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Expansion has occurred with the Business Specialist position in an effort to align business 
development efforts and to increase capacity for business services. We have a state-wide 
Resource Manager of Business Operations (Michelle Krefft), which is focused on national and 
state initiatives as well as three specialist positions, located in Iowa City (Melissa Silver), Cedar 
Rapids (Andrew Hilliard) and Des Moines (Ashlee Cummings). We have seen significant 
progress related to linkages with businesses impacting our pre-employment transition hours as 
well as business accounts that directly led to a number of successful employment outcomes.  
During our 2018 state fiscal year, IVRS has fully implemented the dual customer approach and 
continues to infuse business outreach activities into local and state plans resulting in 
strengthened business relationships statewide.  
These relationships enhance the counselor’s understanding of business expectations and are 
directly connected to the planning process with consumers. It has been found that by increasing 
business involvement throughout the rehabilitation process, job candidates have better 
information to make informed choice decisions on their career plans, a clearer career pathway 
in their chosen goal area and connections for work experience in this area. An additional result 
is a broader range of employment opportunities available, including work-based learning and 
training opportunities for our students.  
Iowa Vocational Rehabilitation is committed to serving business and industry as a valued 
customer, and in the past year, demonstrated this commitment through a wide range of 
activities and service delivery. We strongly believe that by having business intelligence we can 
not only serve our businesses better but also our consumers. 
 
Training Process  
For the past four years, our organization has focused on training. Not only training our staff, but 
our workforce partners and community rehabilitation providers. It is important when we serve 
business and industry that we are united to meet business needs. Our training focuses on the 
importance of a business relationship and meeting business needs with our job candidates, 
versus just making placements that do not result in long-term employment. We begin with a 
business intake to learn about the business and move into doing a job analysis/task analysis so 
that we can make recommendations to help the business. This training is done classroom style 
as well as in the business community – learning by doing with mentoring. Our business partners 
are involved in this training as well.  COVID-19 has changed many things including the IVRS 
training process.  While we used to do a more hands on approach, we are doing many things 
virtually.  Our field staff really respect their peers who are able to “walk the talk”.  Because of 
this, 5 business staff have been identified to help facilitate a monthly business services training 
called “Tune in Tuesdays at Two”.  The focus will be to ensure every field staff interested will 
have access to business training.  These will also be recorded and stored in the training library.  
In addition to this, the team hosts a monthly huddle that allows all VR employees to staff 
difficulty to place cases with our team.  Since our team has extensive business intelligence, we 
are able to problem solve with business partnerships. 
 
We are Growing 
While IVRS has three full time business engagement specialists, we have also had a great 
interest in moving some counselors to part-time business specialists.  These counselors have a 
caseload and are also able to provide services to our business partners.  In addition to our three 
full-time staff, we have four additional part-time business specialists and twenty-one additional 



members of the team who serve as mentors to their area offices and services units.  Every one 
of the twenty-eight team members has a strong desire to serve the dual customer. 
 
Virtual Services 
COVID did teach our team how to work more efficiently to serve as many customers as 
possible.  Moving forward with the dual customer approach we are now able to provide these 
services to our business partners & job candidates statewide: 

● Customer Service Academy- based on feedback from our business partners, we 
developed this academy with a certification to better serve businesses needing 
candidates with knowledge in customer service.  This is open to all job candidates 18 
and older once a month.  The certification is recognized by four business partners in 
Iowa. 

● Virtual Career Fairs- Once a month, the business service team has a business highlight 
their company (these are companies that are currently hiring).  We invite our candidates 
to these fairs, and provide them with zoom etiquette training before the actual event.  
Recruiters are in breakout rooms and can provide immediate interviewing at these 
events 

● Virtual Job Clubs- Six times a month, staff invite business in to provide business 
intelligence to the job seekers.  This helps with informed choice to our job candidates.   

 
IVRS is committed to being at the intersection of disability expertise and business intelligence.  
We do this by not only having valuable trusting relationships with our job candidates but with our 
business partners! 
 
 
 


