Transcript Paws to Purpose: Service and Emotional Support Dogs

Opening and housekeeping 
[Pia Basudev] (0:00 – 5:27)
Today's webinar, Pause to Purpose, where you're going to hear from owners and trainers about their experience with emotional support and service animals. We will be recording this webinar. This event is brought to you by the Department of Rehabilitation and the Disability Access Services Unit.

So, thank you all for joining us. This is the first of three webinars we're hosting in recognition of National Disability Employment Awareness Month or NDEAM. And it's a time to celebrate the contributions of workers with disabilities and also to promote inclusive, equitable workplaces.

Service animals and emotional support animals play an important role in this, hence the webinar. So, this webinar builds on a foundation we laid with last year's webinar, where we talked about laws and regulations related to service and emotional support animals, particularly in the workplace and in public setting. So since then, we've continued to receive questions through our public mailbox and through our phone line.

And there's a lot of things that keep on coming up. There's a little bit of confusion about reasonable accommodation, access rights, business denials, as well as confusion about what qualifies as a service animal. So, this year we're shifting focus rather than centering on the legal definitions, things like that.

We're gonna highlight real life stories and firsthand experiences because lived experience often offers the most powerful insights. So, today's webinar, as I said, is presented by DOR and Disability Access Services Unit. I'll be introducing the panel in just a bit, but we're very excited to have them here.

So, my name is Pia Basudev. I use her pronouns. I'm an older mixed-race woman with short dark hair.

I've got on glasses, a Navy blouse, and a blue and red scarf around my neck. I work with Disability Access Services, and we provide training, guidance, and support to California's public agencies, organizations, and employers to help them create more inclusive and accessible environments for everyone. I'm joined today by my training partners Andrew LaChuga and Erica Carter, who will be helping us out.

So, we have a number of accommodations available today. The first one is we have an accessible outline. This includes all of the information that is on the slides, including visual descriptions.

It includes hyperlinks as well. So, Andrew, if you can go ahead and drop that in chat, I would appreciate it. Also, we have American Sign Language interpreters.

They'll be pinned to the screen. So, if you need that, you'll be able to just, you'll be able to see them. And last, we also have a live captioner.

If you need the captions on your Zoom toolbar, if you don't see the show captions button, then you can click the more button, and it could be there. I wanna thank Aileen and Melissa who are our ASL interpreters today. A reminder for everyone, if you can talk a little bit slower, so our ASL interpreters can make sure that they're capturing what we're saying.

Andrew, do we have our captioner back on?

[Andrew Lechuga] 
Our captioner is having technical difficulties right now, but we're hoping that they get back on.

[Pia Basudev] 
Okay, well, we apologize. We'll have those live captions soon. So, we are going to be providing opportunities for interaction today.

So, we have the chat enabled for our staff and panelists to discuss, but it's not available to attendees because we wanted to minimize that distraction. If you do have questions, please use the Q&A feature to ask questions or make comments. We will respond to these after the panel discussion.

If you wanna address a particular question to a panelist, then please include their name on the question as well. We're gonna have plenty of time at the end of the webinar for Q&A. If we don't answer all the questions, we're going to try to include those when we post the webinar on our website, which will happen shortly after this webinar.

Okay, and if you have any technical difficulties, you can reach us at D-A-S-T-R-A-I-N-I-N-G at dor.ca.gov. So please feel free to email us if you are having technical difficulties. All right, so let's now get into our panelists. So, we have, we've got four amazing guests for you today.

Panelist Introductions 
[Pia Basudev] 5:28 – 9:47
So first we have Barb Velazquez from the San Simon Foundation. So, Barb, if you can tell us a little bit about yourself and your organization.

[Barb Velasquez] 
Thank you so much. It's nice to be here. Thank you for including me.

I am Barb Velazquez, and I work with the San Simon Foundation. We are a small organization that primarily serves California, Oregon, and Washington with hearing dogs. So, our dogs are primarily shelter dogs that we rescue and train to become hearing dogs.

We are also unique in that we are a privately funded program but just a small program.

[Pia Basudev] 
Thank you so much. Thank you, Barb. Welcome.

We're really glad that you are here today. So next we are going to be joined by Kai and I will let Kai introduce herself.

[Kai Weise] 
Good morning. And again, thank you for the opportunity to participate. My name is Kai Weise and I work at Guide Dogs for the Blind.

I'm on our Oregon campus. We also have a location in the San Rafael in the Bay Area there in California. And our program, as the title suggests, we place guide dogs with people across Canada and the United States.

Contrary to a smaller program, we are the second largest guide dog program in the world and the largest here in North America. So, we place quite a few guide dogs each year and we also have two other programs within and that is a canine buddy program that provides well-trained but not service dogs to any age with a visual impairment as a nice pet or a companion dog. And then where my program is, is the orientation and mobility immersion where we provide comprehensive immersive training, O&M training to folks that are perhaps interested in a guide dog or unable to secure services elsewhere.

[Pia Basudev] DOR/DAS (she/her)] 
Thanks. All right, thank you so much, Kai. It's wonderful to have you with us today.

[Pia Basudev, DOR/DAS (she/her)] 
And so next we're gonna hear from our two handlers. We're gonna to start with Jessica Grove. So, Jessica, can you tell us a little bit about yourself and your emotional support animal?

[Jessica Grove] 
Sure, thank you so much for asking me to participate in this event. And my name is Jessica Grove. I work here at the Department of Rehabilitation.

[Jessica Grove (she/her) DOR] 
I experienced major depression and anxiety, and I use an emotional support animal here in the office with me. His name is Tug, T-U-G, and he's two years old. And I specifically got him with this work in mind.

