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Policy Bulletin No:  GHTD- 54 
Subject:    Procedures for Accommodating Reasonable Modification Requests 
Date:     March 2025 
 
 
The District (the “District”) has developed the Procedures for Accommodating Reasonable 
Modification Requests after the March 13, 2015 Federal Department of Transportation (DOT) issued 
a Final Rule regarding 49 CFR Parts 27 and 37: Transportation for Individuals with Disabilities; 
Reasonable Modification of Policies and Practices. The Federal Register Vol. 80, No. 49 (80FR13253) 
notes that: 
 
“Public entities that provide designated public transportation shall make reasonable modifications 
in policies, practices, or procedures when the modifications are necessary to avoid discrimination on 
the basis of disability or to provide program accessibility to their services, subject to the limitations 
of 37.169(c)(1)-(3).” 
 
It is the District’s policy to make reasonable modifications to its policies, practices, or procedures 
when requested to do so by individuals with disabilities when such accommodations are necessary 
to avoid discrimination on the basis of disability.   
 
Requests for accommodations will be considered on a case-by-case basis and may be denied on one 
or more of the following grounds: 

• Granting the request would fundamentally alter the nature of The District’s service, 
programs, or activities;  

• Granting the request could create a direct threat to the health or safety of the requestor 
or others;  

• Granting the request would create an undue financial or administrative burden for the 
Agency; or  

• Without such modification, the individual with a disability is otherwise able to fully use 
the District’s services, programs, or activities for their intended purpose. 

In determining whether to grant a requested modification, the District will be guided by the 
provisions of United States Department of Transportation at 49 CFR Appendix E to Part 37.169.  
 
When choosing among alternatives for accommodations, the District will give priority to those 
methods that offer services, programs and activities to qualified individuals with disabilities in the 
most integrated setting appropriate for the needs of the individual(s) with disabilities.  In any case 
in which the District denies a request for an accommodation, the District will take, to the maximum 
extent possible, any other actions (that would not result in a direct threat or fundamental alteration) 



 

to ensure that the individual with a disability receives the services or benefits provided by the 
District by other means that comport with this policy. 
 
Procedures for Accommodating Reasonable Modification Requests 
 
Requests for modifications of The District’s policies, practices, or procedures to accommodate an 
individual with a disability may be made either in advance or at the time of the transportation 
service.  The District is best able to address and accommodate a request when passengers make 
their requests for modifications in advance.  The process for making a request is as follows: 

Advance Requests: 

• When making a request, the passenger should describe what is needed in order for 
them to use the service, and why the assistance is necessary.  When requesting a 
reasonable modification, the term “reasonable modification” does not have to explicitly 
be used in order to be considered. 

• Whenever feasible, a request for modification to the District’s service should be made in 
advance before The District is expected to provide the service.  The District will review 
their request, and will make every effort to communicate in advance whether or not the 
requested modification can be made.   

• If the modification is not made, the District will provide the reason for the denial of the 
request. Requests may  be denied on one or more of the following grounds:  

o Granting the request would fundamentally alter the nature of The District’s 
service, programs, or activities;  

o Granting the request could create a direct threat to the health or safety of the 
requestor or others;  

o Granting the request would create an undue financial or administrative burden 
for the Agency; or  

o Without such modification, the individual with a disability is otherwise able to 
fully use The District’s services, programs, or activities for their intended purpose 

• Information regarding requesting reasonable modifications is available on the District website: 
(www.hartfordtransit.org) as well as within the printed materials provided to the public (i.e. 
rider guides, etc). 

• Requests for reasonable modification may be accessed online at www.hartfordtransit.org. 
Passengers may click on the ADA Paratransit Service tab and then click Reasonable Modification 
Request Form.  A form is available to print, fill out, and mail to the address on the form. 

• Requests can also be made by calling 860-247-5329 ext 3005. 
• Written requests can be mailed to: the District, One Union Place, Hartford, CT 06103 attention: 

Senior ADA Paratransit Eligibility Coordinator. 
 

 

Same Day Requests: 

http://www.hartfordtransit.org/
http://www.hartfordtransit.org/


 

• Whenever possible, the District asks that requests for reasonable modifications be made in 
advance before the modification is expected to be performed. The District is aware that some 
reasonable modifications occur without prior warning due to the nature of using complementary 
paratransit. When such cases arise in which a reasonable modification is requested without prior 
notice on a case-by-case basis due to circumstance (i.e. because of a condition or barrier at a 
destination which the individual with a disability was unaware until arriving), the request can be 
made on the same day, at the time of, or during service.  

o A same day request for a reasonable modification can be made to the service provider 
by calling: 860.724.5340 ext. 2.  

o The passenger must describe in what accommodation is required and why it 
is necessary in order to use the service.  

o The service provider will make a determination to grant or deny the request 
and may grant a request if such request is reasonable and meets the 
requirements of the District’s policies. 

Same Day Time Of Service Requests: 

• Where a request for modification cannot practicably be made and determined in 
advance (e.g., because of a condition or barrier at the destination of a paratransit trip of 
which the individual was unaware until arriving), the operator will reach out to the 
dispatch department to make a determination of whether the modification should be 
provided at the time of request. The dispatch department may consult with 
management before making a determination to grant or deny the request.   

