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Note- This is a dated report (2004). Terms, references and technology are 
therefore dated. It is intended only as an example of how one state 

approached strategic planning. 
 

STRATEGIC PLAN 
 

VR PROGRAM FOR CONSUMERS WHO ARE  
DEAF, HARD OF HEARING, & LATE-DEAFENED 

 
INTRODUCTION 

 
This strategic plan has been developed as a blueprint to update and restructure the VR 
program, staffing, and services for consumers with hearing loss. Special attention has 
been given to the uniquely differing communication and psychosocial needs of 
individuals who are culturally Deaf and communicate via sign language, as opposed to 
individuals who identify with the hearing community and who use residual hearing 
and/or technology for communication, rather than sign language.  
 
The plan is based on recommendations that emerged from recent input from all levels of 
agency VR staff, assessment of current agency program and staffing status, and on 
successful models of service delivery in other state Vocational Rehabilitation programs. 
The recommendations were reviewed by administration and revised per their input. This 
report therefore reflects their vision for long-term program direction. 
 
The plan is not meant to be followed sequentially- rather by order of priority need. 
Sections include: 
 

Part One: Staffing 
Part Two: Human Resource Development 

Part Three: Policy, Practices, Procedures & Fees 
Part Four: Accessibility 

Part Five: Pilots 
Part Six: Activities in Conjunction with Other Units 

Part Seven: Counselors handbook 
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STRATEGIC PLAN 
 

PART ONE: STAFFING 
 
This section outlines activities that need to be accomplished relative to setting standards 
and job duties for the SCD/HH and for the specialist counselors who serve clients with 
hearing loss.  
 
SCD/HH  
• Develop in-house job description and standards.  

o Expand to include knowledge and skills specific to serving HH/LD/CI. 
o Include advisory councils on which SCD/HH is expected to be an active 

member. 
o Include National SCD/HH ListServ responsibility. 
o Include responsibilities to RCD/HHs and field staff administration 
o Include responsibility for keeping program current. 

• Determine with administration if position is full-time or part-time. 
• Explore feasibility of adding Hard of Hearing/Late Deafened skills and knowledge to 

Department of Personnel job description. 
 
RCD/HH 
It has not yet been determined by administration if “Communication Specialist” 
counselor positions to serve non-signing clients with hearing loss will be designated in 
addition to the current RCD/HH position. Qualifications, standards, job descriptions, and 
training will be dependent upon these staffing pattern decisions.  
 
• Determine staffing pattern for ASL skilled counselors serving culturally Deaf 

consumers: 
o One for each field office? OR Serve more than one field office with mostly a 

Deaf caseload? (If generalist counselors are trained to be “Communication 
Specialists” and serve HH/LD). 

o Meet with Chiefs to determine if RCD/HH backups will be designated and 
trained (by office? by area?) 

o According to decisions on above, review and modify job description and 
standards (include minimum SCPI level). 

 
Communication Specialist Counselor(s)- (See “PART FIVE: PILOTS”) 
Implementation is pending submission of a full proposal to Administration to designate 
and train existing counselors to serve non-signing clients with hearing loss (hard of 
hearing, late-deafened, oral deaf). 
 
C-Print Clericals (See “PART FIVE: PILOTS”) 
 
Staff interpreter(s) 
• Explore feasibility and One-Stop interest in shared interpreter positions. Would this 

work with offices that are not co-located? 
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• Explore feasibility of VR area staff interpreters. 
• If implemented, these persons could:  

o Provide interpreting for One Stop and VR staff when meeting with signing 
Deaf clients. 

o Coordinate free lance interpreters and invoicing for assignments they cannot 
cover- especially long-term assignments such as training or college where VR 
is responsible for part or all of the cost. 

o Interpret for agency training programs and meetings. 
o Coordinate CART referrals and invoicing. 

 
PART TWO: HUMAN RESOURCE DEVELOPMENT 

 
Develop training plans annually that include training for all levels of staff who will 
have contact with consumers with hearing loss. 
• Identify programs and cost. 
• Submit for appropriate approvals. 
• Provide to HRD Unit for inclusion in the In-Service Training grant. 
• Write justifications for approval where needed. 
• Coordinate training sites and accommodations.  
• Inform staff to be trained. 
• Coordinate presenters or provide direct training. 
• Coordinate with HRD Unit for CRC credits. 
 

