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ABSTRACT

N

The purpose of the study reported in this paper was
to identify support systems for supervisors of people with moderate
special needs (MSN) in training internships and employment
situations. A questionnaire was mailed to 105 cooperating
practitioners who had served in previous years as on-site supervisors
(ONS) for students in a job traininc/placement program; of these, 66
useable replies were received for a response rate of 68%. Interviews
were also conducted with 27 former ONS and other employers and
persennel managers in business and industry. Findings indicated that
benefits of such employment programs to employers, MSN employees, and
the community are many. However, performance expectations often
exceed MSN exnployee ability, which tends to contrihute to
difficulties in psychosocial and emotional adjustment of the NSK
employee. Training supervisors who can provide specific information
and supervisory techniques for working with MSN employees and the
availability of such supervisors for ongoing consultation were seen
as major sources of support for ONS staff. Appendices include copies
of questionnaires and interview forms, lists of interviewees, 12
references, and a bibliography. (PB)
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INTRODICTION

This report, "A Study of Suppart Systems and Supervisory
Techniques Used in the ing and Employment of People with
Moderate Special Needs" is the result of a research project I
conducted Spring semester 1990 during my sabbatical leave from
the Thresiold Program at Lesley College, Cambridge, MA.

mmﬂugwmhemmmginﬂamfmas
m&:&mm%t%ﬁh&mm
working citizens.

The Threshold Program is a campus based two year program for
learning disabled adults in the low average intellectual range.
It strives to prepare this population of young adults for
" independent living through an academic and vocational amrriculum
based on a hands-on approach. Students divide their time between
specially designed campus based courses and vocational
experiences supervised by Threshol¢ faculty members and
cooperating persomnel in the field placements. Students may
choose to prepare for work in zarly chiléhood centers or in adult
human services in such settings as mursing homes or geriatric
day centers. An optional third year transitional program is
geared to encourage greater independence as students adjust to
paid wark experiences and living on their own.

For the past eight years, my reponsibilities as Early
Childhood Coordinator of the Threshold Program have included
teaching courses in Early Childhood Bducation, supevvising
students in their field placements, coordinating catacts and in
service workshops for on-site . Based on
this experience and in consul on with my colleagues, I
perceived a need for further clarification of supervisory issues
and the development of gquidelines which would be helpful in
supporting the work of the on-site supervisors with whom we co-
operate. It was also deemed probable that employers in business
and industry, as well as the mman services, could find such
gquidelines helpful. This project was launched in December 1989
with the hope that greater understanding of working with people
with moderate special needs would encourage employers to hire
them; and that clarifying techniques which foster better
performance would improve job retention for those hired.
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milemdifimtiasfarﬂ)amvisibleharﬂiapsmmm
: imlenarted,ﬂxere:@sapopﬂatimofadultswithspecialmeds
who encounter difficulties in daily living tasks and at the work
place which are not so widely r . This

MSN - person or people with moderate special needs (includes
those designated learning disabled with low average
intellectual capabilities)

GP -~ general population: all others except MSN or those with
clearly identified deficits

ONS - on-site supervisor: person responsible for supervising work
of MSN on the job site

TS - training supervisor: professionals who train and maintain
contact with the MSN and the ONS; this person could be from
witlﬁnthecu:ganizatimm:fxmanwtsidesance, ie. A
Rehabilitation counselor, Threshold faculty

WS = work supervisor: employee of the organization who
supervises the work of the ONS; i.e. director of an agency
ar school, company executive, department head

(Reference to the WS is made in the questiomnaire, but is not

disassedinthefimingshecmsetoofwrepcndemsarmred
questions in regard to the Ws,)

'Iypically,}ﬂi,ﬂmetametpopulatimfcrttﬂssuﬂycwld
not be singled out by their physical appearance from cthers in
the gereral population (GP) . They are a heterogeneous
populat:ion characterized by low average intelligence, with poor
reading and/or math skills, difficulty with verbal and/or written
commy, » inability to abstract and generalize, and social
immturity. Some other characteristics which ocaur in this
population are short attention spen, distractibility, information
processing deficits, memrypmb%es, perseveration, and




inappropriate social responses. any one individual can
demonstrate a scatter of abilities and levels of functioning. It
is possible for an MSN tc have excellent social skills, but be
low in cognitive abilities.

The MSN function ¢n a level lower than the GP, but higher
than the retarded population. Because their deficits are not so
visible, indeed, may be called ‘hidden’, they are often expected
to function at a level higher than their skills would warrant.
In large measure this population operates in the mainstream of
society, but have cognitive and/or social deficits which may
cause problems in daily living and on the job. Their adjustment
to the general society and to independent living is problematic
for themselves and their families. One important aspect of this
adjustment is in the area of employment.

In a position paper which promotes learning disabled
enplayeesashl:smnresamwes,itisstimtedﬂﬂ:tinmylarge
industry or iness, anywhere from 10-15% of employees have
learning disabilitié. (Macomber 1980) MSN sometimes come to the
workolace as part of the general population and function for
periods of time until their deficits show up. Then, the
mrdfsbaﬁmof&xepnblmsaﬂzaspemepﬁnl,socialor
language process problems cause them to lose their jobs.
Employers mey interpret the behaviors as personality quirks
rather than understanding the nature of the problems.

Out of a sense of social responsibility as well as self
interest, luman service agencies, industries and bucinesses have
begun to recognize the contribution that this population can make
to their establishments and some are hiring MSN with tue
knowledge of their special needs. (MA Rehabilitation Comission
Survey of Employers March 1989)

Hiring and supervising employees with special needs has some
unique aspects. First, employers are not trained to pick up and
differentiate the possibility of moderate special needs when a
problem ocours with a worker not identified as special needs when
hired. Second, employers are unlikely to be aware of how to
adjust expectations to fit the specific needs of this population
even when they hire them knowing they have special needs. Third,
emploers are not apt to invest the time or resources to develop
requisite supervisory skills to aid the successful adjustment of
the MSN to the workplace.

An example from the business management literature suggests
that not mxch attention is directed to the training of
supervisors working with the normal range of employees:

"Another concern is the training and education

provided to supervisors. One area often neglected is

the received soon after promotion. A bank

would be reluctant to put 2 iew teller on the job

without prior training and aducation. _No
3
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namfachmingcmpawmldp.:tamdﬁneoperatorm
the job without thorough preparation in how to
operate the equipment. Yet, many arganizations feel
comfortable asking an employee to switch roles—
usually over the weekend, leaving the job on Friday
as_an operator and showing up on Monday in the new
role of supervisor—without any prior training....Too
gm%mlagl?nmamsuo;s

chance, they eventually acquire
skills to be effective." (Phillips 1985 p.13)

for

literamremthesubjectofalpe:visimofemloyeswith
moderate special needs. While there is a body of literature en
supervisiminthemmnservicesardmmnaganentinhsirss
and industry, there is ittle directed specifically to the
supervisary needs of the MSN population. A literature search of |
theedtmtlmdatabesefzunlwe-aammsmardm:st:y |
data base 1971-88 (under the headings of supervision, vocational J
adjustment, learning disabilities, special needs, and

Opmental di turned up only four articles related
totheaperviamof@mthejob. rie of the articles was a

;

" the mentally retarded population. Further exploration of the

periodical ntmmtmmylmmmmmm&m
articles directed to supervision of MSN.

While training MSN at Threshold to work in the human
services, Yehave discweredsomemtedmlthisques which are
particularly germane to supervis population. These
techniques take into account three basic characteristics of the
learning disabled adult. First, they are individuals whose self-
imace is typically low, making ¢Mem unsure of themselves.
Second, miletheyarelimitedintenecmally, they have the
capacity to learn and function effectively and consistently when
helped. Third, as with any category of people, adults with
learning disabilities are individuals with their own
personalities ard styles.

Additionally, in our work at Threshold with field work
superviscm,wehavefmnﬁavaxietyoftedmiquesarﬁmlesto
be effective: interpreting the nature of learning disabilities to
tmms:supportingm-sites«mvisorsastheycopewithﬂae
miquelimitsarxipoterttialofthestude:'rtwiti'll:ltt;nxntheyarethe
working 7 teaching and modeling supervisory sk ; supporting
on-site supervisors as they struggle with their feelings of
a2 .




success or failure about the student’s progress. Thus, validating
these techniques for working with MSN and supporting ONS was
another incentive for this study.

Hypotheses:
In developing this study, I made saveral assumptions:

1. MSN present problems at the workplace vhich differ in
kind and intensity from those of the GP.

2. Effective supervisory techniques for working with MSN
differ from those used with the GP in kind and frequency
with which they are needed.

3. On site supervisors of MSN will benefit from information
about moderate special needs and techniques for helping
MSNs to improve their perfoomance.

