
Insert Bureau Name Disability Access Policies
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Table of Contents: It’s recommended that you create an interactive table of contents ,e.g., links to each section or chapter after you have finalized your policy.
How to Use this Template: This is a policy template meant to help bureaus integrate disability access policies into their daily operations.  This template includes all major requirements under the Americans with Disabilities Act (ADA) title II.  Bureaus should be able to insert the name of their bureau into the policy areas included into this template, and end up with a policy document that provides staff with basic technical support for how to comply with ADA Title II.

[bookmark: _Toc156319026]Introduction
[bookmark: _Toc156319027]Why Insert Bureau Name accessibility policies? 
The City of Portland is a large and highly complex operation, staffed by with people with a vast array of skills from hundreds of disciplines, working across the region to deliver services, programs, and activities to nearly a million people every day. 
The realm of ADA Title II compliance is similarly complex. Federal, state, and local laws on disability access affect how the City is required to communicate with the public, provide programs and services, design and maintain public facilities, and respond to people who ask us to change how we work.   
These policies and accompanying guidance are a navigation tool. The policies tie Insert Bureau Name rules to the rules at the City, state, and federal levels of government. The guidance supports every Insert Bureau Name employee in understanding how these laws apply to their work.
Goals of the Insert Bureau Name Disability Access Policies
· Consistency in how the bureau approaches disability access 
· Guidance and tools to support your daily work to deliver effective programs, services, and infrastructure to the people we serve
· Compliance with federal and state accessibility laws, including Title II of the Americans with Disabilities Act, and the nondiscrimination provisions of the Oregon Revised Statutes (regarding disability.
· Alignment of bureau policy with City ordinances and policies
[bookmark: _Toc156319028]How To use this document
This is meant to be a reference document. You are not expected to read through this document in its entirety or to have it memorized. Use the table of contents to navigate directly to the policies and guidance for the type of work you are doing. Each policy area includes the following sections:
[image: Purpose Icon: An arrow hitting the center of a target]Purpose explains why a policy exists and describes who or what it applies to.
[image: Policies icon: a hand cupping a piece of paper with a gavel on it] Policies are the rules you need to follow.
[image: Required actions icon: a bulleted list with checkmark superimposed in the upper right corner]Required Actions are the set of actions you must take to follow the policy.
[image: Guidance icon: an outline of a person with two dialogue bubbles over their head. One has an x and one has a checkmark.]Guidance contains tools, information, and resources to support you with the required actions.
Alt-text note: Icons are marked as decorative in the rest of this document to avoid redundancy.
[bookmark: _Toc156319029]Employee Expectations
Employees should be aware of disability access policies and reference them as needed. 
Managers and Supervisors: 
· Provide new employees with a copy or link to these policies as part of their onboarding. 
· Work with new staff to identify accessibility policies relevant to the employee’s role.
If you need assistance with these expectations or have any questions Insert Bureau ADA Title II Coordinator Contact 
[bookmark: _Toc156319030]Updates to this Document
This is a living document and will be updated as needed, including when new legislation or policy passes, when updated rules are issued by a government or City body, or when staff raise questions and ask for additional guidance. The latest updated section and date will be recorded in the footer of the document and website.
This information will be reviewed at least yearly. 
For general questions about this Insert Bureau Name Accessibility Policies document, contact: Insert Bureau’s ADA Coordinator

[bookmark: _Toc190771324]Scope
These policies solely provide guidance on disability access for community members.  Employee access under Title I of the ADA is not within the scope of these policies.


[bookmark: _Toc156319032]With Appreciation
These policies are modeled after the Portland Water Bureau Accessibility Policies authored by Joanne Johnson.  Much appreciation goes to her for her research, technical writing and editing of content, and providing written accessibility policies that can serve as a city-wide model for all bureaus.

Executive Summary
[bookmark: _Toc156319033]Nondiscrimination Means an Opportunity Too
The Insert Bureau Name provides massive benefits to the people of this region through the bureau’s information, programs, and services.
People with disabilities must have the chance to access these benefits, too. 
The Insert Bureau Name as a government agency, cannot discriminate against people with disabilities.  Providing meaningful access to programs and services is one way the bureau demonstrates nondiscrimination. 
[bookmark: _Toc156319034]Policy Areas
This document is divided into four policy areas: communications, programs and services, facilities, and requests and grievances.
Communications
The communications policies address communications to the public. Internal communications must be accessible to their intended recipients for practical and legal reasons. 
Communications with people with disabilities must be as effective as communications with people without disabilities. 
The bureau provides meaningful and effective access through these actions:
· Including a meaningful access statement on all bureau communications, notifying people with disabilities of their right to request alternate formats and American Sign Language (ASL) interpreters
· Developing communications that are accessible to people with disabilities
· Using qualified service providers for disability access services
Programs and Services
The programs and services policies focus on accessibility in budgeting, program planning, procurement and contracting, and technology.
Budgeting: Whether done proactively or responsively, accessibility sometimes costs money. To ensure that people can access bureau programs, our budgets must reflect this cost. 
Program Planning: You may need to develop materials, select sites, and plan activities for a successful program. Disability access must be incorporated into each aspect of the program.
Procurement and Contracting: Deliverables meant for the public need to be accessible because the work is being done on behalf of the Insert Bureau Name. City contracts include language affirming this. It is the project manager’s responsibility to ensure the vendor understands how this applies to the project. This must include any visual or written content meant to be accessed by the entire Portland community.
Technology: Web-based services need to comply with the Web Content Accessibility Guidelines (WCAG). 
Facilities 
Facilities policies cover facilities open to the public.
Facilities open to the public must comply with state and federal design standards for accessibility. This includes facilities the bureau rents or features on public tours. These standards are very specific and include measurements and diagrams of compliant spaces. There are also requirements to maintain anything that is currently accessible.
If it is impossible to provide accessibility for structural reasons or due to exorbitant cost, the bureau is responsible for providing program access for any programs hosted in these facilities.
Worksites in the public right-of-way (sidewalks and pedestrian paths) must provide an accessible route. PBOT’s permitting requirements generally meet this standard. 
Requests and grievances policies provide steps to take when responding to disability access requests. A description of the grievance process is also provided.  Contact Insert Bureau ADA coordinator when you receive a discrimination complaint.
Generally, you are expected to prioritize the person’s requested access, offer equivalent access if their request is not possible, and make every effort to meet requests, regardless of when they are received. 
[bookmark: _ADA_and_Language][bookmark: _Toc156319035]ADA Coordinator 
[bookmark: _Bureau_ADA_Coordinator][bookmark: _Toc156319036]Bureau ADA Coordinator 
Under Title II of the Americans with Disabilities Act (ADA), and City policy, the bureau is required to identify:
· An ADA Coordinator to serve as the point of contact for Title II (ADA) complaints