Resources that might be considered for the following categories of staff include,  
but are not limited to: 

 
SCD/HH 
The following programs are available to upgrade knowledge and skills and keep 
current in the field: 
• PET-D (San Diego State University)- RSA stipends are available for this 

program that was developed for SCD/HHs who have been promoted from 
counselor positions and have little management or program experience. 

• Bi-annual National SCD/HH Conference- RSA stipends are available to 
partially fund a SCD/HH from each state to attend state of the art workshops 
and presentations every two years. 

• Annual Gallaudet University “VR Partnership” conference. 
• Bi-annual Regional Deaf/HH Services Conference are anticipated in the years 

the national conference is not held.(stipends not available). 
• National consumer conferences- Self-Help for Hard of Heaing Persons 

(SHHH), Association of late-Deafened Adults (ALDA), National Association 
of the Deaf (NAD) are held annually (stipends not available). 

RCD/HHs 
• Quarterly Statewide Meetings: December; March; June; September. 

Suggested agenda topics (based on RCD/HH survey): cochlear implant; out of 
state vendors (Gallaudet; NTID; H.G. Andrews); audiology; hearing aids; 
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hands-on technology demonstration (vendors/ DDHH); dialogue with vendors 
(community college; mental health; substance abuse; video relay service; 
video interpreting service); dialogue with consumers from State SHHH, 
ALDA, NJAD and PDA; One-Stop presentations; staffings of difficult cases. 

• Regional or Area Meetings as needed. 
Issues/concerns common to an area 

• Advanced Sign Language training RCD/HHs who do not meet the minimum 
required SCPI skill level for. 

• Individually train and mentor new RCD/HHs. 
Provide in-office direct training. 
Involve them with other RCD/HHs through email group discussions. 
National Training is available to provide general counselors with Deaf/Hard 
of Hearing skills/knowledge at: University of Tennessee; Western Oregon 
College; Gallaudet University (stipends often available). 

 
General Counselors and Bilingual Counselors 
• Provide Deaf/HH/LD 101training package. 
 
Clericals/Receptionists 
• Provide Deaf/HH/LD 101training package.  
• Arrange C-Print training for one clerical in each field office. (See “Pilot 

Section”) 
 

Develop Deaf/HH/LD 101 Power Point Presentation to include: definitions; hearing 
health team; Audiology; ALDs; interpreters, CART, C-Print 

 
 

PART THREE: POLICY, PROCEDURES, PRACTICES & FEES 
 
Sign Communication Proficiency Interview (SCPI) 
• Review current VR policy and practice. 
• Determine Department of Personnel; status in testing DLS skill level. 
• Contact Caccamise & Newell (creators of SCPI) at NTID. 
• Determine who in state is already a trained SCPI evaluator and if they are interested 

in conducting evaluations for a fee. 
• Write procedures and fees- include guidelines for when counselor must hire an 

interpreter, and for training when scoring below minimum standard. 
• Coordinate with Facilities Unit to ensure communication compliance of vendors who 

serve consumers who use sign language. 
• Coordinate evaluation of RCD/HHs who have not previously been evaluated or who 

fell below the required level at their last evaluation. 
 
Interpreter fees, procedures, and referral agencies  
• Review current fee schedule. 
• Identify interpreter referral services & fees.  
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• Develop policy and procedures for securing and using interpreters (including 
agreements with Higher Ed). 

• Consider paying a fee for long-term assignment coordination 
 
CART- fees, procedures, and vendors 
• Research fees  (CART reporters and court reporters).  
• Identify court referral agencies & their willingness to provide referral services. 
• Identify CART reporters for direct contact. 
• Consider paying a fee for long-term assignment coordination. 
 
C-Print fees, procedures, and referral agencies 
• Determine if there is a service that provides C-Print referral.  
• Develop list of qualified vendors for direct contact. 
• Set fees and procedures for using C-Print services. 
 
Audiological & hearing aid evaluation fees, procedures, and forms 
• Consider combining audiological and technology assessments into a “Communication 

Assessment” (based on Kentucky VR model). 
• Meet with state Speech and Hearing Association representatives to gain input for:  

• revision of audiological evaluation form and fees to coincide with current 
audiologic assessment practices. 

