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Introduction to Workplace Supports Training 

A job coach plays an important role in supporting people with disabilities in 

maintaining both competitive and integrated employment. A job coach must possess the 

knowledge and skills to (a) conduct a thorough analysis of identified work tasks for 

instructional purposes, (b) develop and utilize appropriate instructional strategies to teach 

work tasks (instructional prompts, compensatory strategies), (c) fade instructional 

assistance, (d) develop strategies for self-regulation and management, and (e) identify 

needed accommodations.  The job coach collects and maintains data on work job 

performance and maintains professional relationships with the employee and employer.  

This training is designed to provide job coaches with information about how to provide 

quality supports to supported and customized employees.   

Training Requirements 
The workplace supports training is an eight (8) hour training with five 

corresponding training modules. Module 1, Introduction to Job Coaching, provides an 

overview of supported and customized employment and an overview of job coach ethics 

and responsibilities. Module 2, Professionalism in the Workplace and Collaboration, 

provides an overview of job coach professionalism and overview of building collaborative 

relationships with the employee, employer, family, and others.  Module 3, Job Analysis 

provides reviews how to conduct a Job analysis, Module 4, Systematic Instruction, 

reviews how to conduct a Task Analysis and implement instruction, and Module 5, 

Accommodations and Assistive Technology in the Workplace, reviews accommodations 

and assistive technology in the workplace.  In order to receive the training certificate, 

trainees are required to attend the training and complete all required activities.  Trainees 

must also complete a pretest and a posttest.  
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Module 1: Introduction to Job Coaching 

After completing module 1, you should understand the following: 

1. The importance of employment for people with disabilities. 

2. The definition of supported and customized employment. 

3. The underlying values and assumptions aligned with the supported, customized, 

and Individual Placement and Support (IPS) models. 

4. What the role of a job coach is in supporting supported and customized 

employees in competitive integrated work settings. 

5. Ethics for job coaches. 

6. The philosophy of people first language. 

7. Required monthly documentation for the State Office of Vocational Rehabilitation. 

Why Employment is Important? 
Work plays a central role in the lives of all 

people living in the United States.  According to 

Strauser, (2014), we work to meet a number of basic 

human needs including the need for survival and 

power, the need for social connection, and the need 

for self-determination and well-being. Clearly, there 

are a number of benefits to work.  Unfortunately, 

people with disabilities, especially those with more 

significant disabilities, remain under and 

unemployed. The American Community Survey 

(ACS) collects employment and other related 

information from approximately three million people 

with and without disabilities on an annual basis. ACS 

collects data on specific disability categories 

including visual, hearing, ambulatory, cognitive, self-

care, and independent living disability.  A person is 

considered employed if he or she is either (a) "at 

work": those who did any work at all during the 

reference week as a paid employee (worked in his or her own business or profession, 

worked on his or her own farm, or worked 15 or more hours as an unpaid worker on a 

family farm or business) or (b) were "with a job but not at work,”: had a job but temporarily 

did not work at that job during the reference week due to illness, bad weather, industrial 

dispute, vacation or other personal reasons. The reference week is defined as the week 

preceding the date the questionnaire was completed.  Figure 1.1 shows aggregate 

employment data over the past seven-year that people without disabilities between the 

age of 21-65 are more than twice as likely to be employed compared to people with 

disabilities.   

Survival and Power 

 Wages and income to 

meet basic human needs 

such as food and shelter. 

Social Connection 

 Connect with individuals 

in social and community 

environments. 

Self-Determination 

 Promote autonomy. 

 Build capacity.  
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 The employment rate for people with more significant disabilities is even more 

troubling.  For example, Winsor, et al. (2018) reported that only 18.8% of people with 

intellectual and development disabilities are employed in competitive integrated 

employment.  Figure 1.2 illustrates how employment rates for this population has 

remained stagnate. Given the employment rates for the majority of people with disabilities 

remains consistently poor, it is increasingly important to understand how to provide 

meaningful supports to individuals engaged in supported and customized employment. 

Figure 1.1 ACS Employment rate of people with and without a disability. 

33.9 34.3 33.5 34.5 34.6 35.2 36.2 37.3

75.4 75.6 76.3 76.8 77.6 78.3 78.9 79.4

2010 2011 2012 2013 2014 2015 2016 2017

People with Disabilities People without Disabilities

Figure 1.2. Employment rates for people with intellectual disabilities. 

20.3 19.7 19.1 19.1 18.2 19.1 19.1 19 18.8

79.7 80.03 80.9 80.9 81.8 80.9 80.9 81 81.2

2008 2009 2010 2011 2012 2013 2014 2015 2016

Employment Rates for People with 
Intellectual Disability 

Integrated Employment Facility-based and non work services

Figure 1.2. Employment rates for people with intellectual disabilities. 
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What is Supported Employment? 
Supported employment (SE) emerged in the 1980’s as an alternative to sheltered 

workshops and other segregated services. The development of supported employment 

was influenced by the fact that segregated employment programs did not produce 

quality integrated employment outcomes for people with disabilities.  As a result, 

advocates, researchers and policy makers abandoned the “train-place” model for 

vocational preparation and began to develop innovated methods to support an 

individual with significant support needs in the competitive labor market.  SE is 

considered a “place-train” 

model that assumes the 

best place to learn an 

employment skill is in real, 

paid work settings.  SE 

was included as a service 

provision in the 

Rehabilitation Act 

Amendments of 1986.     

