















































designee will meet with the complainant to discuss the complaint and possible
resolutions. Within 30 calendar day after the meeting, the City Administrator or his/her
designee will respond in writing, and, where appropriate, in a format accessible to the
complainant, with a final resolution of the complaint.

All written complaints received by the ADA Coordinator or her designee, appeals to the
City Administrator or his/her designee, and responses from these two offices will be
retained by the City of Manitou Springs for at least three years.



PPLD website

I. Assistive Technology

Il Manitou Springs Library

Large-type keyboard
Magnifying glass
Track ball mouse

VRS-equipped laptop



City of Manitou Springs

Communications Policy
March 2017

PURPOSE AND SCOPE
This policy provides guidance when communicating with individuals with disabilities, including those who

are deaf or hard of hearing, have impaired speech or vision, or are blind.

DEFINITIONS
Definitions related to this policy include:

Aucxiliary aids -These are used to communicate with people who have a disability or impairment. They
include, but are not limited to, the use of gestures or visual aids to supplement oral communication; use of a
notepad and pen or pencil to exchange written notes; use of a computer or typewriter; use of an assistive
listening system or device to amplify sound; use of a teletypewriter (TTY), videophones (video relay service
or VRS); use of taped text; use of qualified readers; or use of a qualified interpreter.

Disability or impairment - A physical or mental impairment that substantially limits a major life activity,
including hearing or seeing, regardless of whether the disabled person uses assistive or adaptive devices or
auxiliary aids. Individuals who wear ordinary eyeglasses or contact lenses are not considered to have a
disability (42 USC § 12102). This includes a person who has a functional hearing loss of sufficient severity
to prevent aural comprehension, even with the assistance of hearing aids (CRS § 13-90-202).

Qualified interpreter - A person who is able to interpret effectively, accurately and impartially, both
receptively and expressively, using any necessary specialized vocabulary. Qualified interpreters include oral
interpreters, transliterators, sign language interpreters and intermediary interpreters. Qualified interpreters
should have a valid certification of competency accepted by the Commission for the Deaf and Hard of

Hearing (CRS § 13-90-202(8)).

POLICY
It is the policy of the City of Manitou Springs to reasonably ensure that people with disabilities have equal

access to services, programs and activities. City staff must make efforts to communicate effectively with
individuals with disabilities.

The City of Manitou Springs will not discriminate against or deny any individual access to services, rights or
programs based upon disabilities.

AMERICANS WITH DISABILITIES (ADA) COORDINATOR
The City Administrator will delegate certain responsibilities to an ADA Coordinator. The responsibilities of

the ADA Coordinator may include, but not be limited to:

a. Working to ensure equal access to services, programs and activities.
b. Developing reports, new procedures, or recommending modifications to this policy.



¢. Acting as a liaison with local disability advocacy groups or other disability groups regarding access
to department services, programs and activities.
d. Ensuring that a list of qualified interpreter services is maintained and available when needed. The list
should include information regarding the following:
1. Contact information
2. Awvailability
e. Developing procedures that will enable access to auxiliary aids or services, including qualified
interpreters, and ensure the procedures are available to all.
f. Ensuring signage is posted in appropriate areas, indicating that auxiliary aids are available free of
charge to people with disabilities.
g. Ensuring appropriate processes are in place to provide for the prompt and equitable resolution of
complaints and inquiries regarding discrimination in access to department services, programs and

activities.

FACTORS TO CONSIDER
City staff should consider all information reasonably available to them when determining how to

communicate with an individual with a disability. Staff should carefully balance all known factors in an
effort to reasonably ensure people who are disabled have equal access to services, programs and activities.
These factors may include, but are not limited to:

a. Staff should not always assume that effective communication is being achieved. The fact that an
individual appears to be nodding in agreement does not always mean he/she completely understands
the message. When there is any doubt, staff should ask the individual to communicate back or
otherwise demonstrate understanding.

b. The nature of the disability (e.g., deafness or blindness vs. hard of hearing or low vision).

c. The availability of auxiliary aids. The fact that a particular aid is not available does not eliminate the
obligation to reasonably ensure access. However, in an emergency, availability may factor into the

type of aid used.

INITIAL AND IMMEDIATE CONSIDERATIONS
Staff should exercise special care in the use of all gestures, and verbal and written communication to

minimize initial confusion and misunderstanding when dealing with any individual with known or suspected
disabilities.

In a non-emergency situation, when staff knows or suspects an individual requires assistance to effectively
communicate, staff shall identify the individual’s choice of auxiliary aid or service.

The individual’s preferred communication method must be honored unless another effective method of
communication exists under the circumstances (28 CFR 35.160).

Factors to consider when determining whether an alternative method is effective include:

a. The methods of communication usually used by the individual.
b. The nature, length and complexity of the communication involved.
c. The context of the communication.

