
I. PURPOSE
The Richmond and Redevelopment and Housing Authority (“RRHA”) is committed to operating all its housing programs fairly and impartially. This commitment includes ensuring that RRHA takes appropriate steps to ensure effective communication with applicants, residents, program participants, employees, and other members of the public with disabilities. See 24 C.F.R. § 8.6. 

RRHA must comply Section 504 of the Rehabilitation Act (1973) and Title II of the Americans with Disabilities Act (ADA). See 24 C.F.R. §§ 8.2; 35.102. Pursuant to Section 504 and the ADA, RRHA shall furnish or provide appropriate auxiliary aids and services where necessary, to afford individuals with disabilities, including individuals with hearing, vision, speech, manual, cognitive, and other communicated-related disabilities, an equal opportunity to participate in, and enjoy the benefits of the programs, services, and activities conduct by RRHA. See 24 C.F.R. §§ 8.6; 35.160-164.

RRHA commits to grant and fully bear the cost to furnish and provide auxiliary aids and services unless doing so would create an undue financial and/or administrative burden or result in a fundamental alteration of the relevant program. All notifications, including responses to requests for auxiliary aids and services referenced in this policy, will be provided in an alternative format upon request.


II. SECTION 504 COORDINATOR 

For all inquiries regarding auxiliary aids and services or RRHA’s Effective Communication Policy and Procedures, any individual can contact the RRHA Section 504 Coordinator. 

Calandra Trotter, 
Assistant Vice President of Housing Compliance &
Section 504 Coordinator
600 East Broad Street, 4th Floor
Richmond, VA 23219
Phone: (804) 780-4276 
(Telecommunication Relay Service by Calling 7-1-1)
Email: compliance@rrha.com   






III. AUXILIARY AIDS AND SERVICES

“Auxiliary Aids and Services” are services or devices that enable persons, including persons with hearing, vision, speech, manual, cognitive, and other-communication-related disabilities, to have an equal opportunity to participate in and enjoy the benefits of programs or activities conducted by RRHA. For example, auxiliary aids and services for persons with impaired hearing (deaf or hard of hearing) may include qualified sign language interpreters on-site or through video remote interpreting (VRI) services as well as note takers, written materials, closed captioning on audio-visual or similar audio presentations used by RRHA, or other similar services and devices. Auxiliary aids and services for persons with impaired vision (blind or have low vision) may include readers, Brailed materials, audio recordings, and other similar services and devices. Auxiliary aids and services for persons with cognitive impairment may include oral explanations or assistance with completing forms. 

To meet the obligation to provide effective communication with individuals with disabilities, RRHA will furnish appropriate auxiliary aids and services, upon request or if the need for aids is self-evident, to ensure that individuals with disabilities have an equal opportunity to participate in, and benefit from, the programs, services, and activities provided by RRHA. In determining what types of auxiliary aids and services are necessary, RRHA must give primary consideration to the requests of individuals with disabilities. See 24 C.F.R. §§ 8.6(a)(1)(i); 28 C.F.R. 35.160(b)(2).Auxiliary aids and services shall be provided at no additional cost to the individual. 

RRHA will not require applicants, residents, or program participants to bring a person with them to interpret for him or her. RRHA will not rely on an adult accompanying an individual with disabilities unless 1) there is an emergency involving imminent threat to the safety or welfare of an individual or the public where there is no interpreter available; or 2) where the individual with a disability specifically requests that the accompanying adult interpret or facilitate communication, the accompanying adult agrees to provide such assistance, and reliance on that adult for such assistance is appropriate under the circumstances. RRHA reserves the right to not rely on an accompanying adult to interpret where there is reason to doubt the person’s impartiality or effectiveness.

RRHA will not rely on a minor child to interpret or facilitate communication, except in an emergency involving an imminent threat to the safety or welfare of an individual or the public where there is no interpreter available.  

IV. REQUESTS FOR AUXILIARY AIDS AND SERVICES

When an auxiliary aid or service is required to ensure effective communication, RRHA will provide the auxiliary aid or services requested by the individual unless the auxiliary aid or service chosen would result in a fundamental alteration in the nature of RRHA services, programs or activities, or would result in an undue financial and administrative burden. If the selected auxiliary aid or service chosen by the individual with the disability would result in an undue financial and administrative burden or a fundamental alteration, then RRHA will consult with the individual and will provide an alternative auxiliary aid or services that provides effective communication. 

For RRHA public housing residents, all requests for auxiliary aids and services should be made to the property manager where the resident resides. For any program applicants, all requests for auxiliary aids and services should be made to RRHA’s Tenant Selection Office. For housing choice voucher participants, all requests for auxiliary aids and services should be made to a housing choice voucher supervisor. An individual with the disability or their representative may submit a request for auxiliary aids and services in person, by phone, or by email. For all verbal requests an RRHA employee will properly memorialize the request in writing. All requests must include the individual’s name and contact information.

The type of auxiliary aid or service necessary to ensure effective communication will depend on the method of communication used by the individual. RRHA will consider the nature, length, and complexity of the communication involved as well as the context in which the communication is taking place. In determining what types of auxiliary aids and services are necessary, RRHA shall give primary consideration to the requests of individuals with disabilities.

