
Transit-Related ADA Complaint  Received 

Customer Service agent enters complaint information into 

Trapeze-COM and emails Civil Rights Administrator 

Civil Rights Admin assesses complaint 

Barrier(s) prevent access to facility, vehicle, 

bus stop, etc. 

Discrimination based on Disability Policy or Procedure Prevents Access 

Facilities Staff and Civil Rights Admin in-

spect facility for ADA compliance 

Civil Rights Admin meets with all par-

ties involved to discuss complaint 

Administrative Staff and Civil Rights Admin 

review policy or procedure for compliance 

Valid? No Valid? Compliant?

Yes 
Issue response with 

explanation of ADA 

compliance 

Yes 

Yes No 

Issue response with 

explanation of ADA 

compliance 

Implement or modify 

appropriate ADA Policies 

and Procedures 
Determine Corrective Actions; establish 

timeframe.  

Provide a summary of the issue, investigation, 

and resolution to complainant 
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