Taken from Colorado Project WIN's briefs on the evaluation of the Consumer Navigator Model - Workforce Centers



Colorado Consumer Navigator

Why Would a Workforce Center (One-Stop) Need a Consumer Navigator?

Workforce Centers serve people with disabilities

· The Workforce Investment Act (WIA) targets people with disabilities. 

· 2000 Colorado census data shows that approximately 16% of the population aged 21-64 had a disability.  Odds are that 16% or more of Workforce Center customers have a disability, whether they choose to disclose it or not (National Center on Workforce and Disability/Adult website).

Not all Workforce Center personnel are aware that they work with persons with disabilities
· A Workforce Center Administrator interviewed by Project WIN evaluators stated: "Whereas before they [Workforce Center staff] were saying, "No, we don't serve people with disabilities," they actually WERE serving people with mental illness and people with learning disabilities and now they're recognizing that."

Consumer Navigators in two Workforce Centers have served a total of 407 clients from September 21, 2000 through September 30, 2002

Consumer Navigators work to assist Workforce Center Staff in increasing the capacity to better serve people with disabilities  

· Workforce Center Staff interviewed by WIN evaluators stated that Consumer Navigators: 

· Shared information from training sessions (e.g. the needs of persons with disabilities and about navigating the systems).

· Provided training to Workforce Center Staff regarding resources available for persons with disabilities.  This enables the Workforce Center Staff to meet a mandate by WIA, becoming familiar with local disability resources (ICI Access for All manual).

What Value Does the Consumer Navigator Add to the 

 Workforce System?

Consumer Navigators work with state and local agency personnel to serve consumers with disabilities

· Workforce Centers, Benefits Counseling and DVR were the most frequently referred to services by the Consumer Navigators - These three services made up approximately 47% of all Consumer Navigator referrals.
· Through September 30, 2002, Consumer Navigators had referred 79 consumers to DVR and as of that date 61 of these consumers were actively receiving services from DVR.
The Consumer Navigator model has established working relationships with agencies housed outside of the Workforce Center

· Workforce Center Staff, during interviews with WIN evaluators, credited Consumer Navigators with establishing lines of communication with Social Security Administration and Division of Vocational Rehabilitation (DVR) personnel, working in the context of colleagues partnering to help a mutual client. 

· Consumer Navigators reported that they identified the most appropriate and helpful personnel at various state, local and community provider agencies for specific questions and then established a good working relationship with them.

· This benefits individuals with disabilities participating in the WIN project (consumers).  Consumers who were interviewed by WIN evaluators stated that Consumer Navigators provided assistance in accessing appropriate systems including the Workforce Center.

Individuals with disabilities participating in the WIN project (consumers) who were interviewed by WIN evaluators stated that Consumer Navigators:

· Provided individualized attention.  Some individuals with disabilities participating in the WIN project stated the Consumer Navigators listened to them first and then, as a result, provided services and referrals that fit their specific needs and goals.

· Provided encouragement through non-judgmental reactions and genuine caring, thereby instilling self-confidence. 

Does a Consumer Navigator Duplicate Workforce              Center Services?

Workforce Center Staff interviewed by WIN evaluators stated that Consumer Navigators

· Were experts whose specialization could not be adequately included in any of their own or others' job descriptions.

· Have sufficiently specialized knowledge that warrants a separate position distinct from any other service provider.

Consumer Navigators are able to assist Workforce Center personnel with customers with disabilities who need more assistance

· Workforce Center Staff interviewed by WIN evaluators explained that while they have limited time they can spend with a client, Consumer Navigators assist.  As a result, Consumer Navigators were asked to assist with particular Workforce Center clients who needed more in-depth attention.
The top four services Consumer Navigators directly provided to consumers included: 

· Acting as an Advocate for clients

· Performing Individual Client-Centered Counseling
· Providing Benefits Counseling, and,

· Acting as a Resource for Employers. 

(These services account for approximately 85% of all the direct services provided by the Consumer Navigators). 

If you have comments or questions on this publication, or need additional information please contact:

Judith Emery, Director

Colorado Project WIN

JFK Partners/UCHSC

4200 East 9th Avenue, C-230

Denver, CO 80262

303.315.1272 (voice) or 303.837.8964 (TTY)

judy.emery@uchsc.edu
This is a publication of Colorado Project WIN at JFK Partners/UCHSC, which is funded by Rehabilitation Services Administration/ United States Department of Education. Award #: H989A980018-02.  The opinions contained in this publication are those of the grantees and do not necessarily reflect those of the US Department of Education. 

*This publication will be made available in alternative formats upon request. 
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