[bookmark: _Toc156319037]City ADA Coordinator 
Under Title II of the Americans with Disabilities Act (ADA), and City policy, the City is also required to identify an ADA Coordinator to serve as the point of contact for ADA Title II complaints.
The staff in these roles set Citywide policy and guidance, provide technical assistance, and investigate complaints. The following staff serve in these roles at the City: 
Citywide ADA Title II Coordinator
Nickole Cheron, ADA Title II and Disability Equity Manager, Office of Equity and Human Rights
Nickole.Cheron@portlandoregon.gov

[bookmark: _Communications][bookmark: _Communications_1][bookmark: _Toc156319038]Communications
[bookmark: _Toc156319039]Purpose and Application  
People with disabilities are frequently left out of the information loop due to inaccessible platforms, overly complex language, and inadequate translation, interpretation, and community engagement. 
Federal and state laws require implementation of these policies by the Insert Bureau Name.
 
These policies apply to all public communications, including those created by contractors for the bureau’s use. Internal communications must be accessible to the intended recipients.
[bookmark: _Toc156319040]
[image: ] Policies
Disability Access Communications Policy
The Insert Bureau Name ensures effective communication with people with disabilities.
Meaningful Access and Effective Communication
The standards for meaningful access and effective communication both require the bureau to take proactive steps to ensure that our communications are accessible to people with disabilities and that people can communicate with the bureau.
Both standards also reference providing services upon request at no cost, including interpretation, translation, captioning, or materials in alternate formats. A meaningful access statement informs the public of their right to these services.
· Meaningful access under the law is access to programs and services offered by the  entity.
· Effective communication under the law requires communication with people with disabilities to be as effective as our communication with people without disabilities.
“In practical terms, it means that a person with a disability should be able to share and receive information from the City of Portland as effectively as a person who doesn’t have a disability.” From the Emergency Coordination Center (ECC) Effective Communication Guidance

[bookmark: _Toc156319041][image: ]Required Actions
Required Actions 
· Include a meaningful access statement on all bureau communications.
· Use qualified, accurate services.
a. For translation and interpretation, use a qualified, human interpreter who can provide accurate, impartial, and confidential translation and interpretation.
b. For other auxiliary aids and services (e.g., live captioning, braille), use qualified service providers when hiring for accessibility services. Bureau staff, vendors, and accessibility professionals must provide accurate and accessible communication formats.

[bookmark: _Key_Actions_for]Required Actions for the Disability Access Communications Policy
· Develop communications using the Digital Access Checklist. For print communications, include the items on font size and style. For internal communications, communications must be accessible to the people receiving them.
· Upon request, provide materials in another format, auxiliary aids, and services to effectively communicate. This might mean providing a document in large print or braille, putting printed material in a digital format, providing captions, or reading a document aloud on the telephone. (See Requests and grievances for more information.) 
This Disability Access Communications Policy and required actions support the bureau’s compliance with the City of Portland’s Captioning and Transcription policy, Oregon Revised Statutes 659A, and the effective communication requirements of Title II of the Americans with Disabilities Act. 
[bookmark: _Programs_and_services]

