UNITED STATES DISTRICT COURT
DISTRICT OF CONNECTICUT o

LORI RAYMOND, ef al.
Individually and on behalf of all
other persons similarly situated,

CIVIL ACTION NO.

Plaintiffs, : 3:03CV0118 (MRK)

V.
JOHN ROWLAND, in his official
capacity as Governor of the State of
Connecticut, and :
PATRICIA WILSON-COKER, in her : SETTLEMENT AGREEMENT
official capacity as Commissioner : (CLASS ACTION)
of the State of Connecticut Department of
Social Services,

| Defendants.
MAY 31, 2007

INTRODUCTION

WHEREAS, the named plaintiffs and all others similar_ly situated, as low-income
Connecticut residents with disabling conditions; commenced this action against defendants,
M. JODI RELL, in her ofﬁciai capacity as Governor of the State of Connecticut (substituted in
her official capacity for former defendant JOHN ROWLAND) and PATRICIA WILSON-
COKER, in her official capacity as Commissioner of the State of Connecticut Department of
Social Services (“DSS”), for their alleged failure to implement policies and procedures designed
to ensure the meaningful access of plaintiffs to cash and medical subsistence benefit programs
and services administered by DSS, in alleged violation of the Americans with Disabilities Act
(“ADA”), 42 U.S.C. § 12101, et seq., and Section 504 of the Rehabilitation Act of 1973,

29 U.8.C. § 794 (“Section 504™), and their implementing federal regulations; and
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WHEREAS, the parties intend, through this Settlement Agreement, to maintain
significant and substantial improvement to procedures by which individuals with disabling
conditions may access the delivery of cash and medical subsistence benefits administered by
DSS; and

WHEREAS, the parties desire to settle this action on terms and conditions just and fair to
all parties;

NOW, THEREFORE, IT IS HEREBY AGREED by and between the parties, as
represented below, as follows:

" I. General Recitals

1. The plaintiff class, as certified by order of the Court dated March 12, 2004, consists of
the following:

All disabled individuals who are or will be eligible for subsistence benefits through

AABD, TFA, SAGA, Food Stamps, or Medicaid programs, who require reasonable

accommodation to obtain and maintain essential services and benefits from

Defendant DSS, and who have been denied reasonable accommodation through

DSS’s failure to implement appropriate system-wide procedures and regulations for

addressing accommodations, including, infer alia, grievance, notice, and

recordkeeping procedures.

2. The parties believe that resolving this matter through negotiation rather than
adversarial litigation is in the best interests of both defendant Commissioner and the plaintiff
class. Their agreement to settle the case, subject to the approval of the Court in accordance with
Rule 23(e) of the Federal Rules of Civil Procedure, is the outcome of negotiations and bargaining
by the parties.

3. The parties enter into this Settlement Agreement in consideration of the mutual

promises contained herein.




4. This Settlement Agreement shall become effective, final and binding upon the parties,
their successors and assigns, only at such time as it is approved by the Court pursuant to Rule
23(e) of the Federal Rules of Civil Procedure.

5. The parties herein execute this Settlement Agreement for the purposes of settlement of
this case only. It should not be presumed to reflect the positions of the parties in any other
judicial or administrative action or proceeding, in any forum. This Settlement Agreement may
not be raised affirmatively or defensively against either party in a future proceeding, if any,
provided that any party herein may use this Seftlement Agreement in co.nnection with any
subsequent action or proceeding brought to enforce the Settlement Agreement.

6. This Settlement Agreement contains all the terms and conditions agreed upon by the
paﬁies. For the duration of this Settlement Agreement, defendant Commissioner shall have no
additional obligations to plaintiffs with respect to the matters settled herein, and pléintiffs shall
not seek to impose through any action, any additional systemic obligations upon said defendant
with respect to the matters settled herein.

7. The parties intend this Seftlement Agreement to be legally binding and enforceable by
this Court. The parties understand and agree that until such time as the term of this Settlement
Agreement expires, or this action is otherwise dismissed, the Court’s jurisdiction will continue
for the purpose of enforcing, as necessary, the obligations of det’endant Commissioner under this
Settlement Agreement.

8. This Settlement Agreement is contingent upon approval in accordance with
Section 3-125a of the Connecticut General Statutes and such “fairness hearings” as may be

dictated by the Federal Rules of Civil Procedure, the Local Rules of Civil Procedure of the U.S.
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Distﬁct Court for the District of Connecticut, and the Rulings of this Court.

9. No portion of this Settlement Agreement is severable and no portion of this
Settlement Agreement is enforceable unless and until it is approved by the Connecticut General
Assembly pursuant to Conn. Gen. Stat. § 3-125a and a final and complete approval by the Court.

10. As part of the settlement of this case, plaintiffs and defendant, Commissioner,
stipulate that all claims against the defendant Governor shall be dismissed with prejudice. The
remaining parties agree that this Settlement Agreement may be fully enforced against the
defendant Commissioner. |

11. In reaching this settlement, defendant Commissioner expressly does not admit
liability, or violation of the law, as to any claims raised or which could have been raised by
plaintiffs pertinent to events giving rise to tﬁis lawsuit.

I1. Definitions

12. The following definitions apply to this Settlement Agreement':

a. “ADA” refers to the Americans with Disabilities Act (ADA), 42 U.S.C. § 12101,
ef seq., as amended.

-b. “Assistance Unit” or “AU” is a term of art for purposes of administering public
benefit programs that is used to refer to those members of a household who apply for assistance
as a unit, acting by and through a head of household who applies for assistance on behalf of aﬂ
members of the assistance unit.

c. “Clients” and “individuals” are terms that are used interchangeably to refer to
“applicants” and/or “recipients,” as appropriate, under the AABD, TFA, SAGA, Food Stamps,

or Medicaid programs.




d. [new] “Commissioner” means the Commissioner of the Connecticut Department
of Social Services, her successors or assigns,' including any Acting Commissioner.

e. “Connecticut Works Business Sy.stem” (“CTWBS”) refers to the computer
system through which the Connecticut Department of Social Services and the Connecticut
Department of Labor (DOL) share information regarding Temporary Family Assistance
recipients participating in Jobs First Employment Services activities through DOL.

f. “Defendants” refers to the named defendant in this action, the Commissioner of
the Connecticut Department of Social Services, his successors and assigns, including any acting
Commissionet.

g. “Persons with disabilities” or “disabling conditions” or “disability” or
“disabilities” refers to individuals recognized as disabled within the meaning of the Americans
with Disabilities Act (ADA), 42 U.S.C. § 12101, ef seq., as amended, and/or Section 504 of the
Rehabilitation Act of 1973, (Section 504), 29 U.S.C. § 794, as amended or to disabilities within

_ the meaning of said acts. |

h. “DSS” or “the Department” means the State of Connecticut Depértment of
Social Sérvices, or any successor agency, its officers, administrators, staff, and employees.

i. “Eligibility Management System” (*EMS?) refers (o the automated system the
Department of Social Services uses to maintain eligibility information for program participants.

j.‘. “Plaintiffs” refers to the named plaintiffs in this action and the certified plaintiff
class.

k., “Seétion 504 refers to Section 504 of the Rehabilitation Act of 1973, (Section

504),29 U.S.C. § 794, as amended,




I. “Service Needs Assessment” (“SNA”) refers to the instrument used by DSS to
initially assess, inter alia, a Temporary Family Assistance particip'ant’s social service needs,
including transportation, child care, child support, domestic violence, substance use disorder,
learning disability, and mental and physical health, for purposes of developing an employability
plan pursuant to Conn. Gen. Stat, § 17b-689c.

m. “Temporary Family Assistance” (“TFA”),” “State Administered General
Assistance” (“SAGA”), “Food Stalﬁps,” “Medicaid,” and “State Supplement to the Aged,
Blind and Disabled” (“AABD’;) each refer to public assistance:programs administered by the
Department of Social Services pursuant to state. statufe and state regulations promulgated in the
Uniform Policy Manual.