4. On site supervisors require affective as well as
technical support in their work with MSN.

5. Because of the limited information available
specifically geared to the supervision of MSN, the
r@ltsof?lqssuﬂyvmldbeofvalmtoﬂnse.
training, hiring, and/or supervising MSN on the -ob.

I wantad to investigate the validity of these assumptions with
human service professionals who had cooperated with Threshold and
to test them out as well with employers in besiness and industry.

The research analysis was designed to:

1. Improve support for on-site supervisors (ONS);

2. Identify issues on the job which are problematic for the
functioning of the MSN;

3. Clarify specific techniques of supervision which enable the
MSN to functicn better on the job.

In preparing for this study, a review of supervisory
literatlmeinthemmnservicesandmnagemtms.mde. The

ptnposeofﬁ'xexeviewmstoca@aregmeralmpervmrynetrxxis
with techniques assumed to be more unicuely suited to supervision
Ofﬂﬁm.'

Quectioaire

The next step was the design of a questiamnaire to collect

data in the following categories:

1. Tectniques which support the ONS

2. Factors influencing quality of support to the MN

3. Issues affecting job performance of the MSN and the GP

4. Techniques which ONS might use with either MSN or GP

5. Open ended ions'

6. Background ormation on respondents (Appendix 3)

This questionnaire was pre-tested fcr form and content by four
hman service professionals. (Appendix 11)
5 P
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The questionnaire was mailed to 105 cooperating practi-
tione.rsmosezveorhaveservedoverthepastthreeyearsasws
for‘nmwnldsuﬁentsinthewoyearamtramitimpmgrans.
These questionnaires were mailed cn Jamuary 3, 1990 with a return
deadline of January 22, 1990. By Jamuary 24, 1990 forty
responses were received. On January 25, follow-up letters were
sent out. Janwary 31 - Fehruary 2 telephone calls were made as a
further follow-up. Sixty-seven questiomaires were returned
including one that came too late to tally and one that was deemed
rot usable. Eight were returned with no fi ing aadress.
This represents a return rate of 68% which is quite high for
self-completed mailed survey questiomaires.

The questiomnaire was designed as a research instrument and
the cover letter clearly explained to respondents that it was not
an evaluation-of the Threshold Program. (Appendix 1)

Data from the completed questionnaires were entered on a
camputer, verified and processed using SPSS (Statistical Package
far the Social £oiences). Responses to each of the questions are
reported in Appendices 4 - 8.

The typical respondent was a female, 26-50 years old, with a
BAorHAdegmeinmilddevelogneni:orearlydﬁldlmd
education, teaching in or administering a day care center.
Sevmty-fivepema:tofthempaﬂmtshadmﬂnnﬁveyears
of experience in their field, with a minimm of two years for all
respondents. Most had supervised three or more MSN and 75% had
Supervisory experience with the GP. /Appendix 9)

Intexrview

A second part of the research was conducted as open ended
intewienswithpeoplewlntrainandlﬁrelﬂiazﬁomerpeople
with special needs. (Appendix 10) None of those interviewed
received the questionnaire. These interviews included former QNS
ofmwaoldsttximtsorgradates,aswellasenploymam
persomnel managers in husiness and industry, and professionals in
age:x:iesortrainingprogransgearedtoservemoplewiﬂlspecial
needs

People who were interviewed were told the purpose of the
research, namely to learn about the employment performance of MSN
and supervisory experiences with that population. Since many of
the people with special needs with whom the interviewees worked,
fell into categdries other than MSN, I sought to get as wmch
information as possible about the respondent’s total experience.
It soon became apparent that there was a minimal mmber of MSN
{(as defined in this study) involved. Most of the other employees
had more visible handi . )

After the interviewees shared their experiences, I probed
further for specifics regarding work with MSN and support for ONS
within their companies. Using the two open ended questions from
the questionnaire (Appendix 3) yielded helpful responses. In
some instances I also visited special needs emplovees at their




work sites. Results of the interviews and visits are included in
the findings section of this report, mostly as exampies which
su;portthestat:stlcalmfc:matlmfmthequstlamre A
listing of interviews is included in Appendix 10.

FINDINGS

Interpretation of the data generated by the questionnaire
amiﬁ)eopenaﬂedmterv;avsslmldbereadwimthefollmm
word of caution. Each MSN, as with any other luman being, is a
campletely different individual demonstrating all, some, or few
of the issues or problems researched. Several respondents who
had experience with more than one MSN said it was hard to fill
aut the questionnaire because of the variation from person to
person. Readers of this report are reminded to consider the
responses as a whole for the purpose of seeing trends,
recognizing that there are substantial individual variations.

The findings will be discussed under, the foliowing headings:

1. Positive Aspects of Job Performance of the MSN

2, Problematic Issues for the MSN on the Job

3. Expectations of the MSN at Work

4. Techniques for Supervision of MSN on the Job

5. Sources of Support for the GNS
&Wtsedbyﬂnmﬁgmpervisor(m)tostmt

7. Factors Which Affect the Support ONS Gives to the MSN

In keeping with the basic supervisory pnnclple of pointing
out positives to the MSN before discussing negatives, it is
mportanttopomtmrtfmdmgsfmﬂnzseammdxwgg&ct
po&t:.vequahtmsabwtﬂaseuploye& Responses to the
questionnaire and comments from the intervisss clearly indicate
that people with moderate special needs are deperdable, long 1.erm
ewployees who can be counted on to show up veguiarly amni on time.
Irdeed several employers emphasized longevity on the job, which
is cost effective fortheocmany loyalty to the organization;
arﬂpndemdomgagoodjob,asreasons%zhytheycaﬁmmto
hire people with special needs.

Absence and tardiness from work were among the lowest
rarﬂdngissxmmthequstiqmiamforme}m,raxﬂdng%ami
24 respectively; whereas for people in the general population
tammessmsranked#Sandwasmthrefreglmtlyanissue
than for the MSN. (Ap;md:x:i) Z1. an unoublished study by
Suzamne Posthill, Coordinator of the Transition Program at
Thresholq, employers of Threshold graduates were asked to rate
their employees on a variety of qualities. These employers gave
the highest rat:.ngstop.mtualltyandattmdatm (Posthill
1989)

7 16
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An unexpected positive finding was the greater capacity of
!'mtoaoceptcriticisnmmejobascwpamdtooum-people.
(Appendix 4) The general assumption about the MSN is that they
arequitese]fcmscimsandreacttocriticianasapemaxal
attack. However, in the study, the inability to accept criticism
was ranked by the supervisors as the #1 issue for the GP but #11
for the MSN. Most probably the explanation for this finding is
that the MSN population with whom respondents worked were
primrilysttﬂmtsorgmduatsofthemwnldn’ogram. One of
the skills Threshold emphasizes with its students is how to take
constructive criticism. Other possible explanations ave:

1. MSN have heen subjected to more criticism and redirection
all their lives than the GP and have become more accustomed
to dealing with it.

2. Because MSN have low self esteem and insecurity about their
role, they parceive themselves as needing redirection

3. The supervisors, aware of the sensitivities of the M,
offer feedback in ways that are easier for the MSN to hear.

Beirgopmtocriticismisabasicelanmtinmwinjng
employment, particularly with people like MTN who are viewed by
potential eiployers as a risk population. That the M scoms
rweptivetofeedbad:fmasupervism:andiswinirgtotryw
ways, are important factors for encouragii.y emplaynat of MSN.

All people who were interviewed supported the findings in
regard to attendance and punctuality. Many of them also commented
g;ectrixgleagenxasstoleammperfommllmidlmstofmeir‘by

needs loyees demonstrated. In a study conducted
}bffmnetal,eg;loyed learning disabled adults reported liking
their jobs despite their limitations. The ID adults
"making special efforts in order to do their jobs well." (Hoffman
et al 1987 p.46) Many interviewees also reported that MSN tend
to do what they are tcld without question. Most MSN receive
criticism without outward reaction when they have done i
wrong. Several supervisors said that they tend to be more gentle
andlpatimtvamgivingmdirectimtothespecjalmeds
enmployee.

Ancther side benefit to the company, as reported by several
elployexs,wasthattheprsaweofthespecialmedserplcyee
contributed to the overall atmosphere of the work place. Their
presence helped co-workers to learn more patience for each other
and to develop more consideration for everyone concerned.

A survey of employers conducted by the MA Rehabilitation
Commission reported that hiring persons with disabilities had the
following benefits:

1. A corpany benefits from having good employees who are
dependable, highly motivated, loyal, relisble, and remain on
the job.

& 11
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2. Hiring persons with disabilities enriches a company’s
cultire by diversifying the staff. Morale is improved
because coworkers feel good that they are helping others,
managers feel competent, and it gives a positive message to
the larger work force.

