BRIDGES ADA Complaint Policy and Procedures

1. Purpose
BRIDGES is committed to ensuring that no individual is excluded from participation in, denied the benefits of, or subjected to discrimination in its programs, services, or activities on the basis of disability, in accordance with the Americans with Disabilities Act (ADA).
This policy establishes a formal process for receiving, investigating, and resolving ADA-related complaints.

2. Scope
This policy applies to all BRIDGES programs, services, and activities, including transportation services provided under the Section 5310 program.

3. ADA Compliance Statement
BRIDGES operates its programs and services in full compliance with the ADA. All vehicles are accessible, and reasonable accommodations will be provided to ensure equal access for individuals with disabilities.

4. Filing an ADA Complaint
Any individual who believes they have been subjected to discrimination on the basis of disability may file a complaint.
Complaint Requirements:
Complaints should include:
· Name, address, and contact information of the complainant 
· Description of the alleged discriminatory act 
· Date, time, and location of the incident 
· Names of individuals involved (if known) 
· Any supporting documentation or evidence 
Filing Methods:
Complaints may be submitted:
· In writing (preferred) via mail or email 
· Verbally, in which case BRIDGES staff will assist in documenting the complaint 
Submission Contact:
ADA Coordinator
BRIDGES (Rockland Independent Living Center)
2290 Palisades Center Drive
West Nyack, NY 10994
845-624-1366
smitchellweed@bridgesrc.org


5. Complaint Timeframe
Complaints must be filed within 180 days of the alleged incident.

6. Complaint Review and Investigation
· All complaints will be logged and acknowledged within 5 business days of receipt. 
· An impartial investigation will be conducted by the ADA Coordinator or designee. 
· The investigation may include interviews, review of documents, and consultation with relevant staff. 
· BRIDGES will complete the investigation within 30 days, unless additional time is required. 

7. Resolution and Response
· A written response will be provided to the complainant outlining findings and any corrective actions. 
· If discrimination is found, BRIDGES will take appropriate steps to remedy the situation and prevent recurrence. 
· If no violation is found, the response will include an explanation of the determination. 

8. Appeals Process
If the complainant is not satisfied with the outcome, they may file an appeal within 15 days of receiving the decision.
Appeals should include:
· The original complaint information 
· The reason for the appeal 
· Any additional supporting documentation 
Appeals will be reviewed by senior management, and a final determination will be issued within 30 days.

9. Recordkeeping
BRIDGES will maintain records of all ADA complaints, investigations, and resolutions for a minimum of 5 years in accordance with regulatory requirements.

10. Non-Retaliation
BRIDGES strictly prohibits retaliation against any individual who files a complaint or participates in an investigation. Any retaliation will result in disciplinary action.

11. Alternative Filing Options
Complainants may also file ADA complaints directly with:
Federal Transit Administration (FTA)
Office of Civil Rights
1200 New Jersey Avenue SE
Washington, DC 20590
or
New York State Department of Transportation (NYSDOT)
Office of Diversity and Opportunity

12. Accessibility of the Complaint Process
BRIDGES will provide reasonable accommodations to ensure that individuals with disabilities can file complaints, including:
· Assistance with completing forms 
· Alternative formats (large print, electronic, etc.) 
· Language assistance services 

13. Policy Review
This policy will be reviewed annually and updated as necessary to ensure ongoing compliance with ADA requirements.