Supported 

employment is a validated 

support option for people 

who, because of the 

severity of their disability, 

need intensive supports.  

As supported employment 

evolved over the years, 

researchers develop 

quality indicators for SE. 

For example, Wehman, 

Revell, & Brook (2007) 

outline ten specific 

indicators for SE programs: 

Activity 1.1 
Discussion  

Review the employment data and answer the following questions 

1. Why do you think there is such a difference in the unemployment rate between people 

with disabilities and people without disabilities?  

2. What do you think are some of the main reasons why people with disabilities, who want 

to work, are not working?  

3. What would you recommend to people with disabilities, who want to work, do to 

increase their chances of getting a job?  

4. What would say to employers who are hesitant about hiring someone with a disability?  

5. What do you see as your role in supporting a person with a disability on their job? 

Rehabilitation Act Definition of Supported Employment 
(29 USC § 705(38)) 

 

Supported employment means competitive integrated 
employment, including customized employment, or 
employment in an integrated work setting in which an 
individual with a most significant disability, including a youth 
with a most significant disability, is working on a short-term 
basis toward competitive integrated employment, that is 
individualized and customized, consistent with the unique 
strengths, abilities, interests, and informed choice of the 
individual, including with ongoing support services for 
individuals with the most significant disabilities –  

 For whom competitive integrated employment has 
not occurred. 

 For whom competitive integrated employment has 
been interrupted or intermittent as a result of a 
significant disability. 

 Who, because of the nature and severity of the 
disability, need intensive supported employment 
services, and extended services after the transition 
from support provided by the designated State unit in 
order to perform the work. 

 

https://www.law.cornell.edu/uscode/text/29/705#38
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Indicator 1. Meaningful competitive employment in integrated work settings. 

Description: The supported employee is hired, supervised, and paid by a 

community business. 

Indicator 2: Informed choice, control, & satisfaction. 

Description: The supported employee selects a community service provider, a job 

coach, and work conditions. 

Indicator 3: Level and nature of supports. 

Description: Program is skilled in identifying and developing workplace support 

options. 

Indicator 4: Employment of individuals with significant disabilities. 

Description: Program serves individuals with the most significant disabilities. This 

includes individuals who truly need ongoing workplace supports. 

Indicator 5: Number of hours work per week. 

Description: Program is achieving consistent work hour outcomes of 30 hours or 

more a week. 

Indicator 6: Number of persons from program regularly working. 

Description: Majority of program participants work in competitive integrated 

employment. 

Indicator 7: Well-coordinated job retention system. 

Description: Program maintains regular contact with supported employees to 

monitor job stability. Regular contact ensures the program can respond to planned 

and unplanned job retention support needs.   

Indicator 8: Employment tracking and monitoring systems. 

Description: The program develops a system to track supported employee 

employment status, wages, benefits, number of hours worked, and type of job. 

Indicator 9: Integration and community participation. 

Description: Supported employees work in a job that facilitates physical and social 

interaction with co-workers.  Employees are also satisfied with their job.  
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Indicator 10: Employer satisfaction. 

Description: Program is viewed as an employment service agency rather than a 

human service agency. Program is responsive to the business community.  

What is Customized Employment?  
Customized employment is a set of strategies and interventions that are 

designed to support an individual with significant support needs to obtain paid 

employment.  The term customized employment was first used in 2001 when the Office 

of Disability Policy was developing ways for One Stop Career centers to better serve 

individuals with disabilities.  Customized employment was added to the Rehabilitation 

Act as service provision in 2014. Customized employment embodies the core principles 

of supported employment and represents a logical extension of the supported 

employment model. Customized employment builds on the strengths of supported 

employment in that it requires the employment process to be individualized and tailored 

to the unique strengths and capabilities of the individual. The process, however, is not 

based on the demands of the local job market. Rather, it seeks to establish a mutual 

relationship between the job seeker and an employer by carving, modifying, 

restructuring, or 

negotiating a specific job.  

The Office of Disability 

Employment Policy 

(ODEP, 2005) 

established a set of 

customized employment 

principles that illustrate 

the customized 

employment process.  CE 

is based on an 

individual’s strengths, 

needs, and interests and 

these needs are matched 

with the needs of a 

business.  The Essential 

Elements of Customized 

Employment for Universal 

Application (WINTAC, 

2017) highlights nine 

essential elements (Table 

1.1).   

 

Federal Definition of Customized Employment 
29 USC § 705(7) 

 
Customized employment: The term “customized 
employment” means competitive integrated employment, 
for an individual with a significant disability, that is based 
on an individualized determination of the strengths, needs, 
and interests of the individual with a significant disability, 
is designed to meet the specific abilities of the individual 
with a significant disability and the business needs of the 
employer, and is carried out through flexible strategies, 
such as— (A) job exploration by the individual; (B) working 
with an employer to facilitate placement, including— (i) 
customizing a job description based on current employer 
needs or on previously unidentified and unmet employer 
needs; (ii) developing a set of job duties, a work schedule 
and job arrangement, and specifics of supervision 
(including performance evaluation and review), and 
determining a job location; (iii) representation by a 
professional chosen by the individual, or self-
representation of the individual, in working with an 
employer to facilitate placement; and (iv) providing 
services and supports at the job location. 
 

https://www.law.cornell.edu/uscode/text/29/705#7
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Table 1.1  

Nine Essential Elements of Customized Employment  

Nine Essential Elements of CE 
WINTAC 2017 

Essential Element Description 

Negotiation of Job 

Duties 

Job duties are set as a result of negotiations with 

employers.  

