded to include TWC VR staff (VR Counselors, Regional Program 
Specialists, Rehabilitation Assistants, Unit and other support staff) across the 
state.  The TWC VR staff were chosen to represent and bring together this 
diverse group to develop training which would result in consistent 
implementation of policies and services across the state.  The stakeholders 

mailto:oib.info@twc.texas.gov
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have been in contact with the VR staff to gather information specific to each 
person to assist with determining which individuals are experts in what 
areas.  The group will meet in January to continue to organize the 
participants and move forward with developing the training for the topics 
identified by the stakeholders. 

Outreach, Awareness, and Engagement 

TWC VRD has updated the website to ensure current customers, and 
potential customers, have access to the most current information regarding 
VR services.  Multiple webpages provide information about VRD programs 
and provide information about how to connect to a local office.  To improve 
visibility and ease of access to VRD program content, a new main tab for 
programs and services for people with disabilities, including VR, has been 
added to the TWC homepage. 

VRD has also updated the Texas HireAbility pages to include all recorded 
webinars from the October “Putting Texans Back to Work” webinar series. 
Employer resources were added to the Texas HireAbility page including Job 
Accommodation Network, Employer Assistance and Resource Network on 
Disability Inclusion and Department of Labor’s “What Can You Do?” 
campaign.  In addition, VRD will launch the We Hire Ability program in spring 
and will include website landing page, videos and program documents.  
Development of content is ongoing.  Beginning in 2021, 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, are eligible to receive a We Hire Ability employer 
recognition decal to display on their storefront and a digital decal to display 
on their website.  Other planned updates include a podcast series to support 
individuals who are blind and visually impaired as well as to promote Criss 
Cole Rehabilitation Center and the development of VR branded signage and 
materials.  TWC VR continues to explore and implement alternative ways to 
outreach and engage current or potential customers. 

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 
at:https://gov.texas.gov/uploads/files/organization/twic/Texas_Workforce_S
ystem_Strategic_Plan_(FY2016-FY2023).pdf 

https://gov.texas.gov/uploads/files/organization/twic/Texas_Workforce_System_Strategic_Plan_(FY2016-FY2023).pdf
https://gov.texas.gov/uploads/files/organization/twic/Texas_Workforce_System_Strategic_Plan_(FY2016-FY2023).pdf
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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-to-2023-
twc.pdf 
 
Disability Program Updates 

Vocational Rehabilitation Services 

A. SFY 2021 Q1 State VRD Management Measures 

Name of Measure EOY 
Target 

Cumulative 
Performance 

Percent 
Target 

Key Performance Measure: 
Number of Participants Served [1] 71,962 50,337 70% 

Management Measure: 
Number of Exiting Participants Who 
Achieved Employment Outcomes  

11,372 1,766 16% 

Management Measure: 
Percent of Exiting Participants Who 
Achieved Employment Outcomes 

50% 42% 84% 

[1] 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 

The OIB expansion strategy is described earlier in this report. The OIB 
program now has fifteen workers that are dedicated 100% to the ILS-OIB 
program, along with multiple other staff, such as Rehabilitation Assistants 
and VR Teachers, that serve OIB customers as well as VR customers. OIB 
now has two state-level Program Specialists that provide training and 
support to managers and OIB Workers and who are also responsible for 
implementing statewide strategies to expand the reach of the program. In 
addition to serving OIB customers, OIB Workers continue to conduct 
outreach activities and provide informational presentations in their 
respective communities.  At the end of the First Quarter of State Fiscal Year 
2021, the ILS-OIB program has served 1,084 customers. 
 

https://twc.texas.gov/files/twc/strategic-plan-fiscal-years-2019-to-2023-twc.pdf
https://twc.texas.gov/files/twc/strategic-plan-fiscal-years-2019-to-2023-twc.pdf
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C. Business Enterprises of Texas 

As of the end of the first quarter, the Business Enterprises of Texas (BET) 
administers the operation of 111 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 1,529 Texans including 
123 with disabilities. 

Follow Up Items 

GCPD committee asked TWC VR to include information in the next report 
about how the VR budget and performance was impacted during this last 
fiscal year. 

VRD continues to conduct outreach about the availability of VR services and 
continues to serve customers using virtual and in-person service delivery 
strategies. As with VR programs in other states, TWC’s VR program saw a 
drop in new applications for services during the pandemic.  In addition, 
services were delayed for some VR customers due to COVID-19 mitigation 
strategies, such as the temporary delays in elective surgeries or customers’ 
preference to pause services.  Applications began to pick up in fall 2020, 
although the persistence of the pandemic continues to result in lower 
customer demand for services.  Program expenditures also declined as a 
result of the reduction in new customers and the delay in some services for 
current customers.  Expenditures began to increase in early FY 2021, as 
customer contacts and applications also increased.  Finally, successful 
employment outcomes have also been affected by the pandemic and 
associated economic impact. 

The following table includes customers served and employment outcomes for 
the last three fiscal years.   

 

Regarding expenditures, Client Services obligations in SFY 2019 were 
$117.8M. In SFY 2020 Client Services obligations were $108.7M, a 

SFY Number of 
Participants 

Served 

Number of Exiting 
Participants Who Achieved 
an Employment Outcome 

Percent of Exiting 
Customers Who 

Achieved an 
Employment Outcome 

2018 72,707 13,089 60.79% 
2019 69,818 13,570 60.93% 
2020 66,264 10,763 57.24% 
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difference of $9.1M. Prior to the onset of the pandemic, VRD was 
implementing an action plan to increase the number of customers served 
with Client Services funds above the SFY 2019 amount, with a particular 
focus on Pre-ETS services for students with disabilities. Instead, the program 
experienced a reduction in overall Client Services obligations, and 
particularly in Pre-ETS due to the cancellation of the SEAL program. The SFY 
2020 SEAL program was expected to result in approximately $10M in Client 
Services expenditures to provide work readiness training and paid work 
experience to more than 2,500 students with disabilities. In addition, due to 
travel reduced travel during the pandemic, VR staff travel costs were $2.4M, 
about 58% of the SFY 2020 travel budget.  Travel costs in FY 2019 were 
$4.2M. 

The SFY 2021 Budget is as follows: 

Description 2021 Budget 
Salaries & Wages/Benefits  $        109,861,453  
Other Operating  $          11,219,910  
Travel  $            2,205,379 
Client Services  $        132,847,350  
Grand Total  $        256,134,091 

FY 2021 total obligations for the first quarter represented 28% of the total 
budget, slightly above the 25% target for the quarter. FY 2021 travel 
expenses remain low due to COVID-19.  VRD anticipates continued use of 
remote meeting technology for VRD staff and continued remote service 
delivery for VR customers.  Travel will occur as necessary for in-person 
service delivery and is anticipated to pick up in the second half of the fiscal 
year.  
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