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Abstract
Despite efforts made by governments worldwide, employers continue to be reluctant when it comes to diversifying and including persons with disabilities (PwDs) in their workforce. Some employers found that in inclusive work environments, in which PwDs are respected and valued as equal contributors, the costs associated with their hiring are worthwhile while the risks associated with possible conflict and discriminatory behavior are reduced. This study analyses evidence associated with the role played by external service providers (SPs) in facilitating the development of inclusive employment experiences and reducing the risk of conflict and discrimination against employees with disabilities. The following research question guides this research: How are service providers (SPs) assisting managers in their efforts to manage conflict associated with the employment of PwDs and facilitate the development of more inclusive work environments? The conceptual framework is the result of a systematic review of evidence using a thematic analysis to synthesize primary research. A theme emerging as a key finding illustrates the critical role SPs have in enabling managers to mediate conflict constructively and implement change that leads to offering employees with disabilities access to more inclusive work-environments. The results provide significant implications for policy makers involved in efforts meant to improve the employment opportunities and outcomes for PwDs as well as managers committed to diversifying their workforce while reducing risk of conflict and discriminatory behavior. 
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Introduction

Almost 100 years have passed since Mary Parker Follett asked managers to think of conflict not as “warfare, but as the appearance of difference, difference of opinions, of interests” (Follett, 1995, p.67). Follett argued that conflict means difference and therefore, managing conflict means bringing difference out in the open and capitalizing on it constructively. The fast growth of the world population with disabilities, more than one billion people living with a physical, sensory, intellectual and/or mental health related impairment (Disability Funders Network, 2012; International Labor Organization, 2014) poses either new risks or opportunities to managers facing pressures to hire and retain a group that brings challenging differences into their workforce. Leaders can choose to manage conflict that arises while integrating such differences constructively and adapt their organizations to a fast changing external environment or continue to treat conflict through a process of negotiation and compromise, which inevitably leads to further conflict down the road (Graham, 1995, Follett, 1995). The low employment rate of working age individuals with disabilities in the U.S., a country that implements legislation requiring equal employment opportunities such as the Americans with Disabilities Act (ADA) since 1990 (Erickson, von Schrader, Bruyère & VanLooy, 2014; Mor Barak, 2011) and the increase in discrimination allegations suggest that so far, many employers fail to manage conflict constructively and to develop inclusive work-environments for this population. Other countries followed the U.S. in adopting legislative measures to promote equal employment opportunities for persons with disabilities (PwDs) (Mor Barak, 2011). Scholars argue that the human rights argument is not sufficient to improve this situation as it fails to address employers’ concerns related to their productivity levels, costs associated with required accommodations, managing conflict and associated liability (EEOC, 2016; Erickson et al., 2014; ILO, 2014; Mor Barak, 2011). For example, Hahn and Figge (2011) found that corporations use social strategic actions as solutions to enhance the financial business performance and therefore, using the human rights perspective does little to address the cost-benefit evaluation used by managers in a decision making process associated with the employment of a PwDs.
 Unless managers engage their organizations in a change management process that leads to changing highly negative stereotypes associated with PwDs’ qualifications and competencies (Erickson et al., 2014) and creating more inclusive environments, employers will continue to face increased conflict and discriminatory behavior as part of their work environment.  On the other hand, committing their organization to inclusion, a process that facilitates changing people’s attitudes and increasing the understanding that leads to building relationships based on valuing differences and trusting each other’s competencies (Fawzy, 2015), will enable managers to address conflict more constructively and therefore take advantage of the strengths this growing population can bring into the workplace. 
Indeed, statistical data published by the Equal Employment Opportunity Commission (EEOC) in the US, shows a steady trend in discriminatory allegations and a slight increase in merit resolutions in 2015 (22%) that resulted in almost $129 million monetary benefits payed by employers (EEOC, 2016). The same data shows a spike in allegations related to reasonable accommodations (10,781 in 2015, a 10.4% jump from 2014 compared to a steady increase of 3% to 5% in the past 10 years), as well as a stable increase in the high numbers of harassment allegations under ADA (5,277 complains in 2015, an almost 9% increase from 2014) (EEOC, 2016). However, the EEOC (2016) data also shows improvement when it comes to hiring PwDs, suggesting that while legislative measures seem to work in motivating employers to develop more effective hiring practices, they continue to fail when it comes to accommodating and retaining their employees with disabilities and/or managing conflict during their employment. Therefore, while human resources (HR) representatives are effectively responding to ADA in adapting their hiring practices, it seems that managers continue to fail in providing effective accommodations and creating more inclusive work environments for their workforce with disabilities. On the other hand, this data also suggests that managers’ concerns and fears of liability associated with the employment of PwDs might be justified. This could be particularly the case when it comes to employees with developmental, learning and/or mental health related disabilities whose accommodations are much more individualized and may not be as ‘clear cut’ as those provided to employees with physical disabilities. Indeed, large employers like Walgreens Inc in the U.S. for example, while implementing changes to respond to ADA legal requirements have found hiring individuals with disabilities to be beneficial and therefore the costs associated with accommodating them worthwhile (Kalargyrou, 2014). However, the benefits are primarily associated with PwDs’ employment in inclusive work environments in which they feel valued for their work (Fawzy, 2015).  Previous research shows that when part of an inclusive environment, in which employees with disabilities are equally valued, they can contribute to a more favorable company image, lower turnover rates, increased retention and possible heightened employee engagement (Hartnett et al., 2011; Kalargyrou, 2014; Siperstein, Romano, Mohler & Parker, 2006). An International Labour Organization (2010) study describing the experiences of 25 companies employing PwDs suggests that these employees can contribute to a dependable and productive workforce, lower turnover and accident rates. Harnett et al. (2011) also found that including PwDs improved overall morale and perceptions of fairness within the company, led to more positive relations with labor unions and helped avoid employee discontent, conflict and related litigations. Therefore, in inclusive work environments in which leaders manage conflict constructively, they are more successful in achieving a positive cost-benefit outcome while reducing disruptive conflict and possible liability risks associated with their employment. Consequently, managers need to engage in a proactive change process that leads to more inclusive work environments if to fully benefit from hiring and retaining PwDs and reduce risk of conflict and discriminatory behavior. 
Problem Statement

