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The Conference Board of Canada and the Government of Ontario are pleased to jointly launch
Tapping the Talents of People with Disabilities: A Guide for Employers.

To ensure Canadians continue to enjoy the quality of life we are recognized for internationally,
we must enhance our competitive edge in the global marketplace on many fronts. Executives have
told us, for example, that their ability to attract and retain people with the skills they require has
a dramatic impact on their productivity. This new guide encourages employers to access a vast but
underutilized Canadian talent pool: people with disabilities.

Tapping the Talents of People with Disabilities was developed to assist employers in hiring people
with disabilities and integrating them into their workplaces. It contains practical advice on
everything from pre-employment considerations through recruitment and selection, appropriate
modifications to accommodations, and workforce education.

Expanding employment opportunities for people with disabilities offers other benefits as well.
As full participants and contributors in the marketplace, they can live independently and in
financial security.

Implementing sustainable change in this area will directly benefit communities and businesses
and ultimately enhance the prosperity of all Canadians. Without the people with the skills to get
the work done, Canadian businesses cannot achieve their potential. As the population ages and
labour force growth slows, shortages in specific industries and occupations are likely to become
more generalized, affecting the quality of life of all Canadians. It is clear, therefore, that our
continuing prosperity depends on our ability to value, build, access and utilize the strengths

of all our citizens—including people with disabilities.

This Guide was developed through the Ontario Ministry of Citizenship’s EnAbling Change program
in partnership with The Conference Board of Canada. On behalf of both, we offer our sincere hope
that you will find it a useful tool in promoting diversity in your workplace. Together, we are
creating new opportunities for all Ontario residents.

Sincerely,

James R. Nininger The Honourable Cameron Jackson
President and Chief Executive Officer Minister of Citizenship

The Conference Board of Canada Province of Ontario

Ontario
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Chapter 1.

Why should organizations include people with disabilities
in their business and hiring strategies? Because they
cannot afford not to. As our economy grows and good
employees become harder to find, people with disabilities
offer a relatively untapped reservoir of talent. In fact,
having a diversified recruitment pool offers more choice,
thus increasing the likelihood of getting the right person
for the job. In addition, an inclusive work culture
improves the morale of all employees, and this in turn
improves quality, productivity and service.

Numbering roughly one million in Ontario, people with
disabilities also represent a large consumer group, with
billions of dollars of spending clout. It makes good busi-
ness sense to include people with disabilities in your
workforce and to bear in mind their needs as customers.

WHY AN EMPLOYER GUIDE?

In 1999, The Conference Board of Canada entered into
a partnership with the Ontario Ministry of Citizenship
(formerly the Ministry of Citizenship, Culture and
Recreation) to learn more about employers’ experiences
and best practices in hiring people with disabilities
and integrating them into the workplace.

What we found is that this process does not have to be
expensive or difficult. What's more, creating an inclusive
organization generates tangible benefits that can boost
the bottom line.

However, following consultation with stakeholders, we
discovered that employers, despite an expressed willing-
ness to hire and provide accommodations for people
with disabilities, were having difficulty connecting

with them and with the agencies that provide this com-
munity with transitional employment support services.
In other words, employers lacked awareness of where

to turn for assistance, and in some cases they perceived
the process as more complex or expensive than it has to be.

We also found that a wealth of information is available
to employers on the Internet and through agencies that
provide services to people with disabilities. What was
missing was a simple reference tool that could help direct
them to these resources and walk them through some

of the considerations that arise at various steps of the
employment continuum, from attracting applicants and
hiring people with disabilities to accommodating their
special needs. This guide has been prepared as a response
to these employers’ demonstrated needs.

Why should organizations include people with disabilities in their business and hiring strategies?

Because they cannot afford not to.

The Conference Board of Canada



PURPOSE OF THE RESOURCE GUIDE

The guide provides you, as employers, managers and/or
human resource practitioners, with some facts, practical
advice and examples bearing on how to facilitate the

inclusion of employees with disabilities in your workplace.

The guide includes information on:

= making your job competitions inclusive and accessible;

e ensuring job descriptions are detailed, accurate and
up-to-date;

e conducting effective job interviews;

e ensuring the workplace is barrier-free;

= providing appropriate technical aids and workspace
accommodations in order to enhance an employee’s
abilities; and

« facilitating the orientation process for the employee
and the rest of staff.

ABOUT THE PROJECT

It also includes practical checklists, resources and con-
tacts. What's more, throughout the publication, we have
gathered good practice examples of leading organizations’
recruitment and accommodation strategies. These are real
examples and have been taken from research involving
employers who have been successful in employing persons
with disabilities.