1. “Uniform Policy Manual” (“UPM?”) refers to state regulations governing
Department of Social Services benefits programs and services, which the Departﬁlent has
promulgated pursuant to Conn. Gen. Stat. § 17b-10.

I11. Uniform Policy Manual Implementations

13. Plaintiffs acknowledge that DSS has promulgated regulations in the Rights and
Responsibilities section of its UPM, which, the parties agree, setve, inter alia, to implement the
goals of allowing meaningful access to DSS benefits, programs, and services for applicants and
recipients with disabling conditions, in furtherance of the ADA and Section 504:

a. Definitions have been added incorporating ADA language for the terms

E2 11 I 48

“disability,” “major life activities,” “reasonable accommodation,” “record of such an
impairment” and “regarded as having an impairment.” UPM § 1000.01.

b. The listing of applicants’ rights has been expanded to include Section 504 and
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Title II of the ADA. UPM § 1005.

¢. The regulations require DSS to afford notice to clients as follows:

(1) DSS informs the head of household of each assistance unit in writing
or orally of the right to an accommodation for those with disabilities, at the time of application,
redetermination, notice of adverse action and “whenever it becomes apparent to the worker or the
Department that an individual with a disability may need a reasonable accommodation in order to
allow the individual an equally effective and meaningful opportunity to participate in activities,
services or programs provided by the Department.” UPM § 1005.10 B. 5. and 6.

(ii) DSS informs all those requesting reasonable accommodations bf the
right to have the AbA coordinator review the determination of the DSS worker. UPM § 1005.10
B.16.

(iii) DSS informs those requesting a reasonabie accommodation of what is
needed to substantiate the request. UPM § 1005.10 B. 11.

(iv) DSS informs participants with hearing impairments that the agency .
will provide interpretive services for communications on request and that a TDD machine is
 available for communicating with individuals who have TDD machines in their homes. UPM
§ P-1005.10.

d. The UPM section addressing “Right to Fair Treatment” has been expanded to
inform all clients of the right to a reasonable accommodation and afford those with disabilities
the opportunity to exercise such a right. Such reasonable accommodation is afforded to
individuals who are known to have disabilities or who are regarded as having disabilities when

modification of DSS policies, practices or procedures is needed to allow an equal and meaningful
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opﬁ)oﬂunity to participate in and benefit from DSS programs. This is a case by case, interactive
process. UPM § 1005.10 A, B. 1. and 2.

e. Unless there is a record of disability or the pérson is regarded as having a
disability, the burden of demonstrating the existence of a disability is on the client. UPM
§ 1005.10-13. 8. |

f. An individual with a disability must demonstrate that a reasonable
acconumodation is needed to paﬁicipate meaningfully in DSS programs. UPM §1005.10 B. 9.
Such need is not shown if the resulting functional limitations do not interfere substantially With
the client’s ability to participate in DSS activities, services or programs, or if there is an
authorized representative identiﬁed. by the assistance unit to perform the required task on the
individual’s behalf. DSS offers assistance in obtaining existing documentation that is necessary
to determine eligibility for an accommodation if it appears likely to the worker that the client
cannot obtain such documentation without assistance as a result of his or her.disability and there
is no authorized representative or other person identified by the client willing and able to act on
behalf of the client. UPM § 1005.10 B.11. and 12.

o g. A client may make a request for a reasonable accommodation orally or in

writing to either his or her DSS worker, or to the agency’s ADA coordinator. UPM § 1005.10 B.
10. DSS will review whether a reasonable accommodation is required whenever one is
requested. UPM § 1005.10 B.7.

h. DSS workers can, without supervisor or managerial approval, provide a
reasonable accommodation when it does not require agency resources beyond the worker’s

control. Examples of such accommodations are: maintaining a list of visually or cognitively
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impaired persons requesting to be called prior to the mailing of notices; waiving olfﬁce interviews
or conducting interviews via phone; extending deadlines for providing documentation of
eligibility factors; requesting the assistance of a specialized worker to helﬁ complete forms,
gather necessary documentation, assist with making medical appointments, and assist with
collecting medical documentation in order to establish disability where disability is a factor of
eligibility; providing forn;s or material in Braille, tape or large print and requesting the
assignment of a social worker to conduct home visits to explain notices, belp complete forms,
and review and receive documentation; and providing access to communication services for
applicants or recipients with hearing impairments. A DSS worker’s determination that an
accommodation cannot be provided without resources beyond the worker’s control is entitled to
deference. Accommodations requiring more significant agency resources require approval from
a supervisor or manager or from the agency’s ADA coordinétor. UPM §§ 1005.10 B. 4. and 13.,
and P-1005.10.

i. Home visits may be provided by agency social workers as a reasonable
accommodation if a face to face interview is.required as part of the eligibility process and cannot
be waived, the assistance unit cannot come to the Regional Office or sub-office because of a
disability and there is no authorized representative available to attend the interview. UPM §
1005.10 B.14. The determination of whether to conduct home visits as a reasonabl.e
accommodation is made by an agency supervisor or manager.

j. Requests for accommodation, and the granting or denial of such requests, will
be recorded in the client’s case file. If a request is granted, the nature of the reasonable

accommodation will be recorded for future utilization. If a request is denied, the reason will be
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recorded, UPM § 1005.10 B.15. The Procedures pages in the UPM specify that the disability and
the needed reasonable accommodation will be noted on a “green tag” affixed to the file and also
in the EMS address screen for the client. UPM § P-1005.10.

k. Before taking action on a case, DSS workers must review the case file to
ensure that DSS has afforded any necessary reasonable accommodation to the client. UPM §
1005.10 B.17.

1. Requests for reasonable accommodation may be made directly to thé ADA
coordinator, who must acknowledge such requests within 10 days, and approve or deny them
within 20 days. Determinations by the ADA coordinator are reviewable by a written request
within 15 days to DSS Deputy Commissioner for Administration. Determinations made by the
Deputy Commissioner for Administration are final agency decisions. UPM § 1005.10 B.18.,. 19.
and 20.

m. The discrimination complaint procédure has been expanded to program
participants or applicants who allege discrimination on the basis of mental disorder, mental
retardation, physical disability or learning disability. UPM § 1005.15.A.

n. The parties agree that it will be necessary for defendant Commissioner to
amend the regulations of DSS in certain limited respects in order to be consistent with tﬁis
Settlement Agreement. The proposed amendments are attached as Exhibit 1. Defendant
Commissioner agrees to promulgate the amendments as quickly as possible, subject to the
approval of the Legislative Regulations Review Committee and the Attorney General. Plaintiffs
agree to support the approval of the proposed amendments indicated in Exhibit 1.

0. The parties acknowledge that it may also be necessary for DSS to further
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amend its regulations during the term of this Settlement Agreement as a result of any change in
state or federal law, or as a result of any requirements imposed uﬁon DSS by the Office of Civil
Rights of the U.S. Department of Health and Human Services. The parties further acknowledge
that it may be appropriate for DSS to amend its regulations during the term of the Settlement
Agreement to irﬁprove the operation or efficiency of the programs; however, except as noted in
subparagraph n., supra, DSS will no;t amend its regulations in a manner that will substantially
change the rights of clients as outlined in this Sett_lement Agreement during the term of the
Settlement Agreement, except as may be required by state or federal law. Prior to
implementation of any changes in regulations which may impact the rights of clients provided in
tﬁe current regulations described above and under the Settiement Agreement, including any
proposed regulations which relate to state law changes or modifications of a joint state and
federal program, or imf)rovements to the operation or efficiency of a DSS program, sought and
initiated by defendant Commissioner, such proposed regulations will be subject to notice,
comment and legislative approval as required by the Uniform Administrative Procedure Act.
IV. Staff Training |
14. Plaintiffs acknowledge that DSS has conducted mandatory training for staff on client

issues regarding ADA compliance and related subjects, including:

a. A computer-based training course administered in 2003 regarding “Provision
of Services to Individuals with Disabilities.”

b. A training by the DSS Office of Organizational and Skill Development on the
new “Rights and Responsibilities” provisions in the UPM.