[bookmark: _Toc156319043][image: ]Guidance: Disability Access in Communications
Effective Communication Resources 
The Office of Equity and Human Rights provides effective communication resources, including Citywide Effective Communication Guidance, vendors for accessibility services, City communication policies, and guides for accessible virtual meetings.
[bookmark: _Digital_access]Digital Access 
The following checklists can be used to ensure the accessibility of print and digital materials. Creating an accessible digital document covers most of the steps for creating an accessible printed document.
This checklist includes important steps to make communications more accessible to people with a wide variety of disabilities, including people who use screen readers and other forms of assistive technology.
[bookmark: _Digital_Access_Checklist]For all materials (digital and print), do the following:
· Include a meaningful access statement.
· Write in plain language that is clear and understandable to the intended audience. 
· Use styles to structure Word documents, PDFs, and websites.
· Avoid color as the only way of sharing important information (e.g.,
“the items in red are required” is inaccessible to someone who is colorblind). 
· Ensure adequate color contrast.
· Use a San serif font style (or provide a way for the user to easily change the font).
· Depending on your materials (digital or print), reference the appropriate checklist below.
For digital materials, do the following:
· Insert alt text for all images and logos.
· Use meaningful links, not “click here.” Only use URLs if a document will usually be printed.
· Caption audio and video content. Also required per BTS-3.04 - Captioning of Video and Audio Materials | Portland.gov
· Audio describe content when the visuals are essential to understanding information in a video.
If the platform does not allow for an item on this checklist, identify an alternative means to provide access (e.g., provide transcripts if captions are not available on a platform; or provide a text description for a video that does not allow audio description).
For print materials, do the following:  
· Font size at least 11 pt.
For detailed guidance on creating accessible communications, see Creating Accessible Documents by the City of Portland’s Disability Division. 
Fix Materials 
If you would like to have your communication thoroughly reviewed to ensure it is accessible, you can hire professional remediators and accessibility document testers to review your document.
Videoconferencing
To ensure minimum accessibility, confirm that the following features are available and enabled on the videoconferencing platform before a meeting begins: 
· Auto-captions
· The ability to add an interpreter and captioner. (Available on business or enterprise accounts. Enable this option before scheduling the meeting.)
Teams and Zoom have these features. For more information, see the City of Portland User Guide for Zoom.
Live Captions
Live captions are typed by a human using specialized computer software. Auto-captions are completely computer generated. Live captions can be provided by an in-person captioner or via an online service.
When to provide live captions: 
1. In response to a request for captions: If someone requests captions for an event, contact the requestor and ask if they would like a live captioner (this service is also called CART). 
Auto-captions have a high error rate, and a human captioner is especially important if someone is relying on captions to participate. If you cannot reach the requestor, hire a captioner. Zoom captions versus live captions
2. Multilingual and culturally specific events: Consider providing a live captioner when you expect many multilingual community members at an event. Auto-captions are especially poor at captioning names and words in languages other than English.
Audio Description
Audio description is a verbal description that conveys important visual information. Audio description can be a second audio track on a video, integrated into a video’s existing audio (usually by the narrator and speakers), or done live and in-person by an audio describer. 
Professional Audio Description
Audio description is a technical skill, and trained audio describers learn how to identify meaningful information and convey complex visuals in a limited amount of time. As part of producing complex and lengthy videos or presentations, consider hiring a professional audio describer. For an example of professional audio description, turn on the Audio Described option (in the audio, subtitles, or captioning menu) on your favorite streaming service or watch this Frozen trailer.
Learn more about audio description training from the Audio Description Project.
Casual Audio Description
In most Insert Bureau Name videos, presentations, and trainings, audio description can be casual and integrated into the existing audio. This means speakers themselves describe the important visual information. This can include: 
1. Speakers introducing themselves
2. Reading text displayed onscreen
3. Describing scenes that can’t be heard
For example:
· Hi! This is Georgia. Now let’s move this cover and look at this water meter gauge.
· At this Oregon Tradeswomen Career Fair, this place is packed with girls trying out different water-related tasks, including repairing a broken water main and installing a pipe.
· As the water enters this tank, the sediment is pulled down by gravity and collects on the bottom.
The tips and definition in this section come from this  Rooted in Rights Audio Description video.
For a deeper dive into audio description, check out Access Tip: What Is Audio Description? 
[bookmark: _Do_not_use][bookmark: _Toc139963522]7-1-1 Relay Line: Telephone Interpreters 
People who use American Sign Language (ASL) and people with speech and hearing disabilities sometimes make phone calls through the national, free 7-1-1 relay line.
When you answer a call from the relay line, an interpreter will tell you that this is a relay call and say they will connect you to the caller. Sometimes this sounds like a spam call and people accidentally hang up. Don’t hang up. 
Calls can be conducted in sign language, via teletypewriter (TTY), and by voice.
If a person on the call uses sign language, they are video calling with an interpreter. The interpreter voices what the caller is signing to the hearing person on the phone. 
If the person on the phone uses a teletypewriter (TTY), the message is read by the operator to the hearing person. An individual can also speak into the phone and have an operator type back to them (voice carry over or VCO). These options are used less now because of the wide availability of texting.
Many people who regularly use the relay line automatically have incoming calls routed through it. When you call them, an interpreter will pick up, announce themselves, and connect you to the caller. 
Anyone can use 7-1-1 to communicate with people who use American Sign Language (ASL) and people with speech disabilities. Call 7-1-1 and provide the phone number of the person you are calling. 
Watch the relay line in action!
Video of a 7-1-1 video relay call
Video of a speech-to-speech relay call
Video of a TTY call
Information on 7-1-1 relay services
 
[bookmark: _Programs_and_services_1][bookmark: _Toc156319044]Programs and Services
34 percent of Portlanders with disabilities don’t know how to access assistance through the Insert Bureau Name if they need it. 
2023 Report on the Disability Engagement Study, Office of Equity and Human Rights.
[bookmark: _Toc156319045][image: ]Purpose and Application
City services help people stay safe, save money, access community living resources, apply for licenses and permits, and a host of other critical programs.  Inaccessible services deny people with disabilities these benefits.
Federal and state laws require implementing these policies at the Insert Bureau Name.  

These policies apply to every Insert Bureau Name program that provides a service to the public, including services provided by contractors on behalf of the bureau.
[bookmark: _Toc156319046][image: ] Policies
Disability Access Programs and Services Policy
The Insert Bureau Name ensures that people with disabilities have meaningful access to bureau programs, services, and activities, including an equal opportunity to benefit from them.
Meaningful Access to Programs and Services
· All program materials contain the meaningful access statement, notifying people of their rights.
· You have a plan to provide disability access during any point of an individual’s participation in a program or service. This plan can include proactive and responsive access.
· Fluency in spoken or written English is not required to participate in or benefit from the program.
· If disability-related barriers cannot be removed, effective alternatives must be provided.
· Individuals’ needs are met in the most integrated setting possible. While a person may actively choose an affinity group setting, the program cannot require participation in a segregated setting.
· Programs that collect demographic data follow the City’s REALDTA demographic standards guidance, unless the project requirements include following another demographic standard (e.g., funding requirements). 
· The collected demographic data is used to inform how the program proactively and responsively provides disability access, program outreach, and engagement.

