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Dear Commissioner Schultz and Governor Inslee,  
 
On behalf of the Washington State Rehabilitation Council (WSRC), I am pleased to present the 
2019 WSRC Annual Report. 
 
Over the past year, the WSRC has enjoyed a strong and developing partnership with the Wash-
ington Division of Vocational Rehabilitation (DVR). Through our quarterly Council meetings and 
monthly committee work around the state, Council staff and members enjoy the opportunity to 
see some of the best practices within DVR and the opportunity to advise on opportunities for 
improvement. The WSRC members donate hundreds of hours each year to promote quality services 
and meaningful jobs for individuals with disabilities in Washington. 
 

Council Executive Director, Shelby Satko, entered her second year in the position. She has played a critical role in hiring 
of the DVR Senior Leadership Team staff. And she has worked collaboratively with DVR staff to forward Council goals 
including Customer Satisfaction Surveys and the Comprehensive Statewide Needs Assessment.  
 
Shelby has also engaged with WSRC partners in work outside of DVR including the Economic Security for All Technical 
Advisory Group and Career Connect Washington with the goal of assuring citizens with disabilities are included in new 
state initiatives. She also assisted in coordinating regular Council Director’s meetings with the Developmental Disabil-
ities Council, Governor’s Council for Disability Issues & Employment and State Independent Living Council to improve 
statewide advocacy coordination. 
 
The WSRC provides multiple opportunities to hear from the customer during the year through quarterly focus groups and a 
monthly Customer Satisfaction Survey. In our quarterly focus groups, we concentrated on overall satisfaction and timeli-
ness of services to hear customer and DVR staff perspectives. The Customer Satisfaction Survey is in Phase 2 development 
with the primary goal of moving to an online survey. A consistent message the WSRC hears from DVR customers is that 
the strongest component of the DVR program is the Vocational Counselors who care about the customers they support. 
 
While recipients of services note a strength related to the Counselors’ compassion and care, they also note gaps in 
knowledge. In 2018, the WSRC advocated for and supported the provision of staff training through a formal recommen-
dation to DVR. We are excited DVR has moved forward with a comprehensive training plan that includes hiring regional 
trainers and implementation of the Vocational Rehabilitation Institute in 2020.  
 
The Council has also addressed needs related to Order of Selection (OOS) including consistent eligibility determination, 
workforce system integration, full utilization of Pre-Employment Transition funding, new policy directives and recom-
mendations for updating the content and format of the Customer Handbook.  
 
A final topic that has threaded through the Council and all Committees this year includes diversity and how DVR and the  
Council can better reflect the DVR Clients. WSRC staff have played a key role in the development of the Comprehensive 
Statewide Needs Assessment this year to analyze the service needs and demographics of people with disabilities in Washington.  
 
The Council has welcomed new members including a Community Rehabilitation Provider representative. We currently have 
four openings including Independent Living, Labor, Business and a Recipient of Services Representatives. The Council is 
eager to add these roles and maintain strong state representation on the Council. 
 
We look forward to our continued partnership and collaboration with DVR in 2020 to better support the recipients of DVR services.  
 
Respectfully, 
Kathy Powers, Chair
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Message from the WSRC Chair
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The Rehabilitation Act of 1973, as amended, requires states to establish a 
State Rehabilitation Council (SRC). At the state level, the Washington State 
Rehabilitation Council is established by Executive Order 04-04. As established 
in law and Executive Order, WSRC membership is comprised of a diverse group of 
volunteers representing relevant interests and perspectives from a cross section 
of industries. WSRC members include previous recipients of DVR services, their 
family members, and loved ones. They are service providers or advocates who work 
with DVR customers one-on-one to support their success. Members are employers, 
key agency representatives, and others committed to supporting the successful 
employment of people with disabilities.  
 
Council members work to ensure the voice of customers with disabilities are heard 
and reflected in all aspects of DVR program development and service delivery. 
In addition to the constituencies they represent, Council members engage DVR 
customers and various partners and stakeholders to understand the collective 
needs, concerns and priorities related to DVR services. The Council uses this 
collective input to partner with and advise DVR in shaping programs, delivering 
effective services, and facilitating meaningful employment outcomes.   