¢. Training of supervisory staff on the use of the ADA Policy Review Guide and
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the ADA Supervisory Review Form.

d. Training of staff administering TFA and social work staff on identification of
client barriers to employment, such as substance abuse and addiction issues, building
_ relationéhips with clients to better facilitate communication regafding potential barriers, and in
recognizing the indicators that can help uncover physical, psychological, social, or emotional
barriers.

e. DSS will conduct trainings with similar content regarding ADA rights and
responsibilities for all new staff within three months of beginning work, to ensure compliance
with ADA requirements. DSS will also conduct training in targeted interviewing for staff that
perform eligibility functions.

15. ADA training has also been provided to fai:r hearing staff. DSS agrees to provide
similar training to new DSS staff including new fair hearing officers and fair hearing support
staff. In addition, PSS agrees to provide ongoing training to DSS workers through the
Supervisory Review process outlined infra in Paragraph 25 of this Settlement Agreement.

V. Notice of the Availabilitv of Reasonable Accommodations and Complaint Procedures

16. Defendaﬂt Commissioner has taken measures to ensure that program applicants and
recipients are informed of the right to reasonable accommodation in the eligibility process as
follows:

a. A 2003 mailing to all program participants of a brochure regarding the rights of
participants with disabilities. The same brochuré is availablé in all DSS waiting rooms.
b. A poster informing applicants and recipients with disabilities of their right to

reasonable accommodations and help in the eligibility process has been placed in all DSS
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waiting rooms

¢. The DSS application and redetermination forms, and the form entitled
“Application Requirements List,” which lists verification needed to establish eligibility, have
each been changed to include language informing clients that DSS will provide help if théy have
a disability and need an accommodation as a result. The language includes examples of help to
be offered by DSS, such as assistance in completing the forms, in gathering needed infonﬁation,
or in giving the participant extra time to‘ complete the forms. The application and
redetermination forms also specifically ask ﬁhether the applicant or recipient has a disability that
requires extra help, and they inform applicants of the right to file a discrimination complaiﬁt on
the basis of disability, among other factors. Notices of granting, discontinuance, suspension of,
or change in benefits, generated by the automated system, also inform the applicant or recipient
of the availability of reasonable accommodations for disability and the right to file a complaint.

d. The checklist for recipient/agency responsibilities has an added check box for
the explanation of the right to accommeodation for a disability.

e. DSS has modified its medical documentation forms to include language
informing participants that DSS workers will assist in making medical appointments for those
who need such assistance because of disability.

f. DSS agrees to modify its medical documentation forms that are used in
determining eligibility for its benefit programs, currently forms W-301 and W-1463, to include
language informing participants that DSS workers will assist in obtaining needed medical
verification and getting forms and other medical documentation returned to DSS, for those who

need such assistance because of disability.
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g. DSS has issued a new form entitled “Now That You’re Getting Help from the
Department of Social Services,” which informs participants éf the right to have an office
interview waived and to receive extra help from DSS in the redetermination process, if needed
due {o disability.

17. Defendant Commissioner issued an "Americans with Disabilities Act Policy
Statement for Applicants and Recipients” in April 2003. The policy statement makes assurances
that DSS will comply with the Americans with Disabilities Act and Section 504 of
Rehabilitation Act of 1973. The policy specifies that identical treatment can be discriminatory
treatment for those with disabilities, and affirms that the Department will “ensure that qualified
individuals with disabilities . . . have access to all programs, services or activities.”

VI. Mechanisms to Minimize Disability as a Barrier in the Eligibilitv Process

18. Defendant Commissioner implemented a transition plan following the closure of
DSS offices in January 2003, to allow alternative methods of access to DSS services for program
applicants and recipients with disabilities, in the towns served by the closed offices. These
“alternatives continue to include use of local Commuhity Action Agencies as liaisons to copy and
transmit forms and documentation on behalf of individuals with disabilities, and to take
applications for emergency food stamps and medical assistance for transmittal to DSS.
Defendant Commissioner also implemented a toll-free Disability Assistance Help Line staffed by
the DSS central office, for clients formerly served by the closed offices to call when there were
issues accessing DSS at the local level. Defendant Commissioner further reminded DSS
workers of provisions allowing the waiver of office visits, or the possibility of home visits for

those clients with disabilities.
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19. Unless obstacles unanticipated by defendant Commissioner occur, defendant
Commissioner shall have at least substantially completed the following modifications to DSS’
EMS. within eighteen months after this Settlement Agreement has been approved by this Court:

a. The field indicating the presence of a disability_ requiring reasonable
accommodation will be made more prominent by a flashing color, to alert a worker entering the
file that an accommodation may be needed.

b. A field will be added to delineate the nature of the accommodation to be
provided.

¢. When the needed accommodation is oral notice for clients with disabilities, an
alert will be sent to the DSS worker whenever a written notice is issued, prompting the worker to
call the client.

d. A method fo track reasonable accommodations that have been provided.

e. The EMS will generate an alert to the DSS worker when a client who requires
an accommodation is scheduled to be discontinued for not retuming.eligibility fo?ms or needed
verification on time. The alert will issue before the discontinuance is triggered, so the worker.
can contact the client to ascertain whether an accommodation is needed to complete the
eligibility process.

20. Defeﬁdant Commissioner agrees to amend UPM § 8530.50, regardling the mandatory
conciliation process designed to review a TFA recipient's circumstancés prior to a proposed
sanction, to require the following:

a. That all notices regarding conciliation will include notice of the right to receive

a reasonable accommodation, should the recipient have a disabling condition that confributes to
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the alleged noncompliance with TFA program requirements;

b. That the conciliation process will require the DSS worker, prior to imposition
of a proposed sanction, to review thé client file, including the SNA and the CTWBS, to
determine whether a disability reasonably indicated by documentation in the client file may have
contributed to the alleged noncompliance with TFA program requirements; and

¢. During the conciliation meeting, and prior to the imposition of a sanction, the
DSS worker will offer the client the opportunity to be screened for mental health conditions,
substance use disorders, or leérning disabilities. DSS workers will not conduct actual drug
testing. Sanctions for non-compliance with program requirements will not be imposed as long as
the client is cooperating with the screening process. If the screening indicates that the client
likely has a disability, the DSS worker will determine whether the imposition of the sanction is
appropriate, including whether good cause exists, taking into account the disability. The worker
will inform the Department of Labor’s (“DOL”) Jobs First Employment Services case manager
of his or her findings. DSS rﬁay also make a referral for future evaluation to the Bureau of
Rehabilitation Services (“BRS™) and/or to a participating provider in the Department’s medical
assistance program. If the client is found to have a disability, DSS will engage the client ina
conversation regarding the need for accommodations.

21. Defendant Commissioner agrees to insert a provision into § P-1005.10 of the
Procedures pages of the UPM to instruct DSS workers to record the existence of any identified
disability and needed reasonable accommeodation on the CTWBS system fo¥ all TFA applicants
and recipients subject to employment services requirements. DOL, which is net a party to this

Settlement Agreement, has agreed to modify the CTWBS system to allow recording of such
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information in a prominent location.

22. DSS will maintain the Employment Success Program, or a comparable program, to
refer TFA recipients having difficulty complying with program rules for screening, assessment
and case management, as needed, to remove barriers or to document eligibility for an exemption
from program requirements for at least the next three years following approval of this Settlement
Agreement.

23. The SNA is a tool that is used pursuant to the requirements of Conn. Gen. Stat. § 17b-
689¢ to assess the strengths and weaknesses of TFA applicants for purposes of developing an
employment plan. Within six months of final approval of this Settlement Agreemeﬂt, the
defendant Commissioner of DSS will ensure that a revised SNA is fully implemented by DSS,
acting in coordination with DOL. Defendant Commissioner’s obligation under this paragraph is
conditioned upon the cooperation of DOL. The revised SNA is attached hereto as Exhibit 2.