HOW TO READ THE GUIDE

This guide is organized on the basis of the employment
continuum, from pre-employment considerations through
recruitment, selection and integration into the workplace.
It walks employers through the basic stages of the hiring
process and provides information on how to build an
inclusive workplace culture that is accessible to people
with disabilities.
e Chapter 2 speaks directly to the business case for
targeting people with disabilities as prospective

In 1999, The Conference Board of Canada, in partnership with the Ontario Ministry of Citizenship (formerly the
Ministry of Citizenship, Culture and Recreation), launched a project aimed at gaining an understanding of the
policies, practices and needs of employers in the recruitment and retention of a diverse workforce. While diversity
overall was the project theme, the principal focus was on investigating and developing tools to share good
employment practices for hiring and integrating people who have disabilities.

This two-year multi-phased project involved several steps. The resources and materials gathered in the process

have been incorporated into this guide. Components of the project included:

= asurvey of Ontario-hased employers to gather information about organizations’ experiences in the recruitment,
development and retention of a diverse workforce, especially the integration of people with disabilities;

= a multi-stakeholder roundtable;

= case studies of organizations that have demonstrated success in attracting and retaining persons with disabilities;
= interviews with employers and stakeholders who provide transitional employment services to people with disabilities;
= |earning events/seminars that were held in April and May 2000 in five Ontario communities—Sudbury,

London, Hamilton, Markham and Ottawa.

For more information on the methodology, various phases of the research and participants in the project, see

Appendix 1, "About the Project."

Ontario employers reported that

greater public awareness about people
with disabilities and access to employment-related
resources would be helpful.
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employees. It provides background information about
the benefits of inclusive business and employment

strategies that specifically target people with disabilities.

Chapters 3 and 4 examine the hiring process. They pro-
vide tips on how to recruit and select candidates with
disabilities and identify resources that can help.
Chapter 5 provides information on how to build an
inclusive work environment that is accessible to

people with disabilities. It also provides an overview

of common types of accommodations for individuals
with specific disabilities.

Below is a graphical representation of the employment
continuum, which provides the structure for the guide.
The employment continuum is designed as a handy refer-
ence tool so that you, as an employer, can quickly find
the information you need, whether it be coordinates to
contact a local agency, ideas on how to attract job candi-
dates with disabilities, or tips on how to accommodate
individuals with specific disabilities. The continuum
appears in each section on recruitment, selection and
integration, with the specific steps to be discussed in
the section highlighted.

EMPLOYMENT CONTINUUM

Recruitment

W Getting started
- gather information
- |ocate community resources

B Examining policies and practices

- establish an advisory committee
- review employment systems
- understand job requirements

Selection

m Generating candidates
- advertising the job
- outreach recruiting

W The selection process
- the job interview
- applicant testing

Integration
Creating an Inclusive Workplace Culture

m Addressing attitudinal barriers
through education
- dispel misperceptions about people
with disabilities
W Building a supportive infrastructure
- clarify roles
- monitor results

m Making the workplace accessible
- what is accommodation?
- beyond physical access

W Accommodating individuals with
specific disabilities

The Conference Board of Canada






Chapter 2.

In this chapter, we outline the business benefits of including people with disabilities in your workforce and
marketing strategies.

AN INCLUSIVE WORKPLACE CULTURE BENEFITS EVERYONE consideration is the sheer size of the population of people
with disabilities, which makes them a large consumer

There are good business reasons for employing people with group to be reckoned with.

disabilities. First, they offer a relatively untapped source

of talent that should not be overlooked as employment CHANGING DEMOGRAPHICS SUGGEST GOOD EMPLOYEES
markets become tighter. People with disabilities have the WILL BECOME HARDER TO FIND

skills, abilities and experience to add value in a competi-

tive workplace setting. Moreover, as we shall see in this Ontario has been experiencing spectacular growth. Despite a
chapter, there are tangible returns to business from build- short-term slowdown, the medium-term economic forecast
ing broadly inclusive workplace settings. A second business for the province continues to look promising. Even as the

WHO ARE CANADIANS WITH DISABILITIES?

What is the size of the labour pool of people with disabilities? It is difficult to get a complete and current picture,

but Statistics Canada’s population and labour force surveys tell us the following:

= Canadians with disabilities living at home make up about 13 per cent of the working age population, between the
ages of 15 and 65; just under half are employed, compared to nearly 70 per cent of people without disabilities.

= The incidence and severity of disability increases with age.

= The majority of Canadians with disabilities (90 per cent of those under age 35) report their conditions as mild
to moderate.

= While most people with disabilities in the workforce report some limitation at work (85 per cent), fewer
than 20 per cent require any form of accommodation, and the vast majority of those require one or two
supports at most.

= Over half of people with disabilities have high-school diplomas, and more than one-third have post-secondary
certificates or degrees.

= The annual disposable income of working-age Canadians with disabilities is about $25 billion.