Individualization  The employment relationship is individualized. 

Negotiated Pay  CE pay is based on the successful negotiation of several 

factors including (a) the target wage set by the job 

seeker, and (b) the typical wage for positions that contain 

similar tasks. 

CE in Community 

Business 

CE should not include contract work and is consistent 

with the definition of competitive integrated employment. 

Negotiates a Voluntary 

Relationship 

Representatives seek to find a successful fit between 

specific areas of benefit and need for employers in the 

form of job tasks aligned to the employment seeker’s 

strengths, needs, and interests.  

Representation Skilled representatives approach potential employers and 

identify tasks that fit the individual and benefit the 

employer.  

No Fail Process CE presumes that the employment seeker cannot fail. 

CE Chosen by the Job 

Seeker 

The job seeker used discovery to choose a job.  

CE is individuals 

Unsuccessful with 

Traditional Employment 

CE should be offered to individuals whose disability 

makes demand-side employment unlikely or impossible. 
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What is the Individual Placement and Support (IPS) Model? 
The Individual Placement and Support model (IPS) is a supported employment 

model for people with mental illness.  The IPS model is designed to support people with 

mental illness to obtain competitive integrated employment based on individual needs 

and preferences.  

 

Principle 1 
Competitive Employment 

 Commensurate wages 

 Jobs open to everyone 

 No time limits imposed by social 
service agencies 

Principle 2 
Systematic Job Development 

 Based on job seeker 
preferences 

 Use an employment specialist 
to visit potential employers 

Principle 3 
Rapid Job Search 

 First face-to-face contact occurs 
within 30-days 

 

Principle 4 
Integrated Service 

 Program is integrated with 
mental health treatment teams 

 Employment specialist attached 
to one or two treatment teams 

Principle 5 
Benefits Planning 

 Employment specialist assist 
with understanding Social 
Security, Medicaid, and other 
benefits 

 

Principle 6 
Zero Exclusion  

 People are not excluded based 
on basis of diagnosis, 
readiness, symptoms, 
substance abuse history, or 
disability 

Principle 7 
Time Unlimited Supports 

 Jobs supports continue as long 
as needed 

 Employment specialist have 
monthly contact 

 

Principle 8 
Work Preferences 

 IPS services are based on job 
seeker preferences and choice 
rather than employment 
specialist’s judgement 

 

Figure 1.3. Eight IPS principles. 
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 IPS is considered an evidence-based practice (Bond & Becker, & Drake, 2011) 

and has been effective with a number of populations including people with PTSD, mental 

illness and substance abuses, individuals who are experiencing homelessness, and 

people with criminal histories. The IPS is based on eight principles (IPS Employment 

Center, n.d).   Each of these principles is listed in figure 1.3. 

What is Competitive Integrated Employment (CIE)?   
It is important to highlight that both supported and customized employment are 

designed to facilitate meaningful integration in employment settings. Both of these 

programs require that individuals are employed in community integrated employment 

(CIE).  The Rehabilitation Act, as amended defines CIE as work that is performed on a 

full-time or part-time basis for which an individual is (a) compensated at commensurate 

wages (at least minimum wage), (b) in a location where the employee interacts with other 

persons who are not individuals with disabilities, and (c) as appropriate, presents 

opportunities for advancement that are similar to those for other employees who are not 

individuals with disabilities and who have similar positions (29 USC § 705(5)) 

What are the Values and Assumptions of Supported and Customized 

Employment? 
Supported employment is often referred to as a value-based program.  

Researchers identified values that should be reflected in all supported employment 

programs (Wehman, 2012). As a job coach, you should reflect on each of these values 

and take steps to ensure that you provide employment supports in a way that embraces 

each of these values.  

 Value 1:  Presumption of Employment. Everyone, regardless of the level or the 

type of disability, has the capability and right to a job.  

 Value 2: Competitive Employment. Employment must occur within the local 

labor market in regular community businesses. 

 Value 3: Commensurate Wages and Benefits. People with disabilities should 

earn wages and benefits equal to that of coworkers performing the same of 

similar jobs.  

 Value 4: Focus on Capacity and Capabilities. People with disabilities should 

be viewed in terms of their abilities, strengths, and interests rather than their 

disabilities.  

 Value 5: Importance of Relationships. Community relationships both at, and 

away from, work leads to mutual respect and acceptance.   

 Value 6: Power of Supports. A conviction that people with disabilities need to 

determine their personal goals and receive assistance in assembling the 

supports necessary to achieve their ambitions.   

 Value 7. Systems Change. Traditional systems must be changed to support 

https://www.law.cornell.edu/uscode/text/29/705#5
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self-determination, which is vital to the integrity of supported employment. 

 Value 8. Importance of Community. People need to be connected to the formal 

and informal networks of a community for acceptance, growth, and development.  

What is the Role of the Job Coach? 
A job coach performs a number of important tasks when supporting an individual 

with disability in maintaining competitive integrated employment.  The types of support a 
job coach provides include (a) conducting a thorough analysis of identified work tasks for 
instructional purposes, (b) developing and utilizing appropriate instructional strategies to 
teach work tasks (instructional prompts, compensatory strategies), (c) fading instructional 
assistance, (d) developing strategies for self-regulation and management, and (e) 
identifying needed accommodations.  The job coach also collects and maintains data on 
work job performance and maintains professional relationships with the employee and 
employer.  According to Morgan and Riesen (2018), a job coach has a number of primary 
responsibilities included in the box below. 
 