24. DSS will assign up to a maximum of four employees, who will not supplant existing
staff, with the responsibility of conducting the screens referenced in Paragraph 20c of TFA
clients who are subject to sanction for failure to comply with Employment Services requirements.

The assigned employees will be qualified by background, experience or training to screen for
disabilities, including for learning and mental health disabilities. The employees may be
assigned other duties appropriate to their job classifications that assist individuals with
disabilities in obtaining employment and/or in establishing or maintaining eligibility for
governmental assistance programs. DSS will initially assign three employees with these
responsibilities, and may adjust the number of employees so assigned downwards or upwards (up

to a maximum of four) depending upon the demonstrated need for such services.
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VII. Agency Operational Improvements

25. Defendant Commissioner has adopted a system of supervisory reviews whereby DSS
supervisors periodically review DSS workers’ knowledge of, and implementation of, the
égency’s ADA policies and practices. DSS currently conducts these reviéws in accordance with
a document entitled “W-1567 ADA Policy'ReView Guide,” which requires the supervisor to
complete the “W-1567 ADA Supervisory Form” attesting that the agency’s ADA policies and
practices were reviewed, and that the DSS worker is knowledgeable about the policies.
Defendant Commissiénef will ensure that such reviews, or similar reviews, are conducted at
least annually for all DSS workers and supervisors performing elig:ibility determination functions
during the term of this Settlement Agreement.

26. Unless obstacles unanticipated by defendant Commissioner occur, within eighteen
months of the Court approving this Settlement Agreement, the defendant Commissioner will
have at least substantially completed the necessary modifications to EMS to ensure that the
existence of a client’s disability, and the need for and the provision of reasonable
accommodations for the client, are recorded as data fields in addition to text folrmat. Once the
necessary EMS modifications are made, defendant Commissioner will provide counsel for
plaintiffs with quarterly reports during the term of this Settlement Agreement which indicate, by
DSS office, DSS program, type of disability and type of reasonable accommodation, the number |
of cases identified as requiring a reasonable accommodation in that quarter, the number of cases
afforded a reasonable accommodation in that quarter, the number of alerts issued in that quarter
regarding batch closings for clients identified as requiring a reasonable accommodation, and the

total number of cases in that quarter in which a disability requiring a reasonable accommodation
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is noted.

VIII. Agency Environmental Improvements

27. In order to facilitate equal and meaningful access for all applicants and recipients,
including those with disabling conditions, to the TFA, SAGA, Food Stamps, Medicaid, and State
Supplement programs it administers, defendant Commissioner agrees to implement | certain
improvements in the methods by which DSS administers its programs. To the extent feasible, as |
determined by the Commissioner,rthe agreed improvements are based upon principles that are
intended to make the Department’s programs more usable by all persons, whether or not such person
are disabled. The Commissioner is only required by this Sgtﬂement Agreement to make the
improvements that are provided for in paragraphs 28-33 of this Agreement.

. 28. The Department agrees to make physical improvements to the Waiting Rooms and Client
Interview Areas of its twelve Regional Offices, as necessary. The schedule for physical
improvements in each office will be based upon the lease renewal date for each office building, with
the obligation to make the improvements being contractually imposed upon the landlord as Jeases are
entered or renewed. Where reasonable and necessary based upon the physical configuration of the
Regional Office and the cost of making the desired improvements at each office, the defendant
agrees, in cooperation with the Department of Public Works (“DPW”), to make improvements to
interior and exterior signage, entrances and exits, floor surfaces, triage areas, reception areas, waiting
areas, rest rooms, interview rooms, and hearing rooms. The principles that will guide the
Commissioner and DPW in determining what improvements to make are summarized in the attached
document, Exhibit 3, entitled “Physical Improvements.” The determination of what specific

improvements are reasonable, necessary, and cost-effective, based upon the configuration of each
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Regional Office, shall be made by the Commissioner using the principles elucidated in Exhibit 3,
acting in conjunction with DPW. This determination shall not be subject to review as long asitis
made in good faith and does not constitute an abuse of discretion.

29. Ttis understood and acknowledged that, under state law, another state agency, which is
not a defendant in this case, DPW, is exclusively responsible for securing detailed architectural plans
and for negotiating the terms of lease agreements with the private landlords. DPW has agreed to
work cooperatively with DSS on implementing the physical improvements specified in this
Settlement Agreement; however, DPW is not a party to this Agreement. It is further understood that
any lease or amended lease agreement with private landlords that may be negotiated by DPW, on
behalf of DSS, is subject to approval by other independent entities in accordance with state law,
namely, the State Property Review Board (“SPRB”), the Office of Policy and Managemént (“OPM™),
and the Office of the Attorney General, or their successor agencies. Notwithstanding Paragraph 28,
defendant Commissioner’s obligations shall be limited to taking diligent efforts, within the control of
said defendant, to implement such improvements as defendant Commissioner detgrmineé are
reasonable, necessary, cost effective, and consistent with the principles stated in Exhibit 3.
Defendant Commissioner will notify counsel for plaintiffs, in quarterly reports, Whehe§er it becomes
apparent that improvements will not be implemented, or will not be implemented timely. Such
reports will also include the best estimate of when the improvement will be made. Defendant
Commissioner will be excused from failing to implement any physical improvement within the

purview of DPW if such failure is due to circumstances beyond the control of said defendant.
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30. It is understood that the defendant Commissioner plans on implementing the identified
physical improvements by negotiating (through DPW, subject to the approval of the SPRB, OPM,
and the Attorney General) lease terms that require private landlords to make the specified
improvements, with the cost of the improvements being considered in the lease negotiations as each
lease is up for renewal. If a ptivate landlord refuses to make requested improvements, or if the
landlord Will'only make tile improvements at a cost that defendant Commissioner, in conjunction
with DPW, determines to be unreasonable, defendant Commissioner has the discretion to determine
the appropriate steps, and timeline, in order to address the impasse, provided such steps may not
include any éotion that is inconsistent with the best interests of the State as a tenant, as determined by
the Commissioner of Public Works. The appropriate steps may include cancelling or not renewing
the lease and making arrangements for the lease of alternative space, or determiﬁing that the refusal
to make the improffements is not of sufficient severity, balancing all pertinent factors, to warrant
defendant Commissioner making arrangements for alternative space. Defendant Commissioner’s
determination as to what step to take shall only be reviewable f'or abuse of discretion. Nothing in
this agreement restricts the defendant Commissioner’s discretion with respect to the number or
location of its regional offices, or its discretion (through DPW) to enter into lease agreements with
different landlords for office space in different locations, except that any regional office leased or
purchased in the future will substantially comply with the principles outlined in attached Exhibit 3.

31. DSS will review its program application and redetermination forms, client notices and
standardized client letters and implement revisions to improve their comprehension by clients.
Recognizing that a significant portion of the DSS client population faces ba.friers to comprehension

of these materials caused by disability, low literacy or language challenges, DSS will employ
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approaches that focus on .best practices for clear and plain language, format, fonfs, use of white
space, and appropriate reading level. Notices will be revised to include the key messages with only
the most important messages stated up-front. The Department will develop informational materials
to provide important but less critical program information to clients and a methdd to distribute this
information. The most commonly used application and redetermination forms and notices will be.
revised first, followed by the less frequently used client forms, notices and letters. As part of the
improvement in client forms and notices, DSS will develop a style guide that is intended to be used
as a model for the revision of other forms and notices. The style guide will be subject to comment by
plaintiffs. Within three months of the approval of this Settlement Agreement, DSS will assign an '
employee whose primary job responsibility will be to overéee the revision of client forms and
notices.

32. DSS will implement an improved telephone system in all of its regional ofﬂces. that is
capable of providing automated answers to commonly asked questions, with protections afforded
that ensure client confidentiality.