In emergency situations involving an imminent threat to the safety or welfare of any person, staff may use
whatever auxiliary aids and services that reasonably appear effective under the circumstances. This may
include, for example, exchanging written notes or using the services of a person who knows sign language
but is not a qualified interpreter, even if the person who is deaf or hard of hearing would prefer a qualified
sign language interpreter or another appropriate auxiliary aid or service. Once the emergency has ended, the



continued method of communication should be reconsidered. Staff should inquire as to the individual's
preference and give primary consideration to that preference.

TYPES OF ASSISTANCE AVAILABLE
The City of Manitou Springs shall never refuse to assist an individual with disabilities who is requesting

assistance. The City will not charge anyone to receive auxiliary aids, nor shall they require anyone to furnish
their own auxiliary aid or service as a condition for receiving assistance. The City will make every
reasonable effort to provide equal access and timely assistance to individuals who are disabled through a

variety of services.

A person who is disabled may choose to accept City-provided auxiliary aids or services or they may choose
to provide their own.

City-provided auxiliary aids or services may include, but are not limited to, the assistance methods described
in this policy.

AUDIO RECORDINGS AND ENLARGED PRINT

The City may develop audio recordings to assist people who are blind or have a visual impairment with
accessing important information. If such a recording is not available, members may read aloud from the
appropriate form, for example a personnel complaint form, or provide forms with enlarged print.

QUALIFIED INTERPRETERS
A qualified interpreter may be needed in lengthy or complex transactions if the individual to be interviewed
normally relies on sign language or speech reading (lip-reading) to understand what others are saying.

Qualified interpreters should be:

Available within a reasonable amount of time, if requested.

Experienced in providing interpretation services.

Familiar with the use of VRS and/or video remote interpreting services.

Certified in either American Sign Language (ASL) or Signed English (SE).

Able to understand and adhere to the interpreter role without deviating into other roles, such as
counselor or legal adviser.

f. Knowledgeable of the ethical issues involved when providing interpreter services.
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Staff should use City-approved procedures to request a qualified interpreter at the earliest reasonable
opportunity after a request for an interpreter has been made or it is reasonably apparent that an interpreter is
needed. No individual who is disabled shall be required to provide his/her own interpreter (28 CFR 35.160).

COMMUNITY VOLUNTEERS
Interpreter services may be available from community volunteers who have demonstrated competence in

communication services, such as ASL or SE, and have been approved by the City to provide interpreter
services.

Where qualified interpreters are unavailable to assist, approved community volunteers who have
demonstrated competence may be called upon when appropriate. However, staff must carefully consider the
nature of the contact and the relationship between the individual with the disability and the volunteer to
ensure that the volunteer can provide neutral and unbiased assistance.



FAMILY AND FRIENDS
While family or friends may offer to assist with interpretation, staff should carefully consider the

circumstances before relying on such individuals. The nature of the contact and relationship between the
individual with the disability and the person offering services must be carefully considered.

Children shall not be relied upon except in emergency or critical situations when there is no qualified
interpreter reasonably available.

Adults may be relied upon when (28 CFR 35.160):

a. There is an emergency or critical situation and there is no qualified interpreter reasonably available.

b. The person with the disability requests that the adult interpret or facilitate communication and the
adult agrees to provide such assistance, and reliance on that adult for such assistance is reasonable
under the circumstances.

COMPLAINTS
The City shall ensure that individuals with disabilities who wish to file a complaint are able to do so. The

City may provide a qualified interpreter or forms in enlarged print, as appropriate. Complaints will be
referred to the ADA Coordinator.

TRAINING
To ensure that all staff that may have contact with individuals who are disabled are properly trained, the City

will provide periodic training that should include:

a. Awareness and understanding of this policy and related procedures, related forms and available
resources.

b. Procedures for accessing qualified interpreters and other available resources.

¢. Working with in-person and telephone interpreters and related equipment.

The ADA Coordinator shall be responsible for ensuring that new staff receives training related to interacting
with individuals who have disabilities, including individuals who are deaf, hard of hearing, who have
impaired speech or vision, or are blind. Those who may have contact with such individuals should receive
refresher training at least once every two years thereafter. The ADA Coordinator shall maintain records of all
training provided, and will retain a copy in each employee’s training file in accordance with established
records retention schedules.



City of Manitou Springs

Notice of Nondiscrimination
Under the Americans with Disabilities Act

In accordance with the requirements of Title II of the Americans with Disabilities Act of 1990 (ADA), the
City of Manitou Springs will not discriminate against qualified individuals with disabilities on the basis of

disability in its services, programs, or activities.

A. Employment:

The City of Manitou Springs does not discriminate on the basis of disability in its hiring or
employment practices and complies with all regulations promulgated by the U.S. Equal
Employment Opportunity Commission under Title I of the ADA.