Source: Statistics Canada, Health and Activity Limitation Survey, 1991, Survey of Labour and Income Dynamics, 1994.
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economy grows, however, our workforce is ageing. As baby
boomers move through their fifties and begin to retire,
the number of young people and immigrants entering the
workforce will be insufficient to meet demand. More gen-
eralized shortages will occur by mid-to-late decade, par-
ticularly in some of Ontario’s “hot” spots, as the number
of vacancies begins to exceed the number of job seekers.
That means there will be fewer new workforce entrants to
help propel business expansion. Employers who recognize
the potential of underutilized talent sources will be at an
advantage in the race for talent.

BUSINESS BENEFITS OF AN INCLUSIVE CULTURE

Beyond addressing current or impending labour shortages,
there are good business reasons to tap the talents of
people with disabilities. Emerging research clearly shows
the link between employee satisfaction and loyalty and
between customer interaction and the bottom line (see
box). Employers describe a range of benefits that posi-
tively affect productivity and profitability when an
attempt has been made to create an inclusive, diverse
culture that includes people with disabilities. Simply put,
employee-sensitive workplaces are better, more energizing
places to work and more profitable over the long run.!
Following are some of the ways in which an inclusive
workforce strategy can improve business results.

PUTTING PEOPLE WITH DISABILITIES ON A LEVEL
PLAYING FIELD IS A GOOD INVESTMENT

There is clear evidence that access to training and work-related
supports makes a difference in the employability of people with
disabilities. Recent research by The Roeher Institute, which ana-
lyzed Canadian income statistics, shows that people with dis-
abilities who have done well—people who earn above median
income—are clearly those who have been better supported by
their communities and employers. They have received better
access to training, to assistive devices and to other supports,

all of which have helped them break through the access barrier.
Therefore, the investments we make, as a society and as employ-
ers, in formative education, skills development and retraining are
a win—win proposition for everyone. Employers gain access to
the skills they require, and people with disabilities are elevated to
a level playing field so they can compete in employment markets.

Source: Cameron Crawford, Acting President, The Roeher Institute, information from
presentation made at Wellsizing the Workplace Conference, Toronto, April 2000.

Improved quality

Research shows that good morale, teamwork and high
employee satisfaction correlate with better product and
service quality. An inclusive, nurturing environment
can have a direct impact on the quality of the service

Chain to Work (1997).

AN ORGANIZATION’S CHAIN OF RELATIONSHIPS

Enthusiasm
Commitment
o Loyalty
Satisfaction
Iy
Productivity and product
Capability and output
quality
\ Internal /
service
quality

Source: Loyal Customers, Enthusiastic Employees and Corporate Performance: Understanding the Linkages, by Eleanor Randolph
Brooks (Ottawa: The Conference Board of Canada, 1998), Resource 3, p. 7, adapted from Heskett et al., Putting the Service Profit

Customer
ﬁ retention Revenue growth
(loyalty) J
Customer

satisfaction  pystomer Increased Profitability

purchases ’
S /

Endorsement
Referrals

1 Eleanor Randolph Brooks, Loyal Customers, Enthusiastic Employees and Corporate Performance: Understanding the Linkages (Ottawa: The Conference Board of Canada, 1998).
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PROFILE 1: Targeting People with Disabilities at Armstrong Monitoring Creates a “Win-Win”

The Armstrong Monitoring Corporation truly believes that people
are its biggest assets, and this Ottawa-based manufacturer of sens-
ing technologies makes every effort to ensure that it is recognized
as a good employer. The work at the company involves desktop
assembly of gas, liquid or materials detection equipment (e.g., car-
bon monoxide detectors). Electronics industry jobs are traditionally
highly paid, and each new hire requires a significant investment in
training. The work lends itself to people with mobility challenges,
because tasks are largely stationary. As a result, Armstrong has
come to be a well-known employer of people with disabilities, to
the benefit of both the company and its employees.

It makes pragmatic business sense to target people with disabilities
as employees, states Don Segall, Vice-President, Product
Technology and Resources, simply because people with disabilities
themselves identify Armstrong Monitoring as an employer of
choice. He explains that, some years ago, Armstrong realized that
too many short-term employees were leaving for other jobs and the
training costs were wasted. The company decided that it made much
more sense to invest training dollars in applicants, such as people
with disabilities, who targeted them as a good place to work. It
believes that such individuals are likely to have longer tenure,
reducing the costs of production.

or product. Oak Run Farm Bakeries in rural Hamilton-
Wentworth can attest to this. According to Oak Run'’s
general manager, Tony Tristani, when an employer
shows that it cares about its people, the people put
forth a better effort. “The more people care, the better
our product,” he says.

Improved productivity

A diverse work team also injects dynamism and synergies
that directly improve productivity. People with differ-
ent backgrounds and formative experiences bring fresh
perspective and new insights, from which a work group
learns and grows. Often, by necessity, persons with dis-
abilities will approach tasks differently. They frequently
display “out-of-the-box” thinking that can shift a
team’s orientation from focusing on prescribed work
processes (doing things the way they have always been

Turnover-is-costly in terms of lost time,
missed business opportunities and
consumption of internal resources required
to replace the individual.