[Pia Basudev] 
Thank you so much, Jessica. And now we'll have our last panelist introduce himself. Welcome, Jay.

[Jay Harris] 
Thanks, Pia. Thank you so much for inviting me to be part of this. My name is Jay Harris.

I oversee the older and younger individuals who are blind programs here at Department of Rehabilitation. So, it's great to be part of this panel. I have currently my seventh guide dog that I have received, and they have all come from Guide Dogs for the Blind where Kai works.

So, I have my dog here in the room with me and he's my constant companion.

[Pia Basudev] 
All right, thanks so much, Jay. Thank you all for being here. And we're going to start our webinar today off with a poll.

Poll #1
[Pia Basudev] 9:48 – 15:50
So let me put the question up and then I'll start the poll question. Okay, so here we go. So how do you tell the difference between a service or emotional support animal and a pet?

Yes, no, or don't know? We'll give everybody a little bit of time to answer. So, we have a lot of yeses and then don't knows are following. Okay, so we have most of our participants have participated. Let me share the results with you all. So, 57% of you said yes, 15% said no, and 28% of you said you don't know. So, let's ask the experts here today. So, let's start off with Barb or Jay. Go ahead, Jay.

[Jay Harris] 
Oh, all right. So, when it comes to service animals, sometimes it may be obvious, right? My guide dog, when he is working, it is very obvious what he is doing because he wears a harness and I'm holding on to that harness, usually engaged in or moving around or navigating to or from somewhere, or he may be sitting beside me, but he's harnessed up and that guide dog school name is on the harness.

So, in the case of some service animals, it may be very obvious, but I will let other panelists talk about some of the intricacies and how you can or can't tell, right?

[Pia Basudev] 
So much, Jay. All right, let's move on to the next speaker, Erika. Okay.
Erica, can you highlight the next speaker, please? All right, it's Kai. Thanks.
Kai, how would you answer this question?

[Kai Weise]
So very similar to what Jay shared, there might be some good visible indicators that would inform the status of that animal or maybe some behavioral observations as well. But overall, there might not be a really clear distinction, especially when the animal is not wearing equipment like a harness or a vest. If they are wearing a harness or a vest, it might say service dog, guide dog, emotional support animal, but under the law, they're not required to wear anything.

So just the absence of that alone is not enough to tell us if they are a service or emotional support animal. Similarly, an emotional support animal might also wear a vest that looks very similar to a service dog. And there's even some pet dog harnesses now that are out there that can look very, very similar to some of the service dog equipment that we see.

And they might even have little patches that say do not pet. Maybe they aren't friendly. So, it can be a little hard to tell.

The other thing is where you might see them. So, if you see them out in public, that could be a good indicator that they're a service animal.

[Pia Basudev] 
All right. Thanks so much, Kai. What about you, Barb?

[Barb Velasquez] 
Well, you see dogs in and out of public places quite a bit that would just be somebody's pet. So, my answer would be no, you cannot tell the difference between a working dog and a pet dog. Now, having said that, I'll echo Kai in that there are dogs, and Jay as well, there are dogs that will wear a vest that identify that they are a, in fact, a service dog, but that isn't required by law.

So, they may or may not have that. You may also encounter dogs that are trained by their owner, which is also permitted by the law. So, in that respect, you could have a, encounter a very well-mannered dog that may look very professional but may simply just be someone's pet.

So, in my case, because I train shelter dogs and I train hearing dogs, I use a variety of breeds and mixes that look like the family dog.

[Pia Basudev] 
Sorry, let's move on to Jessica. Jessica, how would you answer this question?

[Jessica Grove] 
I don't think someone looking at my dog would be able to tell that it's an emotional support animal. So, I do have a vest that he wears sometimes that says ESA on it, emotional support animal. I don't have it on him all times at work.

When he's around the people who gotten to know him and know what his role is, then he's not wearing it. But anytime that I'm gonna be around people who may not be familiar with him and the fact that he is an emotional support animal, I'm gonna both put the vest on him. And I'm also going to explain that to people as they come up and interact with me.

[Pia Basudev] 
Super, so much for everybody's answer. So, it can be a little bit tricky. So, let's move on to our next question, which is various types of service animals.

Service animal types

[Pia Basudev] 15:53 – 16:05
So, we're gonna cover service animals, emotional support animals, therapy animals and facility animals as well. And we're gonna kick it off with Kai. Kai, can you tell us a little bit more about service animals?


Service Animals 

[Kai Weise] 16:07 -17:19
Sure, so service animals would be trained in specific tasks or behaviors that would help mitigate the handler's disability. And they have lots of other training in terms of socialization and how to be safe out in public, how to stay focused on their handler. Again, they're not required to wear equipment, but they often do, especially our guide dog teams would be wearing a harness to help guide their handler.

Jay beautifully shared what his guide dog does for him, but there are other service animals out there that could be something like mobility support, where they help provide balance or retrieving items. There could be hearing like barb trains, which may be alerts to a fire alarm or a doorbell. We also see psychiatric service dogs or PTSD service dogs that may interrupt anxiety or nightmares.

And then diabetes and seizure alert dogs as well. They might retrieve medical equipment or alert somebody that their handler is having a medical episode.

[Pia Basudev] 
All right, thank you very much for that, Kai. Let's move on to the next type of animal, which is an emotional support animal. Can you tell us a little bit more about them?


Emotional Support Animals 

[Kai Weise] (17:20 - 18:29)
Yeah, this is Kai again. So emotional support animals, as their name suggests, are there to provide emotional support. So, they could have some training in terms of behavior, but they're not necessarily trained to perform a specific task to mitigate that disability.