• revision of hearing aid evaluation forms to coincide with current fitting practices. 
• revision, if indicated, of hearing aid pricing and dispensing fees. 
• Draft revised forms, procedures, and fees and present to administration for 

approval. 
 
Cooperative Agreement updates: Blind Agency, Offive of Daef/Hard of Hearing, 
Higher Ed 
• Review current agreements 
• Draft updates and gain administrative feedback. 
• Meet with representatives of cooperative agreement agencies and revise drafts based 

on their input, if indicated. 
• Submit to administration to gain approvals and signatures. 
 
Post Employment Services 
Draft update of this policy to include practices for: 
• Replacement of hearing aids 
• Re-employment services 
 
 

PART FOUR: ACCESSIBILITY 
 
Assess needs of staff who are hearing impaired: telephone amplifiers; alerting and 
assistive listening devices. 
• Contact each field office to identify staff with hearing loss. 



 6 

• Contact identified staff to determine their individual needs. 
• Recommend purchase of needed technology or repair/replacement of existing 

technology. 
 
Assure that TTYs are operating effectively, & that Telephone Relay Service use is 
understood. 
• Call each office to determine that TTYs are being answered appropriately. 
• Call each office via Relay to be certain it is answered appropriately. 
• Develop written instructions & protocol for TTY and Relay use. 
 
Provide technology kits to each field office. 
• Research kits available vs. putting one together. 
• Price equipment. 
• Develop justification for purchase.  
 
Purchase large area assistive listening system. 
• Audex Pyramid has already been purchased. 

 
Ensure accessibility of interview/counseling rooms/offices  
• Free from background noise, glare free, moveable furniture, carpeted, acoustical 

ceiling, etc. 
 
Technology loan programs 
• Identify those currently in operation  
• Attempt to coordinate service providers into a statewide network. 
• Coordinate with Project Access. 
 
Explore alternative communication technology: quality; cost; and availability 
• Ultratec Captel Relay 
• Video Relay Service (VRS) 
• Web Cam (PC)/ I-Sight (MAC) 
• Video Remote Interpreting (VRI) 
• Video Simulcast Interpreting 
  
 

PART FIVE: PILOTS 
 
IL Specialist Counselor Position 
• Pilot in designated offices. 
• Determine salary, fringe, and indirect costs. 
• Explore funding availability. 
• Develop job description (to include the ability to serve both signing and non-signing 

consumers with hearing loss). 
• Set reporting requirements and project evaluation criteria. 
• Hire to start __. 
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• Pilot for one year. 
• Evaluate and expand statewide if indicated. 
 
C-Print Trained VR Clericals 
• Pilot in offices that have staff with hearing loss. 
• Set project evaluation criteria and reporting requirements (including use and benefit 

to both hearing impaired staff and to clients). 
• Coordinate training with PEPNet. 
• Survey & identify offices with staff who have hearing loss. 
• Identify one secretary in each of these offices to be trained. 
• Identify laptops for this use and purchase compatible software from NETAC. 
• Conduct group orientation at ___ 
• Provide on-line training purchased through NTID- PEPNet. 
• Pilot for six months. 
• Train the remaining field offices if indicated.  
 
Communication Specialist Counselors to serve non-signing consumers with hearing 
loss (hard of hearing; late deafened; cochlear implanted) 
• Develop detailed proposal to include: targeted case review of existing cases, staffing 

plan, job description and standards, training curriculum, why position is needed,  
agency benefit, length of pilot, and evaluation criteria. 

• Gain agency approval to pilot and number of offices to be involved. 
• Identify interested general caseload counselors to be trained and assume these 

caseloads. 
• Provide in-depth multi-session training. 
• Assign HH/LD consumers to these caseloads. 
• Evaluate and expand statewide if indicated. 
 
Targeted Case Reviews 
• Determine purpose for review 

o First one to look at cases of non-signing clients already in service. 
• Develop Review Sheet. 
• Select review team. 
• Determine sample size. 
• Conduct review. 
• Write report with recommendations. 
 