Armstrong Monitoring's strategy has paid off. At any given time,
roughly 15 to 20 per cent of the production workforce have dis-
abilities. Turnover is low, and a number of individuals have
progressed to roles with more responsibility. Segall has found
that when people are provided with dignified work and a good
working environment, they are appreciative and do their best to
make the relationship long term. The result for Armstrong is a
stable, productive workforce with little turnover.

COMPANY FACTS

Name: The Armstrong Monitoring Corporation

Business profile: Designs and manufactures gas, liquid or materials
sensing and detection equipment

Headquarters: Ottawa
Number of employees: 35

Web site: http:/ /armstrongmonitoring.com

done) to thinking about how things can be done differ-
ently to build a better product or provide better service
(focusing on results). The chief registrar of an Ontario

community college described the effect on her department
of hiring a former student who happened to be deaf.

The Conference Board of Canada




PROFILE 2: Capability Is What Counts at Canadian Tire

Canadian Tire has a reputation both for its well-run franchise
operations and as an employer of choice in the retail community.
That is because owners and associate dealers such as Frank
Saraka, who operates six stores in Ontario and Newfoundland,
understand the bottom-line benefits of investing in people and
providing an inclusive work environment.

Two individuals with developmental disabilities have worked in
Saraka's Chatham store for over a year now, thanks to a partner-
ship with the local District Association for Community Living.
Both work in a variety of departments, and they prove their value
on every shift, according to Saraka, who says that their duties
vary little from those of other employees in the same roles.
Moreover, having a diverse staff has a positive impact on co-
workers, he adds. Exposure to people who confront challenges
on a daily basis has had the effect of boosting their own expec-
tations and has encouraged a "can-do" approach to their own
work. As a result, the business benefits and everyone wins.

Source: “Diversity Boosts Staff Morale and Productivity,” on Gateway to Diversity
Web site, www.equalopportunity.on.ca

COMPANY FACTS

Name: Canadian Tire

Business profile: Canadian Tire is Canada’s largest hard goods retailer
specializing in automotive, sport, leisure and home products. With
approximately 430 Associate Stores serving communities nationwide,
the Canadian-owned company has a 75-year franchise with Canadians.
Other business includes the Petroleum Division, which has 197 gasoline
outlets and is the largest independent retailer of gasoline in Canada, and
Canadian Tire Acceptance Limited, a financial services company.

Head office: Toronto
Number of employees: 34,000
Web site: www.canadiantire.ca

Forty-eight per cent of.respondents to our
survey.agreed with. the statement that providing
accommaodations for people with disabilities
Is good for employee morale.

This individual could empathize with the student “cus-
tomers,” with and without disabilities, and was able to
provide service in innovative ways that served as an
inspiration to others in the department.

e Attracting and retaining people
In a competitive employment market, good employees
are like gold. Not only will a reputation for being an
employer of choice attract the best and the brightest,
inclusive strategies that engender employee loyalty
increase the likelihood that they will stay.

Turnover is costly in terms of lost time, missed business
opportunities and consumption of internal resources
required to replace the individual. Cost estimates vary,
depending on what is included in the calculation, but
range from over $10,000 for a clerical-level individual
to hundreds of thousands of dollars for a senior execu-
tive. Senior executives tell us that they would rather
invest money in supporting an employee who has a
special need than spend dollars on recruiting yet
another candidate who may or may not work out.

e Improved morale
An inclusive work environment is good for the morale
of all staff. Employers who participated in this project
cited numerous instances of the positive impact that
introducing a person with a disability had on the work-
place. They noted characteristics such as “energy” and
"enthusiasm" and spoke of the spillover effect on work
groups of having individuals with these traits. For
example, one executive in a public utility talked about
hiring an individual with Down’s syndrome to support
an administrative team. She required little supervision,
and her enthusiasm and commitment had an energizing
effect on the team.

CONSUMER CLOUT

People with disabilities also comprise a large and powerful
consumer group, with significant spending power. A
recent study by Royal Bank estimated that this group
commands disposable income of between $20 billion and
$25 billion.2 That figure may be low. Canadian income
statistics show that the after-tax income of working-age
Canadians with disabilities in 1994 was $26 billion. Their
combined household income was $56.3 billion.3

2 “Outlook for People with Disabilities in Current Analysis,” Royal Bank, April 2000, www.royalbank.com/economics

3 Cameron Crawford, The Roeher Institute, presentation at Wellsizing the Workplace, April 2000. Data are from Statistics Canada’s 1994 Survey of Labour and Income Dynamics.
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In addition, it makes sense that organizations whose work-
forces mirror their communities are better positioned to
understand the needs of customers. As a group, people with
disabilities represent significant service and product market
opportunities. A study by Paralympic Games Market Research
found that 40 per cent of U.S. households that included an
individual with a disability would be “extremely likely” or
“very likely” to switch brands to support a disability cause.
What's more, 32 per cent of households that had no mem-
ber with a disability would do the same.