33. DSS will implement a document management solution, which may include, at the
Commissioner’s discretion, document imaging, scanning, or other technologies whereby documents
that are required to be produced in order to determine eligibility will be electronically available in the
Department’s eiigibilify computer system, instead of being physically copied with a hard copy
retained in the client’s paper file. DSS may implement the document managément obligation under
this Paragraph either by the purchase or lease of appropriate equipment plus the use of state
employees and/or by a contractual purchase of services from a private vendor. DSS will meet its

obligation under this Paragraph if the use of appropriate equipment is obtained and the services of
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to up sixteen additional document managing staff are obtained (on an employment or purchase of
service basis). |

34. Within six months of the approval of this Settlement Agreement, DS-S will assign up to
ten employees to be located in the Regional Offices located throughout the State. DSS will initially
assign at least six employees with these responsibilities, and may adjust the number of employees so
assigned downwards or upwards (to a maximum of ten positions) depending upon the demonstrated
usefulness of such staff in facilitating equal and meaningful access for persons with disabilities to
DSS programs and services. The assignment of these employees to these respongibilities shall not
cause a reduction in the number of staff, state-wide, who are performing eligibility functions ona
full-time basis. The duties of the eniployees may include greeting newly arriving clients upon their
arrival at a Regional Office, ascertaining the nature of their business with the Department, assisting
them in obtaining and understanding necessary forms and seeing the appropriate person, providing
assistance in completing forms, providing assis.tance in scheduling appointments with medical
providers, explaining the eligibility requireinents, answering client questions, referring clients to
other service providers as needed, and/or providing additional assistance to clients with disabilities
who need additional help. The employees shall be knowledgeable and experienced in determining
eligibility for the various programs administered by the Department. The other duties of the assigned
employee shall reflect the fact that the employee is assigned the foregoing responsibilities.

IX Miscellaneous

35.  Within ninety days of the approval of this Settlement Agreement, defendant

Commissioner shall develop a plan of implementation, setting goals, objectives and timeframes for
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the accomplishment of the requirements of this Settlement Agreement. A copy of the detailed plan
shall be provided to counsel for the plaintiffs, but shall not be subject to judicial review or approval.

36. Within twelve months from the date of approval of this Settlement Agreement, defendant
Commissioner will assign an individual whose duties shall include, but not necessarily be limited to,
determining whether clients with disabilities who require additional assistance. to access services
receive such assistance in accordance with the requirements of this Settlement Agreement. Such
individual may be assigned additional job responsibilities as determined by DSS inl its discretion,
including coordinating ADA compliance issues with respect to the Department’s employees.

37.- DSS shall report quarterly to counsel for plaintiffs on its progress implementing the
terms of this Settlement Agreement. In addition, if DSS becomes aware of a substantial impediment
to achieving compliance, it shall report said impediment promptly to counsel for plaintiffs instead of
waiting for the next quarterly report. DSS is not required by this Settlement Agreement to make any
pe;iodic reports to the Court.

38. It is understood and agreed that -another state agency, the Department of Information
Technology (“DolT”) is responsible for procuring the equipment and/or the contractual services
related to the telephone and document management improvements identified in Paragraphs 32 and
33. Defendant Commissioner’s responsibility under this Agreement is to take diligent, good faith
efforts to comply with fhis Agreement. DSS and DolT have agreed to work cooperatively on
implementing these provisions; however, DolT is not a party to this agreement and shall not be

bound thereby.,

X. Term of Settlement Asreement

39. Unless otherwise terminated, this Settlement Agreement shall remain in effect for six
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(6) years following the Court’s ruling approving this Seftlement Agreement. Thereafter, the case
shall be automatically dismissed with prejudice, without any requirement that a party move for
dismissal.

40, If defendant Commissioner failsto substantially comply with the terms of this Settlement
Agreement, plaintiffs may bring a motion seeking enforcement or contempt. Enforcemernt action
with respect to any failure of defendant Commissioner to comply with her obligations to make
physical improvements to tﬁe Regional Offices may be brought within a six yeaf peridd commencing
on the date of the Court’s approval of this Settlement Agrecment. Any enforcement action with
respect to any of the Commissioner’s other obligations under this Settlement Agreement may only be
brought within a forty-eight month period commencing on the date of Court approval of the
Settlement Agreement. Substantial compliance will be determined by reference to the extent of
defendant Commissioner’s compliance with the obligations of this Settlement Agreement as applied
to the plaintiff class as a whole, and not solely by reference to the individual circumsiances of any
one applicant or recipient.

41. Plaintiffs shall not bring any motion seeking enforcement or contempt with respect to
whether defendant Commissioner has substantially complied with his ot her obligations under this
Settlement Agreement unless plaintiffs have first provided sixty days advance notice specifically
detailing the factual basis for the claimed substantial noncompliance, except in emergency
circumstances when plaintiffs will provide notice that is practiéablé under the circumstances. The
partics agree to discuss and to attempt to resolve in good faith any claimed substantial

noncompliance.
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42. To the extent that any part of this Settlement Agreement, including Paragraphs 13n and
20, require defendant Commissioner to adopt amended regulations, defendant Commissioner’s
obligation shall be limited to taking good faith efforts at aciopting the amended regulation. The
Commissioner may not be found to be in violation of this Seftlement Agreement if DSS fails to
adopt amended regulations as a result of the action of a third party disapproving the proposed
amended regulations, including the Attoméy General and the legislative Regulations Review

Committee,

X1. Attorneys’ Fees and Costs

43. The parties herein agree that defendant Commissioner shall pay plaintiffs’ counsel the
amount of Thirty-Five Thousand and No/100 Dollars ($35,000.00), which represents the sum total of
atiorney’s fees and costs that plaintiffs seek in this action. Plaintiffs shall not be entitled to any
additionall compensation for attorneys’ fees or costs as a result of routine monitoring of the
sufficiency of defendant Commissioner’s implementation of this Settlement Agreement, The Court,
in its discretion, may award plaintiffs additional attorneys’ fees and costs only if a motion for
enforcement or contempt is filed, the Court adjudicates the claim, and the Court grants relief as a

- result of defendant Commissioner’s failure to substantially comply.
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Plaintiffs, by Undersigned, Authorized
Counsel of Record:
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Shirley Bergerto

~ Public Benefits Task Force Director
Federal Bar No. ¢t09328
Connecticut Legal Services, Inc.
872 Main St., PO Box 258
Willimantic, CT 06226

(860) 456-1761 x.115

(860) 456-7420 (fax)
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Greg Bass, lilt atx:ﬁDlrector
Federal Bar

Greater Hartfo Legal Ald
999 Asylum Avenue, 3" Floor
Hartford, CT 06105

(860) 541-5018

(860) 541-5050 (fax)
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Maria Morelli-Wolfe

Federal Bar No. 2317

Greater Hartford Legal Aid
999 Asylum Avenue, 3 Floor
Hartford, CT 06105

(860) 541-5042

(860) 541-3050 (fax)
mmorelliwolfef@ghla.org

27—

Michael Starkowski, Commissioner,
Department of Social Services, by
Undersigned, Authorized Counsel of
Record:

f f %ﬁ'\[;*/\
. / ' /
€ L \.“\/ Yy
MAAD N R .,
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Office of the Attorney General

55 Elm St., P.O. Box 120
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(860) 808-5210

(860) 808-5385 (fax)
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Federal Bar No. ct05764

Office of the Attorney General

55 Elm St., P.O. Box 120
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(860) 808-5210

(860) 808-5385 (fax)
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“Michael Starkowski, Commissioner
Department of Social Services
25 Sigourney Street
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(860) 424-5008
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Lucy Potter’

Federal Bar No. ¢t23449
Greater Hartford Legal Aid

999 Asylum Avenue, 3" Floor
Hartford, CT 06105

(860) 541-5002

(860)541-5050 (fax)
Ipotter(zehla.org
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Joanfle Gibau

Federal Bar No. ct05730

New Haven Legal Assistance Assoc.
426 State Street

New Haven, CT 06510-2018

(203) 946-4811

(203) 498-9271 (fax)
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CONNECTICUT DEPARTMENT OF SOCIAL SERVICES

UNIFORM POLICY MANUAL -

Date: 2-1-06

Transmittal: UP-06-04 1005.10

Section:

Rights and Responsibilities

- Type:
POLICY

Chapfer:

Rights of Applicants and Recipients

Program: ALL
PROGRAMS

Subject:

Right to Fair Treatment

1005.10 A. General Principle

1. The assistance unit has the right to be treated fairly by the Department

regardless of the unit's race, color, religious creed, sex, marital status, age,
national origin, ancestry, criminal record, political beliefs, sexual orientation,
mental retardation, mental disability, physical disability or learning disability.