[bookmark: _Key_Actions_to_1][bookmark: _Required_actions][bookmark: _Toc156319047][image: ]Required Actions 
Required Actions for Disability Access Policy
· Budget for both proactive accessibility and responsive accessibility. While some forms of accessibility cost only staff time, making a program accessible may mean paying for translation, interpretation, captioning, document remediation, or an accessible meeting space. Accessibility costs can be minimized by integrating accessibility into the program plan from the beginning. It is a best practice to explicitly include accessibility in every budget.
· Plan communications, activities and services, and evaluations that are accessible to people with disabilities. 
·  Proactive or automatic, accessibility in plans. In a program or service that is proactively accessible, people with disabilities can participate without making individual requests for access. 
· Plan how the program or service will respond to individual requests for accessibility.
· Plan for the access needs of anticipated program participants. While any program or service may have participants who have disabilities, the nature of your program may mean that participants are more likely to have disabilities.  If this is the case, more emphasis should be placed on providing proactive access for participants. 
· Ensure that any contracting or procurement conducted on behalf of the program results in accessible deliverables. The bureau is responsible for the accessibility of any products or services provided by contractors.
· Train program staff how to provide proactive accessibility and respond to access requests.
· Ensure that programs and services are accessible when viewed as a whole. It may not be possible to make every aspect of a program accessible to every person with a disability (e.g., a hike in Bull Run may not be accessible to everyone with a mobility disability). Program modifications are provided so people with disabilities can have equivalent access to program benefits and privileges.
This Disability Access Programs and Services Policy and required actions support the bureau’s compliance with the City of Portland’s Title 23 Civil Rights Policy, City of Portland Americans with Disabilities Act Title II Non-discrimination Policy, 
Oregon Revised Statutes 659A, and Title II of the Americans with Disabilities Act.

[bookmark: _Toc156319048][image: ]Guidance: Disability Access in Programs and Services
Budgeting 
Budgets must include resources to support the required actions detailed above. This means budgeting for a program that’s accessible to your intended audience. It usually also means having resources available to respond to a disability access request. How much to set aside will depend on your program’s intended audience as well as how proactively accessible your program is.
Read more about budgeting for access in your program at guidance on budgeting for access.
Budget Constraints 
Budgets will always be finite. By building access into new programs, you can minimize the total money spent “fixing” inaccessible spaces and programs.
Budget Priorities
When you need to make choices among kinds of access, prioritize: 
1. Responding to unmet access requests from individual community members.
2. Public-facing services, programs, and facilities 
3. Systems, technology, materials, and facilities that the bureau is going to use for a long time
4. Digital access
[bookmark: _Toc139963525]It can be difficult to predict emerging access needs, especially across smaller programs and efforts. To provide support, identify a bureau funding source for access needs
Program Planning 
Communications and Engagement
· Program outreach and materials, including audio/visual, digital, social, and print media, comply with the bureau’s accessible communications policies. 
· Community engagement, relative to your intended audience, is part of the communications plan. 
· All program communications include a meaningful access statement so community members know how to request additional  disability access. Most of the time, requests can be routed to 3-1-1. These requests will be routed to bureau contacts within 24 hours.
Programs or services may choose to designate a specific contact person in their meaningful access statement so they can receive requests directly. 
Programs, Activities and Services
· Program events and activities are accessible to people with a variety of disabilities.
· Program services and activities incorporate the needs of people with a variety of disabilities during planning. Below are some examples of what this could include. This is not a complete list. 



Ideas for integrating Access into Program Planning:
· Cognitive disabilities: Program materials in plain language, access to assistance completing application forms 
· Mental health disabilities: Ability to communicate with activity and service coordinators asynchronously (e.g., via email)
· Mobility disabilities: Accessible service locations, digital access for online services, ability to participate virtually
· Visual disabilities: Digitally accessible communications and online services, audio description for videos and visuals, ability to participate virtually, locations accessible to public transportation and rideshare, e.g., Uber
· Hearing disabilities: Captions on videos and live captions for events and meetings, ASL interpretation
· Neurodiversity and learning disabilities: Digitally accessible communications and services, ability to participate in writing (e.g., meeting chat), time to review materials in advance
· Chronic illness: Virtual participation, ability to participate in writing (e.g., meeting chat)
Read more on inclusive program planning from the National Association of County and City Health Officials (NACCHO) or accessible event planning from the Autistic Self Advocacy Network (ASAN). Program accessibility varies greatly depending on the program or services provided. 
Information and Evaluation
· If demographic information is collected, follow the REALDTA demographic data standards guidance to identify gaps in reaching disability communities  
· Program evaluations (internal or participant-reported) include questions to help assess and improve accessibility for program participants. 
[bookmark: _Toc139963527]Contracting and Procurement
Any products or deliverables procured externally must be accessible to their intended users. Accessibility requirements apply for both internal (staff) and external (public) intended users.
City contracts require vendors to comply with accessibility laws.
Project managers, review your agreement’s accessibility provisions with vendor(s) at the beginning of the contract term to ensure understanding and compliance. You can use the sections of this document 	relevant to your deliverable (e.g., programs and services, facilities, technology) to help you have a conversation with the vendor about what an accessible deliverable means for your project.
Technology and Systems
Technology used to access information about a program or service, or participate in it, must be accessible to people with disabilities. To be compliant with the Americans with Disabilities Act (ADA), websites, programs, systems, and portals used to access or deliver programs and services must be compliant with WCAG 2.1. It is a best practice to have technology and systems tested by everyday users of assistive technology before implementing it to ensure usability. Learn more about accessibility document testers.   Accessible technologies set the bureau up for success in an increasingly diverse future.
[bookmark: _Replacements_and_upgrades]Replacements and Upgrades
Replacing, remodeling, and upgrading provide the bureau with opportunities to invest its resources in accessible infrastructure that best meets current standards and future needs. When facilities are remodeled, other general-use equipment is purchased, or digital platforms are upgraded, they must comply with current accessibility standards and regulations, unless it is demonstrated and documented that doing so is technically infeasible.
Accessibility standards for disability access tend to become more comprehensive and stricter over time. To best position the bureau for the future, you should select the most accessible option available that meets bureau requirements and business needs. 


