ADA Complaint Process

In compliance with the U.S. Departmentof Transportation Americans with DisabilitiesAct (ADA)
of 1990 (49 CFR Parts 27,37,38 and 39), and Section 504 of the Rehabilitation Act of 1973, as
amended, SNHS ensures its services, vehicles, and facilities are accessible toand usable by
individuals with disabilities. Anyone whobelieveshe or she hasbeen discriminated against on
the basis of disability may file an ADA complaint.

Complaints may be submitted by filing a Customer Service Report/ADA ComplaintForm.
Complaint forms are available by contacting:

Equal Opportunity Officer

Southern New Hampshire Services

PO Box 5040

Manchester, NH 03108-5040

800-322-1073 (HearingImpaired: 800-877-8339). Ifthe complainantis unabletowrite a
complaint, a representative may file on his or her behalf, or SNHS staffwill provide assistance.
Complaints mustbe filed within 180 calendar days ofthe alleged incident.

1. The EO Officer will contact the complainant within 10 business days of receipt of
complaint. Any requestedinformation mustbe received by SNHS within 5 days of request*.

2. SNHSwill begin the investigation within 15 business days of receipt of complaintifthe
alleged discrimination is found tobe a violation of ADA regulations.

3. Aninvestigation intothe complaint will be conducted and documentedtodetermine
whether SNHS failed to comply with ADA regulations.

4. SNHSwill complete the investigation within 60 calendar days of receipt of complaint. If
additional time is needed for the investigation, the complainant will be notified.

5. SNHSwill promptly communicate its response to the complainant, including its reasons for
the response. The complainant will have 5 business days from receipt of SNHS’s response to
filean appeal.Ifno appealisfiled, the complaint will be closed.

*SNHS will process and investigate all complaints that meetthe requirementsof ADA
discrimination. Ifthe complainant fails to provide required information within the required
timeframe, the complaintmay be closed.



