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Executive Summary 

F our years after its passage. the 

. Americans with Disabilities Act 

( ADA) of 1990 is reshaping employ­

ment. gm·ernmental se1Yices. telecom­

munications. public accommodations. 

and. perhaps most impo11ant. public 

attitudes. The ADA is the most cornpre­

hensin:> federal law tc 1 address discrimi­

nation against an estimated ---19 million 

Americans \Yith disabilities. Its imple­

mentation remains the subject of 

intense public policy debate. pa11ic­

ularly in light of the larger and related 

debates on health care and welfare 

reform. 

Since 1990 The :\nnenberg 

\,·ashirn~ton Program has examined 

the role of communications policy in 

implementing the :\DA as part of the 

Program· . .., ongoing study of communi­

cation policie:-- in health and social 

i:--!->ues. In 1991 the Program issued a 

report on telecommunication SL'tYices 

mandated by the ADA. and the 

Program publislll'd a ,,·l1itL' paper on 

the challenges inn>ln·d in impll'ment­

ing the ,\DX:-- employment proYisions 

in l<JtJ5. In }<J<J I the Program i:--sued a 

report on cc 111111n111ication:--tL·chnology. 

inclusin· education. and the ADA. 

6 

This report builds on these effrnts 

by examining the pre- and post-ADA 

employment practices of Scars. 

Roebuck and Co .. while focusing on 

the relationship of ADA implementa­

tion. communications policy. and 

information technology issues. During 

a two-year period the author used 

inte1Yiews. obse1Yation. and archiYal 

data as scurces. Sears-which 

employs an estimated .W.000 people 

with disabilities-proYides a case 

study of a company with a long­

standing commitment to its employt:'es 

with disabilities. 

By studying the corporate hehaY­

ior of Sears. this report attempts to (al 

stimulate discussion and debate of the 

communication issues that Sears and 

other companies face regarding ADA 

implementation: (bl gi\"e hard data­

much of \\"hich. including specific cost 

information on accommodations. has 

been compiled for the first time in this 

report-and qualitatin· information 

resources to companies as they 

attempt to mel'l and transcend ADA 

comp Ii a nce issues: and (cl identify the 

implication:-- of Sears· ADA-related 

L'Xpericnccs. policies. and philosophy 

rl'latin· to future pr:tctices in this criti­

cal employment area. 
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:-\s desnilx·d in Part Tl1rL'l' or tlw 

rl'p<>rt. the follo\\'ing fiH· con: im1,li­

cations arL' dra\\·n from Sl'ars' 

l'Xperiences: 

D Thl' impact or the AD.-\ on 

American husinl'ss is cn>lutionary. 

not re,·olutionary. 

EJ l ·ni,·L·r~al design and acces~. 

not rctmfittL·d technology. fulfill the 

ohjecti,·e of including people \\·ith 

:111d \\·ithout disabilities into produc­

ti,·L· \\'ork force participation. 

El Efforts to educatL' manage­

ment and the \\·ork fon.:c about the 

:\DA and the capabilities of people 

\\'ith disabilities must he based on 

facts. not paternalism and myths. 

IJ Starting from a haSL' or AD:\ 

compliance. companie~ can look 

beyond compliance to transcendence 

hy fostering independence. not 

handouts ;rnd depcndetKe. and hy 

pro,·iding meaningful career oppor­

tunities for people \\'ith disabilities. 

El Far from creating onerous 

legal burdens. the ADA can prm·ide 

L'mployers and cmployl'es \\'ith a 

frame\\·ork for dispute an>idance 

and resolution. not the explosion of 

litig:llion that some ohsern·rs 

predicted. 

Each core implication is based on 

hoth progress and challenges that 

Scars and other companies haH· 

L'Xperiern:ed in their efforts to 

comply \\'ith and tran~cend the :\DA. 

--------------------------------
0 7 ,.... 
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Introduction 

"Do the right tbi11g, the i·ight way, a11d everyo11e benefits." 
l:d11·(1/'cl .·I. Bre1111m1. Sem-:; Cb(li/"lll(l11 (//1(/ Cl:"< J 

"O'·L-r thl' yl'ars. Sears de,·eloped 

a corporate culturl' that sai<l. 

·do the right thing for our rnstoml'rs 

and L'mployl'es.· \\'l'\·l' nl',·er hall a for­

mal program to tll'al \\'ilh employing 

people \\'ith disahilitil's. \\'l' gi,·L· jobs to 

pL'ople \\'ho ctn do thosl' jobs. \\'l' 

don't focus on \\'hat pL'ople cuft do. 

\\"l' focus on \\'hat thl'y ran do ... 

That formula. as expn:ssed hy CEO 

Ed\\'ard A. Brl'nnan. has resuhl'd in 

Sears" long-l'stahlishl'd commitmL·nt to 

prm·iding L'mployml'nt oppo11unitil's to 

pL'opk "·ith disahilitil's. dating hack to 

thl' days of Julius Rosl'n\\'ald. an l'arly 

SL'ars chairman \\·hose i11\'oh·l'ml'nt 

\\'ith the company hl'gan in IH9-'i and 

rnntinLIL'd until his dl'ath in 19j2. 

R<>sl'n\\'ald. kno\\'n for his philan­

thropic as \\'l'II as his husinl'sS intl'rests. 

actl'd upon his \\·ifc's urging to sharl' 

the rompany·s suCL"l'SS \\'ith its 

L'mployl'l'S. 

SL·ars rnrrl'ntly L'lllploys an l'Sti­

matl'd 20.000 pL'oplc \\'ith physical or 

ml'ntal disahilitil's among its 500.000-

pL'rson \\'ork frnn·. This l'Xfrapolation is 

hasl'd on SL'lf-identilk-d disahilitil'S 

among -'i.2-'i I L'mplo~·l'e.-. compill'd fro111 

thl' company'.-. SL'k-cti\'L' Placeml'nt 

Program. \\·hirh sincL· 1cr2 has 

matd1L·d till' talents and skills of \)L'<>plc 

"·ith disabilities \\'ith job rl'quirl'ml'nts 

\\·ithin Scars. Thl'Sl' m11nhl'rs are not 

8 

l'Xactly propo1tional to the l'Stimatl'd -1() 

million .-\ml'ricans \\'ith disahilitil's 

among an m·erall population 

approaching :~00 million. hut thl'y rep­

resent thl' scope of dis;1hilitil's and 

rl'lated accommodations that enable 

producii,·L·. meaningful participation in 

the: ,,·ork forcl'. 

Is Sears' Approach Effective? 

"Therl' i~ no penalty for doing 

\\'hat \\'l' are doing ... Brennan ;1sserts. 

"In fact. it helps. PL'opk \\'ith disahili­

til's arl' detl'rminecl to hl' succl'ssful. 

They \\'ill \\'ork harder to do a good 

job. I kno\\' of few cases in \\'hich 

people \\'ith disabilities h;1,·l' not pl'r­

formed l'qual to or bl'!!t'r than !heir 

countl'rparts \\'ithout disahilitil's . .-\t 

the bottom lint'. \\'hen \\'L' hl'lp peopll' 

\\'ilh disahilitil's. \\"L' help SL'ars. and 

\\'e help our customl'rs ... 

This approach has hl'come inher­

l'lll in the culturl' of SL'ars at ,·irtually 

L'\'L•ry lc,·l'I. and L'\'l'n though its 

posilI\'L' impart may not hl' as measur­

ahll' as it \\'ill nel'd to hl' in thl' future. 

its ,·;due is significant enough lo 

ensurl' that it remains a continuing 

priority. rl'gardlcss of comIuny perfor­

mance. 

Sl'ars l1,1s rl'lllrnl'd lo profitability 

ahl'r its !'L'L"l'nl highly pul >licizcd 

rl'p<>sitioning. For thl' first half of 

8 
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199-1. SL·ar:-.' consolidatl·d rL'\"l'l1Ul'S 

\\"L'rl' s2.:;_r billion. a -.8 peIn·nt 

innl'aSl' O\"L'I" thL· saJllL' pl'riod in 

1995. \\"hL·n thL' company ad1il'H'd 

l"l'C<>rd L'arnings ( s2._i,- hi Ilion I1L'l 

profit on saks of s.:;o billion l. Thl' 

rq)()sitioning indudL·d till' sak· or 

spin-off of tllL· l·on1pany·s financial 

se1YiCt'S :-.ubsidiariL'S, tl1l' dosing or 

morL' than 100 stores. and thl' l'limi­

nation of ')0,000 pL'I"manl'nt jobs 

( 16.000 full-time and _2,-1.000 part-tiJlll' 

positions!. BrL·nnan L'mphasi7.L'S that 

the L'n1pl()yL'L' cutback:-. \\"L'rL' basl'd 

":-.okly on upl'rational nitL·ria. \\ ith­

out regard to indi,·idual considL·ra­

tions !such a-; disabilities! of thL· 

affected L'mpll>YL'L'S ... 

Looking :Il1L·ad. Brl'nnan SL'L':-. till' 

cornpany·s continuec.l SUCL'L'SS and its 

con1111itnll'I1l to \\·ork rorce diH·rsity 

as "Jllutually rL·inforcing trL·nds ... "Thl' 

Ix-st thing \\ e l·an do for all con­

CL'l"I1L'd is to prnspL·r as a business ... 

he IK·lieH·s. "Tl1l' bl'ttl'r \\"l' do. the 

morL· opportunity \\"L' can proYide. 

.-\nd the more opportunity \\ l' 

prm idl'. till' l1L·tter \\"L' do ... 

Sl':1 rs i:-. one of d1 >Zl·ns of cor­

porat l' rc,k ,rn idd:-. that pre >,·ilk· :111 

important ··laboratory" fc,r :-.tudying 

thL· impall of the AD.-\. TllL· intent or 

till' L'111ploy11ll'nt proYisiun:-. of till' 

.-\D.\ . ..,vi forth in it:-. Titk I. i.., I(, 

indlllk ;tml L'n1pn,H·r pl'opk \\ ith 

di:-.al>ilitil':-. in tlil' \\'ork forcL'. I !cl\\ -

EfilC 
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L'\"l'r. till' l'fkctiYL'nL·ss of Titk I 

dq1L·nds upon education and corn­

munication-in marn· cas<:s. hasL·d 

up(Jn karning from models such as 

Sears and otl1l'r corporatL' leaders­

to achiL'\"l' the follo\\'ing: 

♦ Dispel myths about pL'N>ns 

\\'ith disabilities. 

♦ lnfr>rm people of their rights 

and obligations under tl1l' act. 

♦ Eq11aliZL' opportunitiL·s for 

adYancement. 

♦ EmpmH·r people to make 

more informed decisions. 

♦ Diffuse. an>id. and rL'solH· 

L'mpll >YL'L'-empll >yer disputes 

\\'ithout formal litigation. 

Ernpirical information about the 

L'mpioyment exI1L·ril'IKL'S of pL·opk· 

\\'ith disabilities aP'_! t11eir attitudl's 

to\\"ard participation in the \\ ork forcl' 

is emerging and reH·als progre:,s and 

future challl'ngL'S. Sears' l'XpLTiencl's 

in L'Illploying pl'opll' \\·ith disabilities 

affirm the importance of communica­

tion and education in SUl'Cl':-.sr11lly 

intq.(rating and diH·rsifying the \\'ork 

forcv. \\"ith morL· l'Xampll's of cor­

j)()J':IIL' kadL·rship. \\"L' can l'Xpl'ct con­

tinul'd progrl':-..., hl'yond minimal :\DA 

compli:incl' Im,·:1rd :\DA transcl'n­

dl'IKL' througl1(>Ut till' :\merican \\01k­

pLttl'. 

10 
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Part One: 
Transcending Compliance 

Tony :\orris scans his daily l'IL'l'tronic m;1il (L•-maill rnL·ssagL'S. His cyq~lassL·s 

lllO\'L' almost i111pLTl'L'ptihly up the hridgL' of his noSL' as his hro\\· \\Tinkll's 

in rcn,gnition ... I ILTL.-S one from a Shoe I k'partmL·JH manager \\'ho needs to re­

rknish 11L'r inventory of \\"intl'I" hoots ... :\orris explains t<J his ,·isitors. --1 kno\\' 

\\·hat tl1l' prohkm is. Lct·s seL' \\'hat \\'L' ran do to hl'lp ... 

:\s the Scars .\il'rrhandisL· (~roup's "help desk" managL'r for the Family 

Foot\\·car DL·partnwnts of tiiL· company's store-;. :\orris rL'L'L'i\'L'S about -1.000 such 

inquiriL'S L'\'LTY month. L'ithL-r hy phonL' or L'-mail. "It's fun to talk to tl1l' pcopll' in 

tl1l' storl's. I kno\\· \\·hat it's likL· out thl'rL' ... :\orris says. rl'ralling his days as a 

Scars shol' sall'sman. "\lost of the questions arc simpk. hut thl'~- all need an 

ans\\'er. If I can·t ans\\·l'r a quL·stion. I SL'IKI it along to t11l' line rcpknishLT. .. 