[bookmark: _Facilities_and_worksites][bookmark: _Toc156319049]Facilities and Worksites

This Facilities and Worksites policy is most appropriate for larger bureaus ,e.g., Portland Bureau of Transportation.  If you are creating this for a small office or bureau, you may want to scale this section down to only include information that pertains to your staff.





69 percent of Portlanders with disabilities have arrived at a destination in the city of Portland and been unable to access it. 
2023 Report on the Disability Engagement Study, Office of Equity and Human Rights 
[bookmark: _Toc156319050][image: ]Purpose and Application
Inaccessible facilities can mean that people with disabilities miss out on services, programs, and opportunities. Inaccessible worksites can lead to injuries or jeopardize life safety.
Federal and state laws require implementing these policies at the Insert Bureau Name.  
These policies apply to the following types of facilities:
· Insert Bureau Name facilities open to the public, including facilities rented by the bureau
· Worksites in the public right-of-way 

Disability Access Facilities Policy
The Insert Bureau Name ensures that its public facilities and worksites comply with Title II of the Americans with Disabilities Act (ADA). This includes complying with the following design standards, rules on service animals, and mobility devices and modifying programs as needed to ensure program access:
[bookmark: _Accessibility_Design_Standards]Accessibility Design Standards
· Public facilities constructed after March 15, 2012, including new construction and upgrades (alterations), must comply with the both the 2010 ADA Standards for Accessible Design and the Oregon Revised Statutes 447.210 to 447.310 standards and specifications for access by persons with disabilities.
· Public facilities altered or constructed after January 26, 1992, but before March 14, 2012, must comply with the 1991 ADA Standards for Accessible Design.
· Recommendation, not yet required*: Worksites in the public right-of-way should comply with the Pedestrian Right-of-Way Accessibility Guidelines (PROWAG). 
*The PROWAG final rule has been published and is awaiting adoption by the Department of Justice and Department of Transportation.
Existing barriers in Insert Bureau Name public facilities are identified in the City’s ADA Transition Plan.
The Insert Bureau Name allows service animals in every area open to the public, provided they are under the handler’s control and not an imminent threat to safety. Guidance on Service Animals
The Insert Bureau Name allows disability-related mobility devices in bureau facilities or areas open to the public unless it will compromise safety. Guidance on Mobility Devices
[bookmark: _Toc156319052]
[image: ]Required Actions
Required Actions for the Disability Access Facilities and Worksites Policy
· If you manage a facility with public access, review How to prioritize accessibility in facilities and ensure your facility meets all priority areas. 
· A full assessment of facilities with public access has already been conducted. You do not need to conduct one. However, facilities change over time and monitoring priority areas and existing accessibility is important to maintaining accessibility. 
· Bureau facility managers are responsible for working with the bureau to remove accessibility barriers in their facilities. 
· All staff are encouraged to call attention to accessibility barriers and identify solutions.
· When parts of the facility are not accessible, inform staff hosting programs at your facility so they can plan to provide program access. 

· Service Animals and Mobility Devices must be allowed in public facilities. Visit the linked guidance for more information.
· If you are crew lead at a worksite, review Priorities for Providing Disability Access at Worksites and ensure your worksite meets these priorities. 
[bookmark: _Water_Bureau_and][bookmark: _The_Water_Bureau]Insert Bureau Name and the City’s Transition Plan
A full ADA assessment of all City of Portland public facilities was conducted in 2014. This assessment resulted in ADA Transition Plans for the City of Portland. Insert Bureau Name facilities with public access are included in these plans. 
As required under the ADA, the Insert Bureau Name used this assessment to develop a bureau plan for removing accessibility barriers, improving our compliance with the ADA. This plan is updated as barriers are removed, and barrier removal continues until all identified barriers have been removed.


[bookmark: _Toc156319054]Guidance: Disability Access in Facilities Open to the Public 
[bookmark: _How_to_prioritize]How to Prioritize Accessibility in Facilities
The list below contains only selected highlights from the ADA standards. Please refer to the standards and other relevant regulations for full technical specifications, especially for new construction, upgrades, or remodels.
Priorities: Facility Accessibility
If the bureau is unable to make an existing facility fully compliant right away, prioritize the following: 
· Parking lots have van-accessible spaces provided, with an access aisle and signage (street parking not required).
· Routes include firm, stable, slip-resistant pathways at least 36 inches wide to all areas and amenities.
· Meeting rooms and common rooms (e.g., kitchen and break rooms) are on accessible routes and have accessible work surfaces (height between 28 and 34 inches) and clear floor space (30 inches wide, when facing the workspace, by 48 inches deep).
· Restrooms include a wheelchair-accessible stall with a 60-square-inch clear floor space.
Once these areas comply with current accessibility laws, standards, and administrative rules, work on providing access to additional areas.
Maintaining Accessibility
The bureau must maintain the accessibility of public areas. This includes the following, at a minimum:
· Accessible parking spaces have clear paint and signage, and the access aisle is unobstructed.
· Access routes are at least 36 inches wide and are clear of equipment and clutter.
· Existing ramps and thresholds are useable and well maintained.
· Accessible features (e.g., automatic door buttons, accessible restrooms, and drinking fountains) are working and well maintained.
· In restrooms, the required clearances of accessible floor space are maintained (i.e., do not store equipment or supplies in the accessible stall).
· Accessible counters and tables remain free of clutter, unless there are equally accessible surfaces nearby.
· Broken or flickering lights must be repaired.
· In icy or snowy weather, reasonable efforts should be taken to keep sidewalks clear and dry. Using well-secured, low-pile mats on floors during wet weather may also improve slip resistance. 
Find additional measurements and technical specifications for the items in this list in the accessibility design standards.
There may be additional maintenance required to keep an area accessible. Please become familiar with any additional practices to maintain accessibility unique to your work location(s). 
You can also use this comprehensive ADA checklist for readily achievable barrier removal to identify accessibility barriers in existing facilities. 
[bookmark: _Toc139963531]Exception: Technical Infeasibility
If it is impossible to make an area fully accessible due to unalterable site, infrastructure, or operational constraints, the area must be compliant with accessibility standards to the greatest extent possible. Document any efforts undertaken to increase accessibility of a site, including research, internal meetings, studies, and improvements, and provide them to the bureau facility manager.
Staff who work in areas open to the public and their managers or supervisors must identify ways to provide meaningful access to any program or service hosted at the site. This may include complementary ways of sharing information or education (e.g., an audio/visual supplement), providing services at another site, or providing a program or service in another way (e.g., virtually).. 
Learn more about facility and program access requirements for government entities under the ADA.