The inclusion of PwDs in the workplace is not an easy task when considering that it requires increasing other employees’ understanding of their differences and changing their beliefs about their colleagues’ abilities and potential to contribute equally to the organization. According to the International Classification of Functioning, Disability and Health (ICF) (World Health Organization, 2002), negative attitudes are part of the environmental factors that impair an individual’s functioning as they lead to decisions and actions that marginalize, neglect and discriminate. Disability scholars have long argued that disability is not simply an individual attribute but a “complex collection of conditions, activities and relationships, many which are created by the social environment” and which in turn lead to social oppression (Bickenbach, Chatterji, Badley & Ustun, 1999, p.1173). Therefore, managers engaging in a proactive strategic change process of developing inclusive work environments for PwDs need to facilitate changing stigmatizing attitudes towards them if to enable their full participation and reduce the risk of conflict, harassment and other discriminatory behavior. 
Research suggests some improvement in people’s attitudes towards employees with disabilities. Erickson et al.’s (2014) survey of 357 human resource (HR) professionals working for U.S. companies and 243 respondents working for multinationals operating in the U.S. and abroad found progress in employers’ perceptions towards hiring of PwDs. This study outlines increased efforts with implementing disability friendly HR policies and practices that reduce and sometimes remove some of the barriers associated with PwDs’ employment. Their efforts are clearly confirmed by EEOC (2016) data showing a reduction of allegations related to hiring processes. However, when it comes to their inclusion, Gilbride, Stensrud, Vandergoot and Golden’s (2003) study, focused on employees with disabilities perceiving themselves as valued and included in their workplace, points to a more complex managerial problem to solve. These authors identified 13 key characteristics of U.S. employers open to and successfully hiring and retaining PwDs and grouped them into three main areas: the workplace culture, the job-matching process and the employers’ working relationships with external organizations supporting PwDs. While engaging in organizational culture change is a difficult process that requires long term strategic action, designing an effective job-match process and developing strong relationships with external providers can be attainable short term goals for managers interested in developing more inclusive environments. Additionally, Fawzy (2015) found the job-match and employer’s capacity to adjust accommodations as key factors in a change mechanism that leads to workplace-culture change. Furthermore, some employers in Harnett et al.’s (2011) study also mentioned that the knowledge gained by managers in the process of accommodating and including PwDs influenced their ability to successfully accommodate and retain future employees with disabilities. These studies suggest an important role played by external organizations supporting the employment of PwDs in helping employers with designing effective job match and accommodation solutions and as a result in helping them to create more inclusive work environments. However, they do not provide a clear understanding of how these support agencies are contributing to the employer’s ability to hire and include PwDs. Finding and explaining the connection between services provided by government funded agencies and non-profit organizations responsible with supporting PwDs’ efforts to access gainful employment and their employers’ capacity to successfully include them can lead to useful evidence for practitioners involved in adapting their companies to cultural and demographic changes in the global social and economic environment. 
This study examines the employment situation of PwDs by analyzing the influence government funded external support service providers (SPs) have on employer’s ability to hire and retain PwDs while managing conflict constructively and developing inclusive work environments. The purpose of this research is to analyze the role and influence SPs supporting PwDs with securing gainful employment have in assisting managers with the development of inclusive work environments. This purpose is based on the assumptions that employers’ capacity to create inclusive workplaces, in which their employees with disabilities are perceived as equally valued contributors, varies and that external SPs can support managers in their efforts to manage conflict and change employees’ beliefs about their colleagues with disabilities’ competencies. The following research question guides this study: How are service providers (SPs) assisting managers in their efforts to manage conflict associated with the employment of PwDs and facilitate the development of more inclusive work environments? 
Theoretical Framework