A number of organizations have benefited by developing
products or providing services that tap into this sizeable
market of consumers with disabilities. Following are some
examples.

e Product development opportunities
Microsoft and IBM have discovered lucrative market
opportunities in developing and marketing adaptive

software and hardware technologies. Both have
PROFILE 3: Oak Run Farm Bakeries Earns developed sophisticated, highly accessible e-business
Preferred Supplier Status marketing infrastructures to sell these products directly
to people with disabilities and businesses that seek
accommodative solutions.® These firms also understand

Oak Run Farm Bakeries in rural Hamilton-Wentworth provides
fresh-baked goods to major grocers such as A & P and fast

food empires like Tim Horton's and McDonalds. Though Oak Run
does not sell directly to the public, it has found that its practice
of hiring people with disabilities has helped make it a supplier

of choice for some of its corporate customers. According to the
company’s general manager, although attracting business was
never the motive for Oak Run's employment practices, customers
take notice—"Buyers see what we are doing and they are drawn
to us.”

that technologies developed for people with disabilities
often have potential for wider market applications.
Microsoft's accessibility strategist, Greg Lowney,
observed in a published interview that, after all,

the typewriter was invented to aid a secretary who
was blind.®

e Enhanced customer loyalty

Sales can increase dramatically when customers

know that people serving them understand their

unique needs.’ Marriott Hotels are reportedly the
COMPANY FACTS hotels of choice for people with disabilities in
the United States, not because they are the only
ones that accommodate people with disabilities
(they are not), but because they hire people with
disabilities—people who understand the needs of
this particular clientele.®

Name: Oak Run Farm Bakeries

Business profile: Supplier of baked goods to grocers and restaurants.
Head office: Lancaster, Ontario

Number of employees: 250

4 Rachel J. Dickinson, “The Power of the Paralympics,” in American Demographics, May 1996.
5 See Web sites at http://www.ibm.com/able and http://www.microsoft.com/enable

6 “Greg Lowney, Microsoft's Accessibility Strategist, Discusses the Importance of Universal Design and Accessibility,” in PressPass on Microsoft's Web site,
http://www.microsoft.com/presspass/features/2000/jun00/06-16accessibility.asp

7 Dr. John Sullivan, “Diversity Recruiting—The Compelling Business Case,” on Gateway Consulting Web site. http://ourworld.compuserve.com/homepages/gately/pp15js96.htm

8 Maureen Minehan, "Being an Employer of Choice for People with Disabilities," in HR-Esource Special Reports, 06/12/2000.
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COMMUNITIES BENEFIT

Communities also benefit when their institutions treat
people with disabilities as an important customer base. For
instance, Cambrian College in Sudbury has a mission to be
the post-secondary institution of choice for students with
disabilities. The majority of these students are attracted
from other communities, specifically because of the excel-
lent services provided by The Glenn Crombie Centre for
Disability Services. The Centre provides a range of assistive
technologies and supports that help students with dis-
abilities integrate into mainstream classroom programs.
The college's president, Dr. Frank Marsh, estimates that
the 700 students with disabilities enrolled at Cambrian
pay tuition fees of over $2 million. What's more, Dr. Marsh
estimates that the living expenses incurred by these
students and other discretionary spending bring an
additional $6.7 million annually into the community.

DISABILITY AND HUMAN RIGHTS

Beyond the bottom-line benefits to business of hiring and
integrating people with disabilities, it should not be over-
looked that employers have a legal requirement under the
Ontario Human Rights Code to ensure that workplaces are
accessible and free of discrimination. Nearly three-quarters
of complaints received by the Ontario Human Rights
Commission (OHRC) are from the workplace, and of these,
discrimination in employment on the basis of disability is
one of the greatest single sources of complaints. Such cases
are costly, time-consuming and bad for the corporate image.
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The Ontario Human Rights Commission
has published two helpful documents:
Guidelines for Assessing Accommodation
Requirements for Persons With
Disabilities and an employer handbook,
Human Rights at Work. The Guidelines
can be obtained directly from the

Ontario Human Rights Commission Web :
site at www.ohrc.on.ca and Human Rights at i
Work can be purchased directly from distribu-
tors of Ontario government publications.

Section 17 of the Code provides that people with dis-
abilities have the right to have their individual needs
accommodated, short of undue hardship to the organiz-
ation, in a manner that most respects their dignity, in
order to allow them to perform the essential duties of
their job. Factors that the OHRC will take into account
when assessing undue hardship include:

the cost of the accommodation and whether or not it
threatens the viability of the business;

the availability of outside sources of funding to offset costs;
health and safety considerations; and

bona fide occupational requirements—e.g., vision
requirements for driving a vehicle.



