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The following sample policy can be used to
create your own bespoke message regarding
reporting issues with elements of your content
shared with the public. 

Policy Statement

Step 1: Filing a Complaint

[Municipality Name] is committed to ensuring digital accessibility for
people with disabilities. We are continually improving the user
experience for everyone and applying relevant accessibility standards,
including the Web Content Accessibility Guidelines (WCAG) 2.1 Level AA
and Section 508 in accordance with the Americans with Disabilities Act
(ADA). We have adopted a formal grievance procedure for individuals
who believe they have been unable to access information or services
provided through our website, PDFs or digital platforms.

Grievance Procedure for Digital Accessibility

If you experience a barrier to accessing our content, you may file a
grievance in writing, by email, or by phone. Complaints should be
submitted within 60 calendar days of the alleged violation.
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Filing a Complaint (Continued)

Please include the following details:

Your name and contact information
The date and time the issue occurred
The web address (URL) or title of the inaccessible content
A description of the problem
Any assistive technology you were using (e.g., screen reader, keyboard
navigation)

Contact Information:
ADA Coordinator
[Name]
[Address]

We will acknowledge receipt of your grievance within 5 business days.

Step 2: Acknowledgment

The ADA Coordinator or designated staff member will review the
complaint and respond in writing within 15 business days of
acknowledgment.

This response will include:
A summary of the complaint
The results of the investigation
Any corrective actions taken or planned
An estimated timeline for resolution, if applicable

Step 3: Investigation and Response
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Step 4: Appeal (Optional)
If you are not satisfied with the outcome, you may request an appeal
in writing within 15 business days of receiving the response. The appeal
will be reviewed by the Municipal Administrator or their designee. A
final response will be issued within 15 business days after receiving the
appeal.

Step 5: External Complaint Option

You may also file a complaint with the U.S. Department of Justice, Civil
Rights Division, at any time, regardless of whether you use this
grievance process. Additionally, complaints can be filed with the
Department of Health and Human Services within the Office for Civil
Rights (OCR).

Commitment to Improvement

All grievances and their outcomes will be documented, and the
municipality will use this data to identify recurring issues and prioritize
accessibility improvements.
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Sign up for a 30-minute ADA risk assessment by
visiting booth #2440 at the New Jersey League of
Municipalities conference, November 18-20, 2025. 

Book an appointment today:
https://app.hubspot.com/meetings/wbenz?
uuid=279634db-0c4e-4532-bfd2-c70d9c6060f0

Event Special offer for NJLM Attendees

Notes