. The Department shall notify the assistance unit of its right to non-

discrimination, of the availability of accommodations for individuals with a
disability, and the complaint procedure on its application and redetermination of
eligibility forms and on each notice of action affecting eligibility for, or the
amount of, benefits. The Department shall also provide oral notice at face-to-
face intake and redetermination interviews.

B Rightto Reasonable Accommodation for Assistance Units _

1. An individual with a disability has a right to receive ﬁ'reasonable,

accommodation from the Department when a reasonable accommodation is
necessary to allow the individual to have an equally effective and meaningful
opportunity to participate in, and benefit fiom, programs administered by the
Department, if the individual is has a disability, or is regarded by the worker or
the Department as having a disability, and a modification in the Department’s
policies, practices or procedures is required in order to allow the individual to
participate. Accommodations may be appropriate at any point of interaction
between the individual and the Department. Any accommodation must be
reasonable and not cause a findamenta! alteration in the program or cause
undue administrative or fiscal burden on the Department. Reasonable
accommodations do not include waivers of essential factors of eligibility.

When an accommodation is required, the accommodation that is provided is
determined by the Department through an interactive process on a case by
case basis that involves both the client and the Departmentf, The Department
takes into account both the wishes of the client and the availability of any less
burdensome, aliernative accommodations that would allow the client to

participate in activities, program or services.

Exhibit |




CONNECTICUT DEPARTMENT OF SOCIAL SERVICES
UNIFORM POLICY MANUAL

Date: 2-1-06 Transmittal: UP-06-04" 1005.10 page 2

Section: Type:

Rights and Responsibilities POLICY

Chapter: : o Program: ALL
Rights of Applicants and Recipients PROGRAMS

Subject:
Right to Fair Treatment

1005.10 RB. Right to a Reasonable Accommodation for Assistance Units (continied)

3, The following are not considered a reasonable accommodation as they
constitute a fundamental alteration to the Department’s programs:

a. Waiving the requirement that an applicant for benefits based on
I disability provide medical documentation to substantiate that he or she

meets a program’s disability eriteria.

b. Waiving the requirement that verification of income or assets be
provided in order to qualify for programs that require such verification.

4.  Ifthe Department determines that an individual who is applying for
assistance has a disability that requires that the Department provide an
accommodation of assistance in obtaining the required medical
verifications, the Department shall offer to provide such assistance as a
reasonable accommodation that includes, but is not limited to, writing to the
medical provider to obtain existing documentation of the disability,

provided:

a. the client cannot obtain the required verification himself or herself as a
' result of his or her disability and;

b, thereis no anthorized repfesentative or other person identified by the
client willing and able to act on behalf of the client.

5, The Department shell inform the assistance unit in writing or orally that
reasonable accommodations are available if a member of the assistance unit
has a disability and an accommodation is required in order to allow the
individual an equally effective and meaningfil opportunity to participate in
activities, services or programs provided by the Department



CONNECTICUT DEPARTMENT OF SOCIAL SERVICES

UNIFORM POLICY MANUAL
" Date: 8-1-06 Transmittal: UP-06- | _ 1005.10 page 3

Section: | Type:

Rights and Responsibilities POLICY
Chapter: : Program: ALL

Rights of Applicants and Recipients PROGRAMS
Subject:

Right to Fair Treatment

1005.10 B. Right to a Reasonable Accommodation for Assistance Units (continued)

6.

10.

11,

In addition to providing notice of availability of accommodations at the time
of application, redetermination and nofice of action, the Department shall
inform assistance units of the availability of reasonable accommodations -
whenever it becomes apparent to the worker or the Department that an
individual with a disability may need a reasonable accommodation in order
to allow the individual an equally effective and meaningfiil opportunity to
participate in activities, services or programs provided by the Department.

The Department shall review whether an accommodation is required in every
case where an individual requests an accommodation, including when a
client requests an accommaodation after being informed of the availability of
accommodations becanse it became apparent to the Department that the
client may need an accommodation in order to participate meaningfully in
Department programs, activities or services. '

If there is no record of the individual’s disability and the individuat is not
regarded as having a disability, then the individual has the burden of
demonstrating the existence of a disability.

An individual with a disability must demonstrate that an accommodation is
needed in order to enable the client to participate meaningfully in the
Department’s programs, activities or services.

Individuals or their representative have the option to request an
accommodation, either in writing or orally, from their eligibility worker or
from the agency’s ADA coordinator [Department’s Affirmative Action
Division, ADA Coordinator]. ‘

Upon receipt of a request for an accommodation:

a. the Department’s eligibility worker or ADA ¢[C]oordinator shall inform
the client of any information that the eligibility worker or ADA
¢[C]oordinator needs in order to make a determination on the request for
an accommodation, and specify a date for the documentation to be

provided and;




CONNECTICUT DEPARTI\IENT OF SOCIAL SERVICES

UNIFORM POLICY MANUAL

Date: 8-1-06

Transmittal: UP-06- . 1005.10 page 4

Section:

Rights and Responsibilities

Type:
POLICY

Chapter:

Program: ALL

Rights of Applicants and Recipients " - PROGRAMS

Subject:

Right to Fair Treatment

1005.10 B.

11.

12.

13.

Right to a Reasonable Accommodation for Assistance Units (continued)

b. the Department’s eligibility worker shall offer assistance in obtaining
existing documentation that is necessary to determine eligibility for an
accommodation, if it appears likely to the worker that the client cannot
obtain such documentation without assistance as a result of his or her
disability and there is no authorized representative or other person
identified by the client willing and able to act on behalf of the client.

The existence of a disability is not sufficient to demonstrate the need for an
accommodation when: :

a. theresulting functional limitations do not sﬁbstantially interfere with the
client’s ability to participate in the activities, services and programs
administered by the Department without an accommodation, or;

b. the resulting functional limitations do not substantially interfere with the
client’s ability to participate in the activities, services and programs
administered by the Department without an accommodation, or;

The need for an accommodation and the availability of an accommodation is
determined by the eligibility worker. Approval of the eligibility worker’s
immediate supervisor or regional manager is secured when the
accommodation requires agency resources beyond the eligibility worker’s
control, but within the control of the regional office. Accommodations that
involve significantly greater administrative or fiscal burden may only be
granted after consultation with the Department’s ADA coordinator
[Affirmative  Action Director]. The following are examples of
accommodations that are presumed to be reasonable and may be offered by

the eligibility worker:

a. maintaining a list of visually or cognitively iﬁlpaired persons requesting
to be called prior to the mailing of notices;

waiving office interviews or conducting interviews via the telephone;

b.

c. extending deadlines for providing documentation related to factors of
_eligibility

4. reguesting the assistance of [assigning] a specialized worker to help

complete necessary forms, gather necessary documentation. Assist with
making medical appointments, or assist with collecting medical
documentation in order to establish disability where disability is a factor

of eligibility;




CONNECTICUT DEPARTMENT OF SOCIAL SERVICES -

UNIFORM POLICY MANUAL

Date: 8-1-06

Transmittal: UP-06- | 1005.10 page 5

Section:

Rights and Responsibilities

Type:
POLICY

Chapter:

_ RightS of Applicants and Recipients

Program: ALL
PROGRAMS

Subject:

Right fo Fair Treatment

1005.10 B.

13.

14.

15.

16.

17.