The WSRC works in partnership with DVR to review, evaluate, and advise DVR 
regarding all aspects of service delivery and the outcomes achieved by DVR 
recipients.  The WSRC also partners with DVR to develop, agree to, and review 
goals and priorities related to the delivery of vocational rehabilitation services 
that are documented in its State Plan.

The WSRC holds public meetings quarterly around the state including conducting 
a DVR consumer focus group at each quarterly meeting. The Council hears and 
collects customer feedback for purposes of program improvement. The focus 
groups also provide an opportunity for customers to connect with VR staff or 
Client Assistance Program representatives to begin the process of discussion and 
resolution. 

Council members are appointed by the Governor and serve two consecutive, three-
year terms. With the exception of Agency appointed, Client Assistance Program, 
and Tribal Vocational Rehabilitation Program representatives.

Purpose of the Council 
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WHO is the WSRC 
 

People with disabilities have 
influence in shaping the vocational 
rehabilitation services they receive. 
The WSRC is that means of influence.



Advocacy Representative  
Ivanova (Laura) Smith 
 
Business Representative 
Kelly Boston* 
Kathy Powers 
Erin Williams 
 
Client Assistance Program (CAP) Representative 
Jerry Johnsen 
 
Community Rehabilitation Program (CRP) Representative 
Peggy Frisk 
Shannon McLain* 
 
DVR Vocational Rehabilitation Counselor Representative (Ex-Officio) 
Josephine Ko* 
 
DVR Director (Ex-Officio) 
Rob Hines 
 
Labor Representative 
Vacant 
 
Office of the Superintendent of Public Instruction (OSPI) Representative 
Tania May 
 
Parent Training Representative 
Jen Cole 
 
Recipient of DVR Services 
Justin Poole 
 
Tribal VR Representative 
Laurae MacClain 
 
Washington State Independent Living Council (WASILC) Representative 
Keith James* 
 
Workforce Training and Education Coordinating Board (WTECB) Representative 
Erica Wollen 
 
*Term ended during the FFY19

2019 Council Members  
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What the WSRC Does 
 

We partner with the Division of Vocational Rehabilitation  
to make decisions that better serve the customer.  
We ensure the customer’s voice is always heard. 
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The Washington State Rehabilitation Council (WSRC) joins other disability groups 
in Washington every year during the legislative session to organize and host a 
legislative reception. In 2019, it was held on January 16th and marked the 38th 
Annual Legislative Reception.  
 
The legislative reception is held at the State Capitol. It is an informal event 
attended by more than 200 individuals with disabilities, advocates, and 
representatives of more than 50 organizations concerned with issues faced by 
people with disabilities and their families in Washington. Individuals have the 
opportunity to talk directly with their legislators and advocate for legislation of 
interest to the disability community as a whole and to each individual personally.  
 
The WSRC, Governor’s Committee on Disability Issues and Employment, 
Developmental Disabilities Council, State Independent Living Council, ARC of 
Washington State, Self-Advocates in Leadership and State Rehabilitation Council 
for the Blind to collaborate on collective priorities and develop brief talking 
points to help individuals communicate these priorities to their legislative 
representatives. 

Legislative Reception  

WSRC Vision 
 

The WSRC honors the unique collective 
and diverse voices of individuals with 

disabilities to support DVR and its 
customers to achieve employment 
outcomes by providing guidance, 
direction and recommendations to 

increase the quality and availability of 
vocational rehabilitation services.

My best moment so far on the Council is working with a 
group of people with the same passion to support/advocate 
for customers. This is a very supportive group. I also enjoyed 
meeting Secretary Cheryl Strange and advocating to place DVR 
where it belongs and encouraging diversity in a large system.  