:\ typically husy day for ;t Scars hcadquartl'rs manager. right? \\di. almost. 

:\orris handles till' d;tily Lk·mands and routinL·s of an important joh \\'hill' li,·ing 

\\·ith a major disability: hc·s hL'L'n a quadripkgic sincl' l<)H() \\'l1l'n doctors rL'-

111<>\'l'd a spinal tumor. the first of 12 surgL·riL·s :\orris l'ndurL·d during a 20-month 

hospital stay. I k'spitL· his cirn1mstarn:cs. Sc;trs. his L'mployL·r sinn· 19hH. i1witL·d 

him hack to \\·ork-hefore the AD:\ or the Family .\kdical l.ea\'L' :\ct ,n·rc till· 

la\\'. 

Before losing tlw USL' of his ;1r111S and kgs. :\orris karncd many skills during 

his l·arL'L'r \\'ith SL·ars. I k \\·orkL·d his \\ ay up through SL·,·vral promotions until he 

\\·as tra,·cling the ,,·orld. buying shoL·s for thL· co111p;tny. I IL' \\·as physi\ally fit and 

;tl'ti\'l·. ;tnd ran in thL· Jt)H-1 Chicago .\larathon. 

:\m,· a Senior Systems SpL·cialist in Family Foot\\'L•ar. :\orris has hccrn11L· a 

familiar figurL' at the .\IL-rchandisL' (;roup's hl'adquartcrs in I loff111;1n 1-:statL'S. 

Illinois. ncgoti;tting his \\';·y along the gray-carpeted corridors in his motoriznl 

\\'hL~·ld1air. "It \\'as difficult to u>mL' h;1rk. hut important. .\Ltny p•.:opk in my sit­

uation ha, L' lo\\· sL·lf-L·stccm. :\ot mL·. I gl'I up L'\'l'ry day and go to \\'ork. rm 

apprL·ciatL'LI. And I do the I' ,has \\'L·II ,I.'> ;tnyonL·. Al·tually. l\·L· got a hig mouth. 

so I can do it lwttcr." :\orris jokL·s. rL·krring to the almost nonstop inquiriL·s Ill' 

recl'i,·L·s at tliL· hl'lp desk. 

'\1 irri'> i'> ahk t11 perform liis j()h l'lll'l'ti,·l'ly largely hv1·;111·,(' or ;1 \'( >il'l'­

;tcti,·atl'd uimputLT ;111d hrcath-L·1mtr<>lkd tdl'ph1im· ;111d mi11<ll' lll<>dil'ic1ti<>11s 111' 

his cuhiL'k to ;tl'l'o111111< >tkltl' his motorizl'd \\ hl'l'kltair. "Tlw u ,mputl'r has 

hcL·omL· part of n1L·," :\<>rris says. "and it's 11<Jt all that L'\(K·nsin•." 
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"Though loyalty t<> a long-time employee \\'as certainly an ekment of Sears· 

int,:re:-.t in bringing Tony hack to the company. abm·e all it \\'a!-. a good-sense. 

business decision. Here was a trained. proYen professional \\'ith a strong contri­

bution to makl'. Logic dictated that a11 inYestment in accommodations \\'ould he 

·paid had..:' many time!-. in productiYity and the ability to utilize his l'Xpertise. And. 

that has heen the case. Tony has hel'n ,\'ith Sears for 2-1 years. (-, years sine<.: his 

disability ... said Craig :\esper. lnYentory Systems \tanager of the Sears Foot\\'ear 

Department. 

~orri!-. exemplilks SL·ar.,· philosophy of \\'ork force di,·ersity that transcends 

mere AD:\ compliance. --\,·e ha\'l' a long-standing policy on accommodating 

people \\'ith disabilities that puts Sears beyonJ minimal complia11ee \\'ith ADA." 

says Isaac H:t\\'kins. Sl'ars .\tanager of \X'orkforce DiYersity. I ·:The poiicy is as 

e1Kompassing as it i!-. simple-\\'e accommmlate the special needs of any quali­

fied associatl' to l'nabk that person to perform his or her job. (See "The Bottom 

Linl' on Tom· :\orris .. bl'lm\'. l 

"After discussing the situatiCJn \Yith the affectL·d l'tnployee. \\'e Sl'lect the 

:tccommodatic,n that fits best in the :-.pecitk work ern·ironment. \X'e draw the line 

only in those CISL'!-. in \\'hich \\'e \\"ould changl' or disrupt an entire system. and 

in thosL' cIsvs. our policy is t() accommodatl' the associatt.·'s di!-.,tbility hy placing 

him or 'll'r in :1 comparabll' job. 

"By kl'eping tlw policy simpll'. \\'l' require no intl'rpretation. It has become so 

ingrained in the company that pl'opll' don't m·ce!-.sarily kl'ep track of e,·l'ry 

accommoc,latic,n: thl'y just do them. espL·cially thl' ones that cost nothing. \X'e\·e 

had ten:-. of thousands of accommodations. before and since the adoption of the 

AD,\. not all of \Yilich ha\'e heen formally recorded ... !-.ays Ha\\'kins. 

The Bottom Line on Tony Norris 

ACC'')MMODATION COSTS 

Voice-activated computer ................................ $2,400 

Breath-activated telephone . ................................. $74 

Alterations to work space . ................................. $500 

Total accommodation costs . .............................. $2,974 

PRODUCTIVITY 

Post-accommodation ................. 4,000 help-desk calls per month 

Pre-accommodation . ................... Could not perform present Job 

EfilC 
W#iiflid tffl 
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SL'ars l'Stimates that fen.'r than 10 percent of its associates who self-identify as 

disabled through the cornpany·s Selccti\'C: Placement Program currently require any 

kind of accommodation. 

The company·s data on the cost of prcl\'iding accommodations to Sears associates 

\\'ilh disabilities from 1978 to 1992. presented here for the first time. arc as follo\\'s: 

COST OF ACCOMMODATIONS AT SEARS 

ACCOMMODATIONS 1978-1992 

436 (100%) 

301 (69 %) 

122 (28 %) 

13 ( 3 %) 

Total number of accommodations 

Number raqulrlng no cost 

Number costing less than $1,000 

1'4umber costing more than $1,000 

COST 

Total cost of accommodations 

Average cost per accommodation 

$52,939.80 

$121.42 

$15,233.25 

$36.01 

Total cost of accommodations minus those costing $1,000 or more 

Average cost per accommodation minus those costing $1,000 or more 

.\lo:;t striking is the finding that almost all acco1111nodations at Sears <9-:-percent l 

require little rn no cost. Such accomm<Jdations indude flexible scheduling. longer 

training periods. back-supp011 belts. re\'ised job descriptions. rest periods. enhanced 

lighting. adjusted \\'ork stations. and suppo1ted chairs or stools. 

Fxampll's of higher c:osts for accommodations indude S 1.27-S for a \\'ork sta­

tion for an employee \Yith a ,·isual impairment and$ 16.8-SO to accommmbte an 

L'mployc<.: \\'ho is completely blind. Specific accommodations for the latter an .. • a 

braille displ;ty at $ l·t."SOO. a ,·oicc synthesizer at $ 1.200. and soft\\'are and hard­

\\'are ;ti SI. I "SO. 

Otht'r cost:--for acn>mmrnlations include $2.-~ 13 for \\'ork station additions 

< soft\\'ar<.: at $2.200 and an audio-capture card ;ti $215 l for an ;tssociate \\'ith a 

phy:-.ical disability in Illinois: $-SOO for a railing in a rest r<>llm to accommodate 

\\'hcddiair ;tcccss for an L'lllploycL· in Ohio: '- +OO for a light-controlled fire alarm 

:-.ysil'm for a Kentucky L't11ployl'c \\'ho is SL'\"l'rcly hearing impaired: $80 for an 

12 13 
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electric stapler for an employee in South Dakota who suffers from Reynauds 

disease with resulting pain and lack of dexterity in her hands; and a no-cost 

schedule change to reduce stress for an employee in Nevada who is subject to 

epileptic seizures. 

Sears also provided more expensive, state-of-the-art information technology 

accommodations that enabled groups of associates with and without disabilities to 

perform information-intensive jobs productively, cost effectively, and accurately. 

During 1993 the company spent $130,000 on infom1ation technology accommoda­

tions for 12 associates, as described in the Special Feature on pages 14 to 17. 

13 
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SPECIAL FEATURE 

Meeting the Universal Information Technology Needs of 
Sears Associates with Disabilities 

Breaking the Graphical-User-Interface Barrier 

Many computer users 

with disabilities-­

especially those with visual 

impairments-have been left 

behind in the recent transition 

from traditional character­

based computing to the new 

graphical user interface (GUI) 

paradigm represented by 

Microsoft Windows, IBM OS/2, 

and Apple Macintosh operat­

ing systems. 

The problem: special soft­

-''are that can read a 

character-based computer 

screen cannot interpret the 

icons, buttons. and other 

graphical components of the 

GUI environment. ''The broad 

movement toward graphical 

applications using buttons that 

cannot be read aloud or trans­

lated into braille has sparkeu 

widespread concern among 

the blind," writes David 

Wilson in 77.?C' Chronicle cf 

IHP,ber Education. "Many 

people are v,:orking on solu-

tions to the problem, and 

experts say there are ways 

around it.·· 

Among those working on 

solutions is the Sears 

Merchandise Group. In doing 

so, Sears is establishing an 

important example of ADA 

transcendence that provides a 

model for other organizations 

seeking to provide uni,·ersal 

access to information technol­

ogy for employees with and 

\Yithout disabilities. 

Background 

In 1992 the Sears Merchandise 

Group prm·ided its head­

quarters staff with IBM per­

sonal computers running 

applications under the OS/2 

graphical operating system in 

a local ar<.'a network environ­

ment. Sears employees had 

nut used a Gl II operating sy:-.­

lem, so Sears provided exten­

sive training and suppot1 dur­

ing the transition. 

In evaluating the staffs 

tr;:ining needs, Sears identified 

12 associates with disabilities 

who needed accommodations 

to use the same standard com­

puting resources and applica­

tions as nondisabled associ­

ates. Of these 12 associates, 4 

,,·ere visually impaired. S were 

blind. and 3 had physical dis­

abilities that pre,·ented them 

from using their hanus to 

manipulate the computer in its 

standard configuration. 

SL·ars" goal was to 11ro,·ide 

uni,·L:'rsal access to the same 

technology and applications 

for all associates. 

lkfore the OS/2 migration. 

Sears had providl'd blind 

associates who routinely 

re, il'\\'ed a large volun1L' of 

printed material with Kurzwl'il 

readers and scanners. \\'hich 

l'il'ctronically scanned docu­

nwnts and read them aloud 

through ,·oicc synthl'sis. Blind 

assol·i;ttL'S L'mployL·d as com-
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puter programmers used per­

sonal computers and main­

frame terminals with voice­

synthesized software to 

replace visual display moni­

tors. Although these technolo­

gies allowed the associates 

who were blind to perform 

their johs, they had limitations 

that affected the associates' 

productivity, and they prevent­

ed them from using the same 

products as the other members 

of their work group. 

Blind associates were fearful 

of working in the G l1l 

environment. Using applica­

tions in the pn:\·ic,us DOS 

operating system facilitated a 

step-by-step approach. 

HO\vever, the multi-tasking 

OS/2 Windows-based system 

posed a threat to the hiind 

associates because they did 

not believe technology existed 

to interpret the graphical com­

puting en\'ironment ade­

quately. They believed that the 

move to OS/2 would jeopar­

dize their careers. if not leave 

them behind entirely. As 

Wilson nott·d, "The blind arv 

afraid they will be cut off from 

computers that present infor­

mation in ways they cannot 

interpret." 

Objectives 

Sears needed to define a uni­

versal set of technology to: 

♦ Allow associates with 

disabilities to use the-: 

same GUI environment 

and applications as their 

work groups 

♦ Enable a department 

manager to r 'an and 

budget for the addition 

of a qualified blind 

employee to the depa11-

ment staff 

♦ Allow the comp~ny to 

evaluate blind candi-

dates for employment 

and advancement on an 

equal footing with 

sighted candidates. 

Evaluation, Planning Process, 
and Solutions 

Sears contracted with Ability 

Consulting Services of Austin. 

15 1G 

Texas, to evaluate needs and 

find appropriate technology 

solutions. Ability Consulting 

interviewee.I all associates with 

disabilities to understand their 

jobs and the adaptive equip­

ment they were using, 

researched available equip­

ment, and prepared recom­

mendations foe each associ­

ate's customized solution. A 

brief description of each solu­

tion follows. 

Visually impaired associates 

were provided ,vith oversized, 

high-resolution display moni­

tors (~EC model 5FG). which 

cost less than $1,000 each. 

This was the only accommo­

dation they required. 

Blind associates were pro­

vided \Yith a software package 

called Screen Reader/2 for 

OS/2 from IBM, which IBM 

had just introduced, costing 

approximately $725. The soft­

ware works in conjunction 

\Vith an Accent or Multivoice 

brand \'oice synthesizer; each 

blind associate's computer was 

equipped \Vith a synthesizer at 

a cost pt'r unit of$ 1.000. 