B. Effective Communication:
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The City of Manitou Springs will generally, upon request, provide appropriate aids and
services leading to effective communication for qualified persons with disabilities so they
can participate equally in the City’s programs, services, and activities, including qualified
sign language interpreters, documents in Braille, and other ways of making information and
communications accessible to people who have speech, hearing, or vision impairments.

C. Modifications to Policies and Procedures:

The City of Manitou Springs will make all reasonable modifications to policies and
programs to ensure that people with disabilities have an equal opportunity to enjoy all of its
programs, services, and activities. For example, individuals with service animals are
welcomed in City offices, even where pets are generally prohibited.

Anyone who requires an auxiliary aid or service for effective communication, or a
modification of policies or procedures to participate in a program, service, or activity of the
City of Manitou Springs should contact ADA Coordinator Donna Kast at (719) 685-2554;
dkast e comsgov.com. Or you may contact her at City Hall, 606 Manitou Avenue. Office
hours are Monday-Friday from 8:00 am-5:00 pm. Please provide a minimum of 3-5 day’s
advance notice.

The ADA does not require the City of Manitou Springs to take any action that would
fundamentally alter the nature of its programs or services, or impose an undue financial or
administrative burden. Complaints that a program, service, or activity of the City of Manitou
Springs is not accessible to persons with disabilities should be directed to ADA Coordinator
Donna Kast at (719) 685-2554; dkast ¢ comsgov.com. Or you may contact her at City Hall,
606 Manitou Avenue. Office hours are Monday-Friday from 8:00 am-5:00 pm.

The City of Manitou Springs will not place a surcharge on a particular individual with a
disability or any group of individuals with disabilities to cover the cost of providing
auxiliary aids/services or reasonable modifications of policy, such as retrieving items from
locations that are open to the public but are not accessible to persons who use wheelchairs.



City of Manitou Springs

Grievance Procedure under
The Americans with Disabilities Act

This Grievance Procedure is established to meet the requirements of the Americans with Disabilities Act
of 1990 ("ADA"). It may be used by anyone who wishes to file a complaint alleging discrimination on the
basis of disability in the provision of services, activities, programs, or benefits by the City of Manitou
Springs. The City’s Personnel Policies and Procedures govern employment-related complaints of disability

discrimination,

The complaint should be in writing and contain information about the alleged discrimination such as name,
address, phone number of complainant and location, date and description of the problem. A
Complaint/Grievance Form can be obtained from the City of Manitou Springs ADA Coordinator (see below)
or downloaded from the City of Manitou Springs website, www .manitouspringsgoy . com i-want-

1o grievance. Alternative means of filing complaints, such as personal interviews or a tape recording of the
complaint will be made available for persons with disabilities upon request.

The complaint should be submitted by the grievant and/or his/her designee as soon as possible but no later
than 60 calendar days after the alleged violation to:

Donna Kast
City of Manitou Spring Title I, ADA Coordinator
606 Manitou Avenue
Manitou Springs, CO 80829
(719) 685-2554
dkast@comsgov.com

Within 15 calendar days after receipt of the complaint, the ADA Coordinator and/or her designee will meet
with the complainant to discuss the complaint and the possible resolutions. Within 30 calendar days of the
meeting, the ADA Coordinator and/or her designee will respond in writing, and where appropriate, in a
format accessible to the complainant, such as large print, Braille or audio tape. The response will explain the
position of the City of Manitou Springs and offer options for substantive resolution of the complaint.

If the response by the ADA Coordinator and/or her designee does not satisfactorily resolve the issue, the
complainant and/or his/her designee may appeal the decision within 30 calendar day after receipt of the
response to the City Administrator or his/her designee.

Within 15 calendar days after receipt of the appeal, the City Administrator or his/her designee will meet with
the complainant to discuss the complaint and possible resolutions. Within 30 calendar day after the meeting,
the City Administrator or his/her designee will respond in writing, and, where appropriate, in a format
accessible to the complainant, with a final resolution of the complaint.

All written complaints received by the ADA Coordinator or her designee, appeals to the City Administrator
or his/her designee, and responses from these two offices will be retained by the City of Manitou Springs for

at least three years.



City of Manitou Springs
Complaint / Grievance Form
(Under The Americans with Disabilities Act)

Name of Grievant:

Person Preparing Complaint (if different from Grievant):

Relationship of Preparer to Grievant (if applicable):

Address of Grievant: Email:

Nature of Grievance:
Please provide a complete description of the specific complaint or grievance, including any incident, barrier,
or perceived denial of benefit of any service, program or activity:

Please specify any location(s) related to the complaint or grievance (if applicable):

Please state what you think should be done to resolve the complaint or grievance:

Please attach additional pages as needed.

Signature Date:

Please return this form in hard copy or email to:
City of Manitou Springs ADA Coordinator

606 Manitou Avenue

Manitou Springs, CO 80829

(719) 685-2554

dkast/a comsgov.com

Upon request, copies of this form will be provided in alternative formats. Please contact the ADA Coordinator listed above.