This study’s literature review follows Fred Emery’s (Emery, 2000) Open Systems Theoretical (OST) framework which posits that the “task of management is governed by the need to match constantly the actual and potential capacities of the enterprise to the actual and potential requirements of the environment” in order to adapt the mission and set a strategy allowing the organization to achieve a steady operational state (Barton & Selski, 2000, p.714). Emery (2000) proposed that the open system reflects the transaction between a system (a company) and its environment, where the environment is “a social field consisting of the changing values, expectations, and ideals of the human systems within it” (Emery, 2000, p.625). This study focuses on the changing values and organizational social norms related to the employment of PwDs in the global economic and social environments. Therefore, seeking internal change in organizational structures enables managers to meet the needs of a changing environment and ensure long term sustainability (Emery, 2000; Katz & Kahn, 1978). From this perspective, this study proposes that managers learning and developing a better understanding of inclusive practices associated with the employment of PwDs develop the necessary capacity to pursue successful adaptive strategic actions. Engaging their organizations in working through conflict associated with the employment of PwDs constructively and pursuing a change process that leads to changing attitudes towards employees with disabilities enable managers to create more inclusive work environments and gain the benefits associated with a highly diversified workforce. As a result, these managers are able to lead their organization’s successful adaptation to the changing global economic and social environment. 
Hiring Process-Job Match and Adaption Practices in an Attitudes Change Process.
Katz and Kahn (1978) proposed that organizations are “open systems of roles” consisting of human acts motivated by people’s beliefs, attitudes, perceptions, habits and expectations (p.187). As such, they argued that simply changing individuals performing in different roles will not lead to change in the organizations. Organizational adaptation can happen only by bringing about change in the behavior patterns, in the attitudes and perceptions of certain individuals through hiring selection, information giving, training, counseling and when necessary, removal. Managers committed to adapting their environments through changing employees’ attitudes need to start with developing a more inclusive candidates’ selection process if to obtain an effective job-match between a company needs and the employee with disabilities’ skills, strengths and interests. Indeed, Gilbride et al.’s (2003) research found the job-match practice to be a key factor that leads to employees with disabilities perceiving their employers as inclusive. Their study suggests that managers in companies perceived as inclusive focused on the competencies and strengths of PwDs when matching the person with the job requirements. Furthermore, in these effective job-matching processes, the employee with disabilities was included in decision making associated with needed accommodation and possible job adaptations. As a result, PwDs felt valued and included while managers set the tone in terms of valuing their input. Gilbride et al. (2003) also found a job-match process leading to inclusive attitudes towards PwDs to be dependent on the managers’ level of awareness and knowledge related to diversity leadership as well as their own attitudes towards disabilities. Furthermore, an inclusive hiring process was dependent on the external support human resources (HR) employees and managers had access to in the process of making accommodations. Similarly, managers involved in successful inclusion processes in Kalargyrou’s (2014) study also had access to learning through experience. These managers overcame potential fears associated with the employment of PwDs while observing colleagues in other organizations, such as Habitat International, leading their employees with disabilities. This supports Katz and Kahn’s (1978) argument that bringing about change in behavior patterns and perceptions requires training, counseling and information sharing. Therefore, an inclusive hiring process for PwDs depends on managers and HR professionals’ knowledge and skills in accommodating and adapting jobs to ensure a successful match with the new employee’s competencies and interests. Thus, ensuring that hiring managers and HR professionals have the knowledge and skills required to develop an inclusive hiring process becomes a key role of external service providers (SPs) working towards enabling access to successful employment for PwDs.  
Employees with Disabilities’ Socialization and Adaptive Strategy 
Katz & Kahn (1978) looked at the human aspect as an integral part of a variety of subsystems that ensures organizational survival.  Furthermore, they identified socialization as a subsystem vital in a process of adapting the organization to changes in the external environment as it aims to teach hires new values and norms. The socializations process also facilitates an employee’s identification with the company, identification which leads to feelings of belonging. Katz and Kahn (1978) argue that the critical condition for producing organizational identification is “participation in decision making and the sharing of rewards” (p.378). Indeed, Gilbride et al. (2003) found that employees with disabilities felt equally valued in companies in which they were included in decision making discussions related to their accommodations, and/or in discussions with other employees related to their concerns or needs. Additionally, being part of the year-end bonus sharing and all other activities celebrating holidays or achievements further contributed to feeling included as an equal member of their organization.  In Gilbride et al.’s (2003) study, the engagement of employees with disabilities was facilitated by a partnership between managers and SPs who delivered on-going consultancy related to accommodations adjustments, and occasional rehabilitation or counseling interventions, thereby helping the process of inclusion in a timely manner (Gilbride et al., 2003). Therefore, it is important for managers to develop the capacity that enables them to creatively adapt accommodations and facilitate their employees with disabilities’ participation to the social life of the organization while also reduce the risk of potential conflict due to miscommunication or what could be perceived as inappropriate behavior. 
Developing a feeling of belonging within an organization as part of the socialization process also requires participation to a work environment that facilitate feelings of acceptance and opportunities to develop relationships unrelated to one’s role performance (Katz & Kahn, 1978). In a study exploring the link between changes in the organizational demographics and the group interpretation of change, Ernst Kossek, Markel and McHugh (2003) found that HR strategies focusing on structural changes without working on developing supportive group norms and a positive climate lead to an ambivalent or negative organizational climate. Furthermore, in groups experiencing higher demographic change they found a lower consensus on whether diversity should be included as a goal in organizational strategy. These findings suggest the need to support managers with developing a positive social environment in which newly hired employees with disabilities are met with a welcoming attitude. Positive social contact is a key condition to changing stigmatizing beliefs and attitudes towards individuals perceived as belonging to negatively stereotyped groups (Allport, 1979).  Indeed, Erickson et al. (2014) found the establishment of a disability-focused network (an employee resource group-ERG) to receive the highest effectiveness rating as a tool used by HR professionals to retaining employees with disabilities. However, they also found very few companies implementing practices that lead to successful socialization, and only 53% of respondents engaged in a relationship with community organizations promoting and supporting the employment of PwDs. This study suggests a lack of organizational capacity to ensure that employees with disabilities are included and a possible explanation for the increasing number of EEOC (2016) allegations of harassment and discrimination during employment. Therefore, learning about and seeking expert support during a process of creating more inclusive socialization practices would contribute to an improved organizational capacity to develop inclusive work environments. Assisting employers with developing more inclusive hiring and socialization practices would allow their employees with disabilities the opportunity to demonstrate their abilities, and therefore, contribute to a process of transforming organizational culture by changing stigmatizing beliefs often associated with these employees. As a result, SPs could have an important role in assisting employers with organizational change that leads to more inclusive work environments and adaptation to the global social environment demanding increased employment of PwDs. 
Thesis Statement

