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1. Introduction 

1.1. Context 
This CS describes how Transport for NSW and the contractors delivering each stage, will manage 
community involvement through the design and construction of the Project. This strategy relates to 
the Project works and activities described in the WestConnex M4-M5 Link Planning Approval, 
specifically those works listed under Stage 2, 3 and 4 of the A12 Staging Report Rev 10.  
In summary, these stages are: 
 Stage 2 – Rozelle Interchange – construction of the Rozelle interchange and Iron Cove Link 

including connections to the stub tunnels at the M8 (built during Stage 1), ancillary 
infrastructure at the Rozelle West motorway operations complex (MOC2), Rozelle East 
motorway operations complex (MOC3) and Iron Cove Link motorway operations complex 
(MOC4) and connections to the surface road network at Lilyfield and Rozelle. This stage also 
included the construction of tunnels, ramps and associated infrastructure for the Rozelle 
interchange to provide connections to the Western Harbour Tunnel project. The transformation 
of Rozelle Rail Yards into parklands was also delivered as part of Stage 2. Stage 2 is complete 
and was delivered by JHCPB.  

 Stage 3 – Rozelle pedestrian and cycleway improvements – construction of improved 
pedestrian and cyclist connectivity south of Victoria Road, within the local road network 
between Springside Street and Roberts Street via the Rozelle Parklands. Pedestrian and 
cyclist connectivity will be improved with a range of initiatives including re-surfaced footpaths, 
traffic calming zones, cycle separators, improved signage and improved line-marking. Stage 3 
is being delivered by Mack Civil Contracting Pty Ltd.  

 Stage 4 – Rozelle Parklands Enhancement – construction of a second facilities building, two 
multi-purpose courts, lighting towers over the AFL/cricket oval and soccer oval and an 
additional toilet. Stage 4 is being delivered by Ford Civil Contracting Pty Ltd.  

The CS describes the approach to interaction with the community and all other relevant 
stakeholder groups relating to the Project