3. The capacity to hire persons with disabilities
gives campanies an edge in a lavor-short economy.
(MA Rehabilitation Commission March 1989 p.8)

Prablaematic Issues sor the MK an the Job

Respondents to the questiomnaire identified several
behavioral issues as occurring mach more frequently with MSN than
wﬂ:&:hGP. (Appendix 4) The five most problematic which emerge in

data are:

~-insecurity about their roles
~low self-esteem

-nemory problems
Mstractibili

~inability to Eryansfer learning (Appendix 4)

MSN can learn coping skills, but these five manifestations
of clisability are less mcdifiable in the work situation than
maraging such job responsibilities as attendance and punctuality
which, as discussed, were very low on the list of MSN problems.

If, remetibering what to do is a problem, paying attention is
difficult, and dealing with a new experience is frustrating, it
stands to reason that the MSN would generally feel insecure and
not have much self esteem. Throughout their lives MSN are
confronted with situations which are frustrating and make them
feel inadequate because the deficits cited hinder their
functioning more satiscactorily. It is not surprising that
insecurity about their role and low self esteem show up high on
the list of work related problems for the MSN who contend with
memory probleses, distractibility, and the inability to transfer
learning from one situation to another.

Two other issues which are more frequently problems for MSN
than for GP are: "inability to follow directicns® and "rluctance
to ask questions." (Appendix 4) Inability to follow directions
might be due to perceptual deficits which impair the MSN’s

ing, even though s/he has heard the words. Thus, s/he
camot follow through because the infarmation has become
scrambled in the process of trying to put it into action.
Sometimes this is seen as a memory problem rather than a
processing one.

On seeking to understand the dynamics of these two issues,
cited above it becames clear that they are interrelated and feed

on each other. MSN have difficulty following directions, yet,
they are reluctant to ask for help. When asked about this

s 12




pattern, the usual resporse of the MSN is ¥I don’t want to sound
stupid.” (Weiss 1985 p.4) Thus, their low self image gets in the
way of seeking the help which might enable them to perfor

Same of these problem areas were further corrchborated in a
study by Hoffman et al which surveyed:

381 ID adults eligible for vocational rehabilitation
948 providers of service to ID
212 advocates or consumers of services for ID persons

(i.e.parents)

All three groups- identified memory problems.as the most
significant cognitive processing piroblem. ‘Service providers
viewed *not. following. directions® as the major ‘problem in
searing-and keeping a jcb. This reflected difficuity following
directions in: filling out job: applications as well as fulfilling
. Job expectations. Major barriers to Job success for the learning
disabled adults were problems presented because of low self
concept. The authors:suggest that these -adults need to have a
better understanding of their needs and to accept themsslves so
as to develop a more positive self concept, (Hoffman et al 1987)

Althoush lower in rank and percentage of occurrernce, there
are two other Lehavioral issues which heed to be acknowledged
because of the relatively high disparity between the MV and GP.
The most glaring difference reported in the questiomnaire is "the
repetition of behaviors and verbalizations" which was noted five
and a half times more frequently for the MSN. The other
characteristic which occurred twice as frequently was
"impulsivity". (Appendix 4) The following is an example of how
perseverative behavior coupled with impusivity can becane an
irritant on the job:

An MSN was having trouble at work because he
repeatediy liaterrupted the supervisor to remind him
of information the MSN had already commmicated
several times befcre, i.e., he had a doctor’s
appointment the next day and would have to leave work
early. The MSN would then also repeat all the
reasons why he had to have the appointment at that
time.

Similar beléa;iar had occurred several times kefore.
This time supervisor felt that he could no longer
tolerate ‘being interrupted. That week in their

‘;!‘ 5 V A
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Another perspective on the issue of perseveration is that
MN sometimes can be valuable employees in tasks that require
repetition. Whereas some of these tasks could become tedious and
the employee lose interest, some employers who were interviewed
gﬁ:ﬂrt:dwtthatmeycmlddepeﬁmmeomitumtofmem

jab.

That impulsivity is a problem for the learning disabled
adult is supported by the stidy conducted by Hoffman et al. All
three groups surveyed identified.the issue of talking or acting
without thinking as a major problem for the learning disabled
adult on the job. {Hoffman et al 1987 p. 48) Imulsivity was
also reported as a-prcbléem by several employers interviewed.
Besides being annoying to others, it can distract the MXN as well
as co-workers from attention to the job.

Other issues surveyed in the study which impact on job
performance are related to :j»drment about health and safety for
the MSN or the children or cients with whom they work. Both for
themselves and for others, MSN-were rated on the questiomnaire as
twice as likely to use poor judgment inh regard to health and
safety. In human service jobs, this could be a major detriment
as the employee has the responsiblity to look out for the welfare
of the children or the clients.. On the job safety was discussed
with several of the interviewees from business and industry who
felt that their special needs ‘employees -could be trained to work
safely; however, these jobs were more routine than dealing with
the inconsistencies of human behavior and did not require as mach
Judgment on the part of the employee.

BXDECTATIONES O 02 PN 8T WOKH

The importance of these findings 'is that, although the same
problems occur in the -population, the issues are
significantly more prevalent for the MSN. Because the MSN
outwerdly appear to be like anyone else of their age and are
known. to deny their disabilities, or at least hope that they can
escape notice, their deficits are not always readily apparent.
For this reason, others have the tendency to expect more from the
MSN than their capabilities warrant. Indeed, most of the
ezployers and personnel managers who were interviewed,
spontaneously commented that adjustment and retention problems
for the MSN, -are likely to be more pronounced than for other
handicapped populations. They attribute this to the fact that MSN
appear adequate and do mot admit to their needs, while
limitations of other handicapped individuals are more ocbvious.

H

The findings of a study by Minskoff et al "indicate that the
employers seemed to express more positive attitudes toward hiring
and making special allowances for the handicapped in general than
for the. learning disabled in particular.... Employers may feel
that they can understarnd handicaps that they can see, whereas
they cannot understand cognitive handicaps, such as LD, which are
not readily apparéent.® (Minskoff et al 1987 p. 55)

n 14
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In discussing techniques selected by the supervisors in this
study, the issue of expectations shows up dramatically.
"Flexéyble expectations® was ‘?ime secord most prevalent tecimque
used by responderys working with the MSN. "Mcdifying assigned
tasks" was raved with six times more frequency of use for the MSN
than for the GP. (Appendix 5) In the open ended responses, the
medtolwercmpectatimandtohew:eﬂe:dblein'woﬁdm
with the MSN than they had initially anticipated, was mentioned
by many respondents. (Appendix 8)

_The reality that the MSN population vequires different
expectations from others raises practical problems for enployment
possibilities, both in. the competitive process-of hiring and in
the actual work situation. Today, many companies-have
affirmative action pdlicies which support hiring people with
special needs. ‘These decisions are usually made by the top
leadership of the orgenization. In.practice, however, the hiring

person may indeed aqce with the policy of the: conpany to hire
peoplewithspecialriee@;hit;ﬁmﬁ:atmmmheadhasto
make a choice between a candidate with special needs and other
cardidates, -s/he frequently chooses the latter. The rationale is
i of iho infterts R Pty
is true. In four = Views | personnel managers
responsible for hiring, the disparity between intent and action
was discussed. Mot surprisingly, where action reflected intent,
thepemmimolvedhadupersmalexperianewithanmdividual
with MSN or other special need within his/her own family which
made the comnitment nixch stronger. Some reasons why hiring might
not ocour are:

1. Concern for the image of the department in relation to
productivity )

2. Although not openly stated, the manager’s discomfort
with limitations of ancther person

3. The manager dcesn’t want the bother or the challenge
of making accommodations, even though, in principle,
s/he thinks it is a good idea to hire people with special
needs

In the work situation, the response of fellow workers is
alsc of concern. Co~workers are scmetimes resentful when people
are hired for a comparable job and are not able to perform all
the duties of the jcb at the same rate as others, particularly
when they look abie.

An example of this in the human service field occours
when the MSN may have the skills of relating with
clients, but is unable towrite the necessary
reports. The director of the agency may be willing
to figure out other ways for the reports to:be done,
but the reality is that the co-workers are resentful
that the MSN is not fulfilling all of the job
requirements. Although the director is ready to be
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flexible on expectatlms, other factars oonstrain the
consideration. This is especially an issue where the
organization is unionized.