Coping with Hearing Loss Groups (for consumers who are hard of hearing)   
• Use Sam Trychin training materials. 
• Develop 8-week curriculum (one 1-1/2 hour session per week). 
• Pilot 8-week program. 
• Evaluate (through RCD/HH and reported consumer satisfaction). 
 
Mentoring Service for consumers who are hard of hearing & late-deafened. 
• Develop mentor description and standards. 
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• Determine fees. 
• Identify qualified consumers to be approved mentors. 
• Train mentors. 
• Implement. 
• Evaluate.  

 
 

 
PART SIX: ACTIVITIES IN CONJUNCTION WITH OTHER UNITS 
 
School Identification and Transitioning 
• Coordinate with Donna Brown’s Transition Program to include a section specific to 

early identification and IEP/IPE planning which includes the local RCD/HH.  
• Attempt to identify hard of hearing, late deafened, and cochlear implanted students 

who are not classified and are not self-identifying. 
• Contact Department of Special Education.  Do they count kids who are hard of 

hearing and not classified? Does the nurse’s office? How do we find them? 
• Contact School for the Deaf and develop a plan for transitioning students back to 

their home county counselor at least 2-years prior to graduation. 
 

Policy on Remediation 
Coordinate with new agency Remediation Policy to include a section specific to persons 
with hearing loss. 
• How to assess the need for remediation. 
• When to provide. 
• How long the service can be provided. 
• Expected progress to justify continuation. 
 
Work Site Technology Assessment  
Coordinate with agency technology specialist. 
• Develop qualifications/standards for approved vendors. 
• Develop fees and required reporting format. 
• Identify qualified persons to do worksite technology assessments specific to persons 

with hearing loss. 
• Add to Rehab Engineer approved vendor list. 
 
Facilities and programs accessible to signing and non-signing persons with hearing 
loss: 
Coordinate with CRP/ SE Specialist-  
• Develop statewide Supported Employment options for pre placement, placement, job 

coaching, and long-term services.  
• Identify psychologists for evaluation and therapy. 
• Identify mental health service providers and community mental health centers. 
• Identify vocational assessment providers Identify existing Independent Living Center 

services in addition to SEED pilot. 
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Marketing Materials (for statewide marketing and for RCD/HHs to use locally)  
Coordinate with Mrketing Uint to develop-  
• Trifold brochures (one for Deaf services & one for HH/LD). 
• Conference display tack-ons. 
• Exhibit handouts- Tipsheets; Deaf/HH/LD Program staff contact information, etc. 
• Write articles for consumer publications.  
 
One-Stops 
Coordinate with Assistant Director to- 
• Improve center staff understanding of RCD/HH role (especially re interpreting) and 

effective service coordination with them. 
• Develop a Deaf/hard of hearing/late-deafened 101 training package that can be used 

in conjunction with the RCD/HH to train locally. (Especially for “Greeters”). 
• Develop a handout describing interpreter, CART, C-Print, and assistive 

communication technology- and how to secure these services. 
• Ensure Literacy Lab accessibility to all communication modes used by persons with 

hearing loss. 
• Make recommendations for site accessibility to persons with hearing loss. 
• Explore feasibility of hiring shared staff interpreters. 
• Explore interest in training existing clerical staff to be C-Print recorders.  
 
 

PART SEVEN: COUNSELOR HANDBOOK  
 
Develop content and put on-line for ease of update: 
• Communication policy and practice (Deaf/HH/LD Program mission and values). 
• Program staff and contact information: RCD/HHs (and other staff added as 

designated: Backups; Bilingual counselors; communication specialists; C-Print 
clericals; Independent Living Counselor; staff interpreters.) 

• Caseload practices: how and to whom signing and non-signing cases are to be 
assigned; number of general disability cases to be included in each specialty caseload. 

• Procedures, fees, and forms/reporting requirements: audiological evaluation; hearing 
aids.  

• 911 codes for hearing impairment and explanations. 
• SCPI policy. 
• Accessibility practices: Interpreters; CART; C-Print; Assistive and alerting 

technology. 
• State programs with specialized services. (Include One-Stops) 
• Out of state programs, resources, and guidelines for their use. 
• Post-employment service practices. 
• Remediation policy. 
• Cooperative Agreements 
• Consumer group information and contact information. 
• Websites. 
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