DOCUMENT 3: ADA Digital Accessibility Grievance Procedure Template

[MUNICIPALITY NAME]

ADA Digital Accessibility Grievance Procedure

Effective: [Date]

Purpose

This grievance procedure is established to meet the requirements of Title Il of the ADA and to
provide a prompt, equitable resolution process for complaints regarding the accessibility of

[Municipality Name]'s digital content, website, or mobile applications.

Who May File a Complaint

Any individual who believes that [Municipality Name]'s digital content is not accessible in

accordance with WCAG 2.1 Level AA standards may file a complaint under this procedure.

How to File a Complaint

Complaints must be submitted in writing (paper, email, or accessible electronic form) to the
ADA Coordinator and should include:

1. Complainant's name, address, phone number, and email address

2. Adescription of the digital content or feature believed to be inaccessible

3. The date(s) the issue was encountered

4. The specific barrier or accessibility problem experienced

5. The preferred format or method for receiving a response (e.g., large print, email, phone)

Submit complaints to:

ADA Coordinator:

Email:

Mailing Address:




An accessible online complaint form is available at: [Municipality Website URL]

Response Timeline

Step

Action

Timeframe

1. Acknowledgment

ADA Coordinator confirms receipt of

complaint

Within 5 business days

2. Investigation

ADA Coordinator reviews and

investigates the accessibility issue

Within 15 business days

3. Resolution

Notice

Written determination and proposed

resolution provided to complainant

Within 30 calendar days

of receipt

4. Appeal

Complainant may appeal the
determination to the chief municipal

officer

Within 15 days of

receiving determination

5. Final Decision

Chief municipal officer issues final

written decision

Within 30 days of appeal

Resolution Options

Upon finding a valid accessibility barrier, [Municipality Name] will take one or more of the

following corrective actions:

e Repair or remediate the inaccessible content

e Provide the requested information in an alternative accessible format

e Offeran accessible alternative means of accessing the program or service




¢ Document atimeline for remediation if immediate correction is not feasible

External Complaint Options

Filing a complaint under this procedure does not prevent the complainant from also filing a
complaint with the U.S. Department of Justice or another appropriate federal or state

agency. Complaints to the DOJ may be filed at:
ADA.gov | Phone: 1-800-514-0301 (Voice) | 1-833-610-1264 (TTY)
Record Retention

All grievance complaints and resolutions shall be retained by the ADA Coordinator for a

minimum of three (3) years in accordance with applicable record retention requirements.

Approved by:
Title:

Date:




