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Introduction 

The population of “people with disabilities” is extraordinarily broad and diverse. 
Disabilities vary widely in cause, severity, and progression, and people with disabilities 
come from every age, education, income, and cultural group. They have a similarly wide 
range of supporters, including family members, non-profit organizations, and legal 
advocacy groups. 

The diversity of disability is reflected in benefits programs that are complex and 
confusing. There’s no way around that central fact. Taken on their own, some programs, 
like Social Security disability benefits, have thousands of pages of laws, rules, and 
regulations governing them. When someone is using more than one program, the rules 
become more complicated. Federal, state, and private programs covering health, 
income, and employment benefits each have unique and detailed procedures for how 
they interact with each other, and each of these organizations has its own personnel 
and culture. 

The confusion is even worse when people with disabilities are working or contemplating 
a return to work. Someone, whether it is the person with a disability, a benefits 
counselor, or other service provider, must be able to understand how working affects 
benefits. An incomplete or inaccurate understanding of the rules could lead to owing 
money in the form of overpayments, losing health coverage, or deciding not to attempt 
work from an uninformed fear of losing benefits. 

While there are resources available that explain benefit programs, they are often limited 
in three ways: 

·  Inaccurate information. 
·  Insufficient information. A site might do an excellent job describing one type of 

benefit without addressing others. For example, a site may have a good description 
of private health coverage without explaining how it interacts with Medicare and 
Medicaid. 

·  Impossible-to-understand information. A resource might delve into a huge amount of 
detail on a specific topic, or it might describe benefit programs in language that is too 
technical for general audiences. 

A diverse population of people with disabilities, complex and confusing rules, and 
limited existing resources all present challenges to those trying to provide clear, 
comprehensive, accurate, and accessible information. A Training and Technical 
Assistance Center (“TA Center”) on work incentives and benefits is a viable 
solution. The TA Center integrates state, federal, and private rules on work 
incentives and benefits for residents of a particul ar state.  

The goal of such a TA Center is to improve employment outcomes for people with 
disabilities.  
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The TA Center achieves this goal by im-
proving the quality of information avail-
able on work and benefits. Armed with 
understandable information, people with 
disabilities will be able to ask the correct 
questions, and service providers will 
have resources to educate them on how 
to answer these questions accurately. 
These interactions have the potential to 
build trust between benefits planners, 
providers, and recipients, which will lead 
to further improvements in employment outcomes. 

A TA Center is a portal for people with disabilities, their advocates, employers, and 
service providers. While both the organization of TA Centers and the specific content of 
their programs will differ, they will most likely have website services and direct technical 
assistance. 

Website Services 

·  Constantly updated descriptions of benefit programs, case studies, glossary, news 
items, and other relevant content. 

·  Interactive benefit calculators that put the user in control. 

Direct Technical Assistance 

·  Forums, emails, phone, and other modalities provide technical assistance for 
beneficiaries, benefits planners, and other end-users.  

·  Training and outreach provide technical assistance to service providers, employers, 
public agencies, consumers, family members, and other audiences. 

This manual is meant to serve as a guide for organizations that want to set up a TA 
Center in their states. Chapter I will include information on how to establish and set up 
the Center. The following chapters focus on TA Center programming, with Chapter II 
focusing on website services and Chapter III explaining direct technical assistance. 
Chapter IV looks at a number of technological strategies that can be employed to 
support TA Center services. Appendices are included to provide examples and sample 
documents. 

Examples of improved employment 
outcomes  include continued access to 
health coverage during a gap in 
employment, finding a job at an income 
that allows more independence from 
income-support benefits, achieving a 
career goal, and knowing all of the 
available options to make an informed 
decision. 
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Chapter I: Establishing the Center 

Guiding Principles 

While the details of the programs and operation of the TA Center will depend on many 
factors, including funding, staff, and administrative capacities, the TA Center should be: 

·  Focused on the beneficiary, job seeker, or person with a disability as its ultimate 
client . These people should be the ones who end up benefitting from TA Center 
activities. 

·  Grounded in community involvement and feedback . This community includes 
students, job seekers, beneficiaries, and business people with disabilities; family 
members; advocates; public, private, and non-profit service providers; and 
employers. 

·  Specific to the state  in which it is located. Private health coverage, disability 
insurance, employment, vocational rehabilitation services, Medicaid rules and 
services, and details of federal programs vary and interact differently from state to 
state. Attempting to treat all states simultaneously muddies the waters for the client. 

·  Culturally competent . A culturally competent organization is inclusive; reflects and 
values cultural differences; strives for equity in employment, contracting, and 
services; and acknowledges that each person has unique beliefs, perspectives, and 
experiences. These principles should be an integral part of organizational programs, 
policies, and procedures, as well as part of all website content, training materials, 
and publications. In promoting cultural competence, the TA Center embraces 
differences in people, respects individual dignity, and sees culture as an integral part 
of peoples’ lives.  

·  Accessible , both in its internal organization and services offered to the public. 
Obviously, as a program with a goal of improved employment outcomes for people 
with disabilities, the TA Center must be accessible to that population. The way the 
TA Center presents itself to its clients, partners, and the general public should be 
consistent with the way it operates behind closed doors. Accessibility is addressed in 
more detail throughout the remainder of the manual, specifically in Appendix A. 

·  User-friendly . Users should be able to expect materials that are presented 
intuitively and at a register commensurate with their level of expertise. 

Choosing a Location 

In some states, a state agency may be best suited to host the TA Center; in other 
states, a non-profit organization may be a better fit. Each has advantages and 
disadvantages. State agencies often have a strong bureaucracy for clerical and 
administrative support and also have established ties to service providers. However, 
that same bureaucracy could limit flexibility and creativity, and the existing connections 
to service providers may not be viewed positively by people with disabilities. It could be 
difficult to gain the trust of a user if the TA Center is housed in a department with a 
reputation for bad service. A TA Center housed in a non-profit avoids some of these 
pitfalls, but may have less organizational support and a weaker funding structure. Often, 
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a preferred solution is to have a non-profit host that has both a sustainable funding 
structure and strong, ongoing relationships with state and federal agencies as well as 
community organizations.  

Community Input, Community Building 

The TA Center’s goal is to create an information hub, not just for people with disabilities, 
but for the entire community of advocates, agencies, beneficiaries, and service 
providers. It would be impossible for the TA Center to achieve this goal without actively 
collaborating, partnering, and contracting with all of these groups. Besides improving 
the TA Center’s services, these interactions have the secondary effect of building and 
enhancing networks within this very same community. 

Along those lines, one of the first steps in 
designing a TA Center is to conduct a 
statewide assessment of how social and 
employment services are delivered, and of 
any issues specific to the state’s population 
of workers and job seekers with disabilities. 
In some states, similar assessments exist and should be taken into consideration. 
Check with departments of vocational rehabilitation, state independent living councils, 
chambers of commerce, and employment development departments as likely sources 
for existing assessments. 

Statewide Assessment Questions: 

·  Which agencies regulate the policies on health care, benefits, work, and disability? 
How do they interact in theory and in practice? 

·  Where in the public, non-profit, and private sector are TA services currently 
delivered? 

·  Who are the key potential collaborators for contributing to content or training 
activities? 

·  Which state and local advisory boards, councils, and charitable foundations should 
be notified of and kept abreast of the TA Center’s design, development, planning, 
and activities? 

·  Which languages should material be provided in? 
·  Which benefit programs should the TA Center have expertise in? Are there specific 

underutilized programs, like Medicaid Buy-Ins, that the TA Center could focus on? 

Completing the statewide assessment is also an opportunity for the TA Center to 
establish itself in the community of its users. While not a primary goal of the 
assessment, it is a safe assumption that “champions” for Center activities will surface. A 
champion is a person with a disability, a family member, or other person with an affinity 
to work with and promote the TA Center’s activities because of a personal experience 
with a disability. Champions within public, non-profit, and private organizations can build 
collaborations more cost effectively and in less time than TA Center staff can on their 
own.  

A statewide assessment  is a key 
step in making sure that the TA 
Center is providing services that will 
benefit its community of users. 
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Developing a Plan 

The actual menu of programs, services, and resources, and how the TA Center will 
deliver information on them, will be key results of the statewide assessment. The 
analysis should result in a multi-year plan that in cludes some or all of the 
following : 

·  Website services, including an anchor website and benefits calculators. 
·  Direct technical assistance, including training.  
·  Language capacities. 
·  Evaluative instruments. 
·  Identification of possible funding sources and a plan for applying for grants and 

contracts. 

The evaluative requirements of funders will be factors in developing the multi-year plan, 
and these requirements will inevitably vary depending on the situation. Chapters II and 
III have more details on website services and direct technical assistance. 

Initial Staffing 

The initial staffing requirements depend on the results of the statewide assessment, 
where the center is housed, and how it is funded. Personnel limitations may require that 
some staff fill more than one role at a time, and some jobs may be better suited for 
subcontractors rather than full time staff. With that said, there are three positions that 
will probably need to be filled during the initial set up of the Center: 

·  Director : Responsible for establishing the TA Center, securing funding and location, 
hiring and supervising staff and subcontractors, coordinating the statewide 
assessment, and overseeing the Center’s multiple projects.  

·  Content Expert : Responsible for the TA Center’s expertise on benefits and work. 
Coordinates research, develops content, and builds networks of outside experts. 
The content expert must keep abreast of legislative and administrative changes in 
benefit programs. Excellent research, writing, and editing skills are crucial. 

·  Website Developer : Responsible for building the TA Center’s website in a way that 
allows for content areas, feedback and forum functions, and integration with benefits 
calculators.  

Additional Staffing 

There are additional capacities that may either need to be filled at first or added later as 
the TA Center grows in size and scope: 

·  Lead Trainer : Responsible for coordinating and developing public speaking 
opportunities and integrating existing content with training materials. The trainer 
should be an expert in the field with excellent public speaking and training skills. 
While this role may initially be filled by the Director or Content Expert, it should 
not be assumed that people will be good trainers simply because of their 
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expertise in benefits. Training skills are additional to content expertise. The lack 
of those skills could confuse, rather than clarify, the subject matter. 

·  Project Manager : Responsible for managing internal deadlines, communica-
tions, invoicing, archiving, and external communication with partners. As the TA 
Center grows, its day-to-day operations may need to be shifted from the Director 
to a separate staff member. The Director would then be freed to pursue other 
funding sources and expand the TA Center’s programs. 

·  Contracts and Grants Manager : Responsibilities include grant and contract 
research, proposal writing, and management. If the program receives funding 
from multiple sources or actively pursues further grants and contracts, that work 
may call for an additional, perhaps part-time, staff member. 

·  Administrative Assistant : Responsibilities include filing and archiving reports, 
basic website updating, event coordination, and other administrative tasks. As 
the TA Center grows, event planning and other clerical duties may become 
overly time-consuming for individual staff members. It may be efficient to hire a 
separate staff member to do this work. 

See Appendices B through H for sample job descriptions for all of these positions and 
Appendix I for a template of additional language common to all job postings. 

Project Management Tools 

When setting up the TA Center, assume that it will grow and include work from various 
staff, subcontractors, and trainers who may be working on different deadlines from 
different locations. Many project management tools exist that can help organize these 
interactions and give the Director or Project Manager tools to help organize and track 
the program. The following features are important when selecting a project 
management tool: 

·  Ease of use. Is it easy to assign tasks? Are tasks and files organized intuitively? Is it 
easy for the Director or Project Manager to track when tasks have been completed? 

·  Accessibility for people with disabilities. 
·  Ability to access the tool from offsite. Can both Mac and PC users use it? 
·  Calendar options for planning and tracking purposes. 
·  Output. Are the templates used to generate project and planning reports useful? 

The earlier the TA Center employs these tools, the more ready it will be to take 
advantage of opportunities to expand.  

Establishing Evaluative Tools 

When setting up the TA Center, it is important to build in feedback mechanisms. Users 
of all of the TA Center’s services should have the opportunity to comment on their utility 
and ease of understanding. This feedback both improves the TA Center’s products and 



  Work Incentives Information Services 

  7 

maintains ties to the community that were established during the statewide assessment. 
Evaluation should be appropriate and complete, but not intrusive to users. While TA 
Center staff and management can produce or help design the evaluation tools, formal 
analysis should be conducted independently. The exact evaluation tools may depend on 
requirements from funders. The following is an example of a website survey gauged to 
measure initial understanding of benefits programs: 

 

 

Also see Appendix L for a sample training evaluation. 

Contracting Concerns 

If multiple funding sources will contribute to the creation and maintenance of the Center, 
due consideration must be given to the question of intellectual property rights. In a multi-
funder environment, no single funder should expect sole rights to the property 
produced. Often it makes most sense for the Center itself to retain primary rights, with 
each funder receiving non-exclusive rights to use the property in certain delineated 
ways. If federal contracts will constitute a portion of the TA Center’s funding, be aware 
that federal contracting guidelines are voluminous and can impose numerous 
requirements on all subcontractors as well. 
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Chapter II: Website Services and Benefits Calculato rs 

The TA Center’s services will fall into two broad categories: website services and direct 
technical assistance. While the specifics of these programs will vary widely from state to 
state, some aspects of these programs will likely be inherent to any TA Center. This 
chapter will describe web services and Chapter III will describe direct technical 
assistance services. The technological aspects of each of these programming areas will 
be discussed in Chapter IV. 

Website Services 

The actual content covered on the TA Center’s website will be based on the results of 
the statewide assessment. In most cases, there will be two types of content: 
descriptions of benefits programs and general information. The specific programs 
covered will vary, but there are a number of programs and benefits that will most likely 
need to be addressed in any community: Supplemental Security Income (SSI), Social 
Security Disability Insurance (SSDI), Medicare, Medicaid, and Private Health Coverage. 
Any disability programs specific to the TA Center’s state would also obviously need to 
be covered. For example, TA Centers in California, New Jersey, and the other states 
that offer State Disability Insurance would need to include that program. Additional 
programs to describe could be particular aspects of the above topics, like PASS or 
Medicare Part D. There could also be content covering programs that, while not 
disability specific, have some relation to disability. Temporary Aid for Needy Families 
(TANF) would be an example of a program in this category. Finally, other federal or 
state programs, like the Ticket to Work Program or Individual Development Accounts, 
could also be included. 

In addition to program descriptions, the website could also include general information 
like sections for news, events, a glossary, discussion forums, and feedback pages. 

No matter the specifics of the content, designing and producing the TA Center’s website 
content presents a number of challenges. First, there will be a large amount of content 
on complex and interrelated topics, written for audiences with varying degrees of 
expertise. These issues can be partially addressed through the writing, style, and 
organization of the site. First and foremost, the website should be in plain language. 
While the content will remain somewhat technical to ensure legal accuracy and to build 
more widespread use of legal terms of art, a savvy beneficiary should be able to 
understand the material. 

There are a number of other potential remedies to the challenges. Information should be 
presented: 

·  In an organized way. 
·  To teach an overview and illustrate with real life examples. 
·  In a variety of formats.  
·  Consistently. 
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Organization 

There are a number of options as to how to organize the site. One suggestion would be 
to have benefits programs organized by topic (Income, Health, Employment, etc.), and 
more general information in separate sections (News, Feedback, Glossary, etc.): 

 

 

 

 

 

Overview and Real Life Examples 

Materials can be written as if they are being taught. Program descriptions begin with a 
basic overview, followed by a section with more details, and finishing with a real life 
example and places to go for further information (FAQs, Pitfalls, Resources sections, 
etc.). Navigation features allow users to either move through a section as if it were a 
lesson or training session. 

 

This example of a menu at the top of a TA Center 
website shows general information and website 
feature sections. 

 

 

 

A Sidebar menu  shows color-coded links to content 
sections: Calculators, Life Situations (examples of 
common benefits situations), Income Support 
Programs, Health Coverage Programs, and Your 
Rights (health coverage protections). 
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Variety of learning styles and needs 

Content can be presented in a number of different ways: 

·  Those with little experience with a particular program may want to begin with a 
summary or real-life situation before delving into the details.  

·  Experts may want to jump to a particular section or refer to a particular FAQ, 
although they may also find the more basic information helpful to give to their clients.  

·  Forums and benefits calculators can present information tailored to individual users’ 
questions and needs. 

 

 

 

Consistent Design 

If one FAQ is organized in a certain order or style, then all other FAQs should follow 
suit. Each section should also have a consistent format, and there should be one style 
used throughout the text. The following example shows how information from specific 
types of programs (in this case, Income Support programs such as State Disability 
Insurance, Private Short Term Disability, and PASS) share common elements like color 
scheme. Throughout the site, “Basics” sections share the same format: 
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Feedback & Flexibility 

Opportunity for feedback should be an integral part of the website design. Additionally, 
there are a number of programs available to track website use so the TA Center can get 
data on which parts of the website are being most widely viewed. Advanced site traffic 
reporting tools can even analyze the paths individual users take through the site, 
allowing deeper insights into usage patterns and needs. Analysis of users’ search terms 
gives feedback on how users expect to use the site. Looking at failed searches gives 
important information when considering future expansion of the site. 

Website Replication 

The TA Center may find itself in a position to design website applications outside of its 
home state. It has already been noted that the TA Center is state-focused by design. A 
beneficiary living in a particular state often relies on a combination of federal, state and 
private programs, the details and interactions of which are unique to that state. When 
designing the information architecture and technical underpinnings of the TA Center 
website, it is important to consider from the beginning factors that will come into play 
when building corresponding sites for other states. 

In designing the site’s information architecture, it is important to identify content sections 
which fall into these categories: 

·  Content describing nationwide programs (SSI). 
·  Content specific to a particular state (State Disability Insurance). 
·  Content containing mixed federal and state information (health coverage). 

Even sections dedicated to federal programs may include some state-specific material; 
for example, the SSI section might reference community-based beneficiary assistance 
resources. When consistent with good writing and pedagogy, it is helpful and cost-
effective in the long run to isolate such state-specific material in independent content-
management units.  

There are three approaches to replicating material: 
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·  Reference  a shared content element, re-using it in its entirety. Changes made to 
that element are made once and automatically made available to all state sites that 
reference it. 

·  Create a new content element from scratch, when, for example, dealing with a 
program that is unique to that state. 

·  Copy and adapt  a content element (e.g., a Life Situations story) that is analogous to 
existing content. 

Be aware that each approach has costs and benefits. Referenced content is 
inexpensive to deploy and maintain; but proofreading and error-checking become 
doubly important when the same material reappears in multiple contexts. Brand new 
content is expensive to author, but there may be no alternative. Adapted content has a 
moderate creation cost but is expensive to maintain.  

Benefits Calculators 

The TA Center website can also be a portal for other tools that help people with 
disabilities plan for employment. One of these tools can be online benefits calculators. 
With these calculators, users can enter information on their own particular situation and 
see how changes in employment might affect their income and eligibility for benefit 
programs. As with all aspects of the TA Center, any benefits calculators it provides will 
need to be responsive to community input. Potential users include benefits planners, 
agency staff, and employees and job seekers with disabilities. Creating calculators that 
are accurate, comprehensive, and usable takes considerable time and resources. 

Generally, benefits calculators involve asking users a series of questions in order to 
gather enough information to provide credible estimates. These predictions will allow 
users to answer questions like, “What will happen to my income and benefits if I do X?” 
or, “Will I be eligible for Program Y?” Calculators have two distinct components: an 
interface where users enter information and see results, and an engine behind the 
scenes that crunches the numbers. The user interface involves the logic and design of 
the calculator along with the text of the questions, instructions, and results. These 
sections can most likely be handled by the Content Expert and Web Developer. The 
engine, however, requires expertise in econometrics, which the typical web developer 
doesn’t possess. This aspect of the calculator may therefore require additional staff or 
contractors, which also increases project management needs. 

Designing a calculator requires addressing many of the same challenges associated 
with writing website content. There are users with varying degrees of expertise who will 
expect varying levels of detail in the results. This problem is more acute when designing 
a calculator because a user’s ability to understand a question directly impacts the 
accuracy of the results. It is therefore imperative that users of all levels be able to 
correctly interpret what the questions are asking. One way to address this issue is by 
including explanatory tips in sidebars. These tips can explain the point of the 
calculators, guide navigation through the experience, and elucidate potentially 
troublesome questions. Another strategy is to extensively hyperlink confusing terms to 
either glossary definitions or website sections: 
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Since users have spent their time entering information, it is important to make sure that 
results are useful, understandable, and flexible. One way to accomplish this is to display 
simple results pages that have options to delve deeper into details. A results page can 
begin with a take-home message such as, “You are eligible,” or, “You will be better off 
financially if you take this job.” These basic messages can be covered both textually 
and graphically: 

Questions  are 
presented in plain 
language. 

Confusing 
terms  are 
hyperlinked. 
Clicking on 
them brings up 
a popup 
glossary 
window. 

Tips  help 
explain 
concepts and 
guide users 
through the 
calculator 
experience. 
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This Summary 
Page gives a big 
picture review of 
results, including 
one line summaries 
and a graphical 
representation of 
the results. 

Clicking on one of the 
“Details”  hyperlinks 
allows users to see a 
page with more 
information on a 
specific topic.  
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Chapter III: Training and Direct Services 

Website content can provide a clearinghouse of information for benefits planners, 
service providers, beneficiaries, and advocates. This information hub, however, may not 
be enough on its own to address the needs of the community. For example, many 
states have underutilized Medicaid Buy-In programs. This problem has myriad causes. 
One issue is that Medicaid workers, who may have expertise in one or two eligibility 
categories, do not know about the existence of Buy-In programs, let alone their eligibility 
criteria. Rules coming from the agency may be contradictory and it may be difficult for 
benefits planners and advocates to get accurate information. Because of these issues, 
beneficiaries may not know or may be confused about a program that could allow a 
return to work that doesn’t jeopardize Medicaid benefits. 

Taking this example further, accurate information may be available about the program 
on the TA Center’s website, but this is no guarantee that the people who need that 
information will get it. The key is to have the right information in the right hands at the 
right time. Building a training component into TA Center programming offers the 
opportunity to target specific programs and populations. 

Both the potential audiences and training curricula will depend on the statewide 
assessment. Potential audiences include: 

·  Service providers. 
·  Advocates. 
·  Government agency workers. 
·  Beneficiaries. 
·  Community members. 
·  Employers. 
·  Human resources providers. 
·  Self-employed people. 

The Cross Agency Model 

One effective model is to simultaneously train staff from a variety of public, private and 
non-profit direct service organizations. Returning to the Medicaid Buy-In example, 
Vocational Rehabilitation (VR) counselors might be referring beneficiaries to call county 
Medicaid workers for more information on the Buy-In program. This simple-sounding 
procedure can be fraught with pitfalls. For example, VR counselors might refer to the 
program by a different name than Medicaid eligibility workers, leading to confusion and 
a poor outcome for the beneficiary. In the Cross Agency model, the Medicaid workers 
and VR counselors are in the same room and have the opportunity to learn information 
in the same way and interact with each other. Besides being more engaging than other 
training models, the Cross Agency model has a number of advantages. It provides the 
opportunity to build and support local service networks. VR counselors, for example, 
may meet the person responsible for coordinating the Medicaid Buy-In program at the 
local Medicaid office. Along the same lines, the Cross Agency model ensures that the 



16 

training content reflects the real-world administration of programs. Training accuracy is 
improved and beneficiaries ultimately gain by getting better information. The Cross 
Agency model can also be expanded to include beneficiaries, family members, and 
other members of the disability community. These Town Hall style meetings have many 
of the same advantages that the Cross Agency model has, but include the beneficiary in 
the equation. 

Training Content 

Training content can be drawn from the same menu of programs described on the 
website, along with material on topics useful to specific audiences. Trainings can also 
be geared towards specific programs when there is a program that is a source of 
common confusion (like Medicaid Buy-Ins) or when a new program is being rolled out 
(like Medicare Part D). See Chapter IV for a model on integrating website and training 
materials. 

Setting Up Trainings 

The plan for a training day should be 
targeted to its audience. All-day and two-
day trainings are well-suited to non-profit, 
private, and government agency workers. 
Half-day or evening trainings can include 
those audiences as well as consumers, 
beneficiaries, and family members who may need to work during the afternoons. When 
appropriate, trainings can include guest speakers and resource tables. Possible venues 
include accessible schools, community centers, conference rooms, or non-profit or 
government training sites. TA Center staff may also be invited to train at conferences or 
workshops produced by outside organizations. This can be provided pro-bono or for a 
stipend. 

As with the establishment of the TA Center, setting up trainings requires outreach and 
input from the community. Often, a local agency, organization, or partner assumes the 
role of a local champion. This champion is the person who builds a local network for the 
training services and organizes training steering committees. Examples of steering 
committee participant organizations include: 

·  One Stop Career Centers. 
·  Independent Living Centers. 
·  Departments of Social Services, Rehabilitation, Mental Health, or Developmental 

Services. 
·  Ticket to Work Employment Networks. 
·  Employers and private employment services. 
·  Church, family, and youth groups. 
·  Disability specific groups such as mental health and self-help advocates. 
·  Community Work Incentive Coordinators (CWICs). 

Planning and producing trainings  
should be a collaboration between 
the TA Center and partners in the 
community. 
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Ideally, the steering committees take on leadership roles in organizing the trainings, 
including planning, outreach, logistics, and production of manuals and handouts. The 
TA Center can serve an advisory role, first describing the values of the Cross Agency 
model. In conjunction with TA Center staff, the steering committees should: 

·  Decide on topics. 
·  Plan outreach activities. 
·  Find a location. 
·  Recruit volunteers. 
·  Organize the registration process before the training and on site. 
·  Decide how the training manual will be produced and delivered. 
·  Arrange for food. 

A sample document to hand out at the first meeting of a steering committee is included 
in Appendix J, and a full internal checklist for producing a training is included in 
Appendix K. These materials also include guidelines for producing evaluation materials. 
Generally, participants are given a survey before the training to gauge their baseline 
level of knowledge and then given a similar survey afterwards to see what they learned. 
The evaluations can also include subjective questions that the TA Center could use to 
improve training methods and organization. Preferably, there would also be a follow-up 
evaluation some time after the training to determine its long term effectiveness. Ideally, 
these evaluations are analyzed independently, not by TA Center staff. A sample training 
evaluation is included in Appendix L. 

The curriculum and agenda for the training will depend on the specific situation (see 
Appendix M for a sample agenda). No matter what the topic, the TA Center needs to 
have a library of material readily available for the training manual. Again, Chapter IV 
describes a technological solution for integrating training materials and website content. 

Accessibility 

All aspects of the TA Center’s activities must be produced with the highest accessibility 
standards in mind. This is particularly important for trainings, as these events are a 
public reflection of the TA Center. The following are some of the most important aspects 
of producing an accessible event (and apply equally to all TA Center meetings and 
events): 

Alternate Formats for Materials 

All written material should be available in multiple formats. When setting up trainings, 
it’s best to ask participants to specify whether they need material in other formats, and 
which formats they prefer. Two of the most common alternate formats for written 
materials are large print and Braille. 
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Large Print 

Many people with vision impairments need larger than standard print to read 
comfortably: 

·  On a word processor, 16-18 point font is standard. Photocopiers can enlarge print 
sizes, but it is often difficult to produce a document that is easy to follow, especially 
when using a magnifier. It is preferable to use a word document and change the font 
size before printing. Double-sided documents can reduce bulkiness.  

·  To reduce glare, use pale yellow or cream colored paper. Avoid dark-colored paper 
and items in red ink.  

·  Indents, centered text, and justified lines can make the document more difficult to 
read. Italics and fancy typefaces are also problematic. Uppercase and lowercase 
letters should be used. Do not use all caps.  

·  Use 1.25 line spacing instead of double spacing and set margins at 1 inch. Columns 
are difficult to follow, so try to avoid them. Page numbers should be in the bottom left 
or top right hand corner.  

·  One page in 11-12 point font equals approximately 3 pages in large print.1 

Braille 

There are a number of options for producing Braille documents. One is to purchase a 
Braille embosser along with automatic translation software for the computer. The 
second option is to take advantage of a local or national organization that translates 
items into Braille format. This option is preferable when an embosser is outside of the 
TA Center’s budget or when producing complicated documents. One month’s notice is 
usually required when getting a medium sized Braille manual printed. 

Language Access 

American Sign Language (ASL) and SEE-Sign 

When providing interpreters, make sure they have ASL certification. Family members 
and volunteers can be helpful in a pinch, but knowledge of sign language doesn’t make 
them good interpreters. In general, two interpreters are needed for one event so that 
they can switch to take breaks. Provide an agenda or a copy of materials to the 
interpreters ahead of time so that they can prepare. Refer the client to handouts so they 
can follow along. Generally, try to reserve interpreters at least 10 working days in 
advance, although more time may be necessary in some areas. Signed Exact English 
(SEE-Sign) is another form of sign language that some people use rather than ASL. 

                                            

1 Architectural and Transportation Compliance Board (1998) Telecommunications Act Accessibility 
Guidelines, Final Rule. Federal Register, February 3, 1998. 
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SEE-Sign is a more exact translation with English grammar. Most, but not all, 
interpreters know SEE-Sign as well as ASL. 

Alternate Languages 

The TA Center should make every effort to fulfill alternate language requests. For 
events in particular communities where the Center knows a non-English language is 
spoken, reserve a translator in advance. Include the alternate language availability in 
training outreach materials. 

 

Collaboration 

When planning a collaborative event, ask partners to provide alternate formats. Give a 
few weeks’ notice so that they can find the time and venue for converting their 
information. Although there may not be people requesting the information in an alternate 
format at the training, there may be attendees who would like the information to take to 
another colleague or client.  

Appendix N has more information on producing accessible trainings. 

Direct Technical Assistance 

Besides website, calculator, and trainings, the TA Center might offer direct technical 
assistance to users. This direct technical assistance could come in a number of formats: 

Call Center 

The TA Center can have a toll free phone number that advocates and/or beneficiaries 
can call for technical assistance. It can be advertised on the website, at trainings, or 
through other media.  

Advantages 

·  Immediate technical assistance for the user. 
·  Feedback for the Center on how well its programs are matching users’ needs and 

levels of understanding. 

Outreach material  
explains what 
alternate formats will 
be available and asks 
for specific requests. 
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Disadvantages 

·  Additional staff time to field calls as they occur. 
·  Call management. There may be confusion about whether the toll free number is 

geared towards planners or beneficiaries, and whether the call center will answer 
specific questions or refer people to other organizations. 

·  Duplication of services that exist in the community. 

Website forms 

The TA Center can have a website form that allows users to ask specific questions 
about materials or benefits programs. Upon submission, the form could be forwarded to 
an email address and any questions could be answered by TA Center staff. That email 
address could also be distributed at trainings. 

Advantages 

·  Written questions may be easier to understand or have clarified than verbal 
questions. 

·  TA Center staff have an opportunity to research before responding. 
·  Referrals to websites and online resources are easy to make over email. 
·  Emails can be easily counted and categorized for reporting to funders. 

Disadvantages 

·  Additional staff time to stay current on queries. This issue can be resolved through 
subcontracting. 

·  Confusion over what queries are appropriate. 
·  Spam. 

Forums 

The TA Center can serve as the host for a web discussion forum on benefits. Ideally, a 
community of users would evolve. Benefits planners can ask questions of each other 
with TA Center staff moderating the discussion and checking for accuracy in responses. 
Beneficiaries can take advantage of this pooled expertise. The forum can be organized 
by topic, issue, and geographic location, which allows for smaller, more specialized 
areas of expertise to evolve. All questions and answers can be archived anonymously, 
creating an FAQ library. 
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Advantages 

·  Develops community of benefits experts and website users. 
·  Draws users to the anchor website. 
·  Takes advantage of a wide range of expertise. 

Disadvantages 

·  Technological set up. 
·  Additional staff time to moderate and respond to unanswered questions.  
·  To be successful, a critical mass of users is needed, which requires publicity and 

outreach.
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Chapter IV: Technology 

Creating website and training services based on the guidelines outlined in the previous 
three chapters requires presenting a large amount of content in an intuitive and 
accessible manner. Much of this information will change frequently based on legislative 
or administrative modifications. The sheer amount of content may require numerous 
contributors writing from various locations. And because benefits programs are 
intertwined (Medicaid and SSI, for example), information that changes in one section of 
the site may need to change in other related sections and be integrated into the training 
curriculum. In both website and training services, technological solutions can mitigate 
these challenges. 