··--··----- ------- ---------------·-
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Marc Stiehr, a systems plan­

ning consultant for end-user 

computing, managed the pro­

ject internally for Sears. He 

recalls, "We quickly deter­

mined that Screen Reader by 

itself was insufficient as a pro­

ductivity solution. Whik it can 

read entire screens as \Veil as 

any ponion of a screen, the 

mainfo1me systems that the 

blind associates accessed for 

their work would need cle:1rer 

interpretation. 

"We decided to write pro­

grams called Screen Reader 

profiles. which \\'oulcl 

annoL1nce which screen they 

were on and which actions 

WL-re expected. We held 

meetings with blind associates 

to identify what "-'as impo11:.111t 

information from a voice feed­

back standpoint. These profiles 

were completed before \\'e 

rolled out our solution in 

mid-199.1.·· 

Each associate receiYed indi­

vidual attention, including 

setup and training. Initial sys­

tem use n:'vealed th:ll Screen 

Reader prol"ill's helped, hut 

they were insufficient as a total 

solution. 

"The missing piece was 

braille, .. says Stiehr, "and they 

were all strong hraillers. •• Se:1rs 

then acquired an 83-cell Alva 

braille display, at a cost of 

$14,500 each, for every blind 

a~sociate in the program. This 

solution represented the first 

commercial installation that 

integrated the Alva displays 

with Screen Reader/2 and 

voice synthesizers in OS/2. 

Associates who were unable 

to use their hands to operate 

their computers received a 

voice-recognition system c:1lk:d 

Voice Type from Dragon 

Systems th:tt allowed them to 

speak in words-instead of 

in(~ividual characters, :.is they 

had in previous systems-to 

interact with their computers. 

The system. v,·hich cost 52.-t(lO, 

allowed the users to create 

macro commands, that is, to 

designate individual word.-. 10 

represent frequently uscu 

word combinations. 

Results 

Annu:i.l reviews show that 

visually impaired associates 

using the improved display 

monitors are performing on a 

par \\'ith their nondisabled 

peers. 

Blind associates han: 

achieved productivity gains of 

up to "iO percent as measured 

by daily output of lines of 

computer programming code. 

through the combination of 

Screen Reader/2. the Sen. <.:1: 

Reader profiles, voice synthe­

sizers. and the Alva braille dis­

plays. 

·This combination has 

allO\\·ed blind associates to he 

truly competitiYe with their 

sighted counterparts on the 

ne\\" OS/2 platform," says 

Stiehr. "They can perform pro­

gramming \\'ork. query, and 

modify e-mail documents, 

often in half the tic1e it took 

before." And the solution 

meets Sears· objective of 

finding a universal ll'dmology 

set: ·'For the fir-;t time. we 

arc ahic to prm·ide one stan­

d;inl -.c >h:tilll1 tc, .ti! hli11d 

- - ·---··-----------------
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associa1es ... SI iehr pl)in1.-; oul. 

~1anualh· disabled associa1es 

are able to use all applic11ions 

;n·ailahle under lhe OS 12 com­

puting platform 1hrough 1he 

use of Vo1ce Type. 

··sears is deri,·ing knmYl­

edge that "'-·ill he applicable 10 

fu1ure cases based on 1he 

inn<)\'aliun. neati,·i1y. and 

experimental ion of 111l:' 

Gl'.l-accessihili1y project. This 

kind of proac1i,·e ini1b1i,·e can 

he used 10 help rl'soh·L· or 

anlid futurL' prohlc..:ms-a key 

issue addn.:ssed in Al )A Tille 

\. prescriptions for conllicl 

resolu1ion ... says Sl':trs 

Assistant Gl'neral Counsel 

Hamihon Da,·is. < For more 

information on the ADA and 

conl1il't resolution. see 

page 59. l 

Stiehr sums up the l1uman 

rt•.-,ouro.: implications of tlK'SL" 

solutions. ··\\i..· rn,\\· ha,·L· a 

,.(~ll1(lard ,.-ompult·r configura­

tion for l>lind user:,. In 

'.>fl"1:1i11g L'I11p!,>:T1lt'l1t {() till' 

quaiifinl hlind. \\'t' prm·ide 

iho-,c imli,·iduab \\·ith an l'n,·i­

r<>lllllL'l11 thai allm,·-, llll'lll IC> 

he judged on 1heir ahili1ies, 

rather than on their dis,ibili­

ties ... 

To fos1er independence. 

Scars has provided a training 

class for blind ,_·ompuler pro­

grammers ro teach them ho,\· 

to \\Tile and modify the 

Screen Reader profile pro­

grams and other customizing 

procedurL'S. This common­

sense approach reduced Sears' 

rl'li;11i-:-e on oulsiJe consul­

tants. t.K-rehy sa,·ing 

consulting fees l'Stimated to 

Iota! 56.000. 

Sears has shared its experi­

l:'nces in deH·loping and 

impknwnting these tech­

nolog~· solulions \\·ith olhl'r 

companies and nonprofi1 

organizations such ;is the 

Architectural Barrier Lessening 

and Elimina11on Program 

<ABU:) and the Ligl11house for 

1lw Blind. :-.1khr sa,·s. "It's 

imp()nant 1hat \\'L' help gl'I 0111 

tl1L· lllL''-"agc t< > the disal>lcd 

n >111111unit\': I iusincss is mak­

ing u lllllllitmcnts and in,·cst­

llll'nts in tl'chnology that \\·ill 

lidp ~-c iu '-llffl't'd ... 

1 7 l8 

i=ut,_,rn Considerations 

The solutions de,·elopl'd for 

the f\krchandise Group will 

he applied throughout the 

company as field opl'rations 

convert to the OS 2 standard 

platform. Sl';irs ,Yill provide 

sofl\\·:1re upgrades and crnHin­

llL'd improvements to the uni­

,·ersally enabling technologies 

le 1 facilitate career aLh-ance-

11lL'l1t among its employee~ 

\\·i1h and \\·ithoul dis;1hili1ies. 

Sears' commitment to pm­

,·iding 1he most up-lo-date 

int<Jrmation tedm<llngy to 

s~1pport its associatl's \\ ith dis­

,tl>ilities has created a rippk 

l'ffcct throughout till' t·om­

pany ;1s applications for 1hese 

1ed111ologies lsuch as accl's­

sibll' CD-RO\l) arc dL·,·cloped 

that increase producti,·ity in 

the normal course of l>usiness 

for all Sl'ars l'll1f)loyce~·-. 

For me m: information on 

llThnology or organiz;llions 

111L·ntiont'd in this rep()rr. Sl'l' 

.\ppcndix A. E111ploymt·11t and 

lnfclrlllation Tl'dmolc>gy 

lk~( )UJ'l'l'~. ~ 
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Part Two: 
Chronology of Sears' ADA Transcendence 

Sears' commitment to hiring people with disabilities predates the ADA by 

more than 40 years and has been instrumental in shaping its attitudes toward 

and confidence in its employees with disabilities. A variety of pre- and post-ADA 

initiatives underscore the company's continuing efforts in this area. 

Pre-ADA Activity 

1947: Sears became a founding member of a committee now known as the 

President's Committee on Employment of People with Disabilities. 

1954: Prograrr.fr)r the Employment of the Physicalfr Handicapped. This pro­

gram summarized opinions about employing people with disabilities, reported on 

other companies' experiences, and outlined a strategy of guidance for an employ­

ment program for people with disabilities. The result was an aggressive campaign 

to integrate people with disabilities into Sears· work force. In 1954 Sears employed 

981 people with disabilities, representing 0.7 percent of it-; total employees. Of that 

number, 16.9 percent (166 associates) were veterans. Types of positions ranged 

from department and division managers to sales. service, shipping and receiving, 

clerical, and store staff. (For more recent statistics. see Appendix B. Comparison of 

1994 Sears Work Force Data and National Statistics.) 

1968: Sears established an equal opportunity division within its national 

Personnel Department. 

1972 to present: St'lective Placement Program. A cornerstone of Sears· 

proactive approach to the employment and advancement of people with disabili­

ties, this program matches the talents and skills of people with disabilities with 

the requirements of jobs within Sears. The program encourages people with dis­

abilities to apply for any Sears job for ·which they believe they qualify and to 

identify themselves voluntariJ~, ~or coverage under the program. (For more infor­

mation on this program, see the Special Feature on pages 26 tu 29.) 

1972 to present: Tbe ABLE Program. This program was designed to remove 

architectural barriers fal'ir.g employees and customer.'> with disabilities at all Sears 

facilities. 
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1989 to present: Pm,(!,1w11 Ahle n.:,ys. Program Ahle is a computl'r training 

program for pL'opll' \\'ith disahilitil's. \\'hich ,,·as estahlishl'd in 1986 by El \'alor 

Corporation and the Illinois Department of Rehabilitation Ser:ices. Each year. 

Sears im·itl's students from Program .-\hle to spend a day ,lt the Sears" Systems 

Dl'p;1rtment meeting systems managers. hum;m resources managers. and former 

Program Ahle students ,,·ho arL' working for Sears. Follm,·ing their day at Sears. 

some studL·nh are tested and hired as intern, or tr;tinl'es. 

1989 to present: .llerchc111dlse Group Jleadtfllm1ers f)esi,Q,11. Sears 

\krchandise (;roup moH·d into ne,,· headquarters in 1991 in Hoffman Estates. 

Illinoi,. a suhurh of Chicago. The 2-miilion-square-foot facility is locatl'd on a 

200-acrc site. Core eleml'nts of the campus are four- to six-sto;-y office buildings 

connected to a conferencl' training center and food se1Tice area. 

During the design procL"ss. the company as~;essed the needs of associates and 

,·isitors with disabilities. Altl1ough construction of the complex began before 

the ADA"s passage. Sears ,,·as committed to creating a harrier-free ern·ironmcnt 

;tnd consulted with many disability groups and organizations. 

\!any uni,·ersal design fe,tlures of the 1w,,· facility exceed ADA requirements 

;tnd benefit all em1 ,loyees and ,·isitors. not 011ly thosl' \\'ith disabilities. Are;ts con­

sidl'rl'd indudeL: sitl' design: parking: signage: spot1s facilitil's; curbs. ramps. and 

stairs: hospita,ity ,uites: restrooms. 1oilets. and shm,·crs: and routes into the build­

ings. Specific ADA acco111moda1ions included amplilk·d tL·k·phoncs at public 

phone kiosks. tektypl'-L'quipped telephones. audibk and ,·isual fire alarms. and 

floors with textured surfacL'S 10 indicate that stairs are ahe;td. 

In (l)lJ2. SL·;irs commissioned the l'eer Rel'ieu'jiJr llrc/.Jitect11rc1/ ,-1ccessihi!izr. 

Tl1e sludy. conductl'd hy a consulling firm specializing in ;tccessihle architecturl'. 

condudl'd th;ll: .. As a result of the proac•:,·L· appro;1d1 of Sears 10 accessibility. the 

final project lisl SL'nsiti\'l' to the needs of ,·isitors and L'lllployL'L'S \\'ith disahilitiL·s 

and SL'IYL'S as a 111odel of harriL·r-frl'e design._·· 

Post-ADA Activity 

1991 to present: <.r111um1te Cii1111cil u11 !)iso/Ji/ity lss11es. Sears formed thl' 

Corporate Council on Disability Issues in I<)<) I to idl'ntify affcctl'd l'tnployment 

areas and implement policies to l'nsure fair and l'qual trl'atml'nt of people with 

disahililil's under :\I),\ Titk- I rl•,1uirl'ml'llh. \ll'mher~ indudl'd SL'nior hu111;111 

rL·sourl'L'S staff mL·mhcrs. allornL·~ s from the corpor;tll' counsl'l"s office. a rvhahili­

t;ttion consultant. a compl'nsation consultant. and opl'rating managers. 

EfilC :19 20 
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Thc niuncil impkml'ntl'd a ,·aricty of changcs including thc ldlo\\·ing: 

♦ . .\pplication forms no longer n.:quest information about applicant< 

disabilities or need for at·commodations. 

♦ RL·,·ised job dl'sniptions indudl' only L'Sscllli:il job functions. 

♦ \IL-died L'Xaminations and hl'ahh historil's arl' rl'qucstl'd only aftl'r a con­

ditional job offer has hcl'n made. 

♦ An AD.-\ compliance h:>oldL'l. which is dcsnihl'd bl'lo\\·. \\·as compiled 

and distributed intcrnall\". 

In Jl)()5 tlw nimpany rL·placed the Corporate Council on Disahilit,· lssul's \\·ith 

a routing DiH·rsity Council. \\·hid1 indudl's L'n1plo~·L·L·s \\·ith disahilitil's and nun­

agcrs of L'mployces \\·ith disabilities. ThL' council lllL'L'ts quartl'rl~· to prm·idl' 

policy input on di,·L-rsity isSUL'S. 

1991 to present: .kcessihi/il_r NC'(/11 in'111enls mu/!'/({ 1111 i 11p,j<1r l:'111;11< ~recs c; Jl(/ 

C11s/r1111e1:,. SL'ars ha-.; takl'n an aggrL·ssi,·c roll' in making its facilities acccssihll' 

and communicating its .\DA n>mplia1KL' to all afkctcd L·onstitUL'IKies. SL'ars 

undl'rstands that its commitlllL'lll to acL·L·ssihility nuh·s good husinL·ss SL'll...,L': "·di 

hl'forl' till' :\DA. till' company·s slorL·s an-ommodatl'd thl' genl'ral population 

\\·ith disahilitil's. a potl'ntial custolllL'r group numbering morL' tl1an 10 million. For 

L'Xampk. SL'ars pn i,·idl'd acL·1.:ssibll' L'IL·,·ators :rnd parking hd( >rl' thl'SL' accommo­

dations ,H:re rL'quircd hy la"·· anw its long-L'stahlishcd I loml' I kalth Carl' 

C11alog. fl'aturing products for hL·ahh maintl'na11L"L' and rehabilitation. dl'mon­

stratL·'- !lo\\· Scar< do-tlll'-right-thing philosophy tr:1nsbtes into prot'it:ihll' husi­

nL·ss. Thl' spL'ciahy L·atalog lus hL·cn printl'd annually for 28 H";trs and is circulat­

L'd to 1.2 million housl'holds: it is also a, aibhk in SL'ar:, storl's. 

To L'nsurl' complianL"L' \\·ith .-\I),\ Tit IL' I I I prm·isions on public acn >mill( idat ions. 

in I (J\)I SL·ars sl'nt an L'Xtl'nsiH' 80-qul'stion sUIYL'Y about L'Xisting acn immodations 

for 1x·opk· "ith disahilitil's to L'ad1 st()rl'. Till' Corporatl' Council on l)isahility lssucs 

rL·,·iLwvd thl' rcsponst·s and producl'd an AD . .\ complia1KL' hooklct. including an 

;1cti<>n plan that cach storL' rnanagl'r L·ompktcs. ThL· hookkt indudcd guida11CL' for 

storL' L'lllployL'L'S "·hL·n SL'IYing cust<>lllt'l's \\·ith di . ..,ahilitics. l<>r L'Xampk·: 
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♦ ··sl•ars is in lhl· husitwss of sctYing c:usloml·rs. Customers \Yith disahilitil'S 

arl· no l'\.C:cpl ion. Thl·y simply 11l'l'd soml' sI)L·c:ial assistatKl'. •• 

♦ ··Ll'l thl· c:ustotnlT with a c.lisahili1y c.k·c:ic.k· \\·hat. if any. -.;p1.:c:ial assistatKl' is 

necessary. I k or sill· is lhl· hl'Sl judgl•:· 

♦ .. l)irl't'l your atll'I1lion 10 till· customer rcgarc.lk·ss ()f whcthl·r a c:ornpanion 

or a11cndan1 is prl·scnl. K<:l'P in mine.I 1ha1 the c.lisahlcc.l c:us1otnl·r is the 

dcc:ision niah:er. Be c:ourtl·ous. 1101 solic:itous. Trl·ar the c:u:-,lomer with tllL' 

same at1en1ion i1nc.l rl'SJWC:l 1ha1 all Scars cus101111.:rs l'Xpc.·c:1. .. 

♦ .. Thl· :\])_\ l'Xll·t1c.ls l·iyil-rights pro1cnion lo J)L'oplc \Yitil c.lisahilitil'S. 

Thl· la\\ \\·ill l'nahlc m<>rl' I)L·oplc \\·i1h disabilities 10 shop al St:'ars .... 

Our goal is to sati.-.,fy all Sl•;trs' custotnc.Ts and keep them c:oming hack:· 

1991 to present: f>J·<!iec.:I .·lccess. Sl·ars joinl·c.l \\·i1h olill·r na1ion:tl c:ompanil'S 

10 form J>rojl·t'l . .\C:C:l'Ss. ;111 organization c.k·signed 10 lil'lp husil1l'SSl'S comply \\·i1h 

till':\]):\ and c.k·al \\'ilh till· isSUl'S inYoh·ed in lhl' l'tnploytlll'nl or peopk \\·i1h dis­

ahililil'S. 

t>rnjl'C:l :\c.'C:l'Ss c.lissct11i11a1l·s information on till' l'XpcrictKl'S of c:0111panil·s 1ha1 

h;t,·l· l'mployc.-d bt).(l' numl)L·rs of l'lllployc,_·,, \\·i1h c.lisahili1il's 10 hl·lp lmH·r till· 

learning c:utYl' for other ,:nmpanics. ·-lure information on ;tc:tual l'XIK·ril'tKl'S. and 

iden1ify usl-ful rc.•-.;ourc:l'S. Prc>jl'C:l :\C:C:l'SS ini1iatl·d till' c:oun1ry·s first c:ompull'r 

inform;llion c:cn1cr for husinl'S'-l'S c.lcsignl·d 10 Sl'tYl' as an :\ I)_\ c:ompliatKl' 

rl•.-.,ourC:l'. Otlll'r programs ktH· inc:luc.lcd ;1 pilot l'llon \\ilh lhl· lkpartmcnl of 

L1hor 10 catalog organi1.a1ions 11la1 loc:al<: ;tnd train l't11ployl'l'S \Yilll disahilitil'S. 

1991 to present: /:'{lr~r Net11n1-lu-\\·11d.., l'm.f.!.JWII. Sl·;1rs Los-.; PrcH·ntion 

])qxintnl'nl impkmcnll'd this progra111 as an l'XlcnsiCln of the c:ompany·s safety 

i11i1ia1i, l'. It proYidv-.; rnodifil·d or 1c.·mpor;1ry duty 10 shorll'l1 till· k·ngtll of ahSl'tKc.· 

rl•-.;uhing fro111 \\ork-rl'latl·d injury. Till· goal is lo c.·onH·n wli:11 might IK·u>ml' a 

IK·n11;1m·n1 di-.,ahili1y irno a ll'tnporary disability . 

. .\11 injurvd l'!nploycl' \Yho mis..,l'S '11orc than 20 day-., of\\ ork au10111atic11ly 

IK'CC>llll'S a ,lll'llllll·r of :1 sponsor tl·a111 1ha1 indudvs a U>-workl-r ..... Ul)L'tYisor. unit 

m;I11agvr. and in..,uratKl' cbims n1a11agl'r. The co-,Yc>rkc.-r kl·cps the injurt'd \\·orker 

infom1cd and k'!s Scar.., km>\\ h<i\\· till· injurl·d \\orkL·r is rl'(.'(>\l'l"ing. Till· prc>gr;I111 

lll'I 11" speed t Ill' e111plo~ n· ·.., rl't urn t< 1 \\<irk ;tm I keeps t Ile injured e111pl< 1\ c.·c.· 

ill\ohed. 
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1993 to present: .\"a/io1w! .\/a11ap,en1e11/ frai11i11g /Jrup,n1111. SL·ars recruits 100 

!<> I .:;o new associates :111nually irno its :--;ational .\IanagL·rnen! Training Program. 

\\'orkforL'L' Di,·ersity .\lanager I kl\\·kins says. --The pcopk recruited in!<> this pro­

gram arc Scars· future kadcrs. They cxhibi1 charach·risliL'S 1ha1 l'.nahle 1hern 10 

cxcd in our corporalion. 011L' of our \\'orkforCL' DiYcrsily Ini1iatiH·s is !<> recruit 

pcopk \\'ilh disal>ilitics into the program:· 

Through mid-199-i. SL·ars had 1)1'0\·itk·d rnorL· 1han -fOO rccruilcrs \Yi!h spL·cial 

training for properly assL"ssing and managing in1e1Yil'\\' si1ua1ions in ,,·hid1 an 

applicant 3L'if-identifies a disability or requirernL·nts for accommodations . 

.. \\'L' arl' prL"parL·d from thL· standpoint of trainL·d recruitL·rs ... says Lorna 

Lanford. a m:tnagL·r in SL'ars collL'gL' rL·crui! ing progr:1111. "\\.L' recruit :1c1i,·L'ly on 

9.:; collcgL' campuses for thl:' :\ational .\bnagl'n1L'nt Training Program. \\'L• (•xpect 

to interYiL'\\' qualified candidatl's \Yith disabilities on e,·ery campus \\'l:' ,·isi1:· 

During spring 199-1. Sears participatl'd in a disahilitiL·s joh fair in Chicago. 

sponsored hy lhe Illinois DeparlmL'nl of Ikhahililali<>n Sen·icl's. Sears recruilers 

YisitL·d m()rL· than -'iO job fair attendees and initiated formal intc1Yil'\\'ing 

processL·s \\'ith 5 appliL·ants ,,·hose disahilitiL·s induded lo\\'L'I' hody paralysis. 

speech :tnd lK·aring irnpairnK·nts. and albinism. 

1993 to present: l:"'tl11c({/io11 ({Ile/ C<,nu111111ic(1/i<J11 Pro,~1w11s. Scars communi­

cates its d'fons to all L'mployees through I1L'\\'slettl:'rs < /Jr({irie Unes at the head­

quarlL·rs officL' and J,'r()I// Unes for Sl<>rL' and 01lwr fil'ld L'mploycesl. L'-mail. 

policy stalL'l11L'nts. 1L'leconkrl:'ncing. and training matl'rials. 

Sears produced and made available to all employL'L'S a -10-minutl:' training 

,·ideo th:tl includL·d AIM issues. !he hiring of associates \\"ilh disabilities. and 

gL"neral !raining ahoul diH·rsi1y in 1hc \\"orkplace. The ohjecliH·s of 1he !raining 

YidL'<> \\'L'rL' t() hL·lp managers lK· nH>rL' sensiti\'L' to cmploynK'llt issUL'S rl'lall'd to 

JK'opk· ,,·i1h disahilitiL'S. rL'L'<JgniZL' situations rL·quiring accom111<>dations. and dl'al 

\\'i!h insl:llKL''- of noncompliancL' or nonaccommcxblion. ThL' company currt.·n1ly 

uses accessible Cl)-RO.\i multinwdi.t compulL'r technology in so1llL' of ils disahilit\' 

training pn >grams.-' 

1994 to present: I\ i,1-f{fi,rce f)f1•e1-si~l' /11ilit1lil'C'. SL·ars con<.luclL·d a company­

\Yide \\'orkl<>1n· DiH·rsily lnitiati\'L' during I l)l) 1 using focus groups ;111d L'mployL'L' 

s1.11YL'YS 10 hl'lp dl'finc· managL'll1L'nl issUL'S: L'lllployL'L' JK'I"l.'L'ptions: and ongoing 

ohjL'LtiH·s. slr:Itvgil's. and tat·tivs to lll'lp SL·ars "I'L'lll,tin dkc!i\L' in 111an.1ging 

din·rsit, ... s:t\.., \\i ,rkforce I )in·rsily .\bnagl'r I t1,, kins. "The inilktli\"L' \\'ill ultitn;tll'ly 
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lc:1d to tile dL·,·clop111L·nt of a blueprint for higli-pc:rfon11a1Kl' m:1nage111ent in all 

faL·l'ls of ,, ork forl'c thcrsity. \\e ,,·ill use this process to understand needs and pcr­

L·cption-, across di,·crsity issues.·· 11a,,·kins explains. "The initiati,·c enables us to 

focus C>ll issUL'S that arisl' concerning thl' :1hiiity of people to ,,·ork togcthl'r ... 

Participants in the study ,,·ere selected from Scars' master datahase of employees 

:1ccmding to such characteristics as race. gender. age. dis:1hility. ethnicity. region. 

and joh. The Di,·crsity Initiati,·c focused on the company·s an.:0111111\>dation pro­

Cl'SSL'S for diwrsc groups of employees in the home oftice :ind the field. including 

ncdit operations. product se1Yices. and retail stores. Six staff 11w111hers from 

\\i>rkf<>rcl' Di,·crsity coordinated thl' study. which examined a rcpresentati,·c sample 

of Scars' cntirl' ,,·ork force. including ass\lciatcs ,,·ith disabilities. 

Specific qul'stions that thl' focus groups addressed concerning disability issues 

indutkd: 

♦ \\'hat accrnnmodations do you need to perform to an optimal lcH:I? 

♦ In ,,·hat ,,·:1ys do you feel supported hy your co-,,·orkers to do your job? 

♦ To ,,·hat l'XIL'nt do you hdieH· your supL'lYisor's e,·aluation of your ,,·ork 

is based on perceiH·d notions or stereotypes? 

♦ \\'hat. if anything. need-; to he done to impn>H· the \\"orking rebtionship 

hl't\\'L'e11 minority groups and thl' majority group at Se:1rs? 

By su111mer 199 L :1.00 employees had participated in tile focus groups and 

another 2=i.OOU had takl'n part in a \\"rilll'll surn:y. In early l 9C)=i. Se:1rs ,, ill pro­

duce a formal re,·ic,,· of the initiati,·e. induding recommendations for an ongoing 

management plan. 

"\\'t.· IK"gan this initi:1tiH· \\"ith open minds ... I Ll\\·kins says. --hut ,,·e had 

"l'\"L'r:d intuiti\'L' nmdusions that ,,·c expected to demonstralL'. For L'X:1mpll'. \\'L' 

lwliL·H·d our associ:1tes acCL'Pl the i111port11Ke of di,·ersity as a L'OrL· ,·:due of our 

corp< ,rail' culture. The initiatiH· supported tlut conclusion ... 

Ongoing: Shuri11,~ C:u1111111111io1/iu11 S!m/c;~ies. SL·ars rL'CL'i,·cs many rL'<jllL'sts 

for guidance :111d infor111atio11 from other L"< 1111paniL'S. In fulfilling these requests. 

SL':1rs L'111plia.-,izl's tli:11 ,-\DA L'<>111pli:111CL' is an imL·st111L·nt in thL· futurL· of the com­

pany :111tl points C1lll that ac,·<>mmotbting L'lllpl()yl'e:-. and t·usto111LT'• ,, ith dis:1hili­

til's is consistent \\"ith its do-thl'-right-tliing philosophy of good business prac­

tices. Botli do111L·stic anti inlLTnational gmups h:l\'L' ,·isited SL':1rs \krd1:111disv 

23 



0 
EfilC 
Wf@i 191 i 

( ;roup hc:1dqu:trtL·r:-. 10 discuss accornmmb11ons for j1L'opl. \Yith disahilitil':-. and 

10 tour thL· sitL'. 011L' intL'rnational group \\·as from :\sia-part of :111 East ,\si:111 

L':\L'h:1ngc progr:1111-\\·ith s11L·ci:1I intLTl'Sl in crnploying and acn>111111oda1ing 

1)L·opll' \\·ith di:-.ahilitics. 

SL·ars also rl'CL'ntly conductL·d a "orkshop and tour for h11sincs.., kadLTS frorn 

thL· lnstitulL' of Industri:d EnginL'L'r:-.. Discussion CL'l11L'rt I on llll'lhods of compli­

anCL' \Yith thL· :\D.-\. and participant:-, \"isitL·d tl1L' ,u>rk stations of SL'H"ral L'lllpluyL'L'S 

" it h disahil it iL':-.. The \\ < >rk I< >rt'L' DiH·rsil y Dqx111ll1L'nt has dcsignatL·d 011L· suff 

ll1L'l11hL·r to hL· a rl'sourc, • and rL'prL'SL'l11:lliH· lo thl' industry on disability issUL'S. 

SL':tr.., also continuL'S its acti,\.' panicip:11ion on thL' EmployLTS CrnrnnillL"L' ()f 

thl' Prl·siLk·nt's CommillL'L' on thL· EmployrnL'nl of PL·opk- \\·ith Disal>ilitiL·s. For 

L':\:llnpk. SL·ars particip:11L·d in \\Tiling f<e(l<(I'. \\"'illi11p, (//1(/ .·ll'(li/c1/J!e. a guidl' for 

inlL·grating j1L'opk \\·ith disahililiL'S into thL· ,n>rkpl:tCL' for small and rnL·dium­

sizl'd L'lllployL·rs. SL':1rs also hdpvd s1:1r1 thL· _job .-\ccornmodation \:L·t,Ynrk CJ.-\:\). 

:1 10ll-frl'l' phonl' SL·n-in· of thl' Prt·sidc111·s CommitlL'L' that hdps L'lllpl<>~crs find 

\Yays to accomrn<KlatL' L'lllployL'L':-. \\·ith disahilitil's. (For rn<>rL' inf(lrm:11ion on 

_I.-\\:. sL'L' .-\ppL'ndix :\. l 
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Ongoing: Supported Employment Initiatives. Supported employment pro­

grams sponsored by nonrrofit organizations are helping people with disabili:ies 

participate in meaningful employment. This is another area in which Se;-i.rs' par­

ticipation demonstrates ADA transcendence. For example, a Sears store in 

Escondido, California, has begun a pilot job-sharing program in collaboration 

with the United Cerebral Palsy Association (UCP) of San Diego County to employ 

people with cerebral palsy. Th~ store is employing four individuals with cerebral 

palsy tJ maintain stockroom inventories in the expectation that tl:ey will cumula­

tively perform the same amount of work as one employee without a disability. 

The UCP provides transportation to and from work for the employees ar:_, fur­

nishes a full-time trainer/manager at no cost to Sears. The only cost to Sears is an 

hourly wage rate of $5.29 to the UCP, which covers payroll administration for the 

employees. If successful in the Escondido store, this model program may be 

extended to other Sears stores, /-::cording to Harry Geller, Sears Workforce 

Diversity Regional Manager. 

Sears also participates in the Iowa Creative Employment Options initiative 

and the ~'isconsin Employment Resources program. Through the Iowa program 

a Sears store in Des Moines employs three persons with mental disabilities in 

jobs similar to those described above in the UCP job-sharing program. 
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SPECIAL FEATURE 

Selective Placement Program Helps Blind, 
Visually Impaired Employees Be Independent 

Don ,\l()ll, Brad Shorsl'r. 

Alan SprL'ChL'r. and Mary 

Ann StL·plwn liavL' SL·,·eral 

things in common. They all 

work for Sears. They success­

fully handle the challenges of 

i111por1ant. inforn1atiun­

intL:nsh·L· jobs. And tlK·y all arl' 

either blind or se,·L·rdy visually 

impairL·d. 

Each indi,•idual rL·prL'SL'nts a 

po~iti\'l' exa111pk of Sears· 

SL'IL'l•ti,·e Placl'ment Program. 

Till· policy L'ncourages pt>()pk· 

\\'itli disahilitks to :1pply for 

any SL·ars job for \\'hich they 

IK·lie,·e they qualil\·. and to 

~vlf-ilk-1111:'y tlll'mseh·L·s for 

pa11idpation in till' Sc.:kcti\'L' 

PlacetnL'nt Program. The goal 

or SL'kl'li\l' }llaCL'l11l'l1t i~ to 

111atd1 people to joh~ h:tsl'd on 

\\·li:11 tl1L·y c:111 do. :1~ ()j)pClsnl 

t() \\'hat tlivy ca1111Clt do. 

Tim High aL·n >mnH >dat i< >n:,. 

Sv.1rs hl'lp~ the ass, 11'i:1lL' (() 

pvrli>rnl tlte joh sun'l''-~lully. 

Brad Shorser and l\·laty Ann 

Stephen haw retinitis pig111c.:n­

tosa. a congenital, progrL·ssi,·L· 

disintegration of the rl'tinas. 

Both have some vision. 

StephL'n. an administratiH' 

assistant in Sears· Legal 

Depa11111ent. is not kgally 

blind and maintains much of 

the indepenc.lL'i1ee that fully 

.'>ightL'd people enjoy. 

l lowcH·r. she is dkctiH·ly 

hlinc.l at niglu and on hazy 

day~ and has diffintlty reading. 

Stephen uses a text enlargL·r 

for reading printl'd material 

and an m·L·rsizl"d. I CJ-inch. 

high-contra~! computl'r moni­

tor Ii >r rL·ading computL·r fiks. 

··1 askvd for the monitor :I! 111,· 

physician ·s ren >111111L't1lbti< >n. 

Till' boss ~aid. ·\,.hatL'\·L·r you 

nLT<I. ju.'>! ordl'r it.· TIK'l'L' :m· 

otlwr an-omm<Klation~ that 

may SL'L'l11 small hut :ire ,·L·ry 

impo11ant to 111('. FClr L'Xampk. 

rm· hossvs llSl' hbck k-lt-tip 

--------------- .... -- ·-- -

markers so I can rL·ad their 

\\'riting. They're happy to help 

111L'. and I apprL'date it." 

Stephen notes. 

Shorsl'r. a 20-year Sears vet­

LT:tn. started as a retail man­

agl'lllL'nt trainL'L' hut del·ic.led to 

fonts on the opera! ions side of 

till' business \\·hen it hecat11L' 

e,·idL·nt to hm that his dis­

ability \\'oulc.1 pre\'L'nt him from 

\\·orking in mercha11di~i11g. 1-k 

spl'nt fi,·e years in t\\'O storL'S 

in operations positions. first in 

customer se1Yice. "whl'rL· I 

karr1L·d how to :-.ay )'L'S ... then 

in personnel. ··\\'hl.:'rL' I learned 

ho\\' to say no.·· lw jokes. All 

the \\·hik-. his rL·tinitis pignll'n­

tosa \\·:ts progressing. 

.. !11 the 1970s. my attitutk 

coJKl'rning retinitis pigmentosa 

\\·as th:11 I had tlw disability. 

not Scars. So I paid for 111y 

o\\·n l'<Jll ip111L·n1. •• ShorsL·r says. 

That L'quip111L·nt includvd an 

< >pticCln rL·ading 111ad1i11l' tlt:11 
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enabled him to read SO wore.ls 

a minute. "My slore manager 

encouraged me to try it," he 

recalls. 

He moved to the headquar­

ters staff in Chicago' in 1980. 

,,.,·here he joined the Impo;ting 

Department. Today. he is 

Senior Manager of Import 

Operations, responsihle for 

U.S. Customs issues. domestic 

distribution and billing, ocean 

carrier logistics, and m:gotia­

tions with a third-party logistics 

company ti,:!t Sc>ars manages. 

Two principal technology 

accommodations-now paid 

for by Sears-help Shorser per­

form his job. They an.: a 

Kurzweil reading machine that 

scans text and recites it. using 

synthesized human speech. 

and an IBM PC equipped \\'ith 

an Alva braille display, Screen 

l,kadcr software. and a voice 
•.· 

s51nthesiz<.'r. "I'm becoming 

computer literate," Shorser says 

\\'ith a trace of amazement. "I 

appreciate the independence 

that brings." 

Don Mott and Alan Sprecher 

arc mor<.' than computer liter-

ate, lhey are computer pro­

grnmmers. Both are using Alva 

braille displays with Screen 

Reader software to use their 

personal computers more pro­

ductively and accurately. "I 

don't hnow how I got along 

without this stuff.'' admit-; 

Sprecher, a six-year Sears 

employee who has been blind 

since birth. "Since I got the 

braille display, I'm ptinti..ng out 

less on the braille printer, 

which saves time.'' 

Sprecher is a COBOL pro­

grammer. creating mainframe 

sales reporting applications. 

He received entry-level pro­

gramming training at Sears 

after earning an associate 

degree in data process:ng from 

the r-vlilwaukee (Wisconsin) 

Area Tedmic.11 College. Sears 

recruited him through its con­

tacls at the Chicago Lighthouse 

for thl' Blind. 

What Mott nl'eJed when he 

joined Sear~ was a chance to 

sta11 a new carel'r. Bl'fore los­

ing his sight in a 1981 acci­

dl'nt. Mott had hel'n .i.n 

< >,,·ner-< lpcrat< >r I nicker and 
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oper:.llions manager for a 

trucking company. "/\lil'r eight 

months of rehabilitation at the 

Illinois Visually Handicapped 

Institute, Mott channelled his 

energies into athletics and 

achieved hi:: dream of compet­

ing on the U.S. Paralympic 

Team at the Seoul Olympics in 

1988. where he placed 7th in 

the pentathlon for blind ath­

letes. missing 3rd place and a 

bronze medal by 75 points. 

"When the Olympics werl' 

over. I said to myself now 

whal? I started looking around 

for computer training and 

found out about Program Ahle. 

After nine months at Program 

Ahle. I was interviewed by 

Sears and they hired me," Mou 

recounts. (For more informa­

tion on Program Ahle. see 

page 19). 

Having joined Scars i1_1 late 

1991. Mott now works as a 

pn >grammer in Human 

lksoun:cs i\fanagement. 

Systems, writing file maint<.'­

nance batch programs for 

national user payroll and appli­

cant tracking. I le is pleasl'd 

- -----------------------------------
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with the special computer 

equipment that Sears has pro­

vided. 

··r had input into specifying 

my computer equipment,·· Mott 

explains. "I requested the Aka 

braille monitor: I'm happy with 

the way it works. It's helped us 

work faster and mon ... ac­

curately." 

l\'loll, Shorser, Sprecher. and 

Stephen believe that Sea ·s has 

The Bottom Line on Don Mott 

ACCOMMODATION ................. . COSTS 

Alva braille display ............... . $14,500 

Screen Reader/2 software ............ . $725 

Accent voice synthesizer ............ . $1,000 

Total accommodations cost .......... $16,225 

"Don is a great illustration of the value of 

specialized training programs like Program 

Abk· that allow companies like Sears to take 
advantage of the skills of talented people who 

we probably would nol otherwise hi1e.·· said 

Bill Brannen, Department Manager. Human 

Resources Information Technology. "Don is an· 

extremely creative an<l innovative programmer. 

The Bottom Line on Brad Shorser 

ACCOMMODATION COSTS 

Kurzwell reading machine ... ......... $10,000 

Alva braille display . ................ $14,500 

Accent voice synthesizer ............. $1,000 

Screen Reader/2 software ............. $725 

Total accommodations cost .......... $26,225 

·'Brad has 20 years of cxpl'11isl' lhal you can't 

pul a pricL' tag on," said Bill Ginsburg, Director 

or Internacional Import Operations. "You can·l 

measure or quantify what Sears gers oul of the 

rl'lati,·l'ly mmk-sl accommodalions 11l' requirL'S 

lh;tt allm,· us lo benefit from his L'XJX>rlise. Al 

PRODUCTIVITY 

Post-accommodation: Equal lo non<lisabled 
employees 

Pre-accommodation: Could not ha,·e lwen hirl'd 
to perform present position 

a skill he didn't e,·en know he ha<l until his 

disability required that he he creati\'e in identi­
fying his mYn range of talents. In lhe prOCL'SS. 

Sears has identified a proven source of skilkd. 

trained employees who know prL'cisely whal 

they require on the job. to do the job. And. \\'l' 

have been able lo add a great asset lo lhe 

crnnpany. 

PRODUCTIVITY 

Post-accommodation: Sl'ninr manage. posit 1, ,n in 
one of the largest import husint''iSL'S in the l :nitctl 
Stall's. supe1Yising a staff of I') 

Pre-accommodation: \\i>11ld not ha\'l' hl'l'll ahk to 
pl'rform present job 

lhc bonom line, Brad is L'XtrL·ml'ly good at 

whal he does. Though imports is a ,·isual busi­

ness. l3rad is very good and an:urate at being 

ahk l<> L'J1\'ision thing~ hL· can't actually SL'L'. I 

h;t\'L' a~, much faith in him as I do in anyrnw 

t'l'iL'. I trust ;1nd ,·alt1L' his judgnw111." 



0 
Efil,C 

demonstrated a commitment to 

fostering independence for 

people with disabilities. 'There 

are no restrictions. They don't 

hold )'<'ll hack; I've had four 

promotions in five years,·· says 

Stephen. Mott adds. ··sears 

doesn't hire you because you 

have a disability. They hire you 

to do a job. I'm in the main­

stre:im here." 

The Bottom Line on Alan Sprecher 

ACCOMMODATION COSTS 

t,lva braille dlsplay . ................ $14,500 

Screen Reader/2 software ............. $725 

Accent voice synthesizer ............. $1,000 

Total accommodations cost .......... $16,225 

·Though technically Alan·s job description has 

to do \\'ith designing. coding. and testing com­

puter programs, he is above all a problem 

-.,olver. He analyzes problems and comes up 

,,·ith solutions-and that"s ,vhat his job calls 

for:· said Mike Offerman, Systems Consultant. 

The Bottom Line on M~ry Ann Stephen • 

ACCOMMODATION COSTS 

Text enlarger ...................... $2,500 

High-contrast computer monitor ........ $5,000 

Total accommodations cost ........... $7,500 

··J do11·1 think of ;Vlary Ann as ha,·ing a disabili­

ty.·· said Laura Plank. an attorney in Marketing 

l'raclil'L'S. "This is probably Lhe best example of 
thl' ,·alue of her accommodations. I think of 

her as a responsive. producti,-e. hard worker 

who 1wrfm111s L'<[ltally \\"ith L'\"L'l~'< >11L' L'lsc on 
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PRODUCTIVITY 

P_ost-accommodation: Equal to nondL-;ahlcd employ­
ees, braille display m·er printer represents a 10 lo I 
savings in time 

Pre-accommodation: Could not have been hired lo 
perform present position 

Project Leader. ·•His disability is nol a factor. 
He knows his programs inside and out and has 

tremendous insight. a great analytical mind. 
and a positive attitude. What more could I ask 

for? He's been herl:' six years. The accommmla­
tion ,vas ·pai<l for" long ago." 

PRODUCTIVITY 

Post-accommodation: Equal lo nondisabk.-d 
employees 

Pre-accommodation: \'fould not haw lwen ahk to 
continue lo perform present job 

the team. Sh.? h,ts a good attitude. is ,,·illing to 

do ;tny task wt· ask of hl'r. and in short she 

doesn't lel anything stop hL·r. certainly nol hn 

visual rrohlem that can lw accommodated by 

special L'<1uipn1L'nt." 
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Part Three: 
Five Core Implications for the 21st Century 

This report has highlighted the successes and challenges in Sears' program­

matic effort to diversify its work force. As Sears Chairman Brennan says, 

"Our corporate culture has permitted us to be a laboratory to show results." 

Although the experiences of one such laboratory may be insufficient for drawing 

sweeping conclusions about the ADA and corporate America, th =Y suggest five 

core implications for management, workers, :ind institutions. 

Drawn from Sears' experiences and confirmed in other empirical studies of 

the ADA, the five implications are as follows: 

El The impact of the ADA on American business is evolutionary, not 

revolutionary. 

fJ Universal design and access, not retrofitted technology, fulfill the 

objective of including people with and without disabilities into 

productive work force participation. 

El Efforts to educate management and the \vork force about the ADA and 

the capabilities of people with disabilities must be based on facts, not 

paternalism and myths. 

II Starting from a base of ADA compliance, companies can look beyond 

compliance to transcendence by fostering opportunity and 

independence, not handouts and dependence, and by providing 

meaningful career opportunities for people with disabilities. 

El Far from creating onerous legal burdens, the ADA can provide 

employers and employees with a framework for dispute resolution 

and litigation avoidance, not the explosion of litigation that some 

observers predicted. 

Each core implication reflects the progress and challenges that Sears and other 

companies have experienced in their efforts to comply with and transcend the 

ADA. 
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El Evolutionary Not Revolutionary 

CEO Brennan sums up the view of the ADA's evolutionary rather than revolutionary 

effects: "The ADA was something whose time had come, hut we were always out in 

front on these issues to meet the needs of our customers and employees." 

Everyone at Sears who participated in this report agreed that the ADA is having 

a positive effect, although some associates expressed a benign indifference to the 

act. "I don't even know what's in it [the ADA]," says Don Mott, a computer program­

mer who is blind. "I don't think it's had any impact on Sears. The company was 

doing these things for people with disahilities before the ADA." 

"I haven't noticed any difference in people's attitudes since the A.DA," observes 

Alan Sprecher, another computer programmer who is blind. "Most people don't 

know the requirements or implications of the law until someone makes an issue of 
it.,. 

Import Manager Brad Shorser, who is also blind, is a bit more upheat. ''The ADA 

has helped raise the consciousness of hiring manag,;;rs, who now seem more willing 

to accept people with disabilities. But it's not just the ADA. It's everything that led 

up to it, including the civil rights legislation of the 1}60s. Combined with Scars· poli­

cies, the ADA is helping to hrcak down psychological barriers about people with 

disabilities.•· 

Ma1y Ann Stephen, an administrative assistant who is visually impaired, agrees. 

"The ADA is helping people get infom1ation. People with disabilities used to be 

afraid to talk about their disabilities or get help or information. Now we·re not as 

afraid. There's somewhe~e to go." 

Tony Nol1'is, a Footwear Depanment executive who is a quadriplegic, echoes 

this sentiment. "The ADA has been good in a"·~kcning the public to people with 

disabilities. People don't shy away from us as much as they used to.·· 

Remaining Challenges 

Lingering prejuli.ces about hidden cognitive and mental disabilities are preventing 

many people from enjoying full productive participation in the workplace. (For more 

infom1ation, sec the Special Feature on pages 36 to 37). Even among peopil' with dis­

abilities who have achieved integmtion into the work force, a perceived glass ceiling 

limits their cart::er advancement, and a sense of separateness is difficult to overcome. 

"I don't know that I've ever been or ever will be part of the gang." says 

Srrecher. "Being disabled, you don't fit in 100 percent.'' Shorser agrees. "I don't 

expect we'll ever get to the point where pn:judicc against pcopil' with , lisahilitiv~ 

disappears completely." 
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ADA: Core Concepts 

The ADA is the most comprehe11siH· k·dl'ral la,,. lo addrl'ss discrimination 

against an estimated -'i9 million Americ.ms \\"ilh disabilities. As dl'monstrated 

by the experienCL' of Sears and otlwr companies. thl' ADA is inc1"L'llll'nlally. 

yet vitally. affecting American businl'ss. 

Title I: Employment 

This title prohibits an ernployL·r from discriminating against a qualified indi­

vidual with a disability in the application. hiring. ath-ance1rn:nl. and dischargl' 

process. 

Title II: Public Services 

This title states that no qualified in<li, idual \\'ilh a disability shall. hy reason 

of such disability. Ix: excluded from panidpalion in or hl' deniL·d thl' hl'1wfi1 

of the ser,ices. programs. or acti\'ilies of a public L'ntit~·-Title II also addrl'sscs 

public transponation. 

Title Ill: Services Operated by ~rivate Entities 

This titll" prohibits discrimination on till' basis of disahiliry in thL· full and 

equal enjoyment of thL· goods. st:rvil;__• .... f ,cilitiL·s. or pri,·ik-gl'S of plat·L·s of 

public accommod:1tion hy any person \\'ho m,n .... kases (ll'aSl'S tol. or opL'r­

atcs a place of public accommodation. 

Title IV: Telecommunications 

This tilll' dirl'cts till' Fl'c.kral Communicalic lll'> C:c >nunission 10 t·nsurL' that 

intl'rstatc and inlraslall' ll'll't·nmmunic11ions rl'la,· St·1Yice .... arl' a,·ailahk-. to 

thl' extl"t1l prn,sihll' and in the most cfficil'nt 111:111nl'r. l<> hl'aring-impairl'd 

and spt:ech-impairl'd imli,·iduals. 

Title V: Miscellaneous Provisions 

This title indlllll's construction (If till' la,,·. co,·t-ragv or CongrL·ss and tliv 

legislative hrand1. and dl'finitions. Titk- \. L'ncour:1gt·.-, tht· usL' of altl'mati,·L· 

dispull' rl'solulion. 

l========================c--, -·. 
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A sense llf frustration or rq~rl't is L'\'idl'nt in talking \\"ith soml.' SL·ars cmploy­

L'l.'S \\"ith disahilitil.'s: -;ornc fed that thl' ADA by itsl'lf may ne,·cr change lingl'ring 

attitudl.'s ... It can he frustrating to :1d111it your limitations ... says Shorsl.'r ... e,·l.'n in 

an cm·iro:111wnt like Sears ,,·lwre you are encouraged to reach your full poten­

tial. .. 

\\'hill.' an indusi,·e corporate culture such as Scars' helps spl.'L'd the :\DA e,·c>­

lution. compkting the pr<>Cl.'ss \\'ill requirl' more intensiH· education and commu­

nication het\\'een 111anagc111l.'nt and thl' ,,·ork force. 

El Universal Design and Access, Not Retrofitted Technology 

The ADA l.'ncourages equality of access: to employnwnt opportunities. to facili­

ties. to inform:llion. Often the best solutions for prm·iding access are those that 

ha,·e uniH·txtl application. especially \\'ith regard to facility (.il'sign and informa­

tion tl'chnology. < See thl' Special Feature on pagl.'s l ➔ to 1"7.) l'ni\·ersal design 

and access solutions makl.' possible a le\'l'I playing field on \\'hich :Ill people can 

participate :tnd co111pete hasl.'d on. their abilities. not on their disabilities. as notl.'d 

Ix-Im,·: 

~ The rapid de\'L·lopnwnts in dl.'ctronic information tvchnologies enable 

peopk with ,·arious disabilitil.'s to ll'arn. communicate. and expcril.'tKe 

lllL':tningful participation in thl' \\'ork force in ,,·ays that \\"t:rc not 

pn:,·iously a,·ailahle. Sears' success in prm·iding ernployecs \\'ho are blind 

\\'ith an:t:s:-- to the graphical computing \\"orld is :111 cxampll.' of uniH·rsal 

ac<:<.:·ss solutions that allo\\' :tll ernployl.'cs to sharl.' l'qually in thl' he1wfits 

of computer and communications tl.'chn1>logy. 

♦ Tekcon1111uting. thl.' ability to \\'ork at ho111l.' ,,·hill' using modl.'ms. fax 

rnad1ines. and tl'lepli<lnl.'s to stay connl.'ctl.'d ,,·ith thl' office. is onl.' of the 

;1n-0111111odations that has crnerged through information technology. 

Telecommuting is another uniH·rsally applicahk solution. and one that 

im·ol\'L·s 111inimal costs. \!any co111pani(.'s arc using the tl'll'l"<>J11111uting 

option to sa\'L· costs associatl.'d ,,·ith traditional office 0H·rl1L.'ad. SL·ars has 

no formal policy in this rl.'gard hut allm,·s l.'111ployl.'cs to ,,·ork at hollll' 

lL'lllporarily on a casL·-hy-casl' basis during rccoH·ry fro111 an illnvss. 

i11j111'\". l)r pr•_g11a1Ky. or hvL·au"l' of utl1l'r te111pora1Y conskk-rations. such 

as L hild-care prol>krns. 