In this chapter, we identify sources of information on hiring people with disabilities and provide strategies for

self-assessment of business readiness.

UNDERSTANDING THE BUSINESS CASE IS NOT ENOUGH

Even employers who recognize the business advantages of
a diverse workforce report that they have had difficulty
accessing the talent of people with disabilities. The princi-
pal challenge, reported by close to three-quarters of
employers who participated in our study, is finding
qualified job applicants.

There are a number of reasons for this. Weak recruitment
and selection practices play a part. Even among organiz-
ations that have policies in place to manage diversity,
many are experiencing difficulty in translating strategy
into action. The guide is designed to help employers
address these challenges.

HELPING EMPLOYERS AND PEOPLE WITH DISABILITIES
TO CONNECT

If people are an organization’s most important resource,
then who an organization hires may be the most import-
ant decision it makes. Getting the right fit between
employer and employee is crucial. The fact is that many
common hiring practices are not serving anyone well.
Limited candidate searches and unreliable selection
practices contribute to poor hiring decisions, which

can be costly.

According to Alan-Webber, the founding editor of Fast
Company magazine, the only way to find the right people
to fuel success in a hot employment market “is to do a

much better job of adding different people.” That means
doing a better job of finding talent—by fishing in new
places. It also means doing a better job of assessing talent
by learning to make a critical distinction between talent
and credentials.!

People with disabilities represent an unfished pool of
talent for employers. They are an underutilized resource
who have traditionally encountered barriers to mainstream
employment, principally because employers and job
candidates with disabilities have not been connecting.
Retooling recruitment and selection processes to develop
a more diverse candidate pool will help organizations to
find superior employees.

This chapter is designed to help employers find infor-
mation and resources to improve hiring practices, eliminate
barriers to employment and get the message out to individ-
uals with disabilities that job opportunities are available.

Though many employers clearly understand
the benefits of an inclusive workplace culture,
they report difficulty attracting job candidates

with disabilities.

1 Alan Webber, “Blue-Chip Firms Embrace Pragmatic Diversity,” in USA Today, May 1, 2000, p. 19A.
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W Getting started
- gather information
- |ocate community resources

Selection

EMPLOYMENT CONTINUUM

Integration
Creating an Inclusive Workplace Culture

As we learned, employers frequently do not know where to

turn for help in identifying and attracting job candidates
with disabilities, or they are discouraged before they
begin because they believe that the process of contacting
numerous agencies will be labour intensive. The fact is
that the social support system for people with disabilities
can be confusing for the uninitiated. It does not have to be.

Ontario employers that participated in our survey
articulated a clear need for information on best
practices in recruitment and outreach. Fifty-seven
per cent said that better access to expertise about
accommodation possibilities would be helpful.
Many lacked awareness of how best to obtain this
information. For instance, only just over one-third
appear to be networking with disability groups or
agencies that provide employment services for
people with various types of disabilities.
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GATHERING INFORMATION

Where can organizations turn for information? Along with
the federal and provincial governments, there are a number
of national and community-based organizations that pro-
vide information and services on how to recruit and inte-
grate people with disabilities. Most are accessible through
the Internet. At the community level, there are local agen-
cies that have been established to co-ordinate and support
training and job placement for people with disabilities.
These provide a range of more direct services for em-
ployers. Some key resources are described on page 17.

There are several Canadian organizations that provide gen-
eral information about hiring and accommodating people
with disabilities. For example:

e The Canadian Council on Rehabilitation and Work
(CCRW) is an umbrella organization that provides edu-
cational programs and consultation services to employ-
ers. The CCRW operates a national Web site, WORKink,
which contains a collection of informative articles.
CCRW also has a free information hotline, JANCana,
that will answer questions on specific issues in accom-
modation.

e EnableLink, operated by the Canadian Abilities
Foundation, provides links to thousands of Ontario-
based, national and international sites that provide
information on people with disabilities. (Resource 1
lists organizations and their Web:sites that provide
general information on hiring and accommodating
people with disabilities.)

e - The Ontario March-of Dimes (OMD) provides extensive
services throughout the province. If you cannot locate
any service agencies in your area, OMD will provide
services or refer you to a local agency.




Other organizations that provide transitional job training
and placement services in Ontario communities also oper-
ate Web sites, e.g., the Training Coordinating Group.
Most of the Web sites are linked to one another. See
Resource 2, page 17 for contact information.

Many organizations that provide services for people with
specific categories of disabilities—for example, the

Canadian Hearing Society and the Canadian Paraplegic
Association—have comprehensive Web sites and provide
direct services at the community level. If they do provide
transitional employment services, they will most likely
have a portion of their Web site aimed at employers, with
information on the kinds of employment transition, place-
ment and follow-up services they provide.