It's just their presence and their comfort that is there. They have some legal protections in terms of housing and some state protections for employment, but they don't have the same legal protections under the Americans with Disability Act or ADA in terms of public access or the Air Carrier Access Act that would allow access to airplanes. Again, they might, as Jessica shared, they might wear a vest, but again, they're not required to.

And anytime with housing or with employment, they would be required to, the handler would be required to have documentation of why that's reasonable accommodation.

[Pia Basudev] (18:25 - 18:29)
All right, thank you, Kai, for those answers. Let's now turn to therapy dogs. Barb, can you tell us a little bit more about therapy dogs and what they do?

Therapy Dogs

[Barb Velasquez] (18:30 – 20:04)
Sure. Again, this is Barb. Therapy dogs are primarily their focus is to provide comfort and joy for someone. And they are generally handled by a volunteer who would go in and just visit different places, such as a hospital, a nursing home, a library.

These are dogs that might have a vest on that identify them as therapy dogs. However, these are not dogs that are typically permitted in public settings other than those for which they are trained to go into with a volunteer. So, they would not have the same ability to accompany someone into various public places like a service dog.

But their primary goal is to come in and just provide comfort and emotional support.

[Pia Basudev] (19:42 - 20:06)
Thanks, Barb. I know that when my mother was hospitalized and was in a recovery unit, a skilled nursing facility, they had a number of emotional, a number of therapy dogs that came in. And that certainly helped.

So, thank you for letting us know a little bit more about service dogs. And let's turn to the last type of dog here, which is a facility dog.

Facility Dogs

[Barb Velasquez] (20:07 - 21:57)
Okay, so it's Barb here again. And facility dogs are very similar to facility dogs in that they do provide some comfort. However, the primary difference is that a facility dog is typically placed with a professional, could be a teacher, could be a physical therapist or a counselor.

And their role is to be with their partner all day in a work setting. So, these dogs would receive probably quite a bit of socialization and training as well as some specific task training for that professional, the job that they're doing. So, for example, a facility dog may comfort a child during a counseling session.

They may just sit quietly with a patient. If a physical therapist just needs a dog there, maybe a child who they're working with to brush the dog, so there's some dexterity tasks. They might help a student calm down during a rough day.

So, they're primarily there all day. They probably would wear a vest and you might see a facility dog accompany that person into a public setting if their job requires them to go into more than one setting, in which case they would be. But they would not be accompanying their person into all public settings, such as the service dog.

So that's really the difference between a facility dog and a therapy dog.

[Pia Basudev] 
Super, thank you so much, Barb. Okay, so now that we've covered the various kinds of animals, let's go on to some common misconceptions that people have about service and emotional support animals. So, for the panel, what do you think are the biggest misconceptions about these animals and what should the public know?

Common misconceptions
[Pia Basudev] 22:09 – 30:50
So, Jay, let's start with you.

[Jay Harris] 
Great. So, I think, this is Jay again, and I think the most common misconception I run across with the public and people oftentimes come up and ask about my dog if I'm stopped somewhere, standing somewhere, and folks will ask questions. And one of the biggest things I often hear is, that's amazing, the dog can take you wherever you tell him.

And I always go, ooh, what do you mean by that? And they go, oh, well, don't you just say bus stop or work or something? And so, I find that one of the biggest misconceptions is that the person is at the sort of mercy, so to speak, of the service animal.

And the training, I usually have to explain to people, no, I actually have to tell the dog the left, the right turns, the stops and starts and so on. So, I, as a guide dog handler, need to, or partner need to make sure I'm giving clear instructions to the dog because in the case of my guide dog, the guide dog is trained to help avoid obstacles. Kai touched on some of this, but to avoid obstacles, make sure at curbs, streets, anything that's blocking a sidewalk or a walkway where I might be traveling a path, the dog is alerting me to either an elevation change, which might be a step, but it could be on a, if you're outside taking a walk in nature, right?

It could be a pathway with roots or rocks or things like that. And they're not trained specifically for like outdoor type hiking, but they can do similar types of work in almost any location where they're alerting you to anything that might bump, hit, interfere with your travel. And then I think the biggest thing that's amazing about using a guide dog is the intelligent disobedience.

So, the dog is trained to disobey a command if you tell them to do something that's unsafe. So, for example, if I'm standing on the edge of something that I think is a, maybe I think I've come up to a stairway, but instead I'm standing at a wall that maybe drops off and the stairway I need is to my left or my right, the dog would not move forward if I told them to move forward because I might fall off that edge or ledge rather than going down steps like I planned. So, or they might refuse to enter the roadway if they see that a car has come.

These days with electric cars, I'll tell you, it's amazing to see the work the dogs do. It's become very much a reality in current environments that where cars can be really, really quiet and you may not hear them coming and the dog will intelligently disobey. So that's what I find to be the, one of the most common misconceptions is that we, the partners, are sort of tagging along and just tell the dog, go somewhere and follow.

It's a little more complicated or a lot more complicated than that.

[Pia Basudev] 
That's what it sounds like. Thank you for sharing that, Jay. Kai, let's move to you.

What do you hear as a trainer about what misconceptions do you encounter?

[Kai Weise] 
Well, Jay highlighted that beautifully from a guide dog perspective, that was excellent. We hear that all the time. I would say the other misconception that we sometimes hear is that service animals are, should be essentially robotic in nature and behave perfectly all the time.