Inaddltmntotheuaotedmiques memi:mned earlier,
“flexible expectations" and ”mdlfyixg assigned tasks", others
wedkysupendsorsmfmquentlythhﬂﬂxanwith@are

-give immediate feedback on job performance

-encourage them to ask questions and otherwise advocate for
themselves

-mvestepbystepnstmctlms

-provide concrete demonstration of tasks
raninivexballytodoozcapleteatask ’
~clarify their role as a service provider rather than a
service receiver

-use checklist to follow through on tasks (Appendix 5)

'nmefimmgswerecmfimedbyﬂ!emspcrsestoqmerﬁed
Question A which asked in what weys the ONS does things
differently with the MSN than with the GP. Many respondents said
that the MSN need much more feedback and specific instruction
than & the GP. (Appendix 8)

The following example illustrates the Gesire of an MSKN to be
helped by immediate feadback and direct response:

enough
so that her job was in jeopardy, but the ONS did not
lmowwhattodoabmmlt. 'Ihetramjn;coad'nfm

issue withthe}mwhoconfiraedthatshereany
wanted to do well. Her coment was, "They should tell
ne when I’m talking too much. I'm going to my ONS

Clearlyﬂlewpervisorneedstomcogmzeuzatthebehanors
d'xaractenstlcomerequimpatlane,mtmmh:oughttothe
attention of the MsN, redirection is welcome. Oonfirmation of
this was discussed earliér in regard to the ability of the MSN to
accept constrictive criticism. Bringing the behavior to his/her
attention at the moment at which it cocurs can help the #SN to
understand when and how to change. Although it is sometimes
dlfflwltfors.xpervisoxsto‘beasdnrectasmqmstedinthe
example, the MSN-can benefit £rom honest, immediate, specific
feedbadcgivmma}dndwa/. 'nﬁsvmksbstwlmthemstxas
built a trusting relaticnship with the supervisee.

Mmiquforhelpirgthelﬂﬂtofeelmlcavearﬁimtant
as part of the working team, as those used with any person in a
news:.matim, aidjobadjustma'rt CLarifyIitécthejcb




expectations and tasks verbally and in writing often ensbles a |
person to be more relaxed and receptive to 1 ing. The l
difference for the MSi¥ in this respect is that the welcoming :
techniques aiid explanations need repetition and demonstration at .
more frequent intervals. That it takes more time to work with

MN and requires more patience was confirmed in responses from

NS to Question A. (Appendix 8)

Both memory problems and difficulty in transferring learning
are characteristics of MSN that call upon the patience of the
ggyhi?e‘bem;mevited ms}cﬂgs

ocusly taught the . To
illustrate the point:

A trainee was learning how to diaper a particular
child-and after several days of handling the
situation-well, thesupervﬁar dacidedthat the MSN -

another child. -On encountéring-a slightly less
tried to diaper, the trainee be frustrated. she

couldn’t compilete the task, even though in the
original training demonstration with the first child
the supervisor had gorie over a variety of usable
techniques. It was necessary for the supervisor to
repeat the instruction and demonstration for
diapering the new child.

an enigma in teaching specific step-by-step tasks in a
concrete way ard being clear about expectations, is that because

. of the inflexibility of the MSN, all that good training could

beckfire. Once told samething, MSN adhere rigidly to that
pattern uless given sanction by an authority (supervisor) to
make changes. A case in point:

The rule in a particular day care center is that
children take their shoes off before getting on their
cots for nap time. One child was making a fuss about
taking off his shoes and the MSN-was helping to calm
him down. Finally, he relaxed, laid down and seemed
ready to fall asleep when the MSN trainee realized
that the child still had his shoes on. -She then
insisted that he take his.shoes. off, -whereupon the
specifically said that it was acceptable for him not
to take off the shoes this time. So, the MSN, being
rigid, not having good judgment skills, and insecure
about her role, adhered strictly to the rule.

- 7his example also illistrates the difficulty in transferring l

learning. In that classroom, the teacher:noted that on several :

occasions she-had: pointed out to her traineé where rules could be

bent. The trainee could not apply the principle when a different

problem occourred. The reason fog.: this way, in.part, be explained
. A4 ’
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bythefactthatLBNaresoummtedbynsearityabwtthe:r
role, that when they ars given responsibilities, they are afraid
tomkeajtﬁgmemvmldmmghtveerfmthenﬂetheyhave
leen:'ne%y Adhering rigidly to rules affords them a source of
securi

Ing: instance sgé ey hatvgsai e
rule in t . prokably would not Q ar
Because MSN are generally self-depreciating, 1:hn=_»yareafr'ali.:ihJ“t']:;g
ask questions aor otherwise advocate for themselves. Even though
Qsamage)mtoaskqmsumsandmstheirmeds,uny
oftendomtdotmsbecmseoffeelmginsewreabwtﬂmmle
mﬂ;esiuntimmﬂmyixgabwtappearjm

Anotiier technique which was used more often with the MSN than
withtheGPwasclarifymgtheirroleasap:oviderofmce
rather than a receiver-of service. ‘This-is particilarly germane
inﬁnearlyduldlnodcradxﬂtmmnservicesettim
a\ployeesammcallcastantlywmﬁﬁstertooﬂms “The need
toaphasizethejxroleasamderreﬂecbstmmityof
MSN and their tremendous need for personal attention and
reassurance.

amsmymrkatmresmm,themeofad)eck
llstmshemveryeffectlvemhelpmgmtoawmesane

in following through on work tasks. Thus, this item
was included in the questionnaire. Check lists were used more
than twice as frequently with MSN as with GP. However, it was
the least frequently used of -all the-techniques listed and by a
relatively small percentage of respondents. Since the
respondents indicated that they frequently need to remind MSN to
do or complete- tasks, it would secem that the check list might be
a way to help the MSN to function with greater autonomy.

Regular supervisory sessicns ranked highest as a technique
used with the MSN. This result most likely is a reflection of
ﬂ)erequirwtofﬂle’mreslbldmogramttntmgularmperwsory
meetings take place between the supervisors and the trainees or
employees. That this is an excellent technique is not
qtmtimed,mtthefrequawofitsusemybeskavedintms
study because of the requivement. Biller supports the idea of
pre-schedulad meeting times as a way of providing a non—
threatening atmosphere which can be used for reinforcement and
improvement of behavior and work skills. (Biller 1988 p.87)
Sources of Suppart for the ONS

'Ihefnﬂmgsndicateammerofspacmlmpervisory
tecimiques which can be used in working with MSN. Even with
lnmledgeabwtthespecxalneedsofthelﬂlandstrateglesto
amelicrateproblaxs,issmsmypers:stvﬂudmdomtr&spmdto
the ‘best efforts of the ONS. To whom can the CNS turn for
Support? Moreﬂxan?O%oftherespmdentstothequestiamue
hﬂi@atedthatthet:ainingsuperv:sor(ﬁ)msthepemmmw

supports the ongoing work of the ONS with the MSN. This finding
may be skewed, becauser&spaﬂmtsmredlrectlyinvolvedmth
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the supervision of MSN through the Threshold Program. TS from
tl':epmgramaremregularcmtactmththecooperaung
supervisors. However, that the role of the TS is a crucial one is
confirmed by other data from the stidy.

Each of the people interviewed reported that support for the
ONS in their work with special nesds employees came from a TS.
Several different models came to light in the discussions. In
two situations investigated, the trainers remain full time at the
werk place to teach job -skills to-new-.clients referred for
service. Even though their official job description does not
specifyﬁxecmtinwtimofserviceafteratploymmttakesplace
the trainers remain as a.source of .suppart to the employees and
ttnirdaparbmtheadsbecmsecfﬂ:eirmadymlabﬁityarﬂtnst
in the trainer’s: supervisory knowledge. In.other situations, TS
from the referring agency come ‘to the work site to. train the
special needs: pérson:for the 'job, -gradually phasing out as the
traineestmzsreadmessfcretplwmmt 0nce employment takes

thetraitﬁmcoadxcrcanselcr(m)mkesperimc
foll visits and is available for crisis intervention. Two

veactimoffmeu:sintewiavedfcrﬂuseuﬂy conduct
sasitivitymini:gswsmmlatedtoallaspectsofmimrity
hiring for department heads and other employees in their
cmpaniesamamalsoavailableasaresamcewmiwmccam
Esmypersminterviemdexpressedtheopimmttatmsful
employment for special needs people requires the support of
sameone who fulfills the same role as a TS.

