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The following is an outline of the requirements of the comment process guidelines. For specific adopted language, see 2008 Comment Process Guidelines (www.wsdot.wa.gov/acct)

Requirements of ACCT Guidelines

1. A policy which is adopted by the transportation provider

2. Comment forms made available on buses and public areas

3. A list of options for contacting the transportation organization

4. A description of how information about the process is:

· concise and easy to understand

· distributed on a timely basis

· available on a web page--- no more than 3 clicks off main page

· clear regarding non-retaliation

Performance Measures 

1. Is there clear description of how the organization will address comments? 

2. Are there comment forms on transit vehicles and in stations? 

3. Is the agency contact information available, accessible and in multiple modes?

4. Number of complaints made (If available)

a. Are complaints/complaints tracked?

1. How many overall comments/complaints?

2. How many special needs comments/complaints?

5. Do riders have a remedy to appeal a decision to which they disagree?

6. Are there measures to prevent retribution against individuals filing a complaint? 

7. Do riders feel welcome making comments and complaints?

Letter of the Law
RCW 47.06B.030 (3)  -  To improve the service experienced by persons with special transportation needs, the council (ACCT) shall develop statewide guidelines for customer complaint processes so that information about policies regarding the complaint processes is available consistently and consumers are appropriately educated about available options. To be eligible for funding on or after January 1, 2008, an organization applying for state Paratransit/special needs grants as described in section 226(1), chapter 370, Laws of 2006 must implement a process following the guidelines established by the council.
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