Even though they have had very extensive training and lots of assessment of their personality, they are still dogs at their core and there are going to be times that they make a mistake and that is their handler's responsibility to manage that or support that or remove them from that situation to make sure they're not posing any health concerns or behavioral concerns to the general public. With that said, if you observe something, give those teams some grace and trust that the handler is managing that. And certainly, if it seems something more significant that's not being addressed or managed, reporting that to the place of business or if the dog is wearing equipment that states what program they originated from, you can share concerns with that as well.

[Pia Basudev] 
All right. Thank you, Kai, for sharing some of the things you can do if an animal is misbehaving. So, Barb, what do you think, what do you encounter, especially working with hearing dogs?

[Barb Velasquez] 
Well, I think one of the biggest misconceptions is that a disability should be obvious or what a dog is doing for someone should be obvious. And in my case, I'm working with people that have hearing loss. It's not something that you're going to observe visually nor might you even know what a dog is doing for someone particularly in a public setting.

And so, I think that's one big misconception. Another one is that people have a perception that a service dog is a particular breed. So maybe a lab, some type of retriever.

And in my case, we work with very small dogs. It could be as small as 10 pounds or as large as a retriever. And so, because our dogs are physically alerting someone to sounds, they can be of any size and they're generally really could be any breed.

So, we might have dogs that just look like, you know, they're next to our neighbor's family dog. So that's another big misconception. All right.

And I will also echo with Kai that dogs are not perfect, they make mistakes. And that is another misconception.

[Pia Basudev] 
All right. So, I have another quick question and we get calls about this and people wanna know how to register their animal, right? They wanna make sure it's legitimate.
Does one of the panelists wanna sort of address that whole idea about registering or certifying your animal?

[Kai Weise] 
This is Kai I'm happy to answer is that, there is really no standardized registration or certification definitely many websites out there that claim to be but those and it up themselves are not because it's not a legal requirement that they are certified or registered, we say that in certain areas of Canada there is a government registration but there's nothing specific about that in the United States.  So, a lot of times is working with a medical care team to get documentation is needed in terms of reasonable accommodation or whatnot.  Some folks might choose training either

[Kai Weise] 
 service animal to work with the program that would help certified through that organization, that team as a service animal team with protection under their organization.  So that could be an option as well but there is no one specific place that you would go to get that registration or certification.

[Pia Basudev] 
>> Thank you for clearing that up, there's a lot of misinformation about that and I know that people go searching their lots and lots of places that will take their money and provide you with vest or something.  

qTraining 
[Pia Basudev] 30:51 – 37:57
So, all right, let's move on to our next question.  Which, training.  So, let's
 talk a little bit about the ADA.  As folks mentioned earlier, the ADA defines service animal as an animal that is trained, perform a specific task related to a person's disability.  Barb, you work with rescue animals, can you tell us about their training and how you support handlers?

[Barb Velasquez] 
>> Sure, while we start with dogs that are already young adults.  There are adolescents that began training with us and we are working dogs that we don’t have a history on.  Our training is similar to everybody else’s training model and that encompass of course the task, training that they are doing alerting someone to sound.  Obedience training, manners of course, and socialization in public setting.  That's many many months of training

[Barb Velasquez] 
 before they are actually matched with someone.  And like most other programs we have orientation or training in which we work with our client so that they know how to work with their dogs,  and that includes not just the task training that we do in the home but taking their dogs out into social settings, and really learning about their particular dog.  So, our training is about six months, it could be longer, it really depends on dog and what behaviors they come home with from the shelter that we work on. 

[Barb Velasquez] 
So that is essentially our training and I will mention that we often do incorporate some training in the workplace as well because about 50% of our hearing dogs will go to the work site and they work, you know, a telephone or smoke detector, so we set up practice session there as well.

[Pia Basudev] 
>> All right thank you so much Barb.  So, Jessica, can you share a little bit about your dog training, your emotional support dog, how you prepared and what it is like having the dog at work?

[Jessica Grove] 
>> This is Jessica thank you for the question, so I did get one-on-one training for Tag and myself and what we did was not only did we work at home and in the community on socialization and making sure that he was calm in novel situations, we also spent quite a bit of time in the worksite itself, acclimating him to the different distraction that he would find at work, for example, I spend a lot of time in conference room and meetings. So we did a lot of work in there around chairs being pulled out and people moving around and how to keep him being distracted by those

[Jessica Grove] 
 occurrences around him.  So, we have done quite a bit one-on-one training and I also can get check-in whenever I need to if there's something going on where I'm noticing that he’s having difficulty in the workplace.

[Pia Basudev] 
>> All right, thank you so much Jessica it's good to know it's not just the animal with the owners need a little bit training as well.  Let's move on to Jay, can you sure about your service animal I think is named Shuttle. What was the training for Shuttle and yourself? Jay, you are muted.

[Jay Harris] 
>> The things we forget, right?  My name is Jay and thank you for the question, Pia. My dog, as I share briefly, does many things and that training occurs prior to me being trained to work with the dog.  You know, Kai gives an average, probably but my understanding is that, you know, it’s a significant time investment that can be months long as Barb mentioned.  And the dog trained on those things I mentioned before, avoiding obstacles and all that. And then there is all that and socialization,

[Jay Harris] 
good home behavior, right? There's things that are really important when you're working with a dog, service animal in public, right?  You need them to not break social norms like they shouldn't be visiting with everybody trying to get attention, things like that, you know, the public wants to pet them. But the other training Jessica touch on is how we as people, we as people or handlers of these incredible animals, need to be trained, to understand how to communicate with the dog.  So, Guide dogs

[Jay Harris] 
for the blind, the school I got Shuttle from, happens to offer some different options, and I’ve, you know, both had in-home training where the guide dogs came to me, delivered the dogs and spent 10 days in my area. That's how Shuttle was trained.  They brought Shuttle to me and spent 10 days in my area working routes and helping familiarize the dogs with the locations, so that all those skills that they’ve developed can be applied in the environment that is familiar to me already.  And also, to train me in communicating with this dog because as I can tell you, this is the seventh guide dog that I'm working with now, and they all have been incredibly different, and learning each specific animals that responses, and preferences when it comes to communicating is incredibly important. And that’s it for me.