Service providers’ efforts to support employers with developing the capacity to create effective job-matches and implement accommodations changes that facilitate positive socialization can lead to the development of more inclusive work environments, in which employees with disabilities experience more acceptance and appreciation and less involvement in conflictual situations that can end with harassment and discrimination.
A systematic review of literature is developed to analyze and synthesize primary research evidence related to the role SPs have in assisting managers with the hiring and socializing processes associated with the employment of PwDs.  
Methodology
A systematic review of evidence was implemented to ensure a rigorous and transparent research process and a thematic approach was used to analyzing and synthesizing the data. A heterogeneous body of primary research led towards using a configurative research approach in this study. Configurative syntheses enable researchers to interpret and explain findings in a systematic review that looks at heterogeneous studies through a “critical approach to reading the literature” as well as an inductive approach to searching and answering the research question (Gough, Oliver & Thomas, 2012, p. 44). A thematic analysis was deemed most effective to respond to the research question and develop a conceptual framework. The inclusion/exclusion criteria included in Appendix 1, Table 1, was used to answer the research question in a rigorous and transparent manner and identify research based evidence during an electronic database search process.  
The Search Process
Using the inclusion/exclusion criteria, a search for evidence was conducted in the databases included in the OneSearch function of UMUC Library as well as the following management related databases: ABI/Inform; -Business Source Complete; - Emerald Fulltext and Management Reviews. The key words and search string used to identify studies addressing the employment of people with disabilities globally are included in Appendix 1, Table 2. A total of 79 results were obtained based on this initial search. The PRISMA diagram in Appendix 3, describes the process that led to a total of 30 articles included in a full review and the final 17 studies included in the analysis and findings sections of this study (Appendix 3). A PRISMA diagram presents the flow of information, mapping out “the number of records identified, included and excluded, and the reasons for exclusions” (PRISMA, n.d.). 
Studies’ Quality Appraisal

