
Demand Letter Advisory & Recommendations p. 1 

 
 

 
 
 

Complaint and Demand 
Letter Program  

 
 
 
 

Nov. 1, 2021 

 
 

 
 

  



Demand Letter Advisory & Recommendations p. 2 

OVERVIEW 

 
 
UserWay’s CDL program provides comprehensive support in addressing and responding to any sort of legal 
complaint or demand letter regarding online accessibility. From assessing the claim validity, all the way to 
tailoring your accessibility action plan, UserWay’s expert team works with the customer and their legal 
counsel, when necessary, to draw up and articulate a response, based on examined fact. 
 

 
Did you know: Settling a claim does not prevent another complainant from suing you on the same 

basis. That’s why it’s important to utilize UserWay’s tools and services to achieve compliance, 
and not just ignore claims or settle them.  

 
 
 
What is the CDL Program? 
 
UserWay’s program succeeds due to its expert team. Dr. Lionel Wolberger is a W3C Accessibility Platform 
Architect, co-chairing accessibility standards on the international standards body that codifies the very W3C 
specifications referenced by international accessibility regulations such as the USA’s ADA and California 
UNRUH statutes. Raghavendra Satish Peri, an IAAP Certified Professional in Accessibility Core Competencies 
(CPACC) formerly from IBM, is an expert user of assistive technology as well as a leading advocate in the 
blind community.  
 
In the event of receiving a demand letter or other violation-claim, the program progresses through the 
following stages as needed: 
1. Assessment of claim validity;  
2. Critical actions for immediate mitigation (e.g., accessibility statement); 
3. Expert opinion to inform your official response to the claimant;  
4. A video screen-share recording proving that the site is accessible; 
5. Statements of compliance (these statements deter the vast majority claims, as they prove the claim is not 
relevant); 
6. Long term remediation action plan. 
 
 
Program is included at no charge: Any existing UserWay AI Widget customer who subscribed prior to 
receiving any demand letter and/or any type of legal action, is eligible for CDL Program assistance. This is 
included in the subscription. For a new UserWay AI Widget customer (deployed after any claim/demand 
letter), there is a cost of $9,900 if a lawsuit has been filed and $6,900 if a letter was received without a 
lawsuit or summons.  
 

 
Did you know? A prompt invocation of the CDL program can moot or render immaterial most 

claims, causing most complainants to withdraw their complaint without further action. 
 

 
 
What’s included in a CDL Response? 
 

1. Assessment of claim quality. Most ADA-related complaints and lawsuits are filed by a handful of 
plaintiff’s law firms. The quality differs sharply across firms and complainants. UserWay maintains a 
proprietary and confidential database of previous claims and settlements. Sloppy work means an 
easier to dismiss claim, and UserWay’s assessment of the lack of expert credentials or claim validity 
has led to many letters being immediately dismissed or withdrawn.  

 
2. Assessment of claim validity. Each independent claim is extracted from the letter and/or lawsuit. 

Copy/paste claims are differentiated from specific, new claims, based on UserWay’s extensive 
database of hundreds of such letters and lawsuits. The claims are ranked as to priority, and 
assessed as to their validity in comparison with the online content. They are assessed by our 
experts against the true meaning of the proper WCAG 2.0 AA or 2.1 AA success criteria. Often, 
claims are based on erroneous interpretation of this complex standard. Other times, the claim may 
be based on a temporary network error, and is in fact not reproducible. In addition, the latest 
insights into the interpretation of the relevant regulation are included, often providing critical 
interpretations that speak against the claim.  
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3. Managed accessibility review of your content. UserWay’s experts perform a review of the 

accessibility remediations you have in operation on your site, such as UserWay’s AI-Powered 
Accessibility Widget and/or UserWay Realtime Scanning and Monitoring, ensuring that its human-in-
the-loop suggestions have been evaluated and approved as needed.  

 
4. Accelerated audit of your online content. UserWay manual audits are industry leading reviews of 

your website’s WCAG 2.1 AA compliance in a variety of browsers, operating systems and assistive 
technologies such as NVDA, JAWS, Voice Over and more. The CDL program applies a laser-
focused micro-audit that focuses on the main business paths and the alleged claims made against 
your content.  

 
5. A website advisory to support your response. A document is provided to you and your counsel 

listing all of the above and more, including 
○ Statement of compliance showing the work that UserWay’s products and your team are 

doing to remediate and prevent violations; 
○ Video recording demonstrating that the site is accessible to a blind person using assistive 

technology. 
 
 
The Full UserWay CDL Report: Everything You Need 
 
This comprehensive program includes everything you need to respond effectively and prevent future 
recurrences. Let us take a closer look at the purpose of some of the program’s components: 
 

1. A human-in-the-loop managed accessibility audit of the site. 
➔ Purpose: to ensure that all UserWay AI Widget remediations that require customer human-

in-the-loop approval have been duly approved and implemented. 
 

2. A line by line response to the complaint. 
➔ Purpose: this most frequently shows that the scenario is either not present or is not 

reproducible. 
 

3. A video of a blind person, using a screen reader to navigate the customer site. 
➔ Purpose: demonstrate the useability of the online content in question and the lack of 

barriers to a person with proper intent to use the site. 
 

4. Scanner results: overall. 
➔ Purpose: demonstrate a lack of barriers to access.  

 
5. Additional media custom scan: detailed. 

➔ Purpose: detect PDF files, text-rich images, and/or pre-recorded video, and provide an 
advisory on how to remediate related accessibility issues. 

 
6. Custom advice on tailoring the site’s accessibility statement. 

➔ Purpose: to deter any current or future complaint and optionally document third party 
products on the site that cannot currently be remediated by the site owner. 

 
7. Guidance on the legal issues involved. 

➔ Purpose: arm your counsel with the latest interpretations of accessibility regulations, such 
as the need to demonstrate complainant intent. 

 
8. Review of responses to the complainant. 

➔ Purpose: ensure that any citations regarding UserWay’s field of expertise, particularly 
WCAG 2.0 and 2.1 guidelines cited, are correct and accurate. 

 
 
  



Demand Letter Advisory & Recommendations p. 4 

HOW TO ENROLL 

 
To enroll in the CDL Program, and open a case, please provide: 

1. Payment, if relevant; 
2. Copies of all complainant correspondence, including the demand letter and any attached exhibits; 
3. A contact person or persons within your organization. 

 
 
Did you know? Just thirty law firms are responsible for the vast majority of the thousands of violation 

claims and lawsuits filed nationally. UserWay tracks these firms closely and has settlement details 
that are not available to the general public. 

 
 
UserWay’s CDL program ensures that your money and effort are invested in true accessibility, and not just 
settling one claim at the risk of receiving another in future.  
 
 
 
  