Inthesmveyofexployersmtedwmeuassadmsetts
Rehabilitation Comnicsion, employers expressed the opinion that
it wes beneficial to work with a local adult service provider. a
qmtefxuntha\.suny izes the value of personnel,

"Ihe key to the whole is the job coach; the coach makes it
work." (MA Rehabhiliation Commission March 31989 p.10)

'Ibf\n'tl‘.@rclarifythez.ssueofsavicesespeciallyform
and support for the NS, 1t15ﬁmortanttorempmsxzeﬁ1atm
thefleld mberviews, thespecialneedspomlatim referred to
wi tiWith recog;ring calemtiem'

th mental retardation and/or people from onal
problems, in addition to the MSN. A small percentage of the
trainees and employees referred to in the interviews fit the
catm,lﬂl,asidmtifiedinmssttﬂy Emphasis is placed
on this point becatse, and' literature were found in the
couzseoftlﬁsreseardl ch focus specifically on the needs of
ﬂzeeployeeswi&oﬂmerhardicappﬁmgcaﬂitiaﬁmtfw
Supportede for the forﬂnmadl;ﬁnmistereéeﬁy
loyment for Retarded a program
lmps:.lpervi.sm:y faki imOfmet
tralmhgard Stmttothementally
there is an eligibility mquirenentmreqardtoIQmidz
wltnessernoetoﬂmemjorityof}mmntesthigher The lack
otservicsforadnltswithleamjngmsablliti&smmted
throughout the literature. (Gerber 1981, Gray 1981, Hoffman et al
1987 Biller 1988, Haring 1990)




Eighty-two agencies serving 6734 clients resconded to a
survey of service providers in MA conducted under the aegis of
the MA Rehabilitation Comission. The primary diagnosis for most
of the clients was Mental Retardation or some other more visable
handicap. (MA Rehabilitation Comission Dec. 1988)

Memorancum 1M-37 dated July 14, 1981 from the Rehabilitative
Service Administration includes a section on page 4 which
determines the eligibility for rehabilitative services under the
following learning disabilities definition:

1earning Disability: Individuals who have a disorder
in one or more.of the psychological processes
involved in understanding, perceiving, or expressing
language or concepts (spoken or written)--a disorder
which may manifest itself in.problems related to
listening, - ng, speaking, reading, writing,
spelling or doing mathematical calculations—would be
eligible to receive wocational rehabilitation
services if they satisfy the following criteria:

a. Their psychological processing disorder is diamosed by a
licensed physician and/or a licensed or certified
psychologist who is skilled in the diagnosis and
treatment of such disorders; and

b. Their disorder results in a substantial handicap to
enployment; and . .

c. There is a reasonable expectation that vocational
rehabilitation services may benefit the individual in
terins of employability.

In 1986 the Rehabilitation Amendments established a new
definition of "severe handicap". People with a physical or mental
disability that seriously limits one or more functional
capacities (mobility, commmication, self-care, self direction,
interpersonal skills, work tolerance, or work skills) in terms of
employability and who require multiple vocational rehabilitation
services over an extended period of time were eligible for
vocational rehabilitation services. To date, most rehabilitation
agencies have had difficulty applying the above severity criteria
to clients with ID. (Biller 1988 p. 76) These requirements make
it difficult for MSN to receive wocaticnal services because it is
hard to determine a specific medical or psychological diagnosis
for the MSN. In addition, they are denied service because they
are not considered to have severe enough problems. As a rwber
of interviewees commented, "They fall through the cracks."

swetimas,an}mﬁllseekamobtainenploymmtmhismer
own, rather than being referred. One explanation is that because
of low self esteem, they are embarassed to identify themselves as
having special needs. (Minskoff et al 1987) Another explanation
is that MSN operate out of an unrealistic concept of their own
abilities. Inevitably, however their needs show up and cause
problems on the job. One way that the Threshold program has
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cmfzmtedthisissueistoofferacmrsemlledthﬂexstandhmg
Learning Disabilities. Course material includes
;%mati& about LD, a personal learning profile for each

' tory strategies for
deficits in dailcmgelllsige and at vm‘}'teg]: Stlxientsmirrg persa‘alemn‘aged to
betnnstabwttheirsttmg&sarﬂweahmﬁmtheyapply
for jobs. Feedback from employers indicates that more
appropriate job placement is possible because of information
about the MN’s abilities and needs.

Several interviewees cammented on the MSN’s denial of
ptggtl:%' An example from a large corporation illustrates this
point:

An exployee was eligible for a higher level “ob in
ancther department. ‘He was eager for the new
postion, but frightened by his inability to read. on
his oun, he sought help to learn to read from the TS
assigned for special needs  employees, requesting that
this information not be shared. He was afraid to let
his department head know of his deficit or to use the
services provided by the campany, which included
literacy classes, for fear he would not get the
promotion. ’

This example substantiates Macomber’s thesis cited earlier
that despite the fact that some MSN are not up front about their
deficits, the jcb demands will in time reveal them. (Macomber
1980) When the person with special needs is identified, the
possibility is introduced that expectations of his/her
performance will be more realistic and that special support
services might be made available. The data confirm that when
support sexrvices are available, generally from outside referring
agem:ies,thisdoesaidinretainingthespecialneedspersmm
the job.

Data from the questiomnaires and from the interviews confirm
the importance to the NS of the supportive relationship with the
TS. Knowledge that the TS shares about moderate special needs
and cancrete ways to help the MSN to function better are
considered very valuable. (Appendix 6 and 7) The questionnaire
option "meets Jjointl ywiﬂnymmxi‘ﬂ;ebﬂi"msratedthemstﬁe
helpful supervisory technique used by TS. (Appendix 6) In
three way meetings, support is given to the ONS in solving issues
that arise with the MSN on the job. The second and third highest
ranked supervisory techniques provided by the TS are "establishes
a suppartive relationship” and "confers with you alone"®
‘ (2ppendix 6) This statistical evidence was backed up by many of
; the responses to the question "vhat has been the most helpful to
v you in you efforts to train or supervise the MSN?" Half of the
respondents com.ented that when they felt frustrated and needed
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assistance, 1tmsﬂ1eaxpportofthe’rs‘¢1d1helpedtlm
through trying circumstances. mverysmﬂmllym:ticnad
the individual meetings with che ONS and the ‘jcint meetings with
the MSN. (Appendbce)

Some ONS are uncomfortable zbout being direct with the MsN
about his or her shortcomings. Because MSN are concreie learners
and often miss the subtleties.of commrication, it is
for the ONS to learn to be direct. Several respondents stated

with the MSN. me'ISmststJ.ﬂceadelicatehalmneinassessjng
how and-when to intervene in issues wiich arise. It is important
. the ONS and TS .to be in acsord about the best techniques for
helping the MNS in order that neither one undermines ‘%e :

overtax the MSN. In either case; the role of the TS is important
in working toward successful employment for MSN.

Three other techniques used by TS which offer the ONS
direction in their work with MS¥ warrant comment:

~Clarifies your role in relation to MSN
~Identifies the special neads of the MN

-E@laimstrmgthsandmalm%of}m(wixs)

ONS found these techniques very Ielpful in their work with the
MSN. CIantyoftheexpectatiors,bothfm'thesxpemsoram
the MSN, okwiously makes a difference. In addition the
Mmumﬂwtﬂnmsmro’abmru{ingenemlmﬂam:ttne
speciflcpezsmmthmuxe*sb\mking,aldsmemm
coping with daily problems. Responses to Question B on the
qtmtiqmue,inmgardtomatwasmsthelpfulinmﬁm)gmﬂl
}m,mpportedthmfimmgbymmtss&mas"xrmngthe
nature of the MSN’s special needs", "Being clear about what was
expected of me as an ONS." (Anpendlxs)

In addition to the support from the TS, there are other
influences which affect the quality of supervision that the ONS
gives to the MSN. ONS reported twe categories of factors which
enable them to be most supportive of the MSN:

1. Internal factors: the ONS’ personal comitment to work with
MSN and confidence in his/her own swperviscry abilities

2. External factors: the specific information provided by the
TS.
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Includedinthefixstmtegoxyofintemalorpersmal factors
were:

-!&beliefinﬂ:eovaallcaneptoftzainjngandemployingthe

-Myccnfidenceinmyaverallsupervisoryability
-My feeling that I am basically successful in helping the MSN
wark to the best of his/her ability (Appendix 7)

Included in the externally provided factors were:
-Being given concrete to help MSN to compensate for areas
o ways
-{kﬂe:stqrﬁjmanspecialrxeaisof}ﬂ:(mﬂix7)

The. high rankings of both sets of factors indicate that
supervisors will be most effective with MSN if they have a
combination of personal commitment: and inclination to work with
the MsN, plus guidance and information from the consulting TS.

The above discussion suggests that geod intentions and
positivefeelingsofthemSneedtobebadced—upwimspecific
mfmtimabmtﬁxeneedsoftmm.arnlpwtometﬂm.
Doasmttmspamllelthetedﬁiiquesusedtohelpﬂaé‘}mto
function? The research finds that MSN need consideration and
&mtinﬁnfmmofmfladbleaqxectatias, immediate
feedback, etc, along with very specific instruction.

We know that in general people function better and with
greater security when expectations are clearly defined and
offered with a bit of TIC. Initially this may appear as a
truism, but it is important to highlight in the context of
desigrm)gpolicyandsupervisoxytedmiquesformﬁdmwiththe
MSN population.

cpecial nosth chlia Bor 3 peor Do (hemeen vith moderate.
c or a major commi supsrvisors

in terms of time for training and patience on the Jab. m{rer,
the specific findings of this study and the imolications that can
be drawn fxom them are that there are benefits for the MSN, the
exployer, the other workers, and the commmity at large.