I feel hopeful on the WSRC Council!  
~ Laurae MacClain,  

Tribal Vocational Rehabilitation Representative

“

“
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Customer Satisfaction & Program  
Evaluation Committee
As the “voice of the customer,” it is integral the Council 
solicits feedback from customers and use the input to 
advise DVR. The Customer Satisfaction and Program 
Evaluation (CSPE) subcommittee takes the lead on 
conducting monthly customer satisfaction surveys and 
quarterly focus groups. CSPE members also evaluate DVR 
performance and provide suggestions for improvement. 
Their responsibilities include: 
  

• Analyze DVR performance data as compared to  
 Rehabilitation Services Administration measures, and  
 other indicators of program effectiveness and efficiency.  
• Request and review fair hearing information for trends  
 or areas of concern.  
• Sponsor quarterly customer forums, compile feedback  
 and analyze over time to identify of strength as well as  
 areas that indicate potential problems.  
• Request additional data from DVR to assess whether  
 issues that emerge are a one-time issue or a broader  
 concern that may need to be addressed.  
• Collaborate with DVR to document the results of  
 customer needs assessment every three years.   
• Survey DVR customers to assess service satisfaction  
• Collaborate and assess emerging trends with DVR  
 program evaluation staff. 
 
Customer Satisfaction Survey 
 

Summary of Process:   
We are in our 3rd year of the WSRC conducting monthly 
satisfaction surveys for DVR customers. Surveys are sent 
to customers in four phases of the DVR process: eligibility, 
plan, closed-employed, and closed-other. This helps the 
Council evaluate the effectiveness of each phase of the 
rehabilitation process. 
 
The WSRC implemented Phase 2 of the Customer 
Satisfaction Survey in September 2019 by sending surveys 
first to customers with email, the balance are sent via 
mail. The intent of moving the surveys to an online format 
was to reduce printing and mailing costs along with hopes 
to increase survey response. The response rate for emailed 

surveys is lower than we expected. We will continue to 
evaluate the effectiveness of this format in 2020. WSRC 
staff makes follow-up phone calls to assure enough 
responses are gathered to reflect a valid and reliable 
sample. 
 
Survey recipients rate the following statements on a 
Likert scale. 
  

1. My counselor does a good job keeping in touch with me.  
2. My counselor understands what is important to me.  
3. My counselor understands how my disability affects me.  
4. My counselor cares about my input.  
5. DVR moves quickly enough for me.  
6. Overall, I am satisfied with DVR. 
 
Results:  
Over the last year, the monthly response rate from the 
surveys averaged 19%. Overall satisfaction averaged 
76%. The strongest results are on the statement, “My 
counselor cares about my input,” at 81%. This has been 
the strongest performance area over all three years that 
the Council has been conducting the survey. The area 
scoring lowest is, “DVR moves quickly enough for me” at 
69%. This is also consistently the lowest scoring area 
since 2017. While there is always room for improvement, 
DVR and its staff should be proud of these results. 
 
Moving Forward:  
We will continue to implement Customer Satisfaction 
Survey Phase 2 goals in the upcoming year including: 
  

• Launch of our new website, which the customers will  
 be directed to after completing their survey, to  
 increase awareness of the Council and promote self- 
 advocacy resources for DVR customers.  
• Add supplemental surveys to our monthly survey  
 with the goal of gathering input from specific target  
 populations.  
• Continue to gather data from surveys to gain  
 knowledge of Regional and Office data.
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The WSRC hosted quarterly Focus Groups in 2019 in the following locations: 
Olympia, Kennewick, Silverdale, and North Seattle. The Focus Group format allows 
for a small group of customers to provide feedback on five questions related to 
Overall Experience with DVR and Timeliness of Services.  
 
During the reporting year, 56 customers and 25 DVR staff from around the state 
provided feedback to the Council. They helped identify some barriers to services, 
as well as best practices. As noted, DVR continues to perform well in areas 
related to Counselor empathy and desire to support each client. Themes are also 
consistent from prior years related to areas of concern. Themes this year included: 
 

• Strengths of Staff  
• Impact of Order of Selection  
• Communication  
• Timeliness of Services  
• Counselor Reassignment  
• Counselor Training 
 
After each Focus Group, the Council writes a summary and provides that input 
to the DVR Director and Regional Administrators in person and in writing. The 
Council actively participates in the development of best practices to address 
concerns raised in focus groups.

