
The North Carolina Client Assistance Program (NCCAP) is a federally mandated and 
funded advocacy and education program for consumers of the public rehabilitation 
programs (Vocational Rehabilitation Services, Services for the Blind, their Independent 
Living Programs, and the Centers for Independent Living).  NCCAP educates persons’ 
with disabling conditions about their rights and benefits under the Rehabilitation Act of 
1973 (as amended) and Title I of the ADA. We provide alternative dispute resolution 
(ADR) and advocacy services when applicants or consumers of the public rehabilitation 
programs find themselves in a conflict or disagreement with the agency. We also inform 
and educate consumers about agency policy, of their right to due process, and can 
represent consumers in that process. NCCAP is here to help educate, guide, and 
support people in their relationship with the public rehabilitation/independent living 
programs.  
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In February 2016, an Independent Living counselor contacted NCCAP to staff a case 

related to a delay and potential denial of services based on an annual review of a 

financial needs survey (FNS). The client was waiting for vehicle modifications to a 

vehicle she and her family had already purchased. In speaking with the client, she 

reported that she was employed, that she had been waiting for several months for this 

service, and felt blindsided by the agency, and that her father was having to transport 

her to and from her job, causing a hardship. This case relates to the increased 

complexity of completing financial documentation. CAP investigated the case and found 

that the Chief of Policy had put a stop to the progress of the case due to inaccuracies in 

the process of determining financial eligibility. CAP continued to monitor the case and 

acted as a mediator / liaison between the client, counselor, and Chief of Policy to 

correct the errors and get the appropriate information into the system. This took some 

time, but eventually, we were able to do so. CAP followed up with the Chief Rehab 

Engineer in Raleigh, and facilitated the bids getting out in a timely manner. As of this 

date (May 2016), the client’s van is being modified, and she should be in possession of 

it shortly.  

 

An Independent Living contacted the Client Assistance Program (CAP) in April 2016, 

with the concern that her personal assistance services (PAS) through the Independent 

Living Program (ILP) were going to be discontinued at the end of the month (April 30, 

2016), based on a new financial needs survey which indicated that the family had too 

much income.  She wanted to appeal the decision. Because the timeframe for 

discontinuation of the service was so close, CAP provided her with the necessary 

information so that she could request an administrative review and an appeal hearing so 

that she could continue to receive the service until the issue was investigated and 

resolved.  CAP staff was able to gather new financial information from the client for the 



ILP, cite policy governing the completion of the FNS, and successfully negotiate with the 

Unit Manager to take another look at the data in an effort to continue PA services.  A 

new FNS was completed and the client was determined to be eligible for continued PA 

services.  Since all issues were resolved in her favor there was no need for further CAP 

intervention. Client was made aware that she can contact CAP at any time in the future 

if she feels she needs additional assistance or intervention.  
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