EfilC 
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··1t Sl'L'Illl'd the right thing to do." said Sharon :\. Scanlan. Sl'ars 

.\ll'rclundist:· Group Di,·isional \'ice f>rl'sidcnl. about lvll'comrnuting as 

applied lo hl'r assistant. .\larci Grossrnan. hectUSl' of her \\·ork paltl'rn 

during the last thrcl' months of her l<)<)-1 pregnancy. con.-..idl'red high 

risk. (;rossm:tn SL'IYL·s as Trair,ing .\lanager for field sak:s personnel in till' 

Apparel HomL' Fashions Group at Scars. To cnahll' thl' modified hl'd rest 

Grossman required. SL'ars prm·idcd a lap-top computl'r \\'ith supplil's. a 

second phone line. ;tnd speci:tl mail dcli,·L·ry :tnd pickup. Scars also paid 

SL·r,·ire char)!L'S for (;rossman's fax machine and e-mail. Although she 

missed daily contact \\·ith co\\·orkcrs. Crossm:111 liked the flexibility of her 

\\'ork hours and no!L'd a reduction in strL'SS and distractions. Scanlan and 

(;rossman said their \\'orking relationship "ditln't skip a heat." Scanbn 

added. "It \\·as right for thL' comp:tny :tnd right for .\lard ... 

♦ Designing uni\'L·rs:tl accl'SS into Ill'\\' or r1.·rnmk:led facilities is nol 

nL·t·cssarily a costly proposition. As Scars' cxpcrient'L' has sl1<>\\·11. thl' \';tst 

majority of accomrnodations for people \\'ith disahilities requires ·littk· or 

no cost. and they !'L'Strlt in hl'r1L'fits to thl' entire \\ork forcl'. not just those 

\\'ith disabilities. <See "Cost of Acn>mmodations at Scars" on page 11. > 

/(('JJ/(/illill,!.!, (,l.)(lf/('/1.f.!,l'S 

Solutions in uni,·l'rs:tl design and acce:-;s should hl' proacti,·c. anticipating lhL' 

needs of 1x•ople with and \\'ithout dis:thilities. Sud1 solutions ctn create ;t ripple 

l'ffect throughout an organization. as they lead to applications that inncasl' the 

producti,·ily of all employees. Alll'tnpls at rl'lrofining old tl'chnology arL' kss 

sut'cl'ssful ;tnd oftl'n more n>stl\·. 

El Fact-Based Education, Not Paternalism and Myths 

Thl' issues ( if pro,·iding atn·ss and L"qual opprn1u11ily to pL'opk- \\·ith disahililiL'S 

ha,·l' hcl'n shroudl'd in myths and 111isn>11cl'ptions. ln-dl'pth ClSL' rcpo11s proYidl' a 

procl'ss. a stnrl'ture. and a rnodl'I for othl'r cornpanil's to educall' thl'ir management 

and L'illployl'L'S hy using facts and L'lllpirical data that dL"hunk tl1L· myths :tnd shatll'r 

misn >rll'L'Pl i< ,ns. 

"\\'hill' L'arfa·r !'l'Sl'ard1. notably thl' Dupont SurYL'Y of Employml'nt of l\:()plc 

\\·ith DisahilitiL·s. L:l'nH m,tLltl'd that L'Illploymcnt of pcopk \\ ith disahi!itiL·s is g()od 

husim·,s. !ht· SL'ars ct,t· history rl'lk-cts t\it· m",t gt·rwrali<>Jl <>I' s1t1d~ lo suppor1 tlii, 
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important conclusion," said Gerald D. Skoning, a partner at Seyfarth, Shaw, 

Fairweather & Geraldson and one of the founding board members of Project Access. 

Fact-based education is not as simple as it sounds, however. Companies like 

Sears have found it difficult to establish objective systems to gather and analyze 

data. One of the shortcomings that became obvious in the preparation of this report 

was the lack of sophisticated databases to compile statistics on disabilities, accom­

modations, costs, and paybacks. 

♦ "We need to strengthen and improve our information resources relative 

to our work force with disabilities," admits Workforce Diversity Manager 

Hawkins. "We've come up against questions that, frankly, we had never 

asked ourselves, especially regarding the bottom-line effect of our 

accommodations and selective placement policies. Our current Workforce 

Diversity Initiative will help us map out the next steps for improving and 

accessing data resources." 

♦ Sears has learned another important lesson: don't be afraid of the law. 

Through early 1992, Sears had maintained a comprehensive database of 

employees with disabilities, but the company stopped asking new 

employees to self-identify disabilities because of legal concerns raised by 

its interpretation of how the Rehabilitation Act of 1973 (a precursor to the 

ADA) might be applied to the company in its role as a federal contractor. 

"Until we got clearance to ask people to self-identify after an offer of 

employment, we stopped asking," says Workforce Diversity Manager 

Hawkins. "Now we ask. That information is kept 'n a confidential data­

base that is accessible only to the Workforce Diversity Department." 

♦ An important missing link in determining the ADA's effer.dveness is the 

quantitative and qualitative experience of people with hidden disabilities 

in the workplace. "We know of many cases in which our stores have 

hired associates with learning disabilities, attention deficit disorder, and 

mental retardation, among other cognitive disabilities," says Hawkins, 

"but we maintain no database of these disabilities because the associates 

so far have chosen not to self-identify." (See the Special Feature on 

page:, 36 and 37.) 
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Despite its high profile as an 

cmployl'r of choice :1111ong 

people with dis:1bilities, Sears 

,,·:1s unable to provide many 

examples of employees ,,_:ith 

hidden cogniti,·e or ment~tl dis­

abilities, such as bipolar 

(manic-depressive) disorder, 

anxiety disorders < phobias), or 

mental retardation. 

··cognitive disabilities are dif­

ficult issues for most people,·· 

says Harry Gl'ller, Sears 

\Vorkforce Di,·ersity Regional 

~fanager. ··we drn1°1 ask people 

to identify specific disabilities. 

\\;,'c giH· them :m opponunity to 

ask for accommodations that 

\\'ill help thc:m pL'rforrn thl'ii­

johs. ;\lore often than not. asso­

ci:1tes ,,·ho ha\'l' sdf-identified 

cognitive or mental disabilities 

h;l\·e not gone on the record 

with their storil's ... 

lsSUL'S of pri\'acy and confi­

c.lenti:tlit ,· collie.IL' \\·ith the com­

pany·!--culture: and its desire to 

intl'IYL'nl' :inc.I pn >\·idl' accom­

modations for th1.:se types of 

disal >ilit il's. 

"( )ur n >rpor:1tl' culture < >I' 

;ndu!--in·ness and accl'ss to 

:l!--!--ist:111eL' provide!-- an open 

d<><>r t<, our :1s...,, 1ci:ll<.'!--\\·ith hid-

den disabilities," Geller notes, 

"but once the door is open, it's 

the associate's decision to \\':tlk 

through it. .. 

Workforce Diversity Managl'r 

Isaac Ha\\'kins related an 

anonymous case history of a 

Sears associate with epilepsy. 

He says a store manager called 

the Workforce Diversity 

Department to inquire about 

accommodations for an epilep­

tic store cashier who had 

injured herself on the job dur­

ing a seizure. 

In this case, Sears decided to 

pay for a physical examination. 

and upon rL·cei,·ing assurancl' 

from the: examining physician 

of the associate's fitness for con­

tinued employment in her cur­

rent pmition. implemented a 

series <>f :tCe<)mmodations, 

including: (al stress manage­

m<:nt l'duc:ttion because most of 

her seizurl' ..... arc stress induced: 

(bJ more rest breaks during hl'r 

\\'ork shift to funher reduce 

on-the-joh stress: and ( c J a !--ig­

naling de,·ice that acts as a 

re\'l·rse pager, provided by SL'ars 

at no cost to tile L'mploycl', 

enabling her to signal for hl'lp at 

t hv ( Jl1<.,l't , >f ;1 ...,l ·i1.11re ;1nd 

ensuring that she will receive 

prompt attention and treatment. 

One demonstrable way in 

\\'hich Sears pro,·ides assistance 

to associates ,vith hidden dis­

abilities i:; through the com­

pany's Employee Assistance 

Program (EAP), established in 

1992. This program provides 

assessment and refe1Tal services 

for associates who need help in 

dealing with personal problems 

that could adversely affect their 

health or job performance, such 

as stress, depression, or sub­

stance-abuse problems. 

The program is confidential. 

operated and administered by an 

independent organization u:1der 

contract with Sears. Sears pays 

the entire cost of the program's 

se1Yiccs for employees and their 

dependent<;. Costs for treatment 

required Ix yond the scope of 

till' program arc the employee's 

responsibility. During the first 

year of the EAP, the co!--t totaled 

s1..:; milli(ln_ including crisis 

intervention, phone consultation, 

management training, and 

printed material!--. Of IH0.000 l'li­

gihle Sears employeL'!--, approxi­

mately ') p~·rccnt (9,000 employ­

l'l'..., l tN·d the program 
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Under the program, employ­

ees and covered dependents 

receive a maximum of three ses­

sions related to a gi\'en prob­

lem, as detennirn:d by 1.he pro­

fessional counselin~ staff 

assigned to the program. Use of 

the EAP is voluntary and does 

not jeopardize an employee's 

status or advancement opportu­

nities. Program pa11icipants arc 

assured complete confidentiality 

to the fullest extent provided by 

bw. 

The EAP demonstrates Sears· 

commitment to helping its asso­

ciates \\"ith a variety of hidden 

disabilities Jeal with those prob­

iems confidentially :111d maintain 

a producti\'e career and a stable 

personal life. 

Recognizing and helping 

employees ,,._·ith hidden disabili­

ties is an ongoing issue, not 

only for Sears, but for all 

American employers. Communi­

cation and education efforts 

spurred hy the ADA may help 

<:< >tnpanies and employees 

resolve issues related tc hidden 

disabilities through trnst. pa11-

nership. innovation. and cre­

ativity. 1 nd in doing so may 

help on:..-come thl:'. my1hs and 

attitudes of paternalism. 

The experiences found at 

Sears build on the author's 

earlier research, a study of 1. ')()0 

adults ~\'ith mental disabilities 

crmducted from 1990 to 1993. 1 

That project's key findings 

included the following: 

♦ During the three years 

studied. participants 

improved substantially in 

their capabilities and quali­

fications. level of inclusion 

and empowermenl in soci­

dy. and level of accessibili­

ty to society as defined by 

the Al)A. 

♦ .\tore than half (59 per­

cent l of respondents 

n:m:,ined at the same le\"l'I 

of employment during the 

three years studied. 

One-qu.111er adv:111ced to 

more integrated employ­

ment. and 16 percent 

regressed into less inte­

gratL J setting, 
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♦ Younger qualified JW1ici­

pants experienced the 

highest relaLive incrcases in 

income and l'tnployment 

integration. 

♦ A strong prl'dictor of 

employment integration 

\\"as the degrel' of inde­

pendence and integration 

in the living setting. 

♦ 'J\,·o-thirds of thoSL' ,,·ho 

\\"ere either unemployed or 

employed in nonintcgratl'd 

settings at thl' lwginning of 

the study rl'mainl'd in 

those setting-; at till' end or 

the stud\". 

The findings pro,·ide promis­

ing leads for fu11her study of joh 

attainment and retention trends 

for pel)ple with and \Yitl1<;ut 

mental disabilities during till' 

implementation of thl' Al )A. 

-· ---···~---~-----------------------
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Remaining Challenges 

Companies must continue to establish systems that objectively measure the costs 

and benefits of accommodating people with disabilities in their work forces. An 

important factor that remains unknown is the ADA's effect on the long-term, eco­

nomic bottom line. 

This question is now just beginning to be addressed. (For bottom-line calcula­

tions, see pages 28 and 29.) According to the most recent report on accommoda­

tion benefit-cost data by the Job Accommodation Network, a program of the 

President's Committee on Employment of People with Disabilities, from the third 

quarter of 1992 through the first quarter of 1994, employers reported a median of 

$30 in benefits for every dollar spent on accommodations. 5 Furthermore, 42 per­

cent of employers believed that they had receive<.: more than $10,000 in business 

value from the accommodations they had made for employees with disabilities. 

II Opportunity and Independence, Not Handouts and Dependence 

The ADA plays an important caralytic role in creating a culture of independence 

among people with disabilities in the workplace, supplanting the old stereotypes 

of make-work jobs and handouts that hred dependence. 

Companies like Sears, with a corporate culture that encourages work force 

diversity and emphasizes the inclusion of people with disabilities, transcend the 

minimal compliance requirements of the ADA by providing meaningful career 

development opportunities for all employees, based on what they can do, not 

limited by what they cannot do. 

Remaining Challenges 

Qualified people with disabilities remain underrepresented in the American work 

force. Companies must continue to find effective ways to ensure their meaningful 

participation in productive employment. For instance, accessible technology that 

transcends ADA compliance has implications beyond the work site: telemedicine 

will bring doctors to geographically isolated workers to help reduce chronic 

unemployment, underemployment, and dependence among people with disabili­

ties. Additional dialogue and research are also needed on the emerging work 

force of the next century, not only for people with disabilities, but for all under­

represented individuals in society. 
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The Culture of Dispute Avoidance and 
Conflict Resolution 

One area that Scars is tracking dosl'ly is the effect of the ADA on conflict 

resolution. Sears h,,s encountered six ADA-related employee lawsuits 

through early 1994 (fi\'e of them related to termination of the employel'l. 