Public Facilities that Need Upgrades to be Compliant
Facilities, areas, and amenities that are not fully compliant must be recorded on the bureau’s ADA Transition Plan so that they become part of the bureau’s plans to become compliant under existing laws.   Identify a bureau contact that can add items to bureau transition plans as they become compliant

[bookmark: _Toc139963532]Service Animals and Mobility Devices in Public Facilities
[bookmark: _Service_animals]Service Animals
A service animal most commonly is a dog that has been trained to perform a task that assists a person with a disability. 
When it is not obvious what service an animal provides, you may ask only two questions: 
1. Is the animal required because of a disability?
2. What task does it perform? 
*A person’s response to “What task does it perform” may inadvertently indicate their disability. You may instead choose to ask, “Has the animal been trained to perform a task?” Or you may skip this question entirely.
You may not ask about a person’s disability or require any proof that an animal is a service animal. This includes certifications, registrations, marked vests, or other indicators of a service animal.
A service animal may only be excluded if they are not under the control of their owner or are causing an imminent threat to other people’s safety. The person must be allowed to come back without the animal. 
In some circumstances a miniature horse may also be considered a service animal. 
Read more at ADA.gov: Service animals.
[bookmark: _Mobility_devices][bookmark: _Toc139963533]Mobility Devices
Mobility devices may be electric or manually powered. Devices must not compromise the safety of other people. Devices should be operated in a manner safe for the current conditions (e.g., slower speed in a crowded area). Read more at ADA.gov: Mobility Devices
[bookmark: _Toc139963534][bookmark: _Toc156319055][image: ]Guidance: Disability Access for Worksites in Public Places (repair, maintenance, construction sites)
Insert Bureau Name worksites that affect public pedestrian access must follow accessibility standards, including providing accessible barricades, temporary accessible pedestrian pathways, appropriate signage, and effective communication to people who cannot access print signage, e.g., blind/low vision community members.  These standards help protect members of the public from serious injury and death. 
[bookmark: _Priorities_for_providing]Priorities for Providing Disability Access at Worksites
Insert Bureau Name crews and contractors at worksites follow traffic control regulations provided by PBOT, which include provisions for accessibility.
These regulations include specific information on:
· How to provide an equally accessible temporary pathway when a sidewalk or pedestrian path is blocked
· How to provide a barricade around open maintenance holes, excavation sites, and other drop-offs 
· The types of barricades to be used, noting that caution tape alone is not adequate because it may not be detectable by people with visual disabilities using a cane to navigate

[bookmark: _Workforce]	


[bookmark: _Guidance:_Disability_access]
[bookmark: _Job_postings][bookmark: _Language_access_requests][bookmark: _Requests_and_grievances][bookmark: _Toc156319062]Requests and Grievances
[bookmark: _Toc156319063][image: ]Purpose and Application
It is impossible to proactively meet every possible accessibility need. That’s why the Insert Bureau Name includes a meaningful access statement on all communications. It tells members of the public how to request any additional accessibility they need to be part of one of our programs or receive a service.
Under federal and state law, the Insert Bureau Name is required to reasonably accommodate people with disabilities upon request.
These policies apply to all Insert Bureau Name employees, programs, and services, including those provided by contractors on behalf of the bureau.

Disability Access Request and Grievance Policy
The Insert Bureau Name reasonably accommodates people with disabilities to meaningfully access bureau programs and services by modifying policies and providing auxiliary aids and services upon request. 
*Grievances and discrimination complaints are responded to in accordance with the City of Portland grievance policy.
[bookmark: _Toc156319065]*Proactive measures to ensure meaningful access are addressed in detail in other bureau policies.
[image: ]Required Actions 
Guiding Principles for Access Requests
· Prioritize the person’s requested form of access. 
· Offer effective equivalent access if you cannot meet their initial request.
· Make every effort to meet requests, regardless of when you receive them. You may request, but cannot require, advance notice.
Follow these steps for disability access requests
1. Confirm receipt: Contact the community member to confirm you’ve received the request.
2. Conversation: Confirm what the community member is asking for—this can be a casual chat via phone, email, or video. If the community member isn’t sure what they need, ask what has worked in similar situations in the past. If the community member uses a term you aren’t familiar with, ask them what it means (or write it down to ask about later).
3. Convey timeline: Let the community member know when you will get back to them. Aim for within a week, or less if it’s a time-sensitive request, like for an upcoming event.
If you are unfamiliar with the request or how to fulfill it, let the community member know that you will check in with a colleague about how long it will take. 
If you are familiar with the request and have done it before, let the community member know about how long it will take. 
4. Documentation: Report disability access requests through the City’s 3-1-1 form or ask the bureau ADA Coordinator to do it for you.  Read more about PDX: 3-1-1.
5. Keep notes on any conversations you have, including follow up and resolution of the request. These will be shared with the ADA Coordinator in the next step. 
6. Notify bureau access coordinator: Contact the bureau ADA  Coordinator(s) to notify them of the request. You can also ask questions, get resources, and get support.
7. Implement request: Follow up with the community member to meet their need. 
8. Notify bureau ADA coordinator—closed: Send an email to the ADA Coordinator when the request has been resolved.
For guidance on steps 1–3, see Guidance on responding to an accommodation request or Granting ADA Accommodations.
What to do when you receive a complaint
 If you receive a discrimination or accessibility complaint from a member of the public, the bureau’s ADA Coordinator will lead the processing of the complaint. Read more about what happens during the grievance process.
[bookmark: _Guidance:_Language_access_1]