Website 

In traditional web development, subject matter experts use a word processing program 
to write content that they then submit to a web developer. The developer then formats 
the content for the web by hand and posts it online. This approach is remarkably ill-
suited to addressing the challenges of creating the type of site a TA Center needs. For 
one, the web developer often becomes the bottleneck in the process. Imagine a 
situation where a staff member has changed a detail in the SSI section, a subcontractor 
has written a new article on Medicare Part D, and the Administrative Assistant has 
updated a news item on the homepage. While the substantive changes to the text could 
be completed simultaneously, the web developer would have to reformat them one at 
time. Also, content that appears in more than one place is created using copy and paste 
operations and has to be edited separately for each section it appears in. For example, 
identical explanations of SSI’s countable income calculation might appear in a program 
description of SSI and a program description of Medicaid (among other places). If the 
content expert decides to include more information about IRWEs in the explanation, that 
change needs to be made twice: once in the SSI section and once in the Medicaid 
section (despite it being an identical change to identical text). Along the same lines, 
certain page layouts (FAQs, for example) may be repeated throughout the site. Both the 
bottleneck and duplication problems are time consuming and prone to error. Hand 
formatting is also subject to frequent mistakes. All of these problems are exacerbated 
as the site expands or adds more languages. 

The widely recognized solution to these difficulties is a content management system. 
Individual content elements are put into a database, and web pages are built from the 
elements using set templates. So similar pages (all “Basics” pages, for example) share 
a common page layout template, which only needs to be designed once, rather than for 
each individual page (see the example Basics sections in Chapter II). High accessibility 
standards can be built into template designs and layout. The page is populated by 
discrete content elements, like the page title, navigation toolbars, and actual content. 
Elements that repeat from one section to another can be assigned to appear on multiple 
pages. Changes made to the text need to be made once to appear on every page that 
text is assigned. The following example helps elucidate some of these concepts: 
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A content author may want to add the following text to these sections and add 
appropriate formatting and links: “Private health coverage plans in California are 
regulated either by the California Department of Insurance, the California Department of 
Managed Health Care (DMHC), or the United States Department of Labor. The DMHC 
has a helpful chart that tells you which agency to contact.” Traditionally, a content 
expert would send this text to the website developer, and the developer would hand 
format the sections one at a time. But with content management, authors can make 
these changes to the website on their own. 

These pages are the “Resources and Next Steps” 
pages for two separate topics: “Private Health 
Coverage” and “HIPAA and California Protections”. 

Since these sections are related,  they share 
some content. In this case, each of their resource 
sections has an identical part on “Health Coverage 
Resources”. 
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The Health Coverage Resources item is accessed 
through the Private Health Coverage Resources page. 

The new text is 
entered and 
hyperlinks added 
through the content 
management 
interface.  

The interface is 
similar to well known 
word-processing 
programs, and 
hyperlinks and other 
formatting are easily 
added. 

The Health Coverage Resources item is its own 
content element and can be edited independently of 
the other elements (like the page title, navigation bar, 
and other content section) on the page. 
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When the content author hits the submit button, the changes appear everywhere the 
content element has been assigned to appear. 

 

One key feature of content management is that formatting for the web (i.e. putting it into 
HTML) is done automatically by a computer program. Content experts don’t have to 
send their material to a web developer. Instead, they enter the information directly in the 
word processing-like program embedded in a web page. The content author can add 
formatting, style, hyperlinks, and graphics using a familiar and intuitive interface and 
entries are automatically translated into HTML. This solves a number of problems: 

·  Authors have full ownership over their content without having to gain expertise in 
web development. 

·  Multiple authors can edit the site simultaneously. 
·  The text can be translated to HTML in a way that supports accessibility. 
·  The HTML quality is uniform and not subject to as many errors. 
·  Errors that do appear in the HTML can often be fixed across the site, all at once. 
·  Language alternatives can be edited and managed side-by-side with the original text 

(note the “Español” tab in the graphic on page 29). 

Although content management systems allow authors to exercise significant control 
over the content, it is still necessary to have a website developer on staff or under 
contract. Designing page templates, formatting accessibility controls, and building tools 
to optimize the performance of the content management system are all skills that 
require expertise. Additionally, despite their advantages, many content management 

Note that the new 
text appears in both 
Private Health 
Coverage and 
HIPAA sections, 
although it was 
accessed only in the 
Private Health 
Coverage section. 
Also note that the 
content 
management system 
has automatically 
added globe images, 
indicating an offsite 
link. Hidden from 
view are automatic 
formatting and 
accessibility features 
that the system 
automatically 
executed. 
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systems have quirks that will require the knowledge of someone with more than even 
intermediate computer skills. 

A number of website features will significantly enhance usability: 

·  Site search.  Providing a robust site search feature enables users to find information 
on topics such as “employment” that might reside in many different places around 
the site. It also provides a quick way for a casual user to get directly to desired 
material. Third-party search engines can be integrated into a site at modest cost. 

·  Forums.  The addition of a bulletin board feature enables the creation of a user 
community. Community members help each other in areas of shared experience. 
Direct requests for technical assistance often come through this channel; when 
queries are answered in a shared forum, others can benefit from the information. 
Note: Off-the-shelf bulletin board components may need extensive modification to 
conform to modern accessibility standards. 

·  Printer-friendly pages.  With Content Management, it becomes straightforward to 
prepare printer-friendly versions of each page (omitting navigation, for example, and 
providing a separate cascading style sheet emphasizing readability in print). Users 
gain the ability to print, keep, or distribute topics of interest. 

·  E-mail this to a friend.  Users are encouraged to share pages they find useful. In 
this way, site usage acquires a viral component. 

·  Comment on this page.  A feedback form referencing a specific page, rather than 
general feedback, gives both user and recipient common context for discussion. 

·  Most popular destinations.  A visit-tracking mechanism can populate a database of 
most-frequently-visited pages. First-time users find this a useful way of finding 
content.   

The basic technical aspects behind website design are included in Appendix O, with 
details on calculator design in Appendix P. 

Training 

Traditionally, training materials are developed separately from website materials. There 
are many good reasons for this separation, including issues of format, focus, and scope. 
But it is possible to significantly reduce the effort required to build, maintain, and update 
these materials by integrating the training materials with the website content. 

Training materials generally include a body of text for a manual, a PowerPoint summary 
for presentation, and an agenda. Producing these materials directly from the website 
requires both content and technological approaches. Which topics are covered will vary 
from training to training, but if the website is organized in logical sections of information, 
TA Center staff can determine which sections of the website apply to that training, and 
pick them to be part of a manual. For example, the site may cover SSI, SSDI, Medicare, 
and Medicaid. Another training may require information just on SSI and Medicaid. If all 
of those topics are on the website as separate entities, they can be reproduced in the 
manual without having to edit them. This could also be true for subsections. A computer 
program can be written that will allow TA Center staff to pick and choose which sections 
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to include in a manual. The program can automatically convert these sections into 
accessible PDF documents and automatically create an agenda from the content 
selected. See page 34 for an example. As previously mentioned, the text of the website 
should be written with teaching in mind, starting with a broad overview, delving into 
details, and giving practical examples and further resources at the end. If content 
authors always write as if they were teaching the material, using the content for training 
materials becomes natural. 

The PowerPoint presentations can present the same material in outline form. If the web 
material is presented in the same order as it would be in a training event (as it should be 
if it’s written with pedagogy in mind), it becomes possible to embed the presentation 
outline in the web pages themselves. 

 

With these efforts, the TA Center can eliminate an entire parallel set of documents that 
would otherwise have to be authored and maintained to support the trainings. Content 
maintenance (such as updating documentation for new rules and figures) becomes 
centralized. Editing and updating are always done on the website, and only on the 
website. Training curricula and other media are then adapted and produced directly 
from the website. 

Embedded PowerPoint 
slides  can be used for training, 
and also have the added 
benefits of summarizing 
information and making a page 
more visually interesting. 
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Website pages, written from the beginning with teaching in mind, are stored in a 
directory: 

 

The directory contains every page on the website, including any documents that have 
been uploaded. A program can be written that incorporates the directory with the 
creation of a training agenda: 
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Drag any page or document  
that’s on the website and drop it 
into the agenda. 

Push one button to create 
accessible PDF documents. 

Publish  a fully-formatted agenda and a paginated training manual. 
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Accessibility – Website 

A major goal of the website component of the TA Center is to deliver information that is 
accessible to all users. The site must conform to W3C/WAI Web Content Accessibility 
Guidelines 1.0 (http://www.w3.org/TR/WCAG10/) and be fully compliant with Section 
508 of the Rehabilitation Act Amendments of 1998 (http://www.access-
board.gov/sec508/508standards.htm). Because a significant number of visitors will be 
using adaptive technologies, it is incumbent upon site designers to go further in 
providing explicit assistance to those users. Compliance with these standards is a bare 
minimum; true accessibility requires a deeper commitment to making pervasive design 
choices and technical adaptations that ensure broad usability for all users. Appendix O 
includes detailed technical information on how to achieve these goals.  

Accessibility – Trainings 

Adaptive technology has enriched the lives of people with disabilities by creating a way 
to access the same tools that people without disabilities use. The TA Center should 
remain current on the different types of adaptations people commonly use, as well as 
new tools that could improve the quality of life for people with disabilities at trainings, 
meetings, and the workplace.  

·  Adaptive Listening Systems (ALS) : “ALS’s help address listening challenges in 
three ways: minimizing background noise; reducing the effect of distance 
between the sound source and person with hearing loss; and overriding poor 
acoustics such as echo. There are three common types of ALS’s: FM radio, 
Infrared Technology, and inductive loop systems. They all have advantages and 
disadvantages. For large meetings, look for a sound contractor who is an expert 
in installing and troubleshooting these systems”.2 

·  Closed Circuit Televisions (CCTVs) : The visually impaired use these units to 
enlarge the face of an item, usually books and papers. A television monitor 
brings up an image using a camera below and enlarges or changes the color of 
the object being viewed. A sliding tray allows all areas of the object to be seen.  

·  Braille/Voice Notetaker : These devices allow the visually impaired to take 
notes, maintain calendars, keep address books, and perform similar tasks on a 
small computer-like device that speaks and/or has a Braille display.  

·  Computer screen adaptive software : There are three widely used types of 
screen reading/magnification software: JAWS, Zoomtext, and Window Eyes. 

                                            

2 Baquis, D. (2006) Benefits of Assistive Listening Systems, National Association for the Deaf Website 
http://www.nad.org/site/pp.asp?c=foINKQMBF&b=180440 Accessed on 12/19/06) 
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JAWS reads all text on the screen and Zoomtext allows for magnification as well 
as speech functions. Window Eyes is a Microsoft product for magnification only. 
They all allow access to the internet and email if that feature is compatible with 
the software. 