 
 
 
 

Guidelines for Job Coaching (Morgan and Riesen, 2018) 

1. A job coach must establish rapport with the supported employee. 

2. The job coach must be effective in describing how to perform the steps of a job 

task. This requires the job coach to analyze the steps of each task.  The job coach 

offers feedback to the supported employee and provides instruction to ensure 

acquisition of the task(s). 

3. The job coach must collect data on the performance of the supported employee.  

Decisions about how to teach, when to move forward, and when to focus on tasks 

with low performance are made by examining performance data. 

4. The job coach must know how to fade assistance. When performance data show 

mastery of a job task, assistance must be gradually faded.  The job coach uses 

appropriate response prompting and fading strategies. 

5. The job coach encourages direct assistance from the employer and co-workers.  

Creating natural supports may include facilitating interactions between workers 

and the supported employee. 

6. The job coach should assist the supported employee to become a contributing 

member of the work culture. 

7. The job coach should be a model employee by arriving on time, dressing 

appropriately, following company standards, and behaving appropriately.  
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What are the Ethical Responsibilities for Job Coaches? 
 The success of a supported employee is contingent on a number of factors. One 

of these factors is the competence and commitment of the job coach (Luecking, Fabian, 

& Tilson, 2004).  A job coach wears many hats and can positively influences employment 

outcomes for individuals with disabilities.  The job coach should adhere to a certain ethical 

guidelines and principles. The Code of Professional Ethics for Rehabilitation Counselors 

(2017), outlines specific values and ethical guidelines for rehabilitation counselors.  These 

values and principles have direct application to job coaches and can be adopted by 

professionals providing direct support to people with disabilities. The primary values 

aligned with the code include a direct commitment to: 

1. Respect human rights and dignity;  
2. Ensure the integrity of all professional relationships;  
3. Act to alleviate personal distress and suffering;  
4. Enhancing the quality of professional knowledge and its application to increase 

professional and personal effectiveness;  
5. Promote empowerment through self-advocacy and self-determination; 
6. Appreciate the diversity of human experience and appreciating culture; 
7. Emphasize client strengths versus deficits; 
8. Serve individuals holistically; and  
9. Advocating for the fair and adequate provision of services. 

 

In addition, the code also outlines six primary principles for ethical behavior outlined in 

figure 1.5. Job coaches should reflect on each of these core values and principles when 

providing employment supports to people with disabilities.    

 

 

 

 

 

 

 

 

 

 

Autonomy 

To respect the rights 
of clients to be self-
governing within their 
social and cultural 
framework. 
 

Beneficence  

To do good to others; 
to promote the well-
being of clients. 
 

Fidelity  

To be faithful; to keep 

promises. 

Justice 

To be fair in the 
treatment of all clients; 
to provide appropriate 
services to all.  
 

Nonmaleficence 

To do no harm. 
 

Veracity 

To be honest. 
 

Figure 1.5. Six principles for ethical behavior 
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Activity 1.2 
Principles of Ethical Behavior Activity 

Select from one of the six primary principles for ethical behavior to the appropriate scenario. 

A. Autonomy- To respect the rights of clients to be self-governing within their social and 

cultural framework. 

B. Beneficence- To do good to others; to promote the well-being of clients. 

C. Fidelity- To be faithful; to keep promises. 

D. Justice- To be fair in the treatment of all clients; to provide appropriate services to all. 

E. Nonmaleficence- To do no harm. 

F. Veracity- To be honest. 

 Scenario 

 

__ 

A supported employee has asked you not to share any information about him to his 

supervisor or coworkers. His supervisor casually asks you about his disability after the 

supported employee has left. Which principle would you reference to handle this situation? 

 

__ 

You are asked to support someone who is blind in the workplace, yet you have not had any 

formal training in alternative techniques.  The supported employee’s coworker/cubicle mate 

tells you that her cane gets in her way. By doing so, you would be taking away the ability for 

the supported employee to navigate through the workplace and violating which principle? 

 

__ 

This principle guides how you conduct yourself on and off the job and has an impact on people 

you support. This includes the use of people first language, supporting people to do their job 

as independently as possible, and supporting employee being included in their workplace. 

 

__ 

Job coach completes the “workplace supports” and is exceling at supporting people.  The 

coach is called into a manager’s office and is extended an offered to become an employment 

specialist.  The job coach is excited and agrees. The manager then hands her a list of clients 

that need work strategy assessments completed. This is not within the scope or expertise of 

the role of the job coach. The job coach respectfully tells the manager, she does not feel 

comfortable completing the assessments until she has the appropriate training and certificate 

to perform those tasks.  Which principle is the job coach adhering to? 

 

__ 

A job coach meets a potential client at a job fair and sets up a meeting with the intake 

specialist in their company. After the meeting, the intake specialist tells the coach that the 

company will not be working with this client as he would be too difficult to place. This is an 

example of violating which principle? 

 

__ 

A supported employee is making progress toward becoming independent at a faster rate than 

anticipated. You have used validated strategies to teach her how to do the tasks and no longer 

depends on you for prompts.  As you are discussing progress in a team meeting with other 

coaches, another coach tells you that you will lose money if you fade too quickly.  What principle 

applies to this scenario? 
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What is Person First Language? 
Person first language is a simple concept that is used to reduce negative 

stereotypes about people with disabilities. The underlying rational behind people-first 

language is to recognize the person first and the disability second.  For example, instead 

of saying “disabled student” you would say “student with a disability.” In addition, support 

professionals should follow basic people first guidelines: 

1. Always refer to the person first. 

2. Only use the word disability if it 

relevant to the conversation. 

a. For example, do not identify a 

student as “that down’s kid” when you 

can identify him by name. 