[Pia Basudev] 
>> Apparently it is contagious Jay   So before we move on, I’d like to clarify that this webinar really isn’t designed to provide guidance on compliance with the federal ADA or FEHA. There are some resources at the end of the accessible handout that you can find more information if you're interested in those specifically. 


Legal Disclaimer/ ADA Reasonable Accommodation
[Pia Basudev] 37:58 – 42:22
So, if you need a reasonable accommodation, this is our, our legal disclaimer here. So, if you do need a reasonable accommodation, you really should check in with your employer's reasonable accommodation designee.

So I know Barb from our conversations, you shared that you've had to help some of your handlers that are getting the hearing, the hearing dogs navigate the RA issues. Can you share a little bit more of your experience with that?

[Barb Velazquez] 
>> Yes, thank you so much. Well, we’ve encountered I think more or less some challenges with the 

[Barb Velazquez] 
work environment, human resources and just in general not having supportive management. So, we’ve helped our clients in a few ways and one of them sort of them being a letter explaining what our purpose is and  goal is to coming in to assist our clients in the workplace.  And, you know 

[Barb Velazquez] 
, for the most part, we’ve not had any issues. But of course, we also have problems with someone who might apply for a dog and they just can't be accommodated easily because of dog allergies. So that

[Barb Velazquez]
has been another barrier or accommodation issue. But I think that really, it's really been just a matter of education to sort of resolve some of the accommodation issues that we’ve run into. So that is what we done as an organization is provided the information education needed to resolve them.  But we have encountered definitely various types of accommodation issues, some are small, some larger and all being relatively resolvable with just education.

[Pia Basudev] 
>> Thank you so much Barb, so Jessica I know that you're at work and Tug is with you.  Can you share a little bit about what reasonable accommodation process was for you to bring Tug to work.

[Jessica Grove] 
>> Thank you. This is Jessica, I had to get a letter that allowed me to bring Tug to work so he needed to have something that…, Well I am sorry, he didn’t need something. I needed something that said that I needed an emotional support animal to come to work with me. So, it's me that was certified, not Tug.  It was not an easy process, although I was under the care of a therapist and a doctor through my health insurance, they weren't able to provide a letter. their policies didn't allow them to write a letter for me though they both agreed that there would be a benefit for me to have the animal at work.  I had to find a private therapist and pay another therapist to see me for a minimum of 30 days and get a letter from them

[Jessica Grove] 
that I then brought to work and had that interactive dialogue with my supervisor around the need for me to bring the animal to work as a reasonable accommodation.  So, it wasn't a quick process, it was something that it took some time and, financially, you have to, I had to pay from this other therapist out of my own pocket as well.  So, it wasn’t cheap either, but I was lucky. I had a good experience with my manager and already have researched what I would need to bring to them to show them this is indeed a reasonable accommodation that I'm asking for.

Barriers

[Pia Basudev] 42:27 – 54:56
>> Thank you, all right, let's now move on to our next question, which is barriers. I know that each of you touched very briefly on some of the barriers.  So, Jay, you talk about some physical barriers that Shuttle helps you with if you are out in public or on a trail. What other challenges have you faced as you are using your service animal, using Shuttle, out in the public?

[Jay Harris] 
>> Okay, hopefully I am unmuted.

[Pia Basudev] 
>> We can hear you.

[Jay Harris] 
>> Okay, sorry about that I got a pop-up I couldn't get rid of.  So, some of the barriers that you face. I am very fortunate in that guide dog, or seeing eye dogs, there there’s different terminology depending on where you get the, the type of, you know, dog that's used if you’re blind or visually impaired.

[Jay Harris] 
I happen to be fortunate because some of the folks have sort of fought the battles in prior years. So, barrier-wise, I don't often encounter much, but I think lack of understanding of the law is probably the biggest barrier.

[Jay Harris] 
So sometimes in small businesses right, like large stores, if you go to local Costco, or you know, grocery store or something like that, they are large corporations generally. And they may, you know, it may be very familiar to them and they are aware of the laws and so on.  But the barriers often come in smaller locations, right, where a small privately owned business may not understand the access laws.  So, the barriers might be simply gaining access to restaurant or location where you wish to shop.

[Jay Harris] 
So, a few years ago, I encountered a problem getting into a small grocery store that is privately owned. And they would not allow me, it was this little market where I was, happened to be on vacation and they wouldn't allow me into the location.  And I was able to present my card, and when the business owner was starting to get more difficult, my partner, was like, you know, I’ll just call the police, and at that point, they said we don't want to fight about it, go ahead and do your shopping, right.  But they, they had a lot of fear about

[Jay Harris] 
dogs and the person shared as we were leaving after doing our shopping that they had been attacked previously. And- And we're very concerned about the large, you know, guide dog, which some of them can be pretty big. And while they look, may look intimidating, there, they should be very well socialized and so on.  But as far as barriers go, I think using this kind of guide dogs could be less barriers.  The other barrier is we want to talk about physical barriers; it comes to places where the dog cannot assist because the terrain is impossible.  You encounter total lack of being able to move or navigate somewhere because wherever you want to told the dog to go, shortly after moving to the last on my own, I discovered after crossing the street there is no sidewalk and you know, four or five feet off the sidewalk there was a fence. And I kept telling the dog forward. And finally, I had to pull my cane out of my backpack to investigate and realized there is no sidewalk where I thought I should be able to walk down the street. So sometimes, learning your environment, you know, can help avoid those.