• Requests may be denied on the following grounds: 
o Granting the request would fundamentally alter the nature of The 

District’s service, programs, or activities;  
o Granting the request could create a direct threat to the health or safety 

of the requestor or others;  
o Granting the request would create an undue financial or administrative 

burden for the Agency; or  
o Without such modification, the individual with a disability is otherwise 

able to fully use The District’s services, programs, or activities for their 
intended purpose 

The District reserves the right to conduct a more formal evaluation of a reasonable 
modification performed the same day and/or at the time of service following the event to 
ensure that the actions performed align with agency policies and FTA requirements. 

Designated employee for compliance:  The District has designated the Senior ADA Paratransit 
Eligibility Coordinator or its designee, as the employee responsible for ensuring compliance of 
this policy and for administering the prompt and equitable resolution of any related complaints.  
 
Contact information is as follows: 
 
Senior ADA Paratransit Eligibility Coordinator 



 

One Union Place, Hartford, CT 06103 
(860) 247-5329 ext 3005 
rmrequests@ghtd.org 
 

• Requests for modifications will be assigned to the Senior ADA Paratransit Eligibility Coordinator and/or 
designated staff for review and evaluation. Before approving a reasonable modification, the Senior ADA 
Paratransit Eligibility Coordinator and/or designated staff will discuss the request with the contractor’s 
staff regarding the feasibility and safety of requests for reasonable modification. Requests for 
modifications in which a permanent or long-term condition or barrier is the basis for the request should 
be made in advance. 

• All reasonable modification requests will be acknowledged within three (3) business days of receipt. 
The resolution and response to the person who submitted a request will be made within ten (10) 
business days, and the response will explain the reasons for the resolution. The response will be 
documented in the Reasonable Modification log. Any request requiring more than ten (10) business 
days to resolve must be reviewed by the Director of ADA Paratransit Services, and documented as to 
why the resolution required extra time for a resolution. In any case in which the District denies a request 
for a reasonable modification, the District will take to the maximum extent possible any other actions 
(that would not result in a direct threat or fundamental alteration) to ensure that the passenger with a 
disability receives the services or benefits provided by the District to use the complementary paratransit 
service. Examples of Reasonable Modification requests that are not reasonable requests that either 
modify regulations or fundamentally alter the service include but are not limited to: asking for service 
outside the service area, asking that a passenger’s ride be a direct ride (complementary paratransit is a 
shared-ride service), and/or asking a driver to act as a personal care attendant. 

Complaint Process and Contact Information:  Complaints regarding the administration of or 
compliance with this policy shall be made in writing either by letter or email addressed to the 
Agency’s Civil Rights Officer, or by completing and returning the Title VI or Discrimination 
Complaint Form found at: http://www.hartfordtransit.org/ 

All complaints will be handled in accordance with The District’s Title VI and Discrimination 
Complaint Process found at: http:// hartfordtransit.org.  The District will make every effort to 
make a prompt and equitable resolution of any complaint.  The Agency’s response to any Title 
VI complaint will be in writing and will include the Agency’s decision and the reason(s) 
therefore. 

All materials are available in accessible format and in languages other than English upon 
request. 
 
 

Greater Hartford Transit District 
One Union Place 

Hartford, Connecticut  06103 
Telephone: (860) 247-5329         Fax: (860) 549-3879 

www.hartfordtransit.org 
 

mailto:rmrequests@ghtd.org
http://www.hartfordtransit.org/
http://www.piercetransit.org/title-vi-complaint-process/
http://www.hartfordtransit.org/


 

 
If information is needed in another language, contact 860-247-5329 x3011 
 
 
French 
Si des renseignements sont nécessaires dans une autre langue, composez le 860-
247-5329, poste 3011. 
Serbo Croatian 
Ako su vam potrebne informacije na drugom jeziku, nazovite 860-247-5329 x3011 
Portuguese 
Se precisar de informações em outro idioma, ligue para 860-247-5329, ramal 3011. 
Italian 
Se avete bisogno di informazioni in un’altra lingua, telefonate al numero 860-247-
5329 int. 3011. 
Polish 
Jeżeli istnieje zapotrzebowanie na te informacje w innym języku, prosimy o kontakt 
na numer telefonu 860-247-5329 wewn. 3011. 
Russian 
Если Вам необходима информция на другом языке, пожалуйста, обращайтесь по 
номеру телефона 860-247-5329, доб. 3011. 
Spanish 
Si necesita información en otro idioma, llame al 860-247-5329, extensión 3011. 
Chinese 
如需其他语言的信息，请致电 860-247-5329 x3011 
Vietnamese 
Nếu cần thông tin bằng ngôn ngữ khác, hãy gọi 860-247-5329 x3011 
Korean 
다른 언어로 기재된 정보가 필요하신 경우, 860-247-5329 x3011로 연락해 주시기 
바랍니다. 
Hindi 
यिद जानकारी अ� भाषा म� चािहये, 860-247-5329 x3011 संपक�  कर�  
Arabic 

3011 داخلي ،860-247-5329 رقم على الاتصال یرجى أخرى، بلغة للمعلومات الاحتیاج حالة في  
Gujarati 
જો બી� ભાષામા ંમાિહતી લેવાની જ�ર હોય, તો 860-247-5329 x3011 પર સંપક�  કરો. 
 
 
 

Greater Hartford Transit District, One Union Place, Hartford, Connecticut  06103 
Telephone: (860) 247-5329   Fax: (860) 549-3879 www.hartfordtransit.org 
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