The quality assessment tool employed for this study used a modified TAPUPAS framework aiming to judge trustworthiness, value and relevance (Harden & Gough, 2012). The criteria used in this study assessed if research was relevant, rigorous and transparent along six dimensions included in Pawson et al.’s (2003) TAPUPAS framework: 1. transparency; 2. accuracy; 3. purposivity; 4. utility; 5. propriety; 6. accessibility. The Weight of Evidence (WoE) (Gough, 2007) in Appendix 2- Table 4, was used to judge the preponderance of evidence and support a decision process related to what and how the information contributes to answering the research question in this study. No study was judged “low” on the “propriety” and “purposivity” dimensions and therefore, all 17 studies qualified for inclusion in this study’s analysis and synthesis stages (the quality assessment (QA) scores for the 17 studies are included Appendix 2). 
Findings
Data was coded using an open coding approach to facilitate an iterative process, allowing the researcher to move between studies while reviewing the research question repeatedly (Oliver & Sutcliffe, 2012). MaxQDA, a qualitative research analysis software which facilitates an efficient coding process and information management system (MaxQDA, 2014) was used to analyze more than 700 coded segments. The following main themes emerged while consulting the thesis statement during the coding and analysis processes: (a) service providers’ role in sharing knowledge and partnering with employers in a process of changing attitudes and creating more inclusive work environments through learning; (b) facilitating learning and knowledge sharing to create positive socialization experiences; and (c) service providers’ capacity to assist employers with creating inclusive hiring, accommodating and socialization processes. Appendix 4 includes the studies associated with each main theme. 
Discussion
The research brought forward in this study shows a global interest in the employment situation of persons with disabilities (PwDs), studies analyzed in this review being conducted in the United States, Great Britain, Canada, Germany, Spain, Brazil, China, and Malaysia (Appendix 3). Governments in many countries have taken legislative action meant to enable access to gainful employment for PwDs. Despite differences in the implementation approaches, this study identifies as a common first theme a relationship between employers’ capacity to developing inclusive work-environments and their partnership with external organizations supporting the employment of PwDs. This evidence supports Gilbride et al.’s (2003) findings in the U.S. that show the key role that government funded support plays in PwDs’ access to gainful employment. However, findings also show that not all service providers assist employers with creating welcoming environments for their newly hired with disabilities. Boyle’s (1997) interviews with persons with disabilities (PwDs) reentering employment show that external SPs whose employees provide assistance while influenced by stigmatizing perceptions of their clients as “damaged goods”, incapable to make decisions for themselves or perform competitively, are actually contributing to strengthening the barriers these people often face during their employment. Rehabilitation staff exerting excessive control over PwDs’ career options, not supportive to accommodating them in occupations traditionally designed for employees without disabilities, and with a view of their clients as cases to be moved through the system, continue to promote stigmatizing attitudes in their workplaces. In these contexts, PwDs perceive themselves as numbers meant to make their employers look good (Boyle, 1997). Randall, Buys and Kendall (2006) also found that a lack of qualifications and skills of SPs had a negative impact on managers’ ability to reduce stress and conflict associated with the employment of PwD and their ability to implement an integrated health service solution that would improve mental health in their organization. These studies suggest that not every external SP contributes positively to attitudinal change and employers’ ability to create more inclusive organizations. Furthermore, when PwDs are supported by SPs who fail to partner with the employer in creating an effective job-match and socialization process, they find themselves in work environments characterized by conflict and increased risk of harassment.    
On the other hand, studies exploring successful inclusion cases support the argument that external SPs contributing to organizational learning facilitate the development of an increased managerial capacity to adapt the employment strategy and engage employees in a change process which leads to more inclusive work environments. The Brazilian managers in Bitencourt and de M. Guimarães (2012) study acknowledged that their partnership with external experts supporting the inclusion process of PwDs led to valuable learning that resulted in employees with disabilities’ performance beyond expectations. Consequently, PwDs were perceived “like other employees, with deadlines and targets to be met” (p.4773). Chiu (2000) also found that successfully supported employment in Hong Kong depended on the collaboration between employers, support SPs and individuals with disabilities. Folquera’s (2014) study in Spain brings further evidence to show that successful inclusion is based on adapted systems documenting and continuously evaluating the new practices introduced to develop a more inclusive environment. The successful inclusion of a large number of employees with disabilities in a Spanish company (5.28%), more than twice the level required by law in Spain (2%), was the outcome of SPs’ assistance with adapting recruitment, selection and orientation processes. Similar to Kalargyrou’s (2014) study in the US, the Spanish employer also provided awareness actions focused on line-managers and co-workers in a cost-effective manner (Folquera, 2014). This evidence is consistent with Roche and Teague’s (2012) findings in Ireland that line-managers and supervisors are commonly playing a role in workplace conflict resolution. However, although they found that line-managers rarely have the training and ability to resolve workplace conflict confidently and independently, when they do so, they contribute to a more positive organizational climate. This evidence supports a relationship between the SPs’ ability to assist the employers with quality knowledge sharing and training and managers’ ability to create more inclusive hiring and socializing processes as well as more positive working environments in which conflict associated with PwDs is mediated constructively.  
Facilitating learning and knowledge sharing to create positive socialization experiences 
Like Kalargyrou’s (2014) study in the U.S., Folquera’s (2014) also brings evidence to the importance of providing managers and employees with opportunities to learn and develop some basic understanding about working with PwDs prior to their full employment. As Boyle’s (1997) study shows, a lack of understanding leads to co-workers feeling uncomfortable around PwDs, unsure about how to interact and therefore avoiding contact. As a result, in organizational environments in which employees lack basic understanding about disabilities and solutions to interacting with persons who need accommodations, there is a high risk that employees with disabilities will experience ignorance and alienation. Chiu (2000) also found that although attitudes towards people with mental health related disabilities among Hong Kong Chinese are becoming more favorable, people continue to segregate them and deny employment opportunities due to reservations that reflect their lack of understanding. The need to develop understanding is also supported by Jenaro, Mank, Bottomley, Doose and Tuckerman’s (2002) research of 448 supported employees in the U.K., Germany and Australia. Their findings show quality employment support for PwDs to be provided based on everyone’s understanding that “every person requires supports, that every person can be supportive, that diversity, instead of uniformity is the rule, and that empowerment helps guarantee ongoing improvement” (p.18). Therefore, managers and colleagues’ level of awareness associated with disability in the workplace and their perceived communication competence influence their attitudes during the selection, job-match and accommodating processes. Consequently, the inclusiveness of the hiring and socialization processes is influenced by the external SPs’ ability to share knowledge and develop employers’ capacity to effectively accommodate and create positive hiring and socialization processes for their clients with disabilities. Supporting managers with their needs to increase understanding of differences associated with disabilities enables them to create more inclusive environments. Furthermore, developing effective communication skills will increase leaders’ ability to reduce the risk that newly employed with disabilities will contribute to conflict and face discrimination.  