All requests should be made and received by the appropriate RRHA employee at least five (5) business days or within a reasonable time frame before the date that the auxiliary aid and service is needed.  All auxiliary aids and services needed shall be provided within a reasonable time frame of the determination, or at the scheduled time of the event for which the aid and service is needed. RRHA shall provide auxiliary aids and services in such a way as to protect the privacy and independence of the individual with a disability. 

A. Alternative Formats

RRHA will provide all notifications and correspondence in an alternative format upon request. The request may include that all print materials distributed, posted or made available to applicants, residents, and program participants be provided in an alternative format automatically on an ongoing basis for individuals who are blind, have low vision, or who have cognitive disabilities.

B. Right to Appeal

Any adverse decision regarding a request for auxiliary aids or services or other methods of effective communication under this policy is subject to RRHA’s Reasonable Accommodation Grievance Procedure.[footnoteRef:1] During the course of any grievance proceeding, RRHA will offer an alternative aid or service to the requesting individual as necessary to afford effective communication. RRHA Section 504 serves as the primary hearing officer for reasonable accommodation grievance hearings; however, other RRHA Housing Compliance staff may be designated to hear cases when needed.  [1:  Please see RRHA’s Reasonable Accommodation Policy and Procedure, Section VII, A. 7, for RRHA’s Reasonable Accommodation Grievance Procedures ] 


Any individual may file a grievance using the Request for Grievance Form included under Section VIII of this policy and procedure. 

All grievances may be communicated verbally or in writing. However, all oral grievances shall be put in writing and maintained in RRHA’s files. RRHA will provide assistance to any individual who requests assistance in filing a grievance or request for reasonable accommodation, including assistance in putting the individual’s grievance or request for accommodation in writing. 

If the grievance process results in the denial of an individual’s requested relief, the individual will be provided with a written decision detailing the basis for the denial. 

V. NOTICE OF AUXILIARY AIDS AND SERVICES

RRHA will post a Notice of Availability of Auxiliary Aids and Services (“Notice”) that will inform applicants, residents,  program participants, and the public that RRHA is obligated to provide auxiliary aids and services at no cost, unless doing so is financially or administratively burdensome or a fundamental alteration to RRHA’s programs, services, or activities, when self-evident or upon request to ensure effective communication. The Notice will contain examples and explanations of common auxiliary aids and services.  The Notice will be posted prominently in RRHA’s Central Office, property management offices, and a common use area in each housing development. The Notice will be provided to all applicants, residents, and program participants in their initial application packet, at their annual recertification, and upon request.  The Notice will be provided in a manner to afford meaningful access for limited English proficiency (LEP) individuals. The Notice will also be available on RRHA’s website in an accessible format. 


The Notice will be at a minimum of 18-point or larger text, and the Notice will include the International Symbol for Hearing Loss, the International Symbol for TTYs, the Symbol for Sign Language Interpretation, the Symbol for Large Print, and the Braille Symbol. The Notice will include RRHA’s Section 504 Coordinator contact information (telephone and email).

VI. CONTINUING DUTY TO CONSULT WITH APPLICANTS, RESIDENTS, AND PROGRAM PARTICIPANTS

When RRHA has determined that an applicant, resident or program participant needs a specific auxiliary aid or service for effective communications, whether by request or self-evident, such services shall be noted in the individual’s file to be needed for specific types of communications, and residents shall not be required to be re-assessed each time the specific auxiliary aid or service is needed. For individuals who requested the auxiliary aids and services, RRHA will, using the preferred methods of communication requested by the individual, contact the individual every three (3) months from the date of the last received auxiliary aid or service to determine if a modification of the existing aid or service is needed. For individuals who RRHA suspect may need an auxiliary aid or service, but has yet to receive such aid or service or request one, RRHA will provide those individuals with the RRHA Accessibility Needs Survey every three (3) months. If the individual has already submitted an Accessibility Needs Survey that expressly shows no need for auxiliary aids or services at the time, RRHA will inform them of their right to request auxiliary aids or services at any time. 

VII. RECORDS

RRHA will retain all records, correspondence, and requests for auxiliary aids and services received from individuals with disabilities. 

In addition, RRHA will retain all records and correspondence of any complaint or grievance RRHA receives that alleges or suggests that RRHA has failed in its obligation to ensure effective communication, including as implemented by this Effective Communication Policy and Procedure. 

VIII. FORM(S) THAT APPLY

A. Request for Grievance Form 
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    REQUEST FOR  GRIEVANCE   H EARING OF REASON ABLE  ACCOMMODATION R E QUEST   DECISION      Applicant /Partici pant ’s Name       Address       Telephone Number       RRHA  Property Manager   (if applicable )       Brief explanation of the nature of your  reasonable   accommodation request  grievance:     ________________________________________________ _______________________ _______________________________________________________________________ _______________________________________________________________________ _______________________________________________________________________ ____________________ ___________________________________________________ _______________________________________________________________________   I request a hearing regarding my request for reasonable accommodation. The purpose of  the hearing is to discuss a decision to reconsider the determination of   denial or no further  action.                           Name (Printed )           Telephone                         Si gnature             Date       Return this completed form to :      Caland ra Trotter   Assistant Vice President for Housing Compliance &   Section 504 Coordinator   600 East Broad Street   Richmond, VA 23219   Phone: (804) 780 - 4200 (TTY 711)   Email:  Compliance@rrha.com    