Focus Group  

6

WSRC is a high functioning Council regularly consulting 
with and providing recommendations for customer service 

improvements or outcomes to DVR that are routinely  
adopted and implemented, informally or formally.  

~ Kelly Boston, Business Representative

“
“
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Policy and Planning Subcommittee members participate in 
activities related to DVR policies and practices including 
process improvement efforts and work groups assembled 
to address state and federal program updates. 
 
Subcommittee responsibilities include: 
 

• Provide input to DVR’s internal policies and practices.   
• Seek feedback from the Client Assistance Program  
 related to proposed changes to internal policies and  
 practices.   
• Identify opportunities to engage in DVR internal  
 workgroups.   
 

• Provide input to DVR on policy changes affecting  
 DVR customers including proposed changes to the  
 Rehabilitation Act, Revised Code of Washington and  
 Washington Administrative Code.   
• Sponsor DVR’s State Plan forums and contribute to DVR  
 priorities.   
• Write the WSRC portion (section 4.2c) of DVR’s State  
 Plan.   
• Participate in RSA monitoring activities. 
 
In December 2018, DVR released a policy guidance in 
an effort to identify strategies and ideas for decreasing 
expenditures. Two primary standard operating procedures 
were developed:   
• Non-Community Rehabilitation Provider Job Placement   
• Vocational Rehabilitation Supervisor Approval for  
 Certain Services 
 
The initial shift in direction was made with minimal 
implementation guidance to staff, community 
rehabilitation providers, workforce partners and 
customers. The WSRC provided DVR leadership at the 
quarterly meeting with support and encouragement to 
address these gaps and provide clear guidance. We also 
offered an opportunity for staff, community rehabilitation 
providers, workforce partners and customers to provide 
input on impacts of the new guidance.  We also learned 
about the innovative practices DVR offices created from 
these new opportunities.  
 

The Council will continue to collaborate with DVR to 
leverage partnerships identified in Workforce Innovation & 
Opportunity Act (WIOA) to minimize the effects of Order 
of Selection. 
 
Just after entering the second year in Order of Selection, 
DVR recognized a need to develop consistent practices 
regarding eligibility determinations. In March 2019, the 
WSRC Executive Director participated in the Eligibility 
Determination Value Stream Mapping (VSM) lean learning 
process, along with Vocational Rehabilitation Supervisors, 
Counselors, Rehabilitation Technicians, Community 
Program Manager, and Advisory Workgroup members. 
The group took a deep dive into the current state of the 
eligibility determination process, explored challenges 
in providing consistent processes statewide, challenges 
to determining functional loss, and identified an ideal 
current state for future implementation.  
 
The WSRC provided expertise in review of the eligibility 
determination and functional loss guidance in the 
Customer Service Manual. In August 2019, 6 offices 
started a 6-month pilot program with the intent of 
streamlining the DVR intake process for customers. In 
2020, the regional training team will provide statewide 
training on eligibility determination and functional loss. 
 
We have also provided feedback to improve accessibility 
of the Customer Service Manual - This 650+ page manual 
contains current DVR guidance outlining how services will 
be provided by DVR and assists VR staff with directing 
guidance, standard operating procedures, policies and 
program rules. The manual needs to be accessible to DVR 
Staff, Community Rehabilitation Providers and customers. 
DVR is in the process of moving the Customer Service 
Manual from a Word document to a SharePoint site for 
ease of access for DVR staff.