3. Use the term disability instead of 

handicap. Handicap is an antiquated 

term that is considered offensive by 

many advocacy groups. 

4. When you need to identify a 

disability, avoid using negative 

descriptors of a student’s disability. 

For example, do not say “suffers from 

autism” or “afflicted with spina bifida.” 

5. Do not use terms like “normal” to 

describe people who do not have a 

disability. If you need to make 

comparisons say “students without 

disabilities.” 

What Documentation is Required from a Job Coach? 
 

Modules 3 and 4 will provide specific information on data collection for support 
and systematic instruction.  In addition to collecting specific information on workplace 
supports, the Utah State Office of Rehabilitation requires job coaches to complete 
standardized forms on a monthly basis: Job Coaching Tracker USOR 95 and Ongoing 
Supports Monthly Job Coaching Report USOR 93.   
 

Job Coaching Tracker USOR 95. The Job Coaching Tracking form is a fillable, 
PDF form that is formatted to allow for multiple entry dates.  The form provides a list of 
specific job coaching services.   The form should be submitted to the State Office of 
Rehabilitation on a monthly basis (figure 1.6). The top of the form provides fillable boxes 
to (a) fill out client’s name, (b) indicate which authorization you’re working off of, and (c) 
indicate which VR counselor you’re reporting to. When filling out coaching hours, be 
sure to list the total number of coaching hours that you as the job coach were with the 

Activity 1.3 
Person First Language Activity 

Each of the statements below do not reflect 

people first language.  Rewrite each of these 

statements using people first language and 

correct any stereotype contained in each 

statement. 

1. All downs kids are so cute, I love how 

huggy they are.  

2. The autistics like to have a repetitive 

work schedule. 

3. I work with a 33-year-old woman with 

spina bifida who is wheelchair bound.  

4. Most retarded adults have IQs 

equivalent to kindergartners so it is 

best to speak to them in terms a 

kindergartener understands.  
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client at their workplace. List any hours the client worked that month independently, 
without a job coach present.  The next section allows you to calculate the percentage 
towards independence. For example, if your client worked 10 hours that month, and 2 of 
those hours were spent working with a job coach, then 2 ÷ 10 × 100% = 20%. 
Therefore, if 10 hours is 100%, and you worked with the client 20% of that time, then 
100% - 20% = 80% of the time the client was working independently. It is important to 
list the percentage so that everyone can see how close a client is to becoming 100% 
independent. List the employer, and also what month and year that you are reporting 
on. Fill out the table format with each date you worked with the client, and the job 
coaches name. This will be the job coaches name, not the CRP the job coach is 
working for.  List what time the job coach came in to work with the client, and what time 
they left. Under the Summary of Coaching services section, the job coach will refer to 
the list of the 15 different Coaching Services and fill out the number associated with the 
service that was provided.  
 

Ongoing Supports Monthly Job Coaching Report USOR 93.  This form is 
completed by the job coach.  Figure 1.7 provides an example of the monthly job coach 
report. The form should be completed twice a month during visits to an individual’s job 
site. The information will serve as a resource to assess progress, identify additional 
interventions needed, and determine the necessity for authorization of additional job 

Figure 1.6. USOR Job coach tracker form. 
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coaching hours. This form must be submitted with the month’s hour tracking log and 
billing statement. These forms are due by end of the business day on the 15th day of 
the following month.   
 

 

 

 

 

This form requires the job coach to interact with the supported employee’s employer 

twice a month and will compare the employer’s answers. This form lists the employer’s 

overall appraisal of the supported employee’s performance, any problems reported by 

the supported employee, and lists any interventions used and any additional 

recommended interventions.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1.7. USOR 93 monthly job coach report continues. 

Figure 1.7. USOR 93 monthly job coach report 

cont.  
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Review Questions 
True False Supported employment (SE) emerged in the 1980’s as an alternative 

to sheltered workshops and other segregated services. 

True False Supported employment assumes everyone, regardless of the level or 

the type of disability, has the capability and right to a job. 

True False The statement “my downs kid job trains at the Home Depot” reflects 

person first language.  

True False The Utah State Office of Rehabilitation requires job coaches to 

complete form 93 and 95 on a monthly basis. 

True False In customized employment, individuals compete for market driven 

jobs. 

True False The Rehabilitation Act, as amended, considers sheltered work as 

competitive integrated employment.  

Select the statement that best describes supported employment. 

a) Supported employment is a “train-place” model. 

b) Supported employment is a “place-train” model. 

c) Supported employment is a “service + volunteer” model. 

d) Supported employment is a “volunteer + integrate” model. 

Which statement is NOT part of the role of a job coach? 

a) A job coach conducts a thorough analysis of identified work tasks for instructional 

purposes. 

b) A job coach develops and utilizes appropriate instructional strategies to teach 

work tasks (instructional prompts, compensatory strategies). 

c) A job coach fades instructional assistance.   

d) A job coach conducts work strategy assessments. 