18,

Right to a Reasonable Accommodation for Assistance Units (continued)

e. providing forms or material [informational] material in Braille, tape or
large print;

£ requesting the assignment of a social worker fo conduct [conducting] a
home visit to explain notices or explain or help complete forms and
review and receive documentation.

Home visits are necessary if a face-to-face interview is required as part of
the eligibility process and cannot be waived, the assistance unit cannot
come to the Regional Office or sub-office because of a disability, and
there is no authorized representative available to attend the interview.

The eligibility worker shall document each request for an accommodation
in the client’s case file, and shall indicate the result thereof in the file
(including when the accommodation is granted or denied by the ADA
¢[CJoordinator). If the accommodation is granted, the worker shall record
the nature of the accommodation in the assistance unit’s case record in a
manner that Department staff will easily recognize and ufilize when
contacting the assistance unit. The worker shall also record the reason for
denial in the client’s file, if the request for accommodation is not granted.

When an accommodation is requested, whether it is granted or not, the
eligibility worker shall inform the individual that he or she may request

' that the ADA ¢[CJoordinator review the determination of the eligibility

worker.

Before taking any action on a case, the worker shall review whether a need
for accommodation is recorded and whether the Department provided the
necessary resources required to accommodate the individual.

All requests for accommodation directed to the Department’s ADA
¢[CJoordinator shall be acted upon in accordance with the Department’s
ADA  Policy Statement for Applicants/Recipients. The ADA

c[Cloordinator shall: :

a. acknowledge all requests for accommodation in writing within ten
(10) working days of receipt of the request by the ADA
c[Cloordinator, and shall;

b. approve or deny all requests not later than twenty working days after

the date of receipt, unless additional medica) er technical information
e e Yenndlnen TA manancnrt? 05" Evp L elT | e 15 néce €xs3 C{FY.




CONNECTICUT DEPARTMENT OF SOCIAL SERVICES

UNIFORM POLICY MANUAL

Date: 8-1-06

Transmittal: UP-06- 1005.10 page 6

Section: :

Rights and Responsibilities

Type: , '
POLICY

Chapter:

Rights of Applicants and Recipients

Program: ALL
- PROGRAMS

Subject: .

Right to Fair Treatment

1005.10 B. Richt to a Reasonable Accommodation for Assistance Units (continued)

19.

20.

An individual may request that the Department’s Deputy Commissioner
for Administration review the determination of the Department’s ADA
¢[CJoordinator. All requests for review by the Deputy Commissioner for

Administration shall be: :
a. inwriting, and;

b. received by the Department’s Deputy Commissioner for
Administration not later than fifteen days after the date of issuance of

the ADA c[Cloordinator’s decision.

The determination by the Deputy Commissioner for Administration
constitutes the Department’s final administrative determination and is only
subject to whatever external review may be available to the applicant or
recipient by operation of law.

C. Spanish Speaking, Other Non-English Speaking, or Limited-English Proficiency

(LEP) Assistance Units _

If the head of an assistance unit or unit's representative is Spanish speaking,
non-English speaking, or has limited-English proficiency and requests that
the eligibility process be conducted in his or her primary language, the
Department explains to the assistance unit that the unit has the right to an
interpreter provided by the Department instead of using a family member,

" friend or client advocate as an interpreter.

The Department shall conduct the initial and periodic eligibility interviews
and interim interviews in the language normally used by the assistance unit
or assistance unit's representative, as follows: ‘

a. The Department shall use a biliﬁgual eligibility worker or any other
interpreter provided by the Department; :

b. the Department shall obtain an interpreter; or

c. the Department may use a family member or friend age 16 or older as
an interpreter, if the assistance unit expressly requests such an

arrangement, :




CONNECTICUT DEPARTMENT OF SOCIAL SERVICES
UNIFORM POLICY MANUAL

" Date: 2-1-06 Transmittal: UP-06-04 1005.10 page 7

Section: - Type:
Rights and Responsibilities POLICY

Program: ALL

Chapter:
PROGRAMS

Rights of Applicants and Recipients

Subject:
Right to Fair Treatment

| 1005.10 C. Spanish Sneakinq, Other Non-English Speaking, or Limited-English Proficiency
(LEP) Assistance Units (continued)

3. For Spanish speaking assistance units, the Department shall use applications,
redeterminations, and interim activity forms and notices written in Spanish
during the eligibility process or at time of interim contact.

4. The Department shall require that the interpreter sign all forms which the
head of the assistance unit or the assistance unit's representative signs to
acknowledge that he or she has informed the unit in the unit's primary

language.

5. Upon request, the Department shall provide‘an interpreter for any Spanish
speaking, non-English speaking, or limited-English proficiency assistance
unit when such services are necessary for communicating with the unit.

6. An assistance unit speaking Spanish has the right to receive application
forms and notices in Spanish.

7. The services of the interpreter are used at the time of each contact with the
assistance unit during the eligibility determination process and during any

+ ¥y
interim case actions.

8. The Department uses any employee of the Department or an interpreter from
outside the Department to the extent that such services are available.

9, , The Department uses family members, friends or client advocates of Spanish
speaking, non-English speaking, or limited-English proficiency (LEP)
assistance units as interpreters only when assistance unit expressly requests
such an arrangement. :

10. Department reserves the right to provide its own interpreter to assist with
communication, if the Department determines that the interpreter provided
by the assistance unit is not accurately transmitting information between the

Department and the assistance unit,

11. Children under age 16 are not permiﬂed to act as interpreters for the
assistance unit, .

12. The Department does not require a Spanish speaking, non-English speaking,
or limited-Bnglish proficiency (LEP) assistance unit to pay for the services of
any interpreter used by the Department -



Exhibit 2 |
Revised Jobs First Employment Services

Service Needs Assessment
(Revised Section in Bold)

What circumstances or issues in your life cause you to need help from DSS? value

(For Jobs First Employment Services Only) _
‘What kind of help (programs, services and other support) do you want from DSS?

Is anyone in your family currently working with any other agencies (DMR,
DMHAS,DCF,DPH)?

How many adults in this family?

How many children in this family?

Birth date of Youngest Child

Do you share your household with others who can help while you p’érticipate in
employment activities? '

If yes, who?

Do ydu have childcare arranged for your children?

Do you need help arranging childcare?

Do you have a back up in the event that your provider is not available?

Do you have a valid driver's license? '

Do you have access to transportation?

Employment History One

: Information Value

List the jobs that you have had, begin with the most recent. Include any volunteer experience that
you have had

Company Name

Company Address

Job Title

Date Start

Date End

Months Experience

Salary (hour)

Reason for Separation

Tf Other, Please Specify
Describe your job duties in detail, including any tools or equipment used, as well as skills
you have acquired _

Txhi bit 2. - :
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| Employment History Two

Information Value
Company Name
Company Address
Job Title

Date Start

Date End

Months Experience
Salary (hour)

Reason for Separation

If Other, Please Specify _
Describe your job duties in detail, including any tools or equipment used, as well as skills
you have acquired :

Employment History Three

Information Value

Company Name

Company Address

Job Title .

Date Start

Date End

Months Experience

Salary (hour)

Reason for Separation

If Other, Please Specify ,

Describe your job duties'in detail, includiﬁg any tools or equipment used, as well as skills
you have acquired ,

Education

Information Value
Highest Grade Completed

High School/Equivalent School or Program

High School/Equivalent Start Date

High School/Equivalent End Date

High School/Equivalent Area of Study

High School/Equivalent Degree Type *ik Qelgpt #*
College School or Program



College Start Date

College End Date
College Area of Study ,
College Degree Type % Qelect *¥#
Other Training School or Program
Other Training Start Date
Other Training End Date
Other Training Area of Study
Other Traiﬁing Degree Type #kk Qeloct ¥H*
Other Training School or Program :
Other Training Start Date
- QOther Training End Date
Other Training Area of Study .
Other Training Degree Type w4 Jelect ***
Languages
Information Value
Speak English Yes
Read En g]is_h- Yes
Write English  Yes
Other Language *** Select ¥**
Speak Other Language No

Read Other Language No
Write Other Langnage No

Learning Disabilities

Value

Information

Do any famlly niembers have learning problems"

Did you have any problems learning in elementary or middle school?
‘Do you have difficulty filling ont forms?