··'\'fr have not seen the: explosion of litigation that was predicted or 

expected by many expen:,; at the time the ADA was enacted ... says 

Hamilton Da,·is, Assistant General Counsel in Scars Legal Department. --The 

fact that we·ve only had six ADA-related suits says son1ething posit1,·e 

about our corporate culture, which encourages our employees to talk to 

their supervisors about ,m>hlems while those problems are still resoh·able. •• 

Section V of thl' ADA encourages companies to use al1ema1i,·t· dispute 

resolution techniques 10 avoid costly litigation. Sears has adopted altema­

tive dispute resolution as a fom1al policy. in litigation, with good results. 

Davis says disability-related disputes are good candidates for resolution 

through fact finding and mediation becrnse of the readily a,·ailahle al-com­

modations that may he defined as solutions. He also points out that 

through mediation of disability-related disputes, company management 

better understands the i.,·.;ues itwoh·l'd. and all participants are able 10 

agree on realistic L'X;A-ctaiions and rl.'solutions. 

In addition to a low incidenn: of Ja,,·suits related to the ADA. :--iL·ars also 

has experienced fewer ADA-rebted emph>yt:e complaints than it had 

t:xpectecl ... As we haH~ seen cl.-;e,\·here. •• said Harry Geller. Sears Workforce 

l)i\·ersity Regional \lanagl·r. "hecausv of our programs for peopk with dis­

abilities. the ADA has had \'irtu:1lly no t'ITL'cl on the number of complaints 

recei,·cd. 

"By way of romparison. the perrentagl' of disability complaints fikd \\'ith 

the Equal Employml'nt Opportunity Commission (EEOC> in 199:1, 

repre . ..,ented l'.·I percent of ;11! chargt:s of discrimination. During thL· s;tmL' 

time period, I 0. ') pL'rCL'nl of total complaints against Sears for disni111in:1-

1ion filed ,,·ith thl' EE<)<: \H·re disability-rdatL·u. <>.9 pl·1n·nt k-ss 1h.1n thL· 

naticrnal avL'r;tgc.·· 

Although it is still l'arly in llil' history of ADA i111plt·111en1a1iun. thL· slll·­

LL'ss of SL'ars in rdying 1>ll l'fk-ctin· l·mpl<>H·r-vmplo,·l·l· c<11111rn1111<.1ti<>ll t11 

rl's<>h'L' dispull'S informally Sl'IYl's as ;1 n1odl'I for ntlwr co111paniL''-. 
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El Dispute Resolution and Litigation Avoidance 

One crucial aspect of transcending the ADA is to provide alternative methods of 

dispute resolution to help avoid costly litigation and to foster an environment of 

cooperation rather than confrontation in managing disability issues in the work­

place. Through mid-1994, Sears had encountered six ADA-related employee law­

suits. Given Sears' large number of employees with disabilities, this low incidence 

is likely the result of two factors: 

♦ The do-the-right-thing corporate culture, manifested in the company's 

efforts to include people with disabilities throughout its work force 

♦ A formal commitment to alternative dispute resolution, which attempts to 

resolve most employee litigation through mediation. 

Remaining Challenges 

Study is needed on the role of education and communication in diffusing, avoid­

ing, and resolving ADA-related disputes between employers and employees; 

helping peopie 'understand their rights and obligations under the act; and 

empowering people to make informed decisions. 

Dispute resolution programs must also become more sensitive to the range of 

physical and mental disabilities and their specific impact on the dispute resolution 

process. Preliminary indications are that many employers are using alternative dis­

pute resolution under the ADA to enhance equality of job opportunity. Alternative 

dispute resolution processes are being used that lead to cost-effective, reasonable 

accommodations enabling qualified employees with disabilities to work.7 
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Appendix A 
Employment and lnformatilon Technology 
Resources 

The organizations lisll'd hdo,,· c111 prm·ick more inform:ttion on resources 

identified in this rq)ort. 

PROJECT SOURCES 

Chicago Lighthouse for the Blind 

18')0 West Roose,·dt Road 

Chicago. IL ()0()08 

< 312 l <>(>(>-133 I 

Iowa Creative Employment Options 

.John A. :\ietupski. Ph.D. 

Associate Director 

2.:;- HS 

l 'niHTsity of Im,·a 

le l\\·a City. IA .:;22.12-1011 

( 3 19) 3.:;6--1(16-1 

Job Accommodation Network 

\\"est \'irginia l ·ni,·ersity 

l)]8 Chestnut Ridge Road 

Suite I 

P.O. Box (1080 

\lorg;tntmYn. \\'\' 2()-')0()-6080 

Toll-freL' \800) ';2(>--25-1 

President's Committee on the 

Employment of People with 

Disabilities 

15_-1, I F Street. :\.\\·. 

\\·ashington. D.C:. 20(Hl-l- l I u­
( 202 l 5-C1-(i2UO 

TDD ( 202 l _-1,-C1-C120S 

42 

Program Able 

Audrey Walker 

c o Sears. l{oehuc:k and Co. 

3353 Be,·erly Road. EC-233A 

Iloffman Est:1tes. IL 601..,9 

< -:-08 l 28()-8 I C18 

Project Access 

Joe Dragonette. President 

20.:; West \\'acker Dri,·e. Suite 2200 

Chicago. IL (1060() 

< 312 > -12-1-.:; ;i,oo 

Recording for the Blind 

20 Roszell Hoad 

Princeton. :\.I 08"1·10 

< 609 l -62-060() 

Toll-Free <800 l 2n--I-:-92 

Sears Merchandise Group 

Workforce DiH·rsity Dqx1rtment 

:i.13:, Be,·erly Road 

!loffman Estates. IL (>0 I -l) 

( ..,()8) 28()-0')7() 

Wisconsin Employment 

Resources, Inc. 

Sue Kidder. Director 

151 () .\kndc 1ta Street 

Suite I0-

.\ladison. \\"] .:;_:;_,-l-1 

((1()8) 2 t(1-_J., I I I 

4J 
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INFORMATION TECHNOLOGY 

SOURCES 

ACCENT VOICE SYNTHESIZERS: 

AICOM Corp. 

I 590 Oakland Road 

Suite Bl 12 

San Jose. CA 9=i 131 

Tel. (-i08l -1';:\-82!:il 

Fax (-i08l -fr\-82=i5 

ALVA BRAILLE DISPLAYS: 

HumanWare, Inc. 

62--6 King Road 

Loomis. CA 95(150 

Tel. <916l 652--,253 

Toll-free (800) -:-22-3393 
Fax (916) (1';2-72% 

0 

IBM SCREEN READER/2: 

IBM Special Needs Systems 

P.O. Box U28 

Boca Raton. FL 3}¼29-1328 

kl. (·!Cr:'l +15-2000 

Toll-frl'l· <800) .~-i2-66-,2 

IBM VOICETYPE II VOICE 

RECOGNITION SYSTEM: 

Dragon Systems 

320 :'-.:eYada Stn:·et 

:'-.:cwton . .\IA 02160 

Toll-frcl' <800) 82!:i-=i~N-

Efil,C 
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KURZWEIL READERS AND 

SCANNERS: 

Xerox Imaging Systems, Inc. 

9 Centennial Dri,·e 

Pl'ahody . .\IA 019()0 

Tel. C=i08l r-:--2000 

Fax ( 508 l 9-,7-21-18 

MULTIVOICE VOICE 

SYNTHESIZERS: 

Institute on Applied Technology 

500 Longwood Avenue 

Boston. \IA 02115-573': 

Tel. c 617) 7 35-6•i86 

Fax ((11"7) 7 35-6882 

NEC MONITORS: 

NEC Technologies 

l-11-:t \la!->sachusetts A,·enue 

Foxborough . .:-.IA O 1719 

Toll-free ( 800 l (>32--i6.% 
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Appendix B 

Comparison of 1994 Sears Work Force Data and National Statistics 

Sears 1994 Work Force: 

Percentage of Disabilities (Type of Impairment) 

Orthopedic 36% 

Respiratory 7 ¾ 

Cardiovascular 19 % 
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National Comparative Data of Persons 15 Years of Age or Older: 

Percentage of Disabilities (Type of Impairment) 

Other 26 % 

Sensory 12 % 

Respiratory 4 % 

Internal 10 % 

,, ,u1H·: ,I• ,Im \1. \h '\,•ii. .-1111,·n, ,111, 11•ith / )islll>1/it1,·., 

/<)<)/ /<)CJ.}_ /ict/ctji"t,111 //>,• SIii'/'('.\' ,f l11,·r,111t· ell/cl l'rugn1111 /'ctl'lic'1/lllfi1111. 

1 ··"· llurv.n1 , ,I thl' c :l'n~u~. l :urrl'lll l'<>pula1it 111 lkp, 11b t l'l').~ l 
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Comparison of Individuals with Disabilities by Gender and Race 

in Sears Work Force and National Work Force 

Sears National Sears National Sears National Sears National 
Non• Non- Non• Non• Minority Minority Minority Minority 

Minority Minority Minority Minority Male Male Female Female 
Male Male Female Female 

:-., ,u1-. l'" "var, I')') 1 \\-, irk h >fl\' I >.1t.1. and _I, ,1111 .\I \k'\v1I. .I111,·rh 1/1/s ll'ill> I )is11/}l/i11,•., 

l'J')/ - /<111.!. I 1111ajiw11 ti><' S111n:r ,f llu u11u• //11<I l'ru.~r,1111 l'11rtin/111tu,11. 

l _',_ llllrl',lll ()r llll' Cl'thll'.', Cllrrl'lll l'llplll.11i1111 lkporh ( l'N5l 
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Endnotes 

1 Isaac 11:1,,·kins ha~ sitK'L' l>L'L'n prnrnotL·d to till· pusition of storL' lllanagL·r. 

2 Scl' also \lichael .-\lioto and Susan Brulllnll'I. ":\II: .-\n lm·l'stmcni in Peopk 

,,·ith Disahilit ics ... 'fZw t11/c11·11wlio11 !11/i·<t:,I met II re: J<e(lc/.,i11p, Suciety :, ( ;uols. A 

f<e/1ur1 <{the h1/im11atio11 J11/i'c1stmct11n' Tosk Force Cu111111illee 1111 .·l/>/)/icotio11s 

all(/ Tec/.1110/ugr. publication X(>8 (\\'ashington. D.C:.: :\:ttional lnstitutL' of 

Standards and 'kclmology. l ·.s. Dcpartnll'nt of CornmL'fL'e. 199-f l pp. '1-2-f. 

5 For a related discussion. sec PL·ter Da,·id Blanck. C<,1111111111ic(l/iu11s 

Tecb11u/upyji1r /:'/'e1yu11e: /111plio1tiu11s/i1r the Clm:,roo111 (Ill(/ lk~1·(//1d 

(\\·ashington. D.C.: Till' :\nnenherg \\';tshington Program in Communic1tions 

Policy Studies of :\orth,,·estL'l'n l'ni\'L'rsity. 199-tl. 

' Peter Da,·id Blanck. "ln1L·grated Employment. Economic Opportunity and 

the :\nll'ricms \\'ith Disahilit ics Act: I-:111piril'al Findings from I <)<)O-I <)<J.1 ... !ou·<t 

l.<111· l<el'ic'll' ~9 (·f) < lm,·a Cit\': l 'niH·rsity of lm\'a. 199-1 ). 

" Finding~ arL· h:t~L·d on a quarterly follo\\'-up sutYL'Y to cmployl'rs ,,·ho had 

prL·,·iously L':>ntacted thl' Joh Accommodation :\et\\'ork l'L'([LIL'sting information on 

acu >mn1< >datic>ns. 

(l SL'l' als0Tm;~eli11p, f)isa/Ji!izr .\'eeds: .·I c;uide '" the .,l11/C'ricm1s ll'ilh 

/Jisahilities Actji,r /Jis/mle Nesol11tiu11 !1,·u,~1w11s. 11\' thL· Aml'rican Bar :\s~ociation 

Com111is~ion on :.IL-ntal and Physic:tl Di~:thilit,· L1,,· and thl' Commission on 1.q..(al 

Prohlc111s of thl' Eldl'rly (\\'ashington. D.C.: ,\mL·ric;m Bar :\ssodation. l<N-I>. 

-;- Sec i'L'tL'I' Da,·id Blam k. Jill 11. :\mkrson. Eric _I. \\'allad1. and JalHL'S I'. 

'knney. "lmplcrncnting lkasc>nahle.Accommodations using :\DR untk·r till' 

,.\l),\:ThL· CasL' of a \\'hitL·-Colbr l·:111ployl'l' \\'ith Bipolar \kntal llhK·~s ... . l!e1110/ 

anti l'hysical /)isa/Ji/ity I.me N.eju,rter IX(-I) (\\'asliington. D.C:.: :\lllL'ric:111 Bar 

:\-.~ociation. !<)XO) pp. 1-'=iX-<1I. 
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