Which statement is NOT included in the Federal definition of competitive integrated 

employment?  

a) An individual may be compensated below minimum wage when a team certifies 

that the individual lacks employment skills. 

b) Employment occurs in a location where the employee interacts with other 

persons without disabilities. 

c) The individual is provided with opportunities for advancement. 

d) None of the above. 
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Which statement reflects the principle of ethical behavior, “Beneficence”? 

a) To be honest. 

b) To do no harm. 

c) To do good to others; to promote the well-being of clients. 
d) To respect the rights of clients.  
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Module 2:  Professionalism in the 

Workplace 
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Module 2: Professionalism in the Workplace 

After completing module 2, you should understand the following: 

1. Job coach professionalism. 

2. Building professional relationships with the employee, and related service 

providers.  

3. Building professional relationships with the employer. 

a. Determining supervisors’ satisfaction with the supported employee’s job 

performance 

What is the Professional Responsibility of a Job Coach?  
As discussed in Module 1, a job coach performs a number of important tasks to 

support an individual with disability in maintaining competitive integrated employment 

such as a conducting a job and tasks analysis, developing instructional strategies, and 

developing specific work-place accommodations. Ensuring fidelity to completing each of 

these tasks is an essential function and your primary role and responsibility.  Job 

coaches are also expected to act professionally when supporting the employee, when 

interacting with employers and family members, and when interacting with other related 

service providers. Larkin (2003) outlined a number of professional behaviors that are 

considered both acceptable and unacceptable for professionalism in the medical 

profession. These behaviors have universal application and were adapted for job 

coaches and listed in table 2.1. Each of the examples of behaviors described in table 

2.1 serve as reminder about how to improve professionalism in the workplace.  

When it comes to job coaching, there are four areas for professionalism that 

require more in-depth discussion. Specifically, job coaches should always (a) maintain 

consumer confidentiality, (b) avoid exploitative relationships, (c) model appropriate 

workplace behavior, and (d) use validated practices.  

1. Job coaches should maintain consumer confidentially. The job coach should 

always maintain confidentiality of the supported or customized employee. A job 

coach should understand and uphold all state laws regarding confidentially and 

information that is considered privileged. The job coach should obtain a release 

of information prior to discussing any disability specific information with 

employers or other individuals 
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Table 2.1 

Examples of acceptable and unacceptable professional behavior. 

Good Professional Behavior 

Ideal Job Coach Behavior  Expected Job Coach Behavior  

 The job coach is generous and forgiving. 

 The job coach has a positive attitude and 

good sense of humor. 

 The job coach is altruistic and generates 

goodwill towards others. 

 The job coach consistently goes above and 

beyond the call of duty. 

 The job coach is a good and positive role 

model at the workplace. 

 The job coach has humility, doesn’t brag or 

boast about themselves. 

 The job coach arrives on time and is prepared for work. 

 The job coach dresses professionally and 

appropriately. 

 The job coach acts in a way that supports an 

individual’s interests. 

 The job coach completes all reports/forms accurately 

and in a timely manner. 

 The job coach protects the confidentiality of an 

individual with disability. 

 The job coach treats individuals with disabilities, their 

coworkers, and other service providers with respect. 

 The job coach discusses difficult issues with 

compassion and actively listens.  

 The job coach accepts criticism from others. 

Bad Professional Behavior 

Unacceptable Job Coach Behavior Intolerable Job Coach Behavior 

 The job coach arrives late and/or unprepared 

for work. 

 The job coach uses offensive or foul language 

at work. 

 The job coach accepts gifts from a person 

with a disability. 

 The job coach has inappropriate relationships 

with coworkers, employees, or staff members. 

 The job coach discriminates against people 

with disabilities or coworkers on the basis of 

race, gender, creed, disability, sexual 

orientation, or other objective characteristics. 

 The job coach interacts disrespectfully with 

people with disabilities, employer, coworkers, 

or staff 

 The job coach fails to respond appropriately 

to supervisor’s direction or instructions. 

 The job coach exposes confidential 

information. 

 The job coach lies, cheats, or steals. 

 The job coach engages in substance abuse during 

work/at the workplace. 

 The job coach refuses to learn from mistakes. 

 The job coach view or distributes offensive material at 

the workplace. 

 The job coach takes risks that threaten the safety of 

support employment others/not following workplace 

safety policies and procedures. 

 The job coach harasses supported employees, 

employers, coworkers, or other service providers. 

 The job coach verbally or physically assaults others. 

 The job coach falsifies documentation or data. 
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2. Job coaches should avoid exploitative or dual relationships.  The job coach 

should not engage in exploitative or dual relationships with the supported or 

customized employee.  This includes borrowing or lending money to a supported 

employee, accepting gifts from a supported employee or their employer, 

investing in a supported employee’s business, and engaging in any plutonic or 

romantic relationship with the supported employee or a family member.  The job 

coach should also consider boundary issues such hugging and touching a 

supported employee. 

 

3. Job coaches should model appropriate workplace behavior.  The job coach 

should model appropriate workplace behavior including using appropriate verbal 

and non-verbal language. The job coach should dress appropriately and arrive 

on-time for work. The job coach should limit the personal use of cell phones and 

other technology while job coaching. 

 

4. Job coaches should use validated strategies. The job coach uses validated 

job training and support methods to teach consumers essential functions of a job 

including work site analysis, task analysis, and systematic instruction.  The job 

coach collects data on job and task performance on a regular basis to ensure 

continuous feedback.  