Were you ever in a special program or given extra help in s¢hool?

Have you ever been diagnosed with or told you had a learning disability?

" Xf so, who told you and when were you told?

Comments

Information

Substance Use Disorders -

~ Have you ever spent more time drmkmg or using drugs than you mtended‘?

VYalue



Have you ever neglected some of your usual responsibilities because of using alcohol
or drugs? : '

Have you ever wanted to cut down on your drinking or druguse?

- Has anyone ever objected to your drinking or drug use?

Have you ever found yourself thinking a lot about drinking or using drugs?

Have you ever used alcohol or drugs to relieve emotional discomfort, such as
sadness, anger, or boredom?

Comments

Mental and Physical Health

Information Value

Have you ever received treatment or medications for a mental health or
emotional conditien, such as depression, anxiety, or stress?

Have you ever had a two-week period where yoll felt sad or depressed so that it
was difficult to function?

Have you ever been s0 anxious that you had difficulty doing things you wanted to
do? '

Have you ever been so confused that you were not able to work or meet your
other responsibilities?

Do you have any emotional problems or special needs that would prevent or limit
you from participating in employment plan activities?

Has anything happened to you that bothered you so much that you could not get -
it out of your mind even if you wanted to forget it?

Do you have any health issues or special needs that would prevent or limit you

from participating in employment plan activities?
&k%k
Physical Health problems: ***S elect

Comments
Domestic Violence

Information Value

Do you ever feel unsafe at home because of someone in your life?

In the last year, has anyone tried to control what you do, where you go, your money,
telephone, health care, or your relationships with your family and friends?

Comments
Other

Tnformation Value

Ts anyone in your family having problems at school (discipline, attendance)?

- If yes, please explain



Is anyone in your family having any problems with the legal system? (frequent police
contact, courts, gang-related issues, serions discipline problems with your children)
If yes, please explain - :

Do you have any family or friends that can help you in an emergency?

Are you having problems with any of the following

Paying your bills (food, rent utilities)? _ :

Housing problems/eviction proceedings (Are you being evicted?)

Rumnning out of food?

If yes, please explain

Are there any other problems that would limit or prevent you from participating in your
employment plan activities? '

If yes, please explain

Are there any other problems that you would like to discuss?

Referred to Ct. Works ‘
DSS Referral to Employment Sticcess Program (ESP)



Physical Improvements

The Connecticut Department of Social Services (DSS) requested the assistance of Adaptive
Environments (AE) in collaboration with Maximum Corporation (Maximum) to evaluate and
recommend changes to the physical environment of its offices.

Site visits were conducted by DSS staff and DSS’ consultants AE and Maximum, to DSS sites
on June 5 (Stamford, Bridgeport), June 6 (Torrington, New Britain, Hartford), and June 14
(Middletown, Willimantic, Manchester), 2006. After these visits, the team concluded that the
major cost estimating issues had been defined and it was not necessary to visit and revisit the
remaining offices. Prior to June, 2006, Adaptive Environments (AE) had already visited one
office (Norwich), and DSS had surveyed two more offices (Waterbury, Danbury). The last
office (New Haven), will be a new space built to suit.

Recommendations for improvements fall into the following general categories:

Separate Functional Areas: Waiting, reception and interview arcas should be readily
identifiable and separated to protect the privacy of persons seeking services. '

Reception Stations: Often the first point of contact between clients and workers, the reception
stations, vary from office to office. The goal in the design of reception stations is to give
workers and clients both a sense of security and dignity, to facilitate communication and to
protect privacy. When renovating, the goal will be to provide a welcoming environment with a
higher level of both visual and auditory privacy. Ideally, reception stations should protect the
private information of clients, allow everyone to speak in normal voices and confer with one
another when necessary and also accommodate a variety of heights. It is recommended that
prototypes be modeled at one or two offices and evaluated after some number of months. Only
after the design is refined and introduced to staff should any program of phasing in be
undertaken at additional sites. It must be recognized, however, that any one particular prototype
design may not be suitable at every DSS office given the design limitations that vary from office
to office. '

Interview Booths: One on one conversations between workers and clients take place in
interviewing cubicles arranged in an open office plan layout. Interview cubicles are shared space
furnished with a work table, chairs and a computer. Work spaces are typically all the same size.
To accommodate larger groups or people with wheelchairs and strollers, one or two larger
interview areas should be available.

Because personal information is discussed, there is a need for privacy as well as visibility and
openness to avoid claustrophobia and give a sense of safety and comfort. Creating a suitable
auditory environment in an open plan is a challenge. Not only is it important to protect people’s
privacy, some people can be distracted or disturbed by adjacent audible conversations or constant
changes in noise around them. Others are simply unable to hear the person in front of them if the
background is too loud or changeable. At DSS, the use of speaker phones for interpretive
services has proven to be a pervasive acoustical problem since amplification of sound from them
can disturb the entire room. Multiple headsets, handsets or other accommodations should be
used to provide auditory privacy to the normal speech privacy level. In an open plan
arrangement, appropriate privacy can be achieved with the acoustical standard known as “normal -
speech privacy.” Sound from booth to booth will be audible to most people, but a person would
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have to pay careful attention to overhear the content of the conversation. Ideally, the elements of
the interview booth area will be arranged to reach that level and may include partitions,
absorptive ceiling tiles and introduced electronic background sound.

Signage: To reduce anxiety, confusion and frustration, environments should be easy for first

time users to undetstand and navigate through. Clear spatial organization, good lines of sight
and effective signage are all tools that make places easy to use. The department will examine
these layouts and signs in & comprehensive manner and make substantial changes. A system of
signs that has hierarchy and a consistent use of words, pictograms and colors and is well placed

so that they can be seen and understood from enirances and across rooms will be installed.

Entrance Doors: Wherever possible, power assisted doors should be used. While sliding
automatic doors are sometimes more convenient and efficient, the location of the sensor in
relation to adjacent activities needs to be carefully considered.

Hearing Rooms: Hearing room will be large enough to accommodate a wheelchair.

Rest Rooms: These need to have a better level of maintenance, and fit and finish, and be easily
accessible to the public. In recognition of the fact that some men come with young children,
baby changing areas that are unisex, accessible toilets or even in the men’s rooms will be added
where feasible. There will be a minimum of two restrooms in each office.

Drop Boxes: Some clients are unwilling to leave their papers in drop boxes and therefore stand
in line to bring them to the reception window. For some clients, the security in knowing their
documents have been checked over by another human being is worth the wait. For others, it
simply may be that the location of the drop box seems 100 remote ot too vulnerable to surrender
such important papers. Standard locations and arrangements for after hours and during hours
drop boxes will be reviewed, and changes will be made as necessary to increase the use of drop
boxes. This will free up time for reception workers as well as clients.

Security: Safety in all parts of the office is, and will continue to be, a major co_nsideration.
Security measures include a clear office layout, electronic security devices and on-site security
personnel, including Police Officers, where necessary.

Photocopiers: One of the tasks that reception workers perform for clients is photocopying of
their application documents, including vital records. While it may give some clients reassurance
and a sense of confidence to have a worker doing this, for others, it is waiting time and 2
forfeiture of control. It also takes up the time of the reception worker and others waiting in line.
The department will explore the use of a self-service photocopier in the waiting area for client
use with the goal of piloting self-service in at least one of the jarger offices (i.c., Bridgeport,
Hartford or New Haven). Once additional triage staff are in place, it should be possible for those
workers to take the responsibility for overseeing copier use. This would be coordinated with any
document management sysiem.

These are some of the design issues that deserve a coherent look across the system. Each
site has different experiences, variations in clients and workers and physical environments.
While there is no one single uniform solution for these conditions, each of them will benefit
from study and experimentation of implementation.

2