[bookmark: _Toc156319066][image: ]Guidance: Disability Access Requests
[bookmark: _Preference_for_the]Preference for the Requested Mode of Access 
Under federal law, the bureau is required to provide meaningful access to programs and services. When you receive an access request, you are also required to give first consideration to the community member’s requested mode of access. 
Sometimes people do not know all their options or the possibilities you can offer. If you think you have an idea for a better mode of access, share it, but if the community member prefers something else, you need to make every effort to honor their preference.
For example, if a community member requests an American Sign Language interpreter (ASL) for a workshop we’re hosting, it is okay to tell them that the workshop will have live captions and ask if that meets their need. However, if they say no, make every effort to secure an ASL interpreter.
[bookmark: _Advance_notice]Advance Notice
For events and programs where we expect a lot of public participation, materials can include language requesting advance notice for access needs in addition to the legally required meaningful access statement. Advance notice allows us to meet many access needs more effectively.
Example: Please let us know if you have any disability access needs. We can most effectively meet requests submitted at least five days in advance, and we will make every effort to fulfill requests received after this date. 
Many City programs ask for access requests up to five days in advance. Base any timeline imposed by bureau programs or services on program needs. This might result in requesting less or more than five days of notice. 
While you can ask for a reasonable amount of time to meet a request, there is no provision in any law that allows you to ignore a request that came in “at the last minute.” 
You must make every effort to meet access needs with the available staff and resources, regardless of when you receive the request. It is important to stay in communication with the community member about the status of their request and what you can offer with the resources you have.
[bookmark: _Equivalent_access]Equivalent Access
An access request is the beginning of a conversation with a person about what they need to fully access our programs and services. If you cannot meet an access request, you must offer an alternative.
The Insert Bureau Name is responsible for offering equally effective “equivalent” and meaningful access to all programs and services. In most cases, staff and community members will come to an agreement about an effective way of providing access. If the community member is dissatisfied with the alternatives offered, consult with the bureau’s ADA Coordinator. Thoroughly document conversations with community members and how the request is resolved. Learn more about meeting disability access requests at Requests and grievances
Disability Under the Americans with Disabilities Act (ADA) 
You may have questions about if a person has a disability covered under the Americans with Disabilities Act (ADA). 
Focus on how to meet someone’s needs, not on if someone has a disability under the ADA. This aligns with the intention of the Americans with Disabilities Act Amendments Act of 2008. The definition of disability under the Americans with Disabilities Act (ADA) is intentionally broad, as described in this introduction to the ADA.
If you have questions on if the person is protected under the Americans with Disabilities Act, contact the bureau’s ADA Coordinator.
What if the request is not “reasonable,” presents an undue financial or administrative burden, or changes the nature of the service? 
If you are considering denying an access request for any reason, please contact the bureau’s ADA Coordinator. This information is often misinterpreted. Also, the bureau is always required to offer an effective alternative, and the ADA Coordinator will support you to identify effective alternative access.
Programmatic Access, Not Reasonable Accommodation
You may have heard the phrase reasonable accommodations. This phrase pertains to employment accommodations and does not apply here. The Insert Bureau Name is required to provide programmatic access at all times. 
Undue Burden
You may have also heard that accommodations cannot present an undue burden. This term is often misunderstood and does not usually apply to an organization as large as the City of Portland. Even if an access request were to be an undue burden, you are still required to provide an effective alternative. Read more about undue burden at the Northeast ADA glossary.
The Nature of Our Services
 If someone asks you to change the nature of a service, you are not required to do so.   For example, if someone calls Insert Bureau Name and asks that services be offered outside of business hours offered to the general public, you are not required to do so.
Documentation
Under City policy, the bureau must document disability access requests including the date you received them and how you responded. Share any requests and their resolutions with the bureau’s ADA coordinator who will maintain this documentation on behalf of the bureau.

Documenting a Denial of an ADA Access Request
Any denials of a community member’s requested accommodation and the equivalent access offered must be particularly well documented, with justification for the denial and detailed notes on options and alternatives offered to a community member to facilitate equivalent access. Denying accommodations should be very rare.
City guidance states that if a request is denied and an alternative is not accepted, the bureau director should approve in writing the communication to the community member documenting the denial.
[bookmark: _Guidance:_Grievance_process][bookmark: _Toc156319067][image: ]Guidance: Grievance Process (discrimination complaints)
The City of Portland has an Americans with Disabilities Act (ADA) Title II complaint process 
What happens during the grievance process
The bureau’s ADA Coordinator follows the City’s ADA Title II grievance process to gather information, conduct an investigation, and resolve the complaint. 
Documentation 
The bureau’s ADA Coordinator uses the City’s 3-1-1 complaint form to document disability discrimination complaints. 
Then they determine if the complaint is complete. If not, the coordinator will reach out to the person filing the complaint for more information.
Within 15 days: Written notification of receipt 
Once the complaint is complete, the bureau coordinator will determine if it meets criteria for acceptance or dismissal and notify the individual who filed the complaint.
Within 60 days: Investigation 
If the complaint is accepted, the coordinator will complete an investigation, in consultation with the Office of Equity and Human Rights and our City attorney, as needed. This investigation may be formal or informal, depending on the nature of the complaint. It may include information gathering and interviews. 
At least five days before sending a final response: Resolution review
The coordinator will review the complaint with the City’s ADA Title II Manager.  The bureau coordinator will recommend one of three resolutions: an informal resolution with the community member, an unsubstantiated complaint, or a substantiated complaint with actions. 
Written/electronic response to community member
The response must include any findings from the investigation and actions the bureau will take.
Actions and Record Retention 
[bookmark: _Appendix_A]The bureau will take any actions necessary and document resolution of the complaint in the City’s 3-1-1 system. All records are to be retained for five years.