Activity 2.1 
Professionalism in the Work Place 

Consumer Confidentiality  
John provides job coach supports to Steve who is a 26-year-old individual with 

intellectual and developmental disabilities.  Steve has been working at a local 

restaurant as a busser.  There was recently a change in supervision at the restaurant 

and the new supervisor indicated that he had worked with job coaches and people 

with disabilities at other restaurants before.  The supervisor indicated that in order to 

work more effectively with the supported employee, he would need to know more 

information about the employee such as the disability classification, the reason why 

he needs a job coach, and the type of behaviors that the John exhibits at the work 

place.   How would you respond to the new supervisor? 
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Activity 2.1 (continued) 
Professionalism in the Work Place 

Dual Relationship  
Laura is a young woman on the autism spectrum. Laura lives with her brother who is also her 

representative payee and gives her money to take the bus to and from work each day. The job 

coach (Kate) just started working with Laura and at the end of Laura’s shift, she informed Kate 

that her brother forgot to give her bus fare. Laura had no other means to get home so Kate paid 

for her bus fare.  Kate left a message for Laura’s brother, reminding him to make sure she had 

money each day, and even suggested buying her a monthly pass. The next week, Laura asked 

Kate for bus fare again. What should she do? 

Modeling Appropriate Behavior  
Example 1: Chandler is a supported employee with cerebral palsy who works as a receptionist at 
a professional law firm that has a strict dress code requiring all employees to wear collared shirts 
and no jeans. Brice is Chandler’s job coach who regularly shows up in jeans and graphic t-shirts. 
Chandler shows up to work one day in jeans, and gets written up for a dress code violation and is 
asked to go home and change. Chandler is confused as to why Brice is allowed to wear jeans but 
he is not. What could Brice do differently to avoid this situation?  
 
Example 2: Reggie is a supported employee who requires line of sight while out in the community 

due to his criminal record, and has a job working at a gym as a maintenance technician. He knows 

his job well, and does not need any assistance in completing his job tasks, however a job coach is 

required to be near him the entirety of his shift. His job coach, Karen, sits behind the front desk of 

the gym and is constantly checking her social media accounts and posting selfies with hashtag 

signs like #atwork and #bored. Discuss all of the professional violations in 

Using Validated Strategies  
Steve is a supported employee who works for a local dairy farmer.  Steve has been primarily 

feeding the cows and cleaning barns. His supervisor would like Steve to have more responsibility 

and adds the task of milking cows. Steve acquired a traumatic brain injury 10 years ago, has great 

compensatory strategies, but his manager has asked the job coach to come in temporarily to 

make sure he is communicating and training Steve in the best way.   Steve’s job coach, Ralph, 

has experience working in the dairy business, and feels confident he can teach Steve how to milk 

the cows without any instructions from Steve’s supervisor.  What steps must Ralph take to ensure 

Steve learns how to do the new task accurately?   
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How Can Job Coaches Build Professional Relationships with the 

Employee, Employer, and Other Related Service Providers.   
Throughout the employment process, a job coach performs important tasks, such 

as conducting a comprehensive job analysis and teaching job and related skills.  While 

these tasks are a fundamental component a job coaches’ major responsibility, it is 

equally important to establish professional relationships with the employee and other 

related service providers. When building professional relationships with the employee, a 

job coach should consider several factors such as how multicultural differences may 

impact employment and how to create respect for the employee. 

Multicultural Differences. As figure 2.1 suggests, the United States has 

become more ethnically and culturally diverse.   Unfortunately, research suggests that 

ethnic minorities with disabilities are 

less likely to receive services or 

obtain competitive integrated 

employment (Mwachofi, Broyles, 

Khaliq, 2009).  To create a more 

professional relationship with an 

employee, a job coach should be 

aware of how multicultural 

differences impact employment for 

people with disabilities.  Luecking, 

Fabian, and Tilson (2004) suggest 

job coaches should (a) have 

knowledge of personal bias and 

stereotypes that influence thoughts 

and behaviors toward others and (b) 

have the skills to advocate for and 

empower individuals from different 

cultural backgrounds to expand 

opportunities and take risks.  

Power (2006), suggests that 

professionals working with people with disabilities who have multicultural difference 

should be aware of four primary issues. First, professionals should be aware that 

cultural differences may impact the response style of an individual with a disability.  

Second, professionals should consider how cultural difference influence performance 

motivation.  Third, professionals should be aware of any language differences. Finally, 

professionals should understand how acculturation affects the behavior expression of 

disability.  That is, professionals should be cognizant of how beliefs, customs, and 

Figure 2.1 Multicultural Growth in the U.S. 
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values impact employment. 

Respecting the Employee.  A job coach should work with people with 

disabilities in work settings in a respectful and dignified way.  There are a number of 

specific actions a job coach can utilize that facilitate respectful interactions. An example 

of each of these is listed below. 

1. The job coach uses verbal and body language that is based on a person’s 

chronological age, not the developmental age.  For example, if a 22-year-old 

person with intellectual and developmental disability has a developmental age of 

6-years-old, the job coach communicates in clear and concise language used to 

communicate to a 22-year old.  The job coach does not speak louder or slower 

than necessary. 

2. The job coach does not use strategies that are demoralizing or demeaning.  This 

includes the use of punitive or aversive teaching techniques, food as a 

reinforcement, or token economies.  

3. The job coach respects and supports the individual learning style of the 

employee.   The job coach reviews the employee’s job profile and meets with 

appropriate personnel to determine the most effective teaching strategies to use. 

4. The job coach supports the employee’s capacity to learn and grow.   The job 

coach uses age-appropriate strategies that facilitate the employee’s self-

confidence and the ability to acquire new employment skills.  