·  Voice Recognition Software  and hardware combinations for people with limited 
mobility allow people to speak commands and narrate documents into typed 
format instead of using a conventional keyboard. There’s also word prediction 
software so that fewer numbers of keys need to be pressed in order to complete 
a document. 

·  Closed Captioning : Some people with a hearing impairment may feel more 
comfortable with closed captioning on a laptop rather than ASL interpretation. 
Closed captioning is a live typed text version of speech typed from one laptop 
onto another. When finding this service, be sure to ask who will bring the 
necessary equipment (i.e. laptops, cords to connect the equipment, etc.). In 
addition, ask about any other needs participants and service providers may have 
regarding room layout or technological compatibility concerns. 

·  Webinars : This new type of technology combines a visual and auditory tutorial 
via a teleconference and live screen video format online. These also come with 
an online chat function where typed messages can be used in addition to 
speech. Because of the new technology, these forums need extra attention to 
ensure full accessibility with screen readers. 
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Summary  

Throughout this manual, it has been noted how complex disability benefit programs are. 
Seasoned benefits planners and service providers are often frustrated by confusing 
program interactions, so it’s no wonder that uninformed beneficiaries become 
disillusioned while navigating the system. The TA Center’s goal is not just to 
acknowledge the complexity, but also to give people the resources to manage their way 
through the system. This goal extends throughout the spectrum of people working with 
disability benefits: 

·  Benefit providers  have the opportunity at Cross Agency Trainings to interact with 
each other and other community partners. They gain at least a working knowledge of 
programs outside their main area of expertise. Agents also have access to detailed 
explanations of benefit programs through the website. 

·  Employment support and service providers  have access to benefits information 
for which they have historically had little to no formal training. 

·  Benefit planners  serve a wide variety of clients who are on a similarly diverse 
selection of programs. Planners are thus expected to have knowledge about the 
interactions between a vast array of public and private benefit programs. Trainings, 
website descriptions, forums and feedback tools, and benefits calculators provide 
resources for all of this information in one place. 

·  Beneficiaries, workers, and job seekers  have access to all of these tools, 
empowering them to make the best employment decisions given their situation.  

The TA Center has the challenge of serving all of these populations at once. If 
information is presented in a way that is organized, intuitive, accessible, and that takes 
advantage of current technology, the TA Center can build a community around disability 
benefits and employment outcomes. Experts, advocates, and beneficiaries can use the 
same tools, get the same accurate information, and interact through forums, trainings, 
and Town Hall meetings. Through its diverse services, the TA Center has the 
opportunity to improve disability services in its state while empowering beneficiaries. 
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Appendix A: Accessibility for the Organization 

Office Culture 

Personal Disclosure of a Disability 

People are not  required to disclose the name of their disability to employers or 
coworkers. They are required to talk about reasons for accommodation requests so that 
they can be properly designed. 

Creating Comfortable Spaces for People with Disabil ities 

Discussing disability is still a difficult and personal matter in today’s society. People who 
have less exposure to people with disabilities are often curious about what daily life is 
like for people with disabilities. Well-meaning individuals may ask people with 
disabilities to generalize the experience of having a disability on behalf of the entire 
disabled community. Disability, of course, is a subjective matter; it is hard to speak fully 
and accurately on behalf of all people with disabilities. Conversations like these can be 
difficult and create tension for employees. Providing information to non-disabled staff 
about the history of the disability movement and offering opportunities to attend related 
conferences or trainings can greatly increase the comfort level of employees with 
disabilities. Armed with some background, a curious individual will not cause the person 
with a disability to start from the beginning. Most people are willing to explain some, but 
not all, of what they know of their experiences and disability culture. 

Conflict Resolution 

Conflict may arise between staff or with a supervisor. It is helpful to have an established 
model of conflict resolution before the conflict arises. If the conflict cannot be resolved, a 
mediator or disability and law specialist can be called. 

Physical Environment 

Accessible Parking 

It is important to provide enough parking for people with physical disabilities who require 
a closer spot. If you know there are going to be extra people who will need this 
accommodation, consider marking off additional spots ahead of time. 

Desks and Chairs 

Provide ample desk space and make sure equipment can be easily reached. People 
with physical disabilities may have difficulty in certain types of chairs. Extra back 
support and a variety of sizes of chairs available for trainings and office use are 
essential for the comfort of employees. A trained ergonomics consultant may be able to 
give advice about healthy working positioning and posture. 
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Lighting 

Florescent lighting is harsh and can create eye strain for people with vision 
impairments. Have a variety of lighting options including natural light sources if possible. 
Desk lamps as well as overhead lighting sources are important and may improve the 
visibility of objects. To avoid working in shadows, provide lighting that is in front of, 
rather than behind, an object. 

Temperature 

People with various illnesses can be sensitive to temperature. Providing options for 
adjustment in room temperature can make the difference between attention and 
distraction for some people. 

Scented Products & Allergies 

Environmental Illness (EI) also known as Multiple Chemical Sensitivity (MCS) is a 
condition in which a person becomes severely functionally limited around many 
common chemicals or even things like dust. Accommodations for EI can include 
providing an alternative listening device so that people can choose a comfortable place 
to be during a meeting and still hear and participate in discussions. For more permanent 
situations, office policy can bar employees from wearing scented products to work.3 

Personal Assistants 

People with physical disabilities may require personal assistants to attend meetings with 
them. It is generally at the expense of the attendee if the assistance is personal in 
nature, but it is required of the employer if there is a task related to the essential job 
functions.4 

The organization should also follow the follow the guidelines on multiple formats and 
language access outlined in Chapter III. 

                                            

3 Isaacson-Kailes, J, Jones, D. (1993) A Guide to Planning Accessible Meetings. ILRU Program: 
Houston. 

4 Silverstein, R. (2003) The Applicability of the ADA to Personal Assistance Services in the Workplace 
Policy Brief - February (10). http://disability.law.uiowa.edu/csadp_docs/ADAtoPA.txt. 
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Appendix B: Program Director Job Description 

POSITION SUMMARY: 

The Program Director is responsible for: the growth, solvency, sustainability, and relevance of 
the TA Center; oversight and supervision of projects and project coordination; compliance with 
internal standards of operation and external contract requirements; and planning, meeting, 
reporting on and evaluating project goals, objectives, and activities.  

DESCRIPTION OF ESSENTIAL FUNCTIONS: 

·  Cultivate and grow funding opportunities; research, solicit, produce and secure federal, state 
and/or private foundation contracts and grants; possess the prerequisite skills to manage 
needed teams of experts to accomplish these tasks; develop and maintain relationships with 
federal and state agencies, agency leaders and policy makers. 

·  Develop, implement and direct the planning infrastructure; maintain adequate capacity and 
staffing levels to ensure completion of Center deliverables; participate in planning, 
operational, and budgeting processes. 

·  Oversee adherence to internal and external fiscal policy and procedures. 

·  Oversee production and maintenance of information services and activities. 

·  Oversee activities and compliance of program subcontracts. 

·  Participate in public policy development activities such as policy review panels, community 
meetings, focus groups, trainings, advisory forums, etc. 

·  Contribute to development of training and other curricula. 

·  Conduct roundtable discussions or speak at conferences with employers, unions, civic and 
state agency leaders, and others. 

·  Promote diverse consumer and community involvement and partnering with the Center; 
increase outreach to diverse urban and rural target groups. 

·  Establish community Advisory Groups for product development as appropriate.  

·  Provide staff supervision and mentoring; conduct routine Center and project staff meetings; 
monitor meeting follow-up on Center objectives. 

·  Define Center staff performance appraisal and compensation package standards, and 
needs for staff training and career development; conduct annual performance appraisals. 
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MINIMUM QUALIFICATIONS: 

·  Masters or other graduate degree in Public Policy, Social Services, Humanities, or 
related fields plus 3 years non-profit, government, or educational management 
experience related to public and private disability benefits, health coverage, and 
employment. 

Or 

·  B. A. in Public Policy, Social Services, Humanities, or related fields plus 4 years non-
profit,  government, or educational management experience related to public and 
private disability benefits, health coverage, and employment; and, 

·  Acknowledged expert on current disability policy and state, federal, and private benefit 
programs. 

·  Flexibility and the ability to lead and work under pressure with multiple deadlines. 

·  Ability to work independently and to exercise discretion of judgment. 

·  Strong networking and relationship building skills. 

·  Experience researching, gathering, synthesizing, evaluating, and reporting data.  

·  Demonstrated public speaking and presentation skills. 

PREFERENCES: 

·  Knowledge or experience with web-based software, content management systems, and 
web-based authoring tools. 

·  Knowledge of Independent Living movement history and philosophy. 

·  Personal and/or professional experience with disability. 

·  Bilingual. 
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Appendix C: Content Expert Job Description 

POSITION SUMMARY: 

The Content Expert serves as the primary expert on federal and state disability benefit 
programs and represents the program in multiple ways.  

DESCRIPTION OF ESSENTIAL FUNCTIONS: 

Program Research & Analysis 

·  Work with the program manager, project staff, and partners to research, write, and edit 
program materials. 

·  Research, track, and report on changes to public and private healthcare and benefit 
programs. 

·  Provide content and writing expertise for website, training, outreach, and marketing 
materials. 

·  Respond to inquiries from website users with appropriate information or technical 
assistance. 

·  Perform data search, interpretation, and reporting activities. 

Program Collaboration and Participation 

·  Work collaboratively and build work relationships with TA Center staff, interns, 
subcontractors, and partners. 

·  Participate in project and program planning and meetings as needed. 

·  Recommend improvements to the program team and partners on process and products. 

Other Duties as Assigned 

MINIMUM QUALIFICATIONS: 

·  Masters or other graduate degree in Public Policy, Social Services, Humanities, or 
related fields plus 3 years work experience related to public and private disability 
benefits and health coverage. 

Or 

·  B. A. in Public Policy, Social Services, Humanities, or related fields plus 4 years work 
experience related to public and private disability benefits and health coverage. 

·  Demonstrated writing, composition, and copy editing skills; writing sample required. 

·  Knowledge of current disability policy and state, federal, and private benefit programs. 
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·  Experience with MS Word and Excel. 

·  Flexibility and the ability to work under pressure with multiple deadlines. 

·  Ability to work independently and to exercise discretion of judgment. 

·  Strong networking and relationship building skills. 

·  Experience researching, gathering, synthesizing, evaluating, and reporting data. 

PREFERENCES: 

·  Publishing experience. 

·  Knowledge or experience with web-based software, content management systems, and 
web-based authoring tools. 

·  Knowledge of Independent Living movement history and philosophy. 

·  Personal and/or professional experience with disability. 

·  Demonstrated public speaking and presentation skills. 

·  Bilingual. 



40 

Appendix D: Web Developer Job Description 

POSITION SUMMARY: 

The Web Developer and Systems Integrator is responsible for the software and web presence 
behind the TA Center. 