Service providers’ capacity to assist employers with developing inclusive hiring, accommodating and socialization processes for PwDs 
Another common theme identified in the majority of the studies reviewed relates to the importance of matching the PwDs strengths, skills and career interests with job roles as well as ensuring effective accommodations. Boyle’s (1997) study in the U.S. and Baldwin’s (2006) study in the UK show the negative consequences of external-service providers (Sps) who fail to support PwDs in accessing jobs that match their interests as well as their skills. Both researchers argue that changing the employment situation for PwDs must start with changing the service providers’ attitudes (social workers, transitions workers, advisers, job coaches), with training them and developing their own capacity to support employers with creating hiring and accommodating processes which empower PwDs. This is particularly important as McFarlin, Song and Soantag (1991) found that companies are more successfully hiring PwDs when the referral agencies are trained to understand the employers’ needs and are able to educate the hiring managers about what PwDs have to offer. Agovino and Rapposelli’s (2013) study also found a better employment situation for PwDs in regions of Italy which provide services related to pro-social behaviors and recommended that local governments invest in developing their agencies’ social capital. Similarly, Bitencourt and de Guimarães’ (2012) successful inclusion case study in Brazil illustrates the critical role a team of seven external specialists had in the hiring process. Experienced psychologists, social workers, clinicians and teachers brought their expertise together to identify, evaluate and match PwDs’ skills and interests with jobs and needed accommodations. Furthermore, the team trained and prepared employer’s staff to receive and integrate their new employees with disabilities into the workplace while providing direct support and monitoring until the new hires were declared in no need of further assistance. Folquera’s (2014) case study also brings evidence to suggest the important role external-support agencies have in preparing the employer with performing successful job-matches as well as in providing accommodation changes during different stages of employment. Like some U.S. companies creating special expert roles to support PwDs during their employment experience (Erickson et al., 2014), the employees with disabilities in Folquera’s study had access to a specialist hired in a newly created position with the sole purpose to ensure their inclusion in all aspects of the company. Matthews’ (2006) research on the employment of people with post-traumatic stress disorder (PTSD) in Australia, found that partnerships between managers and rehabilitation providers leads to employment based interventions which supported integration. 
Additionally, research by Jenaro et al. (2002), Matsui’s (2013) research in Japan and Rose Fillary’s (2006) in New Zeeland offer evidence of a positive relationship between management training and the ability to create inclusive hiring and socialization structures and higher levels of inclusion of PwDs. Partnering to help PwDs in obtaining typical outcomes in jobs which offer the same salaries and benefits, leads to higher integration levels. In inclusive work environments service provides assume a facilitation role to ensure that the employer personnel is prepared to create empowering job solutions and continuously adapt accommodations to enable their higher productivity and full social participation (Jenaro et al., 2002). This evidence supports a strong relationship between external SPs’ role in providing expert advice and assistance, the employers’ capacity to develop inclusive internal structures such as hiring, accommodating and socializing processes and the successful development of inclusive work environments. Therefore, employers’ ability to develop more inclusive hiring and socializations processes depends highly on the SPs’ capacity and efforts to share expert knowledge while partnering to create a successful employment experience for their employees with disabilities. Consequently, by supporting managers’ efforts to create more inclusive work environments, they are also ensuring that their clients with disabilities experience less risk of being engaged in conflictual situations or experiencing discriminatory behavior. 
This evidence supports the relationship included in the conceptual framework, Figure 1, between external SPs’ expert assistance with training and support related to job-match, accommodations and socialization processes and managers’ ability to engage their organizations in a change process that leads to constructive conflict and more inclusive work environments for their employees with disabilities.