[Jay Harris] 
I keep down the dog forward and investigate, realize there is no sidewalk where I thought I should be walking down the street.  Sometimes learning environment could help avoid.  Thanks.

[Pia Basudev] 
>> Thank you so much Jay.  Kai, I understand that your organization recently, your organization recently did a report on access issues.  Can you share a little bit about that?

[Kai Weise] 
>> Sure, it was actually an accrediting body, two accrediting body, one is the International Guide Dog Federation and the other one is Assistance Dogs International and again those two bodies accredit service and guide dog programs internationally

[Kai Weise] 
 
as the name suggests.  And they actually published a report about this and did an extensive study in the spring of this year.  And I think that this study actually highlights a lot of this really well. I just pulled some information from that report.  One finding is 43% of service animal user reported access refusal over the last 12 months. This most often occurred in food serving establishments or hotels, something like that, sometimes medical facilities and grocery stores as well. 63% of guide dog user experienced rideshare refusal from services like Uber or Lyft. And 40% of respondents  were considering just avoiding public spaces altogether because of the refusals.

[Kai Weise] 
I think there's also some great quotes from this study. Again, just the voices that are experiencing these challenges.  One reads, “it is disheartening to see how often looked my guide dog and I are turned away from places and another one says, “a doctor refused to see me because I had an assistance dog”.  Another one read “Uber and Lyft are the most difficult. I've been refused, driven away from, almost run over, you name it.  And another one is “I often feel anxious and frustrated because of the constant refusals and skepticism”.  So, within our organization we have an advocacy department that really does work on this to combat the challenges with access refusals and in legislative areas.

[Kai Weise] 
 So, in the past and currently working on areas like this, ride share denials, with Uber and Lyft, airline travel policies and legal protection for service animal teams on a state level.

[Pia Basudev] 
Thanks Kai, and I know the denial of service that you from rideshare organizations that you had touched on is a very, very common problem. And we’re going to drop an article in chat because I think last month, the Department of Justice actually filed a lawsuit against Uber for, I think, over $125 million, because of the continual refusals of allowing people with service animal or with people who use wheelchair access their rideshare. 

[Pia Basudev] 
So, the link is also in our on the last slide of the deck in the accessible outline. We have a bunch of resources there. Let’s move on to Barb. Barb, what barriers have you encountered?

[Barb Velasquez] 
>> Sorry, I am not hearing you right now but I think you just said my name so if you hear me, great. Some of the barriers that we've heard have been around students having their hearing dogs in a in a dormitory.

[Barb Velasquez] 
In fact, there was a lot of well shared experiences of discrimination and bullying, which I found pretty disturbing. And in those cases, the hearing dogs did come back to us and we decided that might not be something to pursue it right now and until we can really explore that further.  But what I was going to mention on barrier because this has come up really in the workplace as of lately, 

[Barb Velasquez] 
 management asking for doctors notes for our clients with hearing dogs, which the ADA has already outlined and cannot be requested. The employer cannot ask for the type of documentation. They also cannot ask a hearing dog to demonstrate its task, or any dog service dog to demonstrate task in the workplace.  They also cannot ask for proof of certification, so I thought that was important to bring up because there's been just really across the board so many

[Barb Velasquez] 
you know, different request and barriers so I noticed client having in the workplace or when they have told their employers they will be coming in with their hearing dog. Now employers can ask them, their employees, to provide some sort of documentation on training that the dog has received and that is reasonable as well as what task their dogs might be performing in the workplace.  I thought those were important to bring up and mention.

[Barb Velasquez] 
But I would say in terms of other barriers the occasional restaurants, denying access might come up. Other than that, our barriers is really around schools or the workplace.

[Pia Basudev] 
>> Thank you so much Barb for sharing that.  So, Jessica, let's move on to you, can you share what barrier you might have encountered?

[Jessica Grove] 
>> This is Jessica, I haven’t experienced as many barriers because I don't take Tug into grocery stores and restaurants.  So, I do not have as much experience needing to take him into area where people might be uncomfortable with them.  And again, he comes to work with me and that's his main function.  I haven't had as much experience with that, of course, we do, I think encounter people who think that the dog is just a pet and that I am bringing him to work because I want to bring my pet to work. And I have to deal with my own feelings about that.  Realizing that individuals may have those beliefs.  Dealing with that

[Jessica Grove] 
increases anxiety, I really needed to make sure that Tug was not going to disturb anyone else at work before I could feel comfortable bringing him.  So, I think that there was an internal barrier that I experienced where I needed to get comfortable and learn how to handle him well.  And I did a lot of research before I acquired Tug and chose a hypoallergenic breed for those purposes and really thought about how he would be impacting others in the workplace.  So, I've been lucky and haven’t had to experience lots of barriers.

[Pia Basudev] 
>> Thank you so much for sharing that Jessica and the thought of process you put into choosing your emotional support animal, I never thought about somebody actually selecting hypoallergenic dog.  So, thank you for that.

Being an Ally
[Pia Basudev] 55:58 – 1:02
Okay, so let's move on to our next question, which is how to be an ally. So, we talked about misconception and barriers out there that people encounter. Is there one thing that you want today's audience to leave with that they can do to better allies to people who are using emotional support animal for service animals? Jay let's kick it off with you.