Rx the XN, the Job provides:

i we, -3 elle,t 2 othe S APOEE M2 DAt AU are:

-a_souwrce of dependable and loyal employees which is cost
elfective
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-an enriched work enviroement because of a diverse work force
~the opportunity for other employeses to learn patience,
acceptance and interactional skills
-emancedatployeemralemmhcmfmmmgpartofa
oamanyoranm'gamzatlmthatdemnstratesasamseofsoclal

responsibility in hiring people with special needs
For the comanity at 1arge. the henefits are:

-mdlvimalswtxsmldothazwzsebemredepadentmmmlty
services are able to attain a measure of independence

~awareness by the general populavion of the capacity of people
with special needs to be productive members of t:Ye't:y

1. MSNs are loyal, dependableetployeeswithgoodrecordsof
consistent attendance and pramptness. They are eager to do

well and respond to supervision.

2. Because the special needs of MSNs are often not immediately
evident, performance expectat:.ms by exployers often exceed
the MSN’s abilities, causing difficulty on the -job.

3. Iam»edattahmhasbempaidtothlspopﬂatlm. Because
their needs are not readily visible, MSN often "“fall through
the cracks" with regard to receiving needed support services.

4. Major problems for the MSN on the job, as compared to the
general population, are insecurity about their role, low self
esteem, memory problems, dlstractiblllty, inability to
trarsfer learning, difficulty following directions,
repetition of verbalizations and behaviors, and imﬂs:.mty

5. MSN do best when clear, specific, step by step instructions
are denonstrated to them. Oulermxperwsorytedlmqtmmlch
are helpful to MN’s include: flexible expectations, modifying
assxgnedtasls,axﬂlmnedlatefeedback Reqular supervisory
conferences are also important.

6. MSNs in the human services need help clarifying their role as
service providers rather than service receivers.

. ONS benefit from the support of a training coach or supervisor
(TS) who can provide specific information and supervisory
techniques for working with MsN. Joint meetings with the

supervisor(TS) and the MSN, and the availability of
“the TS for on going ‘consultation, supportthewslnthelr
work with the MSN.

. ONS can-be more supportive to MSN when they have a personal
mmmttotheprinclpleoftralmnganihmng people with
limitations. Confidence in their own supervisory skills also

makﬂsws .
more supportive, n . 24
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3. The match Letween the expectations of the job, the commitment
of the ONS, and the needs of the MSN are crucial for the
employment success of the MSN. Since it takes more patience
and time to integrate and retain an employee with MSN, the OGNS
is a critical link to satisfactory performance #ind retention
of the MSN on the job.

- Recommendations which are implied from the findings of this

study:

1. Further exploration is needed to identify appropriate
ooccupations in thc human service professions and in
corporate world for the employment of the MSN. This study has
established that with some modification of job requiremerits,

ialized training, and supervision, the MSNs can be a
valuable pool .of employees.

2. Human resource, personnel and/or training departments in the
business and corporate worlds have the potential to service
enmployees with MSN and their supervisors. Qurrently these
departments are called in wheh other personal problems such as
drug abuse, alcoholism, etc. interfere with job performance,
hzt,forthe\mostpart,thequmtasyetalerttothe
specific néeds of the MSN. In the course of this research,
there were two exanples of companies in which the hman
resource departments diagnosed skill deficits of employees and
developed training-programs tailored to meet the learning
styles of these employees. Social skills issues affecting job
performance were also addressed in the training programs. The
diagnostics revealed that some of these employees fit the
description.of the MSN population. It is reasonable to expect
that understanding the needs of MSN and techniques to work
with them, might be included in the training of personnel and
human resource professionals so that service to the MSN could
be more widespread.

3. Need for more vocitional and career plamhing services for MSN
is indicated by the findings of this study. A service
similar to Supported Employment for the Retarded, could be
modified to meet the needs of the MSN. -

4. The developrent of a guidebook of suparvisoxyﬁ techniques for
working with the MSN was suggested by many of the people
interviewed for this study. Such a guidebock is currently

being prepared, using the findings from this study.

5. The development of public programs to interpret the needs of
MN could promote more understanding of their potential to
contribute in the workplace and to society in general.
Hopefully this understanding would lead to more services,
making possible appropriate opportunities to use the abilities
that MSN have to became contributing citizens of our
camrmities.

)~
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LCSIC_V COII@e 29 Everett Street, Cambridge, Massachusetts 02138-2790

Appendix 1

Because of the unique character of our sample, it is especially

THRESHOLD
(617) 491-3739

2 January 1990

Dear

I am writing to reques\ your cooperation in a study I am
conducting of supervision of students and employees with moderate
special needs (MSN). The goal is to develop guidelines for
supervisors which will enhance employability of people with MSN
and contribute to effective job performance.

This study is concerned with general principles of supervising
the MSN population. All experiences which you have had with this
population are relevant. We are definitely not concerned with
evaluating the effectiveness of individual programs or the
workers from them.

Little has been written about the issues of preparing and
retaining the MSN population in employment. I know you share
with me the cenviction that the more we know about this matter
the better able we will be to establish a work situation that is
most beneficial to both workers and supervisors.

This questionnaire is being sent to a small group of people who
have worked with, or are now working with, the MSN population.

important to obtain completed questionnaires from as many
respondents as possible.

All responses will be treated confidentially. Data will be
reported for the study sample as a whole, and not for individual
cases. The identification number on the questionnaire will be
used only to follow up on returns.

After completing the questionnaire, please put it in the stamped
self-addressed envelope. Mail it as soon as possible, and no
later than January 22. All respondents will be invited to a
ma2eting at Lesley College during academic year 1990-91, where
findings of the study will be presented.

Thank you for your cooperation,
Sincerely,
%M ,2 &0@44« DN
Elaine S. Reisman
Assistant Professor
26 Early Childhood Coordinator
) Threshold Program, Lesley College
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Appendix 2

A STUDY OF SUPERVISORY TECHNIQUES USED IN THE TRAINING ARD
EMPLOYMENT OF PECPLE WITE MODERATE SPECIAL NEEDS

Elaine.S. Reisman

Assistant Professor

Early Childhood Co-ordinator
Threshold Program, Lesley College

January, 1990

This study is concerned with the supervision requirements of
personnel who have the responsibility for supervising the
training and/or employment of people with moderate spacial needs.
The purpose is to gain a better understanding of the support
systems which interact and affect the performance of this
population in the work -place.

The following terms will be used in this questionnaire:
Training Supervisor (TS): person outside of the organization

who maintains contact to support the training or employment
experience (i.e. Threshold advis'.c, Mass. Rehab counselor)

Work Supervisor (WS): person within the organization who
supervises the work of the on-site supervisor (i.e. agency
director, department head)

Oon-site Supervisor (ONS): person directly responsible for
supervising the work of the trainee or employee

Trainee/employee with moderate special needs (MSN): person with
moderate special needs who is aszigned to the site by a

training program, or a perscn who is employed by the
organizatioen

Trainee/employee from the general population (GP): person from
the general population who is assigned to the site by a

training program or a person who is employed oy the
organization )

BLEASE NOTE:

For purpcses of this study, @ person with moderate special neceds
is considered to have most of the following characteristics:

...potential to live independently and maintain employment

...deficits in the basic skills (reading, writing, math)

.. .problems with abstract reasoning, memory, following
directions, judgments, social skills (one or more of the
above)

. ..discrepancy between verbal skills and written or
performance skills

...an IQ in the 75 - 95 range

»..generally normal physical appearance and abilities

L?}?
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Appendix 3

SECTION I. TECHNIQUES WHICH SUPPORT THE ON-SITE SUPERVISOR (ONS)

A. Who supports your on~going work with the N
trainee/employee who has moderate special needs (MSN)? '
Check the one you confer with the most:

Training Supervisor (TS)
Work Supervisor (WS)
Other (specify)

B. The following is a list of techniques that a supervisor
might provide to you, the ONS. Identify by number
(1,2,3,4) for both TS and WS how helpful each technique
has been in your work with the MSN.