Conceptual Framework

As visualized in the conceptual framework (Figure 1), external service providers (SPs) such as government funded agencies and non-profit organizations responsible with helping PwDs find gainful employment can influence a successful employment outcome for their clients by offering services that go beyond basic assistance during the hiring and job training stages.  These external experts can demonstrate a critical role in providing employers with training and coaching assistance and therefore, supporting managers in their efforts to develop the internal capacity to manage conflict associated with PwDs constructively and create more inclusive work environments.
Managers’ ability to manage conflict constructively and design effective job-matches, accommodations and socialization processes enable their employees with disability to demonstrate their competences and reduce the risk of discriminatory behavior. However, this conceptual model is based on the understanding that only SPs that have the internal knowledge and skills to facilitate managers’ learning and capacity development will be able to support change efforts that lead to more inclusive work environments.
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Figure 1: Service providers’ role in assisting managers with developing more inclusive work environments for their employees with disabilities
As this study’s findings show, the absence of SPs’ competence can lead to an increase risk of conflict and discriminatory behavior against employees with disabilities, especially when SPs carry the stigma associated with PwDs into the workplace. In this conceptual model, the SPs’ lack of capacity leads to supporting their clients with disabilities through a hiring process that places them in an organization that maintains the status quo when it comes to adapting to an external environment expecting improved employment access for PwDs. As a result, PwDs are joining organizations in which the risk of conflict and discriminatory behavior during socialization processes continues to be high.   
Conclusion & Implication for Practice
Despite efforts made by governments around the world, the employment situation for PwDs remains a global issue to be reckoned with by national leaders, businesses required to comply with legal mandates and support organizations responsible with assisting PwDs with their efforts to access integrated employment. This study found that managers engaged in a partnership with external service providers (SPs) supporting PwDs are able to create more inclusive work environments in which their employees with disabilities are equally valued members and the risk of destructive conflict and discriminatory behavior is reduced. This study found evidence that brings further support to Gilbride et al.’s (2003)’s research finding that developing inclusive work environments through attitudinal change towards PwDs starts with implementing an effective job-match processes. An initial introduction to the company that enable the new employees to function at levels which contradict their colleagues’ negative perceptions of competence and performance abilities leads to a more positive socialization process and reduced level of conflict.  
Findings also indicated that inclusive organizational processes depend on the manager knowledge levels and attitudes towards PwDs and their access to internal and/or external support to managing a workforce that includes employees with disabilities.  When external SPs assist employers by sharing knowledge and providing training and other learning opportunities during the processes of designing a good job-match, accommodating and socializing, they contribute to enhancing managers’ capacity to transform their organizations and create more inclusive work environments for their employees with disabilities. By creating more inclusive work environments, leaders are also in a better to position to address conflict associated with the employment of PwDs constructively and reduce the risk of discriminatory behavior towards them. However, evidence suggests that benefiting from such a partnership depends on the quality of the support agencies’ personnel and the nature of services offered in educating and coaching managers through managing conflict and a process of transforming their organizational structures and environments. Therefore, employers’ success depends on having the external SPs supporting not only their clients with disabilities but also sharing valuable knowledge and coaching managers through a learning process that leads to an increased capacity to design effective job-matches, implement accommodation changes, and mediate conflict constructively if to develop a positive, inclusive work environment. 
This study contributes to managers’ understanding of the external SPs’ role in assisting with developing an organizational capacity that leads to creating inclusive work environments for PwDs and reducing the risk associated with conflict and discriminatory behavior. Evidence brought forward in this study shows that a successful partnership can support managers in their efforts to comply with legal requirements while also taking advantage of the benefits that a diverse workforce including PwDs brings to the company economic pursuits. This research has implications for policy makers as well as the external SPs engaged in advocating and supporting the employment of PwDs. Findings suggest the importance of taking into consideration the assistance employers might need in developing the capacity to hire and retain PwDs, when policy change recommendations are being made. Evidence analyzed in this study shows that despite a variety of approaches employed by companies in different countries, developing the internal capacity to transform the hiring, accommodating and socializing processes is key to managers’ ability to adapt their organization to an external environment demanding the inclusion of PwDs. Learning from government and privately funded agencies, non-profit organizations and other companies’ success provides managers with the capacity to adapt their strategies and engage their workforce in a change process which ultimately leads to more inclusive work environments and reduced risk of conflict and discrimination. 

Study Limitations and Implications for Future Research

There are two main limitations to this study. First, the study’s coding process was performed by a single researcher thereby contributing to possible bias during data extraction. Second, not enough evidence was found to develop an understanding related to external service providers’ (SPs) role in assisting managers with developing inclusive environments beyond the hiring and socialization processes. Evidence focused this study’s findings toward developing inclusive environments which enable PwDs’ full participation during the hiring and socializing stages of employment. However, career development processes are critical in retaining the workforce and reducing turnover. Future research efforts should focus on analyzing the role external service providers might have in supporting managers with developing accessible career development processes and reducing costs associated with PwDs turnover. Another area of future interest for researchers would be analyzing the relationship between the characteristics of SPs’ staff qualifications to train and coach employers relative to managers’ success in mediating conflict constructively and developing more inclusive environments for their employees with disabilities. 
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Appendix 1
Table 1. Inclusion-Exclusion Criteria:
	Inclusion Criteria
	Exclusion Criteria

	1. At least one study participant was identified as having a disability
	1. Inclusion criteria acted as Exclusion criteria as well

	2. Peer reviewed articles published between January 1990 and March 2015. 

Reason: the disability movement in the U.S. followed the Civil Rights movement and in 1990 the ADA was implemented to ensure access to employment for PwDs, marking the beginning of employment efforts and research related to their integration (Disability Discrimination, n.a.).
	2. Studies related to transitioning students with disabilities from school to employment training programs. 

Reason: transitioning programs have a different status and interns working in such programs might be differently perceived than those employed in permanent positions with equal benefits.

	3. Studies introducing primary research related to integrated employment of people with disabilities.  


	3. Studies addressing inclusion of students with disabilities in an education context.



	4. Studies written in English
	


Table 2. Key Words used to identify studies addressing the inclusion of PwDs in employment:

	Disability
	Employment
	Inclusion
	Environment

	disabled, disable, disabling
	employment, employed, employer
	Included, inclusive, inclusion
	context


Table 3. The search string used to search these key words: 
disab* and (employ* or work*) and (polic* or practice*) and (environment* or context*) and (inclus* or integrat*) not (student* or medic* or child* or health* or educat*)
Appendix 2- Studies Included in Analysis
	#
	QA
	Reference
	Key terms
	Study type
	Country

	1
	14
	Agovino & Rapposelli (2013)
	Environmental, social capital factors influencing employment of PwDs.
	empirical
	Italy