[Jay Harris] 
>> Thanks, Pia. I think the thing that comes to mind when people ask me like how I can be helpful or supportive is always make sure that, you know, for anyone in our audience listening or watching today, make sure that you're not approaching people and just jumping in. I understand, I am an animal lover. I So I totally get it when people come running up to me and are like, Oh my gosh, I love your dog and you know, throw their arms around your dog, but they don't realize when you're walking down the sidewalk mid-block and that that creates a, a major challenge for not only the dog who is trying to safely guide me around that person.

[Jay Harris] 
The Dog is disturbed by the attention; but it is only very shortly right cause then they're a dog and they're excited that somebody's interacting with them. But you now created environment that may not be safe for me because if I lost my orientation or so on. The biggest thing I always encourage with is just ask and make sure you're doing it when it's appropriate and safe to do so, right?  If I'm in the middle of crossing the street please don't try to stop me on as question or interact with the dog when I am in the street. Hard to believe it happened but it does occasionally.  And I would say one of the most common is waiting to cross the street is people will try to engage and they don’t realize in their effort to ask question or be friendly, that they are causing a disruption for both myself and my guide, Shuttle.  And so in being an ally, just ask people first before interacting or

[Jay Harris] 
 you know, choosing to touch or pet the dogs or other animal, you know, so I think being an ally is about being supportive in the best thing you could do is ask the person what's appropriate first.

[Pia Basudev] 
>> I am sorry, I am muted again.  Jessica, I was thanking Jay for sharing that great advice. Is there any advice that you would share work with our audience on how they could be an ally?

[Jessica Grove] 
>> This is Jessica I agree with Jay wholeheartedly, ask.  It's the is thing to do is ask if it's ok to interact, respect the fact that the dog may be working I think it's good practice with any animal whether you know, working dogs or think maybe a pet but to ask the owner first if it's appropriate to engage.  And the number one thing people could do to be ally, is to respect that the dog may be working and the handler sees no, this isn't a good time to interact with the dog, respect that.

[Pia Basudev] 
>> Thanks so much Jessica again, some great advice is to move on toward trainers now.  So, what would you share with today's audience how they could be an ally?

[Kai Weise] 
>> I would echo everything Jay and Jessica shared in terms of respecting boundaries and space and also thinking as well about addressing the person first really in the relationship.  You know we wouldn't ever think of walking up to somebody using a manual wheelchair and start talking to the wheelchair and completely ignore the person, it would be the same to a service animal team. So, addressing the human and not the animal.  The other thing I would like to sprinkle in here is if you are a business owner or an employee or even a volunteer somewhere, making sure that HR team or the manager and staff have received proper training on how to be a welcoming place and what questions can and cannot be asked to the service animal team.  And I think also as equally important 

[Kai Weise] 
 is knowing what your rights are as a business owner when an animal comes in that is disruptive both to public health and behavior. And knowing how you can empower yourself to ask that team to leave in both legal and respectful way and I know that you have those protections and I think patronizing those businesses, that are really supportive of guide dog team or any service animal team could be really helpful as well. I know we have a great community around our campuses that have opened their places of business to all of us, to train those dogs, to become Guide dogs so we are very lucky.

[Pia Basudev] 
>> Thank you so much Kai.  And Barb, Let's move on to you with this topic.

[Barb Velasquez] 
>> I would have to agree and echo what everybody else’s comments on this position of how we can be better allies or support to people that have service dog or emotional support go. I will say that education really is at the top of the list for me, I think that everyone that encounters or learns something about a hearing dog, a guide dog or any type of service dog, an emotional service dog can share that knowledge with others.  Because it is always surprising to me in 2025 how many people don't know really just some very basics, such as just allow a dog to do its job, not interfere ask before you pet.  So those are things that 

[Barb Velasquez]
I feel like I have to put out there, but still many people that know them, they are not aware. So, I think education is extremely important in, you know, helping others to navigate with their dogs.  And so that's really that, and that’s just what this webinar have been, a key for education so thank you so much for putting this together and for including all of us.

[Pia Basudev] 
>> Well, thank you so much Barb, I think that education definitely is important and in our resources at the end and the accessible outline we provided places that people could go for more information especially on ADA requirements and FEHA so check those resources out.  

Questions & Answers
[Pia Basudev] 1:02 – 1:12
Okay, we’ve come to the Q&A portion, so thank you Barb, Jay, and Jessica for sharing all your stories and insights today. I know I learned a lot. 

[Pia Basudev] 
We will now move over to any question that are entered into Q and A.  So Erica, can you please read the first question and then April, I see you have a hand raised. We will move on to you after the question in the Q and A.

[Erica Carter] 
>> Question number one is the recommended breed for teens that are diagnosed with ADHD, ADD and PTSD?

[Pia Basudev] 
>> Somebody on our panel want to take that? Kai, do you feel like something you could address?

[Kai Weise] 
>> Sure, I'm happy to answer that I think Barb kind of highlighted this as well, there's really no one's specific breed that it's perfect for service work, and again a lot of animals can be great resources for that.  So working with an organization or a trainer specializes in might be able to help narrow down what might be a good consideration and what might be appropriate animal for that.

[Jay Harris] 
>>  Kai, can I add just a little bit this is Jay, the other thing I would say is it is so important for the individual, the person with a diagnosis, you’re going to want to make sure that they have input. I know one of the things that is amazing about receiving a guide dog is that Guide Dogs for America will contact me prior to me receiving training and go through an interview process to talk about what might work environment is, what my needs are, so remember that trying to make blanket, you know, this breed is going to be best for person.