GATEWAY TO DIVERSITY

Gateway to Diversity is a Web site with current information on recruiting, accommodating and retaining persons with disabilities, published
by the Government of Ontario’s Ministry of Citizenship. The site was initially developed as a partnership initiative with over 125 Ontario busi-
nesses, associations and disability groups and has recently been upgraded to help employers more easily navigate through a wealth of equal
opportunity and diversity news, announcements and resources from Ontario, Canada and around the world.

The site—www.equalopportunity.on.ca—has a number of unique features, which include:

= Anew A-Z Topic Index that quickly provides you with a list of resources under specific subjects of interest that will help you to search

easily for information

= Improved search capabilities that allow you to conduct Advanced Searches using free text
= Frequently Asked Questions Section that provides you with answers to issues related to areas such as workplace diversity and

accessible Web design

= Featured Employer Profiles that share g
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RESOURCE 1—Information and Internet Web Sites

Government Sources

Gateway to Diversity Web Site

Ontario Ministry of Citizenship

= Asite for equal opportunity employers, human resource managers and other pro-
fessionals who are working to remove barriers to employment, services, products
and facilities (see page 13 for details).

Ontario Disability Support Program (ODSP) Web Page

Ontario Ministry of Community and Social Services

= A program that provides income support for people with disabilities and employ-
ment supports for people with disabilities who want to work.

Workplace Accessibility Tax Incentive Web Page
Ontario Ministry of Finance
= A program supporting businesses that hire new employees with disabilities.

Persons with Disabilities Resources and Information Web Page

Human Resources Development Canada (HRDC)

= Asite offering a listing of local, provincial and national disability resources, includ-
ing the Canadian government's Opportunities Fund for Persons with Disabilities,
Disability Policies and Programs, and sites of interest to employers.

Guide to HRDC Services for Canadians Web Page
= A Web page offering a guide to a range of Human Resources Development Canada
(HRDC) programs and services including disability issues. Refer to Subject Index.

Not-for-Profit Organizations and Agencies

Canadian Council on Rehabilitation and Work (CCRW) Web Site

A site offering information and links to CCRW's programs and services including:

= Work/nk—Online, real-time employment counselling services and information.

= WAEN—A resumé database for persons with disabilities that allows searches by
potential employers.

= JANCana—The Canadian service of the U.S.-based Job Accommodation Network
(JAN), which assists in the hiring, retraining, retention or advancement of persons
with disabilities by providing accommodation information.

= Skills Training Partnership (STP)—Using pre-employment training to prepare per-
sons with disabilities for positions with an employer partner.

= Consultation Services—Workplace assessment, informative presentations, accessi-
bility audits and awareness training.

= Fit-to-Work—Training for employers and agencies covering disability management
and the recruitment and promotion of persons with disabilities.

Centre for the Management of Community Services

= Works with local service providers and employers to improve linkages. Services to
employers include support in the development of strategic plans, awareness training
and help in finding local services.

EnableLink

Canadian Abilities Foundation

= Asite linking persons with disabilities, employers and employees to a list of
resources including the Ontario and national employment service directories.

Integrated Network of Disability Information and Education (INDIE)
= Adirectory of disability information on the Internet.

Contact Information

http://www.equalopportunity.on.ca

http://www.gov.on.ca/CSS/page/services/odsp.html
Tel: (416) 325-5666
Fax: (416) 314-8721

http://www.gov.on.ca:80/FIN/english/th99-1e.htm
Tel: (905) 433-6513
Fax: (905) 433-6747

http:/Aww.on.hrdc-drhc.gc.ca/hamilton/english/partner/pwd.html

http://www.hrdc-drhc.gc.ca/dept/guide/menu/how.shtml

http:/Awww.ccrw.org/ccrw/en/mission.htm

http://www.ccrw.org/ccrw/en/wink.htm
http://www.ccrw.org/ccrw/en/waen.htm

http://www.ccrw.org/ccrw/en/jancana.htm

http://www.ccrw.org/ccrw/en/stp.htm

http://www.ccrw.org/ccrw/en/consul.htm

http:/Awww.ccrw.org/ccrw/en/ftw.htm

http://www.cmcs.on.ca/html/about_cmcs.html

http://www.enablelink.org

http://laurence.canlearn.ca/English/learn/newaccessguide/indie/
index.html
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LOCATING COMMUNITY RESOURCES

Broaden Candidate Searches by Tapping into Local Job
Agencies

While employers report difficulty attracting job candidates
with disabilities, people with disabilities report that they
have difficulty learning about job opportunities. Many job
openings, for instance, are not posted. When Tricia
Pokorny established a special needs department at Casino
Niagara, her goals included improving guest services and
increasing the number of employees with disabilities. Her
first step was to identify and establish contact with local
community agencies. She found that the time invested
up-front in searching for community support and exper-
tise paid off (see Profile 4, page 16).