= very helpful
somewhat helpful
not. -helpful

dces not apply

W N e

TS WS ’
a. Cicrifles your role in relation To the MSA %
| 'B. Identifies the special needs of the MSN E
C. Explains strengths and weaknesses of MSN JE
d. Assigns tasks for the MSN to do — °
e. Suggests specific tephhiques on how to help

the MSN (i.e. making check lists)

. Meets with you and the MSN for joint discussions

PRt vy,

ét 'g. Helps establish goals for vocational growth
of MSN, both long and short term

h. Demonstrates ways of problem solving work

g related issues with the MSN (in your presence)
' 1. Confers with you alone about the MSN

J. Offers in-service workshops relevant to
the MSN population

k. Establishes a supportive relationship with you

; 1. Expresses empathy for problems related £o
¢ working with the particular MSN

M. Gives acknowledgment and encouragement
for the job you are doing with the MSN
n. Other (specify)




SECTION II. FACTORS INFLUENCING QUALITY OF SUPPORT TO MSN ) 5

Please rate (1,2,3,4,5,0) how much the following factors
enable you be supportive to the MSN:

makes me much more supportive

makes me somewhat more supportive
does not affect me 5
makes me somewhat less supportive i
makes me much less supportive :
does not apply

oCUMhWN M
dnuanau

a. My confidence in my overall supervisory ability

b. My feeling‘that I am basically successful in
helping MSN work to the best of his/her ability

c. Good -quality of performance by MSN

d. Recognition of my work with “he MSN by TS or WS
e. Advocacy for the needs of the MSN by TS or Ws

£. Having supervisor model supportive behavior
onsite with the MSN

g. My belief in the overall concept of training
and employing the MSN

h. Understanding the special needs of MSN

i. Being given concrete ways to help MSN to
compensate for areas of weakness

3. Other (specify)
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SECTION III. ISSUES AFFECTING JOB PERFORMANCE OF THE MSN AND GP

For each of the following issues affecting job performance,
please rate the MSN and the GP on the frequency with which
the problem arises:

OFTEN a problem
SOMETIMES a problem
RARELY a problem
NEVER a problem
Not applicable

"PROBLENS — ’ ) MSN | Gb ]

U N O
Bwwnan

a.’ Xﬁsence from work

b.‘ Tardlness

"Tack of preparaﬁlon for a551gned tasks

a ECE OE 1n1t1at1ve in- do:mg Job tasks

e, ‘Inadequate soc1a1121ng ‘WIth other staff:
withdrawal

XCessive socla 121ng To detriment oFf job
9. Dlstractlbillty -
h. Low frustrétlon tolerance. impatience

1. Memory problems.

J. Inability to transfe* Iearning Trom one
situatlon to another similar one

K. REPEEJ.EJ.OH Of behav1ors ana verballzatlons

1. Inability tq‘fcvllow "directions

m. Poor judgment in relation to health

and safety issues for themselves
'ﬁ""PBBf-ﬁﬁagment in relation to .Jealth and
safety issues for people with whom they work

"o lmpulsaivenessT o

pP- Inapproprlate 1imit setting with children
or clients (too lenient)

d. J1nappropriate l1imit setting witn children
or clients (too punitive)

r. Jinsecurlity about their role
S. Low sell-esteem j
t. In flex1b111ty in maklng changes (schedule, tasks)

u. Inability to accept constructive
criticism or re-direction

ReIucEance EO asE for help when needed

W. Dhysical complaints

X. Dersonal problems.interfere with work

Y. Grooming and hygiene issues

z. Other (specify)

.
..
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SECTION IV. TECHNIQUES WHICH ONS MIGHT USE WITH EITHER MSN OR GP

\

.
All of you in this study have supervised the MSN. Many of J
you have also worked with the GP. The following is a list :
of supervisory techniques. Please check the box indicating
the frequency with which you might use each technique for
each population.

Almost always -

1=

2 = Occasionally E

3 = Seldom or never .
SUPERVISORY TECHNIQUES MSN | GP |

a. Define job tasks in wriéiﬁg~

'BT_EIQe“step by>§tep InStructions

¢. Modify asrigned tasks (IInit number)
'af'ﬁgéfcheck Iist fafffoiléw“thféugﬁ on tasks
e. Remind verbally to do or ‘complete task

f. Provide concrete demonstration of Tasks

g. -Glve immediate feedback on'ﬁob pérformance

R, Point out inappropriate social behaviors g
and suggest ways to modify them b

1. conduct regularly scheduled supervisory sessions

J. Set 1limits for inappropriate behavior
XK. Take interest in their personal life
1. Be realistic with them about Their 7
strengths and weaknesses

m. Help them to accept constructive criticism

n. Be flexible with regard to expectations

o. Clarify their role as service provider
rather than service recipient

P. Encourage them to ask questions and other=
wise advocate for themselves

q. Include them in meetings and other
functions of the organization

Yix 1Pt B AE th
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i r. Other (specify)




SECTION V. OPEN - ENDED QUESTIONS

A. In what way do you do things differently with the MSN
than you do with the GpP?
%1 B. What has been most helpful to you in yocur efforts to
. train or supervise the MSN?
é SECTION VI. BACKGROUND INFORMATION
3 For statistical reasnns, please fill out the following
: background information:
: 1. Your professional discipline:
2. Number of years in the field:
3. Organization in which you supervised MSN. (Check one):
Day care center
Nursing home
7 Geriatric day center
L Institution for retard
; Sheltered workshop
' Special needs school
- Retail business
3 Bank
5 Other
1
: 4. How many different MSN have you supervised?
é 5. How many different GP have you supervised?

éi?CTION Vi continues)

ot s 4
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SECTION VI continued

6. Total amount of time you have worked with MSN in current

or former jobs. (Check one):

3 - 6 months
7 =12 months
13-18 months
19-24 months
25-36 months
More than 36 months

7. How often did you meet formally for supervision with
MSN?

Once a week

Once every two weeks
Once a month

Other (specify)

8. What is the highest level of education you have had?

High school graduate

Some courses after high school
AA Degree (specify field)

BA Degree (specify field)
Master's Degree (specify field)
Doctorate (specify field)

9. Gender

Male
Female

10. Age

20 -~ 25
26 ~ 30
31 - 40
41 - 50
Over 50

Thank you for your cooperation in completing this survey. Please
put the completed questionnaire in the stamped self-addressed
envelope and mail by January 22, 1990.
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SECTION III.

Appendix 4

ISSUES AFFECTING JOB PERFORMANCE OF THE MODERATE
SPECIAL NEEDS (MSN) AND GENERAL POPULATION (GF)

Tabulated for responses indicating that the issue
"often" or "sometimes" affected job performance

PROBLENS

Percentages

(n=65) (n=44)

GP

Insecurity about their role 70.3 34.9”
Low self-esteem 64.1 | 23.3
Memory problems 61.9 18.2 H
Distractibility 60.9 22.7
;nabiiity to transfer learning from one 58.5 13.6 n
situation to another similer one
Lack of iﬁitiative in doing job tiska 55.3 52.3 H
Lack of preparation for assigned tasks 55.7 47.5 “
Inability to follow directions 53.1 18.6 "
Inapproériﬁte limit setting with children or 52.5 47.6 l
clients (too lenient) l
Reluctance to ask for help when needed 52.3 36.4 |
Inability to accept constructive criticism 40.6 52.3
or re-direction
Repetition of‘behaviora and verbalizations 39.1 7.0
Excessive gocializing to detriment of job 38.1 31.8
Peraonai problems interfere with work 35.4 36.4 |
Inappropriate limit setting with children or 34.4 39.0
clients (too punitive)
Inflexibility in making changes (schedule, 34.4 36.4
tasks)
Inadequate socializing with other staff: 32.3 25.6
withdrawal
Low frustration tolerance: impatience 32.3 29.5
Impulsiveness 29.7 11.6 I
Poor judgment in reistion to health and 29.7 14.0
safety issues for themselves
Poor judgment in relation to health and 27.0 14.0
safety issues for people with whom they work
Physical complaints 21.9 26.2
Aﬁsence from work 21.5 34.1
Tardiness 12.3 43.2
10.8 2.3

Grooming -and hygiene issues

P2 S
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Appendix 5

?1" SECTION IV. TECHNIQUES WHICH ON-SITE SUPERVISOR (ONS) MIGHT USE
WITH EITHER MODERATE SPECIAL NEEDS (MSN) OR GENERAL )
POPULATION (GP) -

+ Tabulated for responses indicating technique was
"almost always" used

Negr Rk, gumsorg g aee
W e

RSy pen

v Rank |Rank Percentages :
S for for TECHNIQUES WHICH ONS MIGHT USE WITH MSN GP
i MSN |GP EITHER MSN OR GP (n=65) (n=44)
%: 4 1 6 |Conduct regularly scheduled supervisory 87.3 63.6H A
RYNS gessions i
5 5 _|Be flexible with regard to expectations 84.1 64.3 |
1 Be realistic with them about their 3.1 81.8 ﬁ
D strengths and weaknesses
i 4 7 |Give immediate feedback on job 81.5 45.5 q
v pexrformance ]
: 5 4 |Encourage them to ask questions and 81.5 65.9
: otherwise advocate for themselves
14
6 3 |Help them to accept constructive 70.3 72.7
criticism
7 15 ‘iGive step by step instructions 69.2 20.5 "
“ 8 12 |{Provide concrete demonstration of tasks 64.6 27.3 "
i 9 2 |Include them in meetings and other 60.3 79.1
: functions of the organization
{ 10 17 |[Modify assigned tasks (limit number) 60.0 9.1
11 8 Define job tasks in writing 60.0 45,5
i 12 14 |Remind verbally to do or complete task 51.6 22,7
13 13 |Clarify their role as service provider 51.6 25.6
rather than service recipient
14 9 Set limits for inappropriate behavior 48.4 43.2
15 11 }Point out inappropriate social behaviors 34.4 27.9
and suggest ways to modify them
16 10 |Take interest in their personal life 33.8 38.6
T 17 16 |Use check list for follow through on 27.7 11.4
tasks
i E}E;
e i _ - \3.2 . nan mes wee e el wmsa e Nwmres e e




Appendix 6

SECTION I-B: TECHNIQUES WHICH SUPPORT ON-SITE SUPERVISOR (ONS)

+ Tabulated for responses indicating the technique
was "very helpful"

+ Responses refer to techniques that a Training ;
Supervisor (TS) might provide to the ONS .