[Jay Harris] 
There can be a lot of great information about breeds and preferences and making sure you understand what the individuals need is and then finding the right dog. Because I have told so many people over the years, I think it's a much more the dogs or the animal personality than it is the breed right?  We see great differences within breeds. You know that not all the labs that go guide dog training make it and that’s because some of them are well suited to the work, and others prefer not to, right?

[Jay Harris] 
It’s not, it's not a good match but they may be able to do other tasks or simply be great at being a pet, which there's nothing wrong with it.  They have to, the animal has to be willing and ready to do the work.

[Pia Basudev] 
>> All right, thank you Jay to adding Kai answer great important point.  Erica, what is the next question that has been entered in the chat?

[Erica Carter] 
>> Is there any education or policy of incentivizing individuals who are considering to be a ride share employees to be more mindful of the needs of those who have service animals and medical equipment like wheelchairs?

[Pia Basudev] 
>> Does anybody in the panel want to take that?

[Jessica Grove] 
>> This is Jessica, my husband recently become an Uber driver, Uber and Lyft, and he didn’t receive any training in regard to that I am aware of, there is not particular training that they go through. So, I don't believe that I'm aware of there's not a particular training that they go through.

[Pia Basudev] 
>> Thank you so much Jessica, I am surprised to hear that.  I was doing some research for this and I was looking at in California when uber and Lyft Services were applying to basically act as taxis. There was oversight by CPUC and this was something they addressed as part of gaining access to the California market to do that.  So hopefully with the DOJ lawsuit, we might see some more training. That is news to me. I didn't know that they did nothing.  So okay, all right, let's move on to our next question Erika.

[Pia Basudev] 
  You might be muted.

[Erica Carter] 
>> Sorry about that how can I turn my dog into an ESA dog?

[Pia] 
>> Who wants to take a shot? I was going to ask Barb but Jessica if you want to take this one great ahead.

[Jessica Grove] 
>> I am not aware of anything that you could do specifically to turn your dog into an ESA dog.  I think your dog has to have the type of temperament that might work well for an emotional support animal and again if you can get some training to make sure that your dog is going to be okay in that environment, it's going to be able to provide the services that you may need it to do.  There is no particular task that you have to train the emotional support animal to so it's not like someone will ask the question what are the tasks in the workplace that your dog does for you. It's really about what the reasonable accommodation you need and how is this going to be helpful to you so that you could perform the functions of your job.

[Jessica Grove] 
So, I don’t think that there's anything that you have to do to necessarily turn the dog into an ESA dog except follow the laws in California in regard to you being certified as needing that emotional support animal.

[Pia Basudev] 
>> Super wise words. Thank you so much.  Erica, do we have any more questions? You might be muted.

[Erica Carter]
I believe that they have all been answered.  

[Pia Basudev]
Well great. We have a hand up. So, April you had a question, I think we are going to Andrew. Are we able to take her off mute and allow her to ask her question?

[Andrew Lechuga] 
>> Give me one second.

[Andrew Lechuga] 
April should be able to unmute now. Okay, all right,

[April] 
>> Hello, can you hear me?

[Andrew Lechuga] 
>> Yes, we can.

[April] 
>> I have a small dog that is my support no doubt about it, but one thing like especially after COVID and all that, I didn't let her walk around everywhere.  So, I had her and like a backpack and when I would go someplace instead having her walk around, she still had her vest and all that. But I would also get kind of a lot of feedback on that, because she wasn't walking with me.  Is that something you could help me out with how that works?

[Pia Basudev] 
>> April, great question, do any of our panelists want to take this question? Okay.  So, April, this is an emotional support animal correct?

[April] 
>> Correct.

[Pia Basudev] 
>> So, the laws are different for emotional support animal, they do not have the same rights of access that service animal does.  And so that might be one of the reasons why you're encountering some of these barriers.  The animal does have the right as we covered earlier on this webinar, as far as housing goes. But going to other businesses or other public places, the law does not cover emotional support animal except in the workplace and in housing situation.  There is a lot of information in our resources and feel free to look over those and you can certainly reach out to us at DAS Training or it should be DASinfo@dor.ca.gov if you have further questions as well. So, thank you. That is a really good question. Ok, any other questions we have, Erica, at this point?

[Erica Carter] 
>>No, there are no more questions.

Closing
[Pia Basudev] 1:12 – 1:14
>> All right, thank you let me just move on to the next screen, thank you everyone for being here. Jessica and Jay thank you for sharing your experiences with your animals and Kai, thank you for bringing the experience not just yours but also Guide Dogs for the Blind to this training and Barb, thank you for all the information that you shared, sharing about Sam Simon foundation. You have been part of this process from the very beginning and thank you for teaching us about hearing dogs as well.  Just a reminder for everybody who is here

[Pia Basudev] 
we do have another webinar, this was the first of three, so we have our standard webinar in disability awareness and etiquette that's going to be next week. You can find information about that on our website, which is DOR website just go to the programs, look at DAS and we have a DAS training webpage. That is linked in the accessible outline

[Pia Basudev] 
And at the end of the month, we have a webinar on employers leading by example. This is another sort of panel of experts, these are employers from a variety of big and small private businesses and organizations sharing how they made the workplace more inclusive and the result of that they have gained from doing that.  So, you can register for that by using the QR code and you could register for them by going to our website.

[Pia Basudev] 
So, thank you again everybody for being here, a special thank you to our panelist and don't forget, there's going to be is zoom survey after this so please do take time to fill it out. And if there are other topics, you'd like us to bring experts in, please do let us know. Okay, thanks everybody have a great day.