Most regions in Ontario are served by a local employment
agency that coordinates employment-related services for
people with disabilities. These agencies can help broadcast
your job opportunities to communities of people with dis-
abilities. They are a great source of information and an
efficient way to connect with the various agencies that
provide transitional employment support services to
people with disabilities at the community level. These
local coordinating agencies draw from local, provincial and
federal resources and provide a range of related services,
from pre-screening of candidates, job readiness training
and workplace disability awareness training to work-site
audits, after-placement support and follow-up.

Good-practice employers
have well-developed
community outreach
initiatives at the national
and local levels, ensuring
that prospective job can-
didates with disabilities
learn about employment
opportunities with their
organizations.

Local co-ordinating agencies can save
employers who seek job candidates a
great deal of time and confusion. They
typically provide a “one-stop” link to
the various community organizations
that provide services to people with a
range of types of disability.

In Hamilton, for instance, Work-Able Services Inc. liaises
with local disability agencies and with government

and other local support services to provide recruitment
services for employers. Employers simply provide their job
orders, and Work-Able locates candidates within the com-
munity (most of whom receive some form of disability-
related income support). Work-Able pre-screens candidates
and provides job readiness skills or arranges for any
required job-related training. The organization will also
arrange for local agencies to provide on-the-job support
and advice on necessary accommodations. Line 1000
Placement Services provides similar services in Ottawa, as
do The Employment Alliance in London and The Niagara
Employment Alliance in the Niagara region. Resource 2
contains a list of several local coordinating agencies with
contact information. More details about the pivotal role
they play is contained in Profile 5, page 18.
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PROFILE 4: Casino Niagara Reaches Out to Customers and Job Candidates

Casinos are exciting and electric, and casinos are noisy and crowded.
Casinos can also be confusing—especially for the uninitiated and
those with disabilities. That was the experience of Tricia Pokorny,
who was among the first patrons to visit Casino Niagara when it
opened its doors in December 1996.

As a person with a visual disability, Pokorny found it very difficult to
navigate the establishment independently. That experience motivated
her to develop a proposal outlining how it would benefit the casino to:
= provide greater accessibility to patrons;

= ensure staff reflect the diversity of guests; and

= provide staff with good customer service skills.

She submitted her proposal to the then-president, and a year later a
Special Needs Department was formed with Pokorny as co-ordinator.

When setting up the department, Pokorny focused on three priority

areas:

1. Community Outreach—\What resources were available in the
community and how could local agencies be made aware of the
employment needs of the casino as a new and growing business?

2. Staffing—What were the key jobs at the Casino and their essen-
tial requirements? How could these opportunities be better com-
municated to a diverse community to attract the best candidates
possible?

3. Customer Service—How could training be enhanced to foster
good customer service skills among employees?

Community Outreach

At the outset, Pokorny invested time in identifying community
resources with expertise in employing people with disabilities and
developing relationships with key individuals. Pokorny suggests
that employers generally underutilize local agencies. She adds that
employers who seek to improve relationships with local service
agencies and benefit from their services should understand that
these are two-way relationships. In order to better respond to busi-
nesses' requests for appropriate, job-ready candidates, agencies
need better job information. Employers, therefore, need to provide
direction to agencies, clearly articulating the requirements of their
business regarding general and individual jobs. Pokorny has fre-
quently found that “what agencies often consider to be ‘job-ready’
is not necessarily the same for employers.” Stakeholders need to
educate each other.

Staffing

Casino Niagara has developed a formal staffing process whereby all
applicants forwarded through local agencies are interviewed. Casino
Niagara takes time to learn about the talents and abilities of each
participant and communicates its own requirements to him/her.
Resumés are stored in a data bank and matched with openings

as they occur.

Casino Niagara is also in the process of systematically analyzing
key jobs through a process called “job shadowing.” Time is spent in
departments talking to managers and incumbents alike about job
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requirements. A specialist in the Special Needs Department then
performs the job in a regular shift rotation. Job shadowing enables
the specialist to learn about the physical and cognitive requirements
of the job as well as its working conditions. Detailed job descriptions
are developed and then provided to agencies that refer candidates.

The casino has stringent job requirements, particularly in areas
related to technology, security and customer service. A slot machine
technician, for example, requires at least a college-level certificate
in electronics. These standards cannot be compromised. By more
clearly articulating expectations, the casino helps the agencies to
do a better job of translating its needs into training and other tran-
sitional support.

Casino Niagara also uses job analysis to improve training and
employee orientation practices. Should any problems arise during
a placement, the department has a useful tool with which it can
effectively assess individual performance gaps.

Promoting Awareness—Building Customer Service
Sensitivity and awareness training has been developed and de-
livered to executives, directors and managers. A modified version
offered to staff on a voluntary basis is regularly fully booked. This is
because Pokorny has taken care to ensure that sessions are fun and
engaging as well as informative. Executives, for instance, partici-
pated in a four-hour simulated exercise in which they took a tour of
the casino and performed various activities as individuals with spe-
cific disabilities. The executive who assumed a hearing disa