How Do Job Coaches Develop Professional Relationships with 

Colleagues and Related Service Providers? 
A job coach should also take steps to facilitate and maintain professional 

relationships with colleagues and related service providers.   By the time the employee 

received a job offer and started working, he or she has probably been supported by a 

number of professionals within and outside the job coach’s agency.  It is critical that the 

job coach maintain a coordinated system of support by maintaining professionalism with 

colleagues and related service providers.  Below are examples of creating a 

professional coordinated system of supports. 

1. A job coach reviews the employee’s vocational profile to determine the most 

effective teaching strategies.   

2. A job coach corresponds with family members or group home to alert if there 

may be any triggering events that may impact work performance.   

3. The job coach corresponds with family members to identify any transportation 

barriers. 
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4. The job coach determines the most effective mode of communication (text, 

phone call, email).  

A job coach should also take steps to maintain professional relationships with related 

service providers such as a rehabilitation counselor or support coordinator.  The job 

coach should practice professional communication in both written and verbal 

communication. The job coach should also ensure that all paperwork and reports are 

accurately filled out and are completed by the required deadlines.  

How Do Job Coaches Build Professional Relationships with the 

Employer? 
Maintaining a professional relationship with an employer is a critical component 

of the role of a job coach.  When professionalism is breached in an employment 

environment, the employee with a disability is at risk of losing his or her job and the 

relationship with the employer may be tarnished.   The job coach should identify and 

establish the most effective method of communication with the employer and respond 

quickly to address specific concerns.  A job coach should always respond to emails or 

Activity 2.2 
Professional Communication through Documentation 

 
When communicating with others about the supported employee, it is important to do so 
objectively.  Writing and communicating objectively refers to what is factual and observable. When 
personal opinions are included, it can be misleading and subjective. If a job coach’s opinion must 
be included in the communication, preface with “It is the job coach’s opinion…” 
 
Address these questions to provide a framework for any type of communication.  

 What specifically happened?  

 Who was involved? 

 Where did the activity take place? 

 What was the date and time of day? 

 How did it happen? 

 Why? 
  
Scenario: 
Charles works as a kennel tech at a doggy day care.  Today, the person that he normally works 
closely with was assigned to a different area. Charles asked if he could work in that area too and 
the manager told him he was really needed with the larger dogs as they were short staffed. The job 
coach arrived mid-shift to support Charles with cleaning the kennel area thoroughly and noticed 
that Charles was having more difficulty with some of the tasks than usual. When the job coach 
asked a direct question of Charles, he was short with her in his response and walked away.  
The job coach wrote the following text to Charles’ mother. “Charles had a difficult time at work 
today. I think he must have been tired because he was being really manipulative when he didn’t 
get his own way”. 
 
Discuss: What would be another to way to objectively communicate this particular situation? 
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calls from employers before the end of a business day and respond immediately in the 

case of an emergency.   

A job coach should also solicit feedback for the employer about the performance 

of the employee (Table 2.2).   

Table 2.2. 

Employee Performance Review. 

Employee Performance Review Form 
 

Employee Name: __________________________          Date: _____________ 

Employee Job Title: ________________________ 

Supervisor Name: _________________________   
 

Areas of Evaluation Below 

Company 

Standards 

Meeting 

Company 

Standards 

Exceeding 

Company 

Standards 

Job Knowledge: 

 

   

Quality of Work    

Productivity:    

Dependability:    

Attendance:    

Relations with Others:    

Commitment to Safety:    

Overall Job Performance:    

 

Soliciting feedback is critical, as employment theory suggests, that if employers are not 

satisfied with worker performance then the employee will not maintain that job.  For 

example, the Theory of Work Adjustment by Dawis and Lofquist (1964) works off the 

assumption that successful employment occurs when the employee is satisfied or 

reinforced by the work he or she performs, and the employer has satisfactoriness with 

the work or output of the employee. There are two options if the employer is not 

satisfied with employer performance, (a) the employer can address these concerns and 

the employee can adjust performance, or (b) the employer does not address these 

concerns and the employee is terminated.  As such, the job coach should develop 

strategies to measure how satisfied the employer is with the employee and address 

specific concerns an employer may have.   
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Review Questions  

 
True  False  The job coach should communicate with a person with a disability using 

verbal and body language that is based on a person’s chronological 
age not the developmental age. 
 

True  False  A job coach should use food as a reinforcement strategy 
 

True  False  A job coach corresponds with family members or group home for alerts 
about trigger events that may impact work performance. 

True False The job coach should only communicate with an employer when 
problems at the workplace arise.  

 

Which is not considered to be an acceptable job coach behavior? 

a) The job coach acts in a way that supports an individual’s interests. 

b) The job coach arrives on time and is prepared for work. 

c) The job coach does not need to adhere to the same safety standards as the 

employee. 

d) The job coach accepts criticism from others. 

What can job coaches do to demonstrate cultural competence when working with 

supported employees? 

a) Be aware that cultural differences may impact the response style of the person 

with a disability. 

b) Consider how cultural difference influences performance motivation. 

c) Be aware of language differences. 

d) Understand how acculturation affects the behavior of a disability. 

e) All of the above. 

f) None of the above. 

Why is it important to write objectively vs subjectively? 

a) Because misinterpretation is likely to happen. 

b) Because opinions do not matter. 

c) Objective writing is based on facts and observation. 

d) None of the above 

 