- mm

t | TECENIQUES WHICH SUPPORT THE ON-SITZ SUPERVISOR (ONS8) Pexccntage;="

| Meets with you and the MSN for joint discussions 7%,2 || é
Establishés a supportive ralationship with you 77.2 ﬁﬁﬂ N
confers  with you alone about the MSN- 76.0 " .
Clarifies your role.in relation to the MSN 75.5 u 1
Identifies the gpecial needs of the MSN 70.7 " ;
Explains strengths and weaknesses of MSN 70.2 :

| Gives acknowlédgment and encouragement for the job 69.1 I' ;
you are doing. with the MSN ?
Expresses empathy for prcblems related to working 66.0 é
with the particular MSN )
Suggests specific techniques on how to help the MSN 64.8 :
(i.e. making check lists) |
Offers in-service workshops relevant to the MSK 64.3
population
Demonstrates ways of problem solving work related 58.8
issues with the MSN (in your presence)
Helps establish goals for vocational growth of MSN, 54.9
both long and short term
Assigns tasks for the MSN to do 54.5 'l

LA s ¥




Appendix 7

SECTION II: FACTORS INFLUENCING QUALITY OF SUPPORT TO PERSON 12
WITH MODERATE SPECIAL NEEDS (MSN) :

+ Tabulated for responses indicating the factor made
the respondent "much more" supportive to the MSN

‘ - - — . — e — ——
! RANX FACTGCRS INFLUENCING QUALITY OF SUPPORT TO PERSON Percentages
: WITH MSN : :
1 Being given concrete ways to help MSN to 80.0 " i
compensate for areas  of weakness :
2 My belief in the overall concépt of training and 71.2 l f
- employing the -MSN . ) :
3 My confidence. in my .overall supervisory ability 70.5 Il f
4 | Understanding the aﬁécial needs of MSN ’ 68.3 _” :
5 My feeling that I am basically successful in §9.7
helping MSN werk to the best of his/her ability
6 Good quality of performance by MSN 5§7.6
7 Advocacy for the needs“of the MSN by TS or Work 45.1 :
Supervisor (WS) .
8 Having supervisor model supportive behavior onsite 42.2 E
with the MSN :
9 Recognition of my work with the MSN by TS or Ws 39.3
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Appendix 8

RESPONSES TO _OPEN_ENDED QUESTIONS

Section V Open Ended Questions:

A. In what way do you do things differently with the MSN than you
do with the GP?

Common Themes #_of people*
Give more specific explanations about tasks,

routines, and rules 17
Modify tasks assigned; lower expectations

for MSN 11
Devote more time to supervision of the MSN 11

Give more feedback to MSN; follow up more

Closely with MSH 6
Offer MSN more structure 6
Exercise more patience and vork harder with MSN 4

B. What has been the most helpful to vou in vour efforts to train
‘or supervise the MSN?

ommon_Themes # _of people¥*

Support and availability of trainina supervisor;
individual consultations with training supervisor;

-in service workshops 31

Written expectations and assignments for the MSN

from the training program 10
Knowing MSN's learning disabilities and adjusting

to thenm 10
Relationship with the MSN 6
Attitude and progress of the MSN 4
Weekly supervisory meetings with MSN 4

Previous experience working with and/or supervising
MSN 2

* some respondents did not £ill in this question. Others
responded with several of the -themes.




Appendix 9

BACKGROUND INFORMATION ARQUT THE RESPONDENTS _TO THE QUESTIONNAIRE

N~-65
1. Gender: Female 88%
Male 12
2. Age: 20-25 6%
26-30 31
31-40 28
41-50 25
Over 50 11
3. Education: High school qraduates 3%
Some courses after hiah school 6
) AA degree 8
BA deqree 51
Master's degree 32

4. Academic Specialization:

Early Childhood Education or Development 55%
Day Care Management 2
Human Service Rehabilitation 9
Social Work 5
Business 2
Other 8
None spncified 20
5. Current Professional Discipline:

Early Childhood Administration 29%
Early Childhood Teacherx 43
Adult Human Service Administration 5
Adult Human Services/Direct Service Provider 12
Special Needs Educator 2
Other 6
No answer 3

6. Years in the professional fieid:
Range: 2-25 years
Average number of vears: 11

7. Organization in which MSN was supervised:
Day Care Center or Pre-school 72%

Adult Human Service Settina 19
Special Needs Program 5
Retail 4
8. Number of students/trainees supervised MSN
Over the course of time:
Range 1-12%
Average 3

* One respondent wrote "countless! (not averaged in)

~ »
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Appendix 10

PEOPLE INTERVIEWED

Larry Shulkin, Co-owner, Allen Pen Company

Al Davis, Vice-President, Chief Financial Officer, Nova Bio-
Medical

¥
Mary Ann Rapoza, Site Supervisor, Supported Employmen% for
Persons with Mental Retardation, Nova Bio-Medical

Barbara Sylvia, Site Suvervisor, Supported Employment for

.Persons with Mental Retardation, Newton Marriott

Merbers of the Personnei Department, (group interview),
Newton Marriott

Elaine Tocci, Employment Manader, BU Bookstore

Bea Riley, Affirmative Action Recruiting Manaager, Harvard
Community Health Plan

Alta La Point, Cé—ordinator of Handicappred Services, Human
Resource Department, University cr MA Medical Center

Jim McCarthy, Recruiter, MIT

Caroline Satkwich, Supervisor, Bill Ad-iustinag Devmartment
Lechmere

Edie Evans, Recruiting Co-ordinatoxr. John Hancock Insurance

Les Hemings, Director of Human Resources, John Hancock
Insurance

Marilyn Hayes, Assistant to General Manager, Customer
Service Department, Filene's

Sheryl Dorsey, Word Processor II, Supervisor, MA State
Department of Employment and Training

Vernell Price, Tax Enforcement Manager, MA State Department
of Employment and Training

Jerry McDonnell, Director, Neville Manor Nursing Home

Diane Clark, Early Childhood Educator, Former on-site
supervisor of Threshold Students

Chrissie Remington, Early Childhood Educator, Former on-site
supervisor of Threshold students

Karen Muncaster, Director, Proaram for the Learnina
Disabled, Middlesex Community Colleae
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People Interviewed cont.

20. Laura Patey, Educational Ccnsultant, Trantec Inc.

21. Marty Gold, Progqram Coordinator, Supported Work for Persons
vith Mental Retardation, Morgan Memorial Goodwill
Industries, Inc.

22. BAnne Chace, Reqional Coordinator, MA Proiject with Industry

23. James Fratolilo, Supervisor, Office of Employment Services,
MA Rehabilitation Commission

24. Joy McMahon, Proiject Coodinator, Regional Technical
Assistance Project, Office of Emplovment Services, MA
Rehabilitation Commission

25. 1Ilene Asarch, Program Coordinator, Work Suvervisor for
Persons with Mental Retardation, Jjewish Vocational 3ervices

26. Anthony Voto, Supervisor, Mail Services, Suffolk University

27. James Hardeman, Manager, Counseling Department, Polaroid
Corporation

Eoarrrarey
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Appendix 11

CONSULTANTS

Questionnaire pre-tested by:
Harriet Kahn, Director, Northeastern University bhay Care Center

Robin R. Maltz, Public Health Educator, Healthy Baby Project,
Harvard University/Boston City Hospital

Carole Noveck, Work World Advisor, Threshold Program
Fran Osten, Training Supervisor, Early Childhood, Threshold
Program

Research Consultant:
Joel I. Reisman, Consultant, Research Statistician, Department
of Public Health, State of Massachusetts

Content Consultants:
Carole Noveck, Work World Advisor, Threshold

¥Fran Osten, Training Supervisor. Eariv Childhood. Threshold
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