	2
	10.25
	Baldwin (2006)
	Quality of social services and support for PwDs to enable access to employment. 
	review of regulations
	UK

	3
	9
	Basas (2008)
	importance of designing diversity strategies to view disability as a social/environmental dependent construct
	legal case studies 
	US

	4
	16
	Bitencourt & Guimar (2012)
	successful inclusion, partnership with support specialists, improved climate and performance
	empirical
	Brazil

	5
	12.25
	Boyle (1997)
	stereotypical role development, CSR, rehabilitation services that disable, attitudes
	case study
	US

	6
	11.25
	Chiu (2000)
	supported integrated employment for pw mental illness in HK, coordination between parties including Gov support!
	review
	Hong Kong

	7
	14
	de Paula & de Lucena (2012). 
	Employment, disability
	Case study
	Brazil

	8
	16
	Erickson et al. (2014)
	Disabilities management 
	empirical
	U.S.

	9
	13.25
	Folguera (2014)
	hiring support, inclusive environment, equality, attitudes, supportive structure
	qualitative, interviews
	Spain

	10
	15.5
	Gilbride et al. (2003)
	Inclusive work environment, culture, external support, job role-match 
	empirical
	U.S.

	11
	15.75
	Jenaro et al. (2002)
	job role, direct support, inclusion, natural supports, social participation
	empirical
	UK, GermanyAustralia

	12
	11.5
	Matsui (2013)
	employees with disabilities in Japan, complying with law
	empirical
	Japan

	13
	16
	Matthews (2006)
	PTSD definition, challenges in employment, standards for employing people with PTSD
	empirical
	Australia

	14
	14.25
	McFarlin, Song & Soantag (1991)
	perception performance
	empirical
	U.S.

	15
	14.25
	Randall, Buys & Kendall  (2006)
	organizational climate, stress management & prevention
	empirical, focus group
	Australia

	16
	13.25
	Rose Fillary (2006)
	workplace culture, intellectual disability, New Zeeland, socialization, support
	empirical, interviews
	New Zeeland

	17
	14.25
	Suet, Tiun & Lay (2013)
	barriers to employment of pwd in Malaysia
	empirical
	Malaysia


Table 4. Quality Assessment Criteria and Weight of Evidence: 
	WoE A,B,C
	Assessment Dimension
	None = 0
	Low = 1
	Medium = 2
	High = 3



	Evidence A
	Transparency
	Not enough information to assess 
	Weak information to provide clarity 
	Sufficient information to provide some clarity 
	Strong information to provide clarity and understanding

	
	Accuracy
	Not enough information 
	Weak connection between findings and the supporting data 
	Findings partially supported by data and information
	Findings strongly supported 

	
	Accessibility
	Not enough information 
	Low level of accessibility for practitioners 
	Sufficient level of accessibility for a practitioner user
	Good level of accessibility for a practitioner user

	Evidence B
	Purposivity
	Not enough information 
	Inappropriate choice of methods
	Appropriate choice of methods but cannot be replicated
	Appropriate choice of methods and replicable

	Evidence C
	Utility
	Not enough information 
	Evidence provided is not useful for a practitioner 
	Evidence provided is partially useful for a practitioner
	Evidence provided is highly relevant for a practitioner 

	
	Property
	Not enough information 
	There are legal or ethical issues due to the way the study was conducted
	There are some possible ethical issues due to the way the study was conducted
	Demonstrates consideration of possible ethical implications of conducting research related to PwDs.

	Source: Pawson et al. (2003); Gough (2007)


Appendix 3

PRISMA Diagram
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Figure 1. PRISMA Diagram. Adapted from “Preferred Reporting Items for Systematic Reviews

and Meta-Analyses: The PRISMA Statement,” by D. Moher, A. Liberati, J. Tetzlaff, and D.G.

Altman, 2009, PLoS Med, 6. Copyright 2009 by The PRISMA Group.

Appendix 4

Themes identified in evidence

	#
	 Themes 
	Evidence from studies published in peer reviewed journals 

	Theme 1
	Service providers’ role in sharing knowledge and partnering with employers in a process of changing attitudes and creating more inclusive work environments through learning 


	Bitencourt & de M. Guimarães (2012); Chiu (2000); Folquera (2014); Kalargyrou’s (2014); Boyle (1997); Gilbride, et al. (2003); Matsui (2013); Rose Fillary (2006); Jenaro et al. (2002); Randall, Buys & Kendall  (2006); Suet, Tiun & Lay (2013); de Paula & de Lucena (2012)

	Theme 2
	Facilitating learning and knowledge sharing to create positive socialization experiences 

	Bitencourt & de M. Guimarães (2012); Chiu (2000); Folquera’s (2014); Jenaro, Mank, Bottomley, Doose & Tuckerman (2002);

	Theme 3
	Service providers’ capacity to assist employers with creating inclusive hiring, accommodating and socialization processes. 


	Agovino & Rapposelli (2013); Bitencourt & de M. Guimarães (2012); Baldwin (2006); McFarlin, Song & Soantag (1991); Jenaro et al. (2002); Chiu (2000); Folquera’s (2014); Erickson et al. (2014); Matsui (2013); Rose Fillary’s (2006); Mathews (2006)