DESCRIPTION OF ESSENTIAL FUNCTIONS: 

Build, Extend, and Maintain TA Center Software Syst ems 

·  Define technical requirements for all TA Center activities. 

·  Implement large, content-rich website leveraging content management technology. 

·  Design site navigation and usability features. 

·  Provide or contract design services as needed. 

·  Implement advanced site traffic reporting, user forums, and other server-based applications. 

·  Build team schedules, manage or co-manage projects or subprojects. 

·  Publish public website as needed with sensitivity to end-user experience and Center events. 

·  Provide an active voice in planning the future direction of the Center; research trends in new 
technologies. 

·  Troubleshoot, expand, and maintain existing systems as needed. 

Other Duties as Assigned 

MINIMUM QUALIFICATIONS: 

·  Undergraduate degree in Computer Science or related fields plus 5 years work experience 
related to software development, website development, and project management. 

·  Experience in building and deploying database-driven software systems. 

·  Experience in deploying websites based on Content Management Systems. 

·  Experience designing websites for maximum accessibility. 

·  Experience working with projects of significant scale and duration. 

·  Experience and skill collaborating in team and virtual office settings. 

·  Experience gathering and reporting data. 
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PREFERENCES: 

·  Demonstrated web design skills. 

·  Knowledge of Independent Living movement history and philosophy. 

·  Personal and/or professional experience with disability. 
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Appendix E: Trainer Job Description 

POSITION SUMMARY: 

Responsible for developing and conducting trainings on health care, benefits, work, and 
disability.  

DESCRIPTION OF ESSENTIAL FUNCTIONS:  

Training 

·  Conceive, design, produce, and conduct outreach for trainings and public presentations in 
close collaboration with the Program Manager and program partners at local, regional and 
state levels. 

·  Present on program and policy content at state and national conferences. 

Program Research, Analysis, and Reporting: 

·  Produce and revise content and curricula for training and website materials. 

·  Research, track, and report on proposed regulatory and legislative initiatives related to 
program content and services.  

·  Maintain excellent progress notes and files for program continuity and reporting purposes. 

Program Collaboration and Participation: 

·  Work collaboratively and build work relationships with TA Center staff, interns, 
subcontractors, and partners. 

·  Participate in project and program planning and meetings as needed. 

·  Recommend improvements to the program team and partners on process and products. 

Other Duties as Assigned 

MINIMUM QUALIFICATIONS: 

·  Masters or other graduate degree in Public Policy, Social Services, Humanities, or 
related fields plus 3 years work experience related to public and private disability 
benefits and health coverage. 

Or  

·  B. A. in Public Policy, Social Services, Humanities, or related fields plus 4 years work 
experience related to public and private disability benefits and health coverage; and 

·  Demonstrated training and public speaking skills. 

·  Demonstrated writing, composition, and copy editing skills; writing sample required. 
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·  Flexibility and the ability to work under pressure with multiple deadlines. 

·  Experience with MS Word and Excel. 

·  Ability to work independently as well as in a team.  

·  Strong networking and relationship building skills. 

PREFERENCES: 

·  Knowledge or experience with web-based software, content management systems, and 
web-based authoring tools. 

·  Graphic and related software experience. 

·  Knowledge of Independent Living movement history and philosophy. 

·  Personal and/or professional experience with disability. 
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Appendix F: Project Manager Job Description 

POSITION SUMMARY: 

The Project Manager serves as a team leader, coordinating activities between the Program 
Director, project staff, project partners, interns, and volunteers. Recommends regular 
improvements to program design and process. 

DESCRIPTION OF ESSENTIAL FUNCTIONS: 

Coordinate Project Activities and the Production of  Deliverables 

·  Monitor and manage all project timelines and contract deliverables. 

·  Plan, schedule, and implement the logistics for meetings, conferences, trainings, and other 
project gatherings, including agenda collation and preparation, materials development or 
production (including alternate formats), associated travel arrangements, participant 
registration tasks, and the collating, filing, and tracking of supportive documents. 

·  Provide support and preparation services for drafts of required project reports, with guidance 
from the Program Director and TA Center staff. 

·  Coordinate production, dissemination, and public testing of project products. Review to 
ensure final products meet required standards. 

·  Contributes to project mail lists and databases. 

Other Duties as Assigned 

MINIMUM QUALIFICATIONS: 

·  Undergraduate degree in Business Administration, Social Services, Humanities, or related 
fields plus 3 years work experience related to office, systems, or project management. 

·  Flexibility and the ability to work under pressure with multiple deadlines. 

·  Experience with MS Word and Excel. 

·  Strong networking and relationship building skills. 

·  Ability to manage competing priorities. 

·  Direct experience with budgets, financial statements and invoicing. 

·  Experience and skill collaborating in a team setting. 

·  Experience gathering and reporting data. 
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PREFERENCES: 

·  Knowledge or experience with web-based software, content management systems, and 
web-based authoring tools. 

·  Knowledge of Independent Living movement history and philosophy. 

·  Personal and/or professional experience with disability. 
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Appendix G: Contracts and Grants Manager Job Descri ption 

POSITION SUMMARY: 

The Contracts and Grants Manager is responsible for ensuring TA Center compliance with 
contracts, grants, and budget. 

DESCRIPTION OF ESSENTIAL FUNCTIONS: 

·  Identify potential funding sources for TA Center. 

·  Assist Program Director in applying for grants and submitting proposals for funding. 

·  Assist Program Director in negotiating contract and grant agreements. 

·  Ensure TA Center compliance with contract and grant requirements. 

·  Assist Program Director in writing and submitting contract and grant reports. 

·  Prepare and submit invoices to funders.  

·  Prepare, process, and monitor vendor subcontracts. 

·  Assist Program Director in developing and implementing TA Center fiscal year budget. 

·  Monitor TA Center’s compliance with fiscal year budget. 

Other Duties as Assigned 

MINIMUM QUALIFICATIONS: 

·  Undergraduate degree in Business Administration or related field plus 3 years work 
experience related to development, contracts compliance, and budget preparation and 
reporting. 

PREFERENCES: 

·  Contracts management degree or certification. 

·  Knowledge of Independent Living movement history and philosophy. 

·  Personal and/or professional experience with disability. 
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Appendix H: Administrative Assistant Job Descriptio n 

POSITION SUMMARY: 

The Administrative Assistant provides clerical support for program activities, direct 
administrative assistance to the Program Director and Project Manager, and coordinates 
activities between projects, subcontractors, and other outside parties. 

DESCRIPTION OF ESSENTIAL FUNCTIONS:  

Support Completion of Program Priorities  

·  Provide administrative support by taking, editing, and distributing meeting minutes. 

·  Coordinate travel details and process related expense reports. 

·  Edit and format correspondence, newsletters, papers, and project reports. 

·  Track and archive project activities. 

Coordinate Project Activities and Production of Del iverables: 

·  Maintain and update mailing lists, activity logs, and other program databases. 

·  Work with program web editors to maintain website content. 

·  Respond to requests for information by mailing, shipping, or sending materials. 

·  Assist with coordination, production, and dissemination of deliverables, ensuring that final 
products meet internal and external requirements for accessibility and appearance. 

·  Collate, code, and record data collected from surveys and research. 

·  Perform or coordinate other related administrative and clerical functions. 

Other Duties as Assigned 

MINIMUM QUALIFICATIONS: 

·  AA or other post-secondary degree or equivalent work experience. 

·  2 years clerical and office work experience. 

·  Experience using MS Office, Excel, and related software. 

·  Professional writing and oral communication skills. 

·  Flexibility and the ability to work under pressure with multiple deadlines. 

·  Experience gathering, collating, filing, and reporting information to databases. 
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PREFERENCES:  

·  Knowledge or experience with web-based software, web-editing, and content 
management tools. 

·  Knowledge of Independent Living movement history and philosophy. 

·  Personal and/or professional experience with disability. 

·  Interests or experience in editing. 
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Appendix I: Template for Other Job Description Info rmation 

The following sample text can be applied in all job descriptions: 

WORK ENVIRONMENT: 

The TA Center work environment is flexible, team-oriented, and fast paced. Center staff are 
encouraged and expected to contribute to program improvements. The Center receives support 
from [xxxx] to produce and manage project activities. 

REASONABLE ACCOMMODATIONS: 

·  If you need a reasonable accommodation to access the application or participate in the 
interview process, contact the Human Resource Manager. 

·  To accommodate our staff with severe allergies, the TA Center asks applicants, employees, 
and guests who use service dogs to advise the Human Resource Manager of their 
appointment before arrival whenever possible. 

·  The TA Center promotes a scent and chemical free environment. To support this effort, we 
ask that all applicants, employees, and guests refrain from wearing or using scented 
products and chemicals while in our offices or at our sponsored events. 

TRAVEL AND RELOCATION: 

The TA Center [can/cannot] cover the cost of travel or relocation, [but/and] encourages all 
interested applicants to apply. 

All persons regardless of age, including people wit h disabilities, women, and racial and 
ethnic minorities, are encouraged to apply. 

COMPENSATION: [$xx,xxx-$xx,xxxx] annual base range at [xxx%] FTE [plus/without] benefits. 

POSITION STATUS:  Regular, [exempt, non-exempt]. 

REQUIRED APPLICATION PROCESS: Please send 1) resume, 2) writing samples, 3) cover 
letter and 4) references to:  

[The TA Center] 
Attn:  Employee Search Committee 
Address, Suite 
City, State, Zip 
FAX: (xxx) xxx-xxxx 
e-mail: xxx@xxx.org] 

TESTING PROCESS: Submit writing sample(s) showing evidence of qualifications. On-site 
written testing may be conducted. 

REPORTING RELATIONSHIP: [e.g., Project Manager] 

APPLICATION DEADLINE:   
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Appendix J: Sample Information for Local Steering 
Committees 
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Appendix K: Internal Training Checklist 
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Appendix L: Sample Training Evaluation 

Evaluation and Exit Survey  

Date:___________  County:___________ 

Thank you for taking the time to complete this survey.  

The results will be used to evaluate the effectiveness of the health and 
benefits training on work and disability, and to improve the training 
curriculum and approach. Your honest opinions are important. 
Responses are completely confidential and anonymous. Survey report 
results are grouped to protect confidentiality. 

We do appreciate your help. 

First, about you:  

1. Please check the box or boxes that best describe you in the context of this 
training: 

�  Someone who uses public or private disability benefits 

�  Someone who uses Medicare or Medicaid 

�  Community non-profit staff (which one or type?): __________________ 

�  Educator 

�  Representing a church organization 

�  Advocate (which one or type?): ________________________________ 

�  Public agency staff (which one or type?): _________________________ 

�  Employed and living with a disability 

�  Other: ____________________________________________________ 

2. How did you hear about the Cross Agency Training? 

�  Friend/relative 
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�  Colleague connected with my work 

�  Email  

�  Website: www. _____________________________________________ 

�  Non-profit organization (which one?)____________________________ 

�  Advertisement or flyer (where?) ________________________________ 

�  Other: ____________________________________________________ 

Please continue to the next page 

We would like to know about your prior knowledge on specific topics before you 
participated in the health and benefits training. Please estimate the extent of 
your previous knowledge on each topic below by checking the box that applies to 
you.  