[bookmark: _PDX_3-1-1]PDX 3-1-1 
You may receive access requests or complaints routed from 3-1-1
3-1-1 hosts the system the City of Portland uses for tracking and responding to disability access requests and discrimination complaints.  This is why the City’s meaningful access statements direct people to contact 3-1-1 with access requests. If it is more effective to receive requests directly, any program can choose to list a specific program contact instead.
When a community member makes an access request through 3-1-1, staff for 3-1-1 will email it to the responsible staff within 24 hours. Check out 3-1-1 Grievance Process Frequently Asked Questions for an example email.
If you receive a disability access request directly, document it in the 3-1-1 system
If you receive a request directly, document the request using the same City 3-1-1 form. If you receive a complaint, contact the bureau’s ADA Coordinator.
Citywide resources about 3-1-1 and the grievance process
3-1-1: Centralized grievance process benefits and flowchart 
3-1-1: Grievance Process Frequently Asked Questions

[bookmark: _ADA_Coordinator_and_1][bookmark: _Documentation]

[bookmark: _Toc156319068]Toward a More Accessible Future
Thank you for taking the time to learn more about how to integrate disability access into your work at the Insert Bureau Name.
On the following pages, you will find resources and references to support you as you continue to integrate accessibility into how you work. 
Because of your efforts, thousands of people with disabilities in the Portland region will have greater access to city-related information and services. 


[bookmark: _Toc156319069]Resources
[bookmark: _Toc156319071]Citywide Guidance from the Office of Equity and Human Rights
· Meaningful Access Statements 
· Creating Accessible Documents
· Effective Communication
· Requests for Accommodations
· Events and Meetings
· REALDTA Demographic Standards Guidance
· Disability Data Collection and Demographics
· ADA Title II Complaint Process Guidance (Citywide) Intended for bureau ADA Coordinators
[bookmark: _Toc156319072]Additional Resources
· ADA.gov Federal resource on providing disability access under the Americans with Disabilities Act
· ADATA.org Information, guidance, and training on the Americans with Disabilities Act
· US Department of Justice Federal enforcement agency for the ADA and Civil Rights Act
· Bureau of Labor and Industry (Oregon), Discrimination at Work State enforcement agency
· Job Accommodation Network (JAN) Resources for employers and employees with disabilities 



[bookmark: _Toc156319073]Federal and State laws, Administrative rules, Ordinances, and Resolutions
The following laws, policies, and rules inform this policy document.
[bookmark: _Toc156319074]Federal and State Laws 
· Americans with Disabilities Act, Title II
· ORS 659A.403 Discrimination in place of public accommodation prohibited
· ORS 447.210 to 447.310 Standards and specifications for access by persons with disabilities
· ODOT technical requirements for pedestrian accommodation in work zones
[bookmark: _Toc156319075]Administrative Rules
· ADM-18.20 2014 Title II ADA Complaint Procedures
· ADM-18.21 2013 City of Portland Americans with Disabilities Act Title II Non-discrimination Policy
· ADM-18.22 2015 Americans with Disabilities Act Title II Process for Documenting Technical Infeasibility and Historical Significance Exceptions
· ARC-BTS-3.04 2013 Captioning of Video and Audio Materials
· TRN-8.12 2016 Safe accommodations for pedestrians and cyclists around work zones
[bookmark: _Ordinances][bookmark: _Toc156319076]Ordinances
· Ordinance 184880 2011 Create Office of Equity and Human Rights
· Ordinance 186277 2013 Reaffirm ADA Title II Non-discrimination Policy and establish rules
· Ordinance 186755 2013 Transfer Title II program responsibility to Office of Equity and Human Rights and amend administrative rules
· Ordinance 186898 2014 Rulemaking authority to Office of Equity and Human Rights
· Ordinance 187454 2015 Closed Captioning on televisions in public areas
[bookmark: _Toc156319077]Resolutions
· Resolution 34945 1992 Affirm City Council's policy that all programs…are accessible
· Resolution 35135 1993 Affirm City Transition Plans for Compliance with ADA
· Resolution 36035 2001 Adopt Diversity…Affirmative Action Principles…Strategic Development Plan
· Resolution 36925 2012 Develop Strategic Plan to Become Model Employer
· Resolution 36918 2014 ADA Title II and Civil Rights Title VI from OMF to Office of Equity and Human Rights, rulemaking authority
· Resolution 36940  2012 Open captioning of all media produced by the City of Portland 
· Resolution 37235 2016 Adopt Strategic Plan to implement 2012 Model Employer Resolution (37235 City Council meeting video)
· Resolution 37450 2019 Office of Equity and Human Rights to coordinate [Title VI and Title II] standard by setting Citywide policies (37450 City Council meeting video)
· Resolution 37517 2020 Adopt Citywide Disability Equity Goals to guide City policies, plans, procedures (37517 City Council meeting video)
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