Policy
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The most important issues currently facing  
the Council are advising DVR on the Comprehensive 
Statewide Needs Assessment and advocating for  

all DVR customers/potential customers.  
~ Erin Williams, Business Representative

“
“
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The WSRC is committed to being an active member of the 
disability advocacy community. We have Council member 
representation from each of the following agencies or 
programs as identified in the Rehabilitation Act in 34 CFR 
361.17 (h)(6) as follows: 
 

• State Independent Living Council (SILC) 
 

• Office of the Superintendent of Public Instruction  (OSPI)  
 and Special Education Advisory Committee (SEAC) 
 

• State Developmental Disabilities Council (DDC) 
 

• State Behavioral Health Advisory Committee (BHAC) 
 

• State Workforce Training and Education Coordinating  
 Board (WTECB) 
 

• Washington Assistive Technology Act Program (WATAP) 
 

• Tribal Vocational Rehabilitation Programs 
 
Partnerships allow the WSRC to gain perspectives, 
enhancing our advocacy for DVR customers. We have 
also focused considerable energy on coordinating, 
strengthening and forming new partnerships with all 
disability advocacy organizations. 
 
In October 2018, WSRC in coordination with the OSPI, DVR 
and DDC reviewed the research for supporting equitable 
access to career path opportunities for individuals with 
disabilities and developed a recommendation for the 
Career Connect Taskforce to integrate Universal Design 
for Learning into the Strategic Plan. In June 2019, Career 
Connect leadership asked for WSRC input on the Network 
and Intermediary Request for Proposal (RFP) Drafts. 
The final RFP’s inclusion of partner recommendation to 
integrate Universal Design for Learning and language 
access into the contract language. WSRC has continued to 
work closely with Career Connect Leadership and OSPI to 
identify how we can support Network and Intermediary 
with the technical assistance and training needed to 
successfully implement Universal Design for Learning in to 
the Career Connect framework. 
 
WATAP provided an informative overview of Assistive 
Technology (AT) services available, contracted training 
provided to DVR staff and Community Rehabilitation 
Providers as well as the importance of making AT 
accessible to DVR customers. WSRC Council members 
continue to work in partnership to advocate for filling DVR 
Assistive Technology & Assessment Practitioner positions 
in each region.  
 

Partnership Committee
Our partnership with the SILC included providing feedback 
on their state plan. The SILC Liaison provided ongoing 
support, education and encouragement in WSRC meetings 
on the importance of DVR maintaining priority focus on 
issues of Diversity, Equity & Inclusion. 
 
WSRC staff attended Behavioral Health Advisory Council 
quarterly meetings to learn about the work of their 
Council and assist in identifying areas for partnership. 
 
In July 2019, with the addition of new Executive Directors 
of DDC and the Governor’s Council for Disabilities Issues 
and Employment (GCDE), the WSRC Executive Director 
along with the SILC Executive Director started meeting on 
a regular basis to identify areas we can collaborate in our 
disability advocacy. 
 
The WSRC is also participating in the Transition 
Collaborative along with the DVR, OSPI, DDA, DDC and 
Center for Change in Transition services with the primary 
objectives of: building statewide capacity among school 
districts to improve transition planning for students 
with disabilities; develop a system navigation tool 
for stakeholders and service providers in response to 
stakeholder needs; and minimize gaps in transition 
services from school to post-school for students who are 
likely to be eligible for services from the Developmental 
Disabilities Administration. 
 
Throughout the year, WSRC attended Workforce Training 
and Education Coordinating Board meetings to enhance 
our partnership in the Talent & Prosperity for All planning 
and implementation. We also participated in the Rural 
Community Vitality Forum in Grays Harbor to hear 
unique employment considerations of rural locations in 
Washington including high unemployment numbers. WSRC 
Council members also participated in forums in Toppenish, 
Grays Harbor, Colville, and Quincy. 
 
Our Tribal Vocational Rehabilitation Council member 
shared concerns about how DVR’s Order of Selection has 
had a significant impact on services available to tribal 
members, which could be further impacted as the federal 
grant funding for tribal programs decreases. DVR is 
working closely with Vocational Counselor Tribal Liaisons 
to provide complimentary access to NW Indian College 
courses to expand the cultural competence to better serve 
tribal members.
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