   No previous 
knowledge 

Some 
previous 

knowledge 

An 
average 
amount 

A lot Extremely 
knowledgeable 

Public disability income programs (e.g., 
SSI, SSDI)  �  �  �  �  �  

Health coverage options for persons with 
disabilities �  �  �  �  �  

General knowledge on health and 
employment services available  �  �  �  �  �  

How benefits programs can interact to 
support entry, re-entry or advancement in 
the workforce 

�  �  �  �  �  

Tools (such as the TA Center website and 
benefits calculators) available for people 
with disabilities 

�  �  �  �  �  
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Please also estimate the extent to which you felt prepared to carry out the 
following activities in the past, before you participated in the health and 
benefits training:  

   Not at all 
prepared  

A little  Somewhat A lot Extremely 
prepared 

Work with individuals with disabilities to 
obtain and maintain health care coverage 
when preparing to go to work 

�  �  �  �  �  

Navigate public, private, state and federal 
income and health care coverage programs 

�  �  �  �  �  

Identify a network of disability benefit 
program resources 

�  �  �  �  �  

Utilize networks of disability benefit program 
resources or web based tools 

�  �  �  �  �  

Please continue to the next page 
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Next, we would like to know about your knowledge now, after you have 
participated in the health and benefits training. Please estimate the extent of 
your knowledge now by checking the box that applies to you: 

   No previous 
knowledge 

A little  An average 
amount 

A lot Extremely 
knowledgeable 

Public disability income programs (e.g., 
SSDI, SSI) �  �  �  �  �  

Health coverage options for people with 
disabilities �  �  �  �  �  

General knowledge on health and 
employment services available �  �  �  �  �  

How benefits programs can interact to 
support entry, re-entry or advancement in 
the workforce 

�  �  �  �  �  

Tools (such as the TA Center website and 
benefits calculators) available for people 
with disabilities  

�  �  �  �  �  

Please continue to the next page 
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Please also estimate the extent to which you feel prepared to carry out the 
following activities now that you have participated in the health and benefits 
training:  

   Not at all 
prepared  

A little  Somewhat A lot Extremely 
prepared 

Work with individuals with disabilities to 
obtain and maintain health care coverage 
when preparing to go to work 

�  �  �  �  �  

Navigate public, private, state and federal 
income and health care coverage 
programs  

�  �  �  �  �  

Identify a network of disability benefit 
program resources 

�  �  �  �  �  

Utilize networks of disability benefit 
program resources or web based tools 

�  �  �  �  �  

Please continue to the next page 
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Please estimate how often in an average month, before participating in the health 
and benefits training, that you: 

   Not at 
all   

One time 
a month  

More than 
once a 
month 

Once a 
week 

More than 
once a 
week  

Attempted to access benefits 
planning information via the Internet, 
telephone or printed materials 

�  �  �  �  �  

Engaged in benefits planning 
activities with individuals with 
disabilities 

�  �  �  �  �  

Referred individuals with disabilities 
to other organizations for assistance 
with benefits planning 

�  �  �  �  �  

Do you anticipate a change in the number of times you engage in the above 
activities in an average month after participating in the health and benefits 
training?  

�  Yes        �  No         

Please explain why or why not: 
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________ 

Please continue to the next page 
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Please estimate how often in an average month that you plan to engage in the 
following activities in the near future, after participating  in the health and 
benefits training:  

   Not at 
all 

One time 
a month 

More than 
once a 
month 

Once a 
week 

More than 
once a 
week 

Attempt to access benefits planning 
information via the Internet, 
telephone or printed materials 

�  �  �  �  �  

Engage in benefits planning 
activities with individuals with 
disabilities 

�  �  �  �  �  

Refer individuals with disabilities to 
other organizations for assistance 
with benefits planning 

�  �  �  �  �  

Please continue to the next page 
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Training Activity Strongly                                                                        Strongly 

Disagree     Disagree           Neutral            Agree          Agree 

The presenters were effective: 1--------------2--------------3--------------4-------------5 

The presenters were knowledgeable:  1--------------2--------------3--------------4-------------5 

The presentation was well organized: 1--------------2--------------3--------------4-------------5 

The length and pace of the training was 
appropriate:  

1--------------2--------------3--------------4-------------5 

The training manual was explained well during 
the training: 

1--------------2--------------3--------------4-------------5 

I would recommend this training to my peers or 
colleagues:  

1--------------2--------------3--------------4-------------5 

 

Overall Perceived Impact Strongly                                                                        Strongly 

Disagree     Disagree           Neutral            Agree          Agree 

Overall, the training increased my ability to 
communicate with job seekers with disabilities 
about health and work incentive laws: 

1--------------2--------------3--------------4-------------5 

Overall, the training had a positive impact on 
my knowledge, abilities, and skills: 

1--------------2--------------3--------------4-------------5 

Overall, the training will have a positive impact 
on the individuals served by my organization: 

1--------------2--------------3--------------4-------------5 
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Comments or suggestions you have on the health and benefits training would be 
very helpful.  

1. What were the strengths of the training? 

___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
____________ 

2. What were the weaknesses of the training? 

___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
____________ 

3. Were your goals and objectives met during this training session? Please describe 
why or why not: 

___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
____________ 

4. Did the training increase your knowledge on support networks? Please describe:  

___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
____________ 

5. What suggestions for future trainings do you have?  Who should attend them? 

___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
____________ 

6. Would you like to add another comment?  

___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
____________ 

Thank you  very much for your time and comments!  
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Appendix M: Sample Agenda 

MORNING 

9:00 – 10:30 

Welcome and Introductions 

 

Disability and Navigating Benefits 

·  The Disability Continuum 

·  Why benefits planning? What is it? 

·  Types of benefit programs, “terms of art” and “takeaways” 

·  Networks of health and work services 

Disability Income Programs Overview 

Public Disability Income 

·  California State Disability Insurance – SDI 

·  The Social Security definition of disability 

·  Social Security Disability Insurance - SSDI 

·  Supplemental Security Income – SSI 

·  Cash Assistance Program for Immigrants – CAPI 

10:45 – 11:00 15-Minute Break  
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11:00 – 12:00 

Health Coverage Overview 

Key Medi-Cal Eligibility Categories  

·  SSI Linked Medi-Cal 

·  Section 1619(b) of the Social Security Act and work 

·  Aged and Disabled Federal Poverty Level Medi-Cal 

·  Medically Needy or “share of cost” Medi-Cal 

·  Medi-Cal Working Disabled Program 

·  Medi-Cal when SSDI changes eligibility status: “Pickle” Medi-
Cal 

12:00 - 1:00 Lunch Break 

1:00 – 2:30  

The DB101 Benefits-to-Work Calculator: 
Tutorial and Demonstration 

Understanding Work and Disability Benefit Rules 

·  Supplemental Security Income – SSI 

·  Social Security Disability Insurance – SSDI 

·  Medi-Cal and Medicare 

2:30 – 2:40 Break – 10 Minutes  
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2:40 – 4:00  

Workforce Inclusion Coming of Age 

DB101 and other Life Situations and Program 
Eligibility 

·  Newly Diagnosed, Mike’s Story 

·  Youth and Disability, Eric’s Story 

Demonstrations when people with disabilities can 
work and use: 

·  Vocational Rehabilitation 

·  One Stop Career Centers 

·  Medi-Cal Working Disabled Program 

·  In-Home Supportive Services and workplace personal assistance 

·  The Ticket to Work program 

·  Employer sponsored health coverage and health coverage 
protections 

4:00 Adjourn; return Exit Evaluations 
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Appendix N: Producing Accessible Trainings 

Along with the tools explained in Chapter III, the following are commonly used to 
produce accessible trainings. 

Alternate Sensory Tools 

Audiocassettes 

The standard size audio cassette can be used. Standard size cassettes come with 
either two or four sided tapes. Four sided tapes can contain more hours of recording but 
take special players. Tape users are familiar with four sided machines and methods. 
Tone indexing is preferable as it allows the reader to skip back and forth among 
sections. Tapes can be made commercially or privately. When creating a tape: 

·  The reader should be identified at the beginning of the tape.  

·  The reader should be fluent in the language being recorded and be familiar with 
the topic and content of the material to minimize errors.  

·  The reader should annunciate clearly and at a normal pace.  

·  There should be no background noise during the taping session.  

·  The text should be read in its entirety with graphs or images described. These 
descriptions should be prepared in advance so that they are standardized.  

·  The reader should spell out difficult, strange, or foreign words for the listener.  

·  Always read the tape number, side number, and location in original document 
including all page numbers. The reader will need to follow along with and 
reference the original document.  

·  Tapes should be clearly labeled in large print and/or Braille.  

CD ROM/Electronic Materials 

This format has become increasingly popular as it can be combined with multiple 
technologies to provide many accessibility paths. Electronic text can be used with 
Braille displays and speech synthesizers. For accurate translation to Braille, the text 
must be provided in ASCII formatting with asterisks instead of bullets, and proper tab 
and enter formats must be used instead of the space bar. In addition, any graphs or 
images should be described in the ASCII text format.  
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Portable Document Format (PDF) 

Current efforts to produce universally usable PDFs are underway. However, many 
forms are not immediately accessible. Please see the Adobe accessibility website for 
more information on creating accessible PDFs: http://www.adobe.com/accessibility. 

Language Access 

Tactile Interpretation 

This work requires one on one contact with the interpreter because communication is 
formed via finger signs into the hand of the listener who is both deaf and blind.  

Oral Interpretation 

This form of interpretation is created by the interpreter mouthing the words of the 
speaker with clear annunciation but without sound. The interpreter (or pair or 
interpreters for a longer meeting) can work with a small group of attendees.  

Closed Captioning 

Some people with a hearing impairment may feel more comfortable with closed 
captioning on a laptop rather than ASL interpretation. Closed captioning is a live typed 
text version of speech typed from one laptop onto another. When finding this service, be 
sure to ask who will bring the necessary equipment (i.e. laptops, cords to connect the 
equipment, etc.) in addition to any other needs they may have for layout of the room or 
technological compatibility concerns. 

National Resources List 

Disability Resources.org  (www.disabilityresources.org) is a well laid out internet 
search hub for information regarding all types of disabilities. 

National Federation of the Blind (www.nfb.org) has an extensive amount of 
information on blindness related resources like where to find Braille printing houses. 

National Association for the Deaf (www.nad.org) has many resources for learning 
about hard of hearing/deaf culture, advocacy, Frequently Asked Questions, and 
resources. 

The World Institute on Disability (www.wid.org) works on disability issues worldwide 
as well as national policy issues. Also see www.db101.org. 

Protection and Advocacy, Inc. is a national organization of lawyers and advocates 
dedicated to the vision of an accessible United States. They are located in every state 
across the nation. 
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Appendix O: Website Development – Technical 
Considerations 

Content Management 

Centrally-enforced HTML Quality  

When the Content Management server controls every line of HTML that’s written to the 
output, it becomes possible to avoid the many pitfalls of HTML quality, including 
browser compatibility errors, unclosed or missing markup tags, and unresolved 
hyperlinks. Coding conventions are automatically maintained across the entire site. 

Consistent, Complex Navigation 

The navigation controls that appear on any given page can be appropriate to the 
context of that page, with special treatments for ancestors, siblings and descendants in 
the navigation tree. That is hard to obtain and maintain with hand-coding. 

Special Features for Accessibility 

HTML generation allows the system to embed special codes in the HTML to support 
assistive technologies – specifically, screen readers for users with low vision or 
blindness. This important idea will be discussed in more detail later in this appendix. 

Deployment Models 

Content Management allows for a fully dynamic web deployment model, in which every 
web page is assembled immediately on request by the server. By contrast, in the 
traditional “static” deployment model, web pages reside as files on disk on the server, 
where they’re read and delivered to the client on request. A dynamic model has the 
advantage of immediacy – on every request for a page, you’ll get the very latest version 
from the content database. But even though it is technologically possible, a fully 
dynamic deployment model may not always be the best choice for a site like the TA 
Center’s. Consider the disadvantages of dynamic deployment: 

·  Performance . Dynamic pages require database access and programmatic 
assembly. For complicated pages with many content elements, a page load can take 
several seconds. 

·  Self-consistency . When authors are contributing to the site, at any given moment 
the database server can contain partial edits. Sections or translations may be 
incomplete. An ill-timed page request would result in nonsensical content. 

·  Fragility . A dynamic web server is enormously more complicated than a static one, 
involving many hardware and software components. A failure in any component can 
compromise the site’s availability. 

Fortunately a hybrid model is possible. While edits are in progress, a dynamic model is 
appropriate; content contributors can immediately see the results of their changes. 
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Once edits are complete, the entire site can be “published” to static pages which are 
then served in the traditional way. With this “pseudo-static” deployment model, the 
advantages of content management are realized and the disadvantages are mitigated. 

Similar and Dissimilar Pages: Strategies for Conten t Organization 

Pages belonging to a particular section of the site (say, “Income Support Programs”) 
may share a characteristic (a yellow color scheme), while pages sharing a functional 
role (program landing pages) may share another characteristic (a three-column layout 
template). The Content Management scheme gains power if those associations 
between roles and characteristics can be established in the database itself and isolated 
from the content authors. 

Such a model begins with the identification of a small, multidimensional set of quantities 
that can act as keys in a “dictionary” of Content Management data. The data itself can 
be of various types – content, templates, colors, variables. 

Candidates for dictionary keys include: 

·  Site.  An example of a site-wide quantity would be the copyright notice displayed at 
the bottom of every page. 

·  Page Class.  This refers to a functional role (e.g., a glossary page, program 
description page, frequently-asked questions page). Layout templates are often 
shared at this level. 

·  Page Variant.  This refers to a group of pages that share a common trait across 
functional roles – such as the aforementioned yellow color scheme associated with 
all pages in a content section. 

·  Page. Dictionary entries at the level of a single page are specific to that page and 
override directives referring to page groups: all these pages are yellow except this 
one. 

·  Language. Providing a language key allows site authors to specify parallel content 
and images in, for example, English and Spanish. 

Direct Manipulation of the Database 

Besides the considerable benefits already discussed, it should be noted that the 
Content Management paradigm enables significant opportunities for technical staff to 
develop utility applications. Examples: 

·  Global search and replace. Did a frequently-referenced external URL change? It is 
a simple matter to write a small application that will scan the content database for 
that URL and fix it everywhere it appears. 

·  Bulk content upload. If a content author has written forty new FAQs, it would be 
much simpler to put them in an Excel spreadsheet and upload them directly to the 
database than to data-enter them one at a time on the web. 
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·  Translation facilitation. An application can identify content blocks that lack a 
Spanish equivalent, extract them for transmission to the translators, and upload 
them when they’re done. 

Content Management Vendor Selection 

Literally hundreds of commercial and open-source Content Management Systems are 
available; see www.cmsmatrix.org. In choosing a vendor, it is important to keep in mind 
certain uncommon features that can dramatically improve the team’s productivity in 
assembling a site of the scale being described. 

Interactivity Enhancements 

In addition to providing rich and detailed information on benefits programs, program 
interactions and work incentives, the TA Center website will benefit from the addition of 
interactive features which deepen engagement, facilitate navigation, and provide end-
user services. 

Accessibility 

A major goal of the website component of the TA Center is to deliver information that is 
accessible to all users. The site must conform to W3C/WAI Web Content Accessibility 
Guidelines 1.0 (http://www.w3.org/TR/WCAG10/) and be fully compliant with Section 
508 of the Rehabilitation Act Amendments of 1998 (http://www.access-
board.gov/sec508/508standards.htm). Because a significant number of visitors will be 
using adaptive technologies, it is incumbent upon site designers to go further in 
providing explicit assistance to those users. Compliance with these standards is a bare 
minimum; true accessibility requires a deeper commitment to making pervasive design 
choices and technical adaptations that ensure broad usability for all users. The use of 
automated HTML code generation, together with rigorous design and production 
guidelines and practices, makes ambitious accessibility goals practical.  

Automated HTML Generation as an Accessibility Tool 

HTML generation code allows site architects to carefully control the quality of the HTML 
that describes the site’s pages. Pages can be assembled from pre-engineered modules, 
allowing designers to build accessibility best practices directly into page layouts. 
Individual HTML tags can be either generated from higher-level modules or modified as 
they are generated to enforce accessibility guidelines. Navigational structures can be 
automatically generated from page-map data in such a way as to be accessible.  

Some possible applications of these techniques include: 

·  Auto-generating empty ALT attributes for page layouts containing many spacer 
images, signaling to screen readers that the spacers may be safely ignored. Many 
screen readers say “image” when they encounter an image without alternative text 
information. 
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·  Building complicated pages without the use of <frame> elements, which disorient 
screen readers. 

·  Always pairing labels with form elements. 
·  Automatically generating pages with consistent page layouts and recognizable 

graphic elements across the site. 
·  Coupling complex tables expressing (for example) benefits eligibility scenarios or 

equations with hidden <summary> tags that screen readers can “speak” directly, 
<caption> tags identifying the table’s purpose, and <th> tags identifying row and 
column headers. 

·  Ensuring that structural tables automatically have empty <summary> tags. 
·  Annotating tables that represent navigational menus for the orientation of screen 

reader users. 
·  Ensuring that absolute font sizes are not used, allowing low-vision users to easily 

increase font sizes everywhere using browsers’ font size adjustment capabilities. 
·  Using cascading style sheets throughout that can be replaced by special style 

sheets at the browser to accommodate different readability issues, such as high 
contrast or a preference for white-on-black reversed visualization. 

·  Automatically labeling offsite link. Text links are augmented by a small icon. Image 
links have text appended to their ALT attributes. Similarly, hyperlinks that result in 
popup browser windows (such as glossary links) have special hidden text that warns 
screen reader users of the new window context – which can otherwise prove 
disorienting. 

·  Automatically enforcing the identification of the page’s language (<html lang=“en”>) 
·  Generating an invisible hyperlink at the very top of the page saying “Jump to 

content.” This allows screen readers to easily skip the verbose menus. 
·  Generating tab stops for the page title area, content area and sidebar to allow 

screen readers to easily jump among the important screen areas while skipping the 
menus. 

·  Using the <blockquote> tag to identify parenthetical material, such as pull quotes. 
Screen readers often speak this material in a different pitch. 

·  If content is laid out in multiple columns, or with a sidebar, providing invisible 
hyperlinks to the additional content to guide screen readers there. 

Process Guidelines and Practices 

Website producers and designers should operate under a set of guidelines and 
practices that are designed, among other purposes, to ensure site accessibility. Some 
examples: 

·  Client-side image maps are used exclusively (as opposed to server-side image 
maps, which are invisible to screen readers). 

·  Image maps are paired with redundant text navigation. 
·  ALT attributes are provided for all images that convey information. However, be 

careful not to over-annotate images. For example, if a little arrow is followed by a 
hyperlink saying “More information…,” don’t put an ALT attribute on the arrow saying 
“More information.” The screen reader would read it twice! 
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·  Where color is used to convey information, it is backed up by other cues. 
·  Navigation should eschew script-driven drop-down menus, which are invisible to 

screen readers and many early browsers. 
·  Avoid using timed-response redirect pages when the timing can affect the outcome. 

Beta Testing for Accessibility 

Prior to releasing a site of this nature to the public, it is important to include in the beta 
test group users with low vision and users of screen readers. These experts will rapidly 
identify awkward elements – and their suggestions often improve the experience for all 
users. 
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Appendix P: Benefits Calculator Technical Considera tions 

Calculator Architecture 

Benefits planning calculators, which provide a personalized view of income and health 
coverage prospects for users contemplating a change in life situation, can be one of the 
most valuable information resources on the website. 

As a purely practical matter, skilled web designers and user interface engineers are 
usually not also econometricians; therefore a team approach is required in building 
calculators that are both interface-rich and technically robust. Internet remote procedure 
call technologies such as SOAP or XML-RPC make possible the physical separation of 
user interface (UI) and calculation servers, which interact through narrowly-defined 
protocols. One guideline for the design of such a protocol is to keep the text strings that 
the user will see entirely on the interface side of the transaction, facilitating the 
deployment of multiple interface languages. 

Text material presented to the user in the course of a calculator session will include the 
questions asked to elicit input quantities; the allowable values of enumerated quantities; 
navigation strings; informational sidebar and glossary information; and results-page 
summary text. In practice the bulk of this material can be considerable, making it a 
candidate for content management. In this way the calculator UI can be subject to the 
advantages of rapid, multilingual maintenance that content management provides. 

Assuming that a “pseudo-static” publication deployment model is adopted for the 
website (as discussed above), the server application generating the calculator user 
interface is an island of dynamic page generation in a sea of static content. One 
strategy for making content-managed material available to the UI is to publish the UI 
text to the public server in a series of XML documents, which are then consumed by the 
UI server. 

The calculator UI is a series of screens – instructions, questions, confirmations, results. 
The particular questions asked of any user may depend in part on responses already 
given; entire screens may be offered or skipped depending on the marital status of the 
user, for example. Therefore some dynamic page generation on the server is 
necessary. 

With up to six possible calculators on a site, each with 10-40 pages of interface, and the 
possibility of future expansion, a direct page-by-page hand-coded technical solution is 
unwise. Better is to build a generic technical interface framework, in which individual 
screens are defined declaratively. Simple scripting can drive interface changes that rely 
on user input. This model supports rapid change and straightforward expansion, though 
it demands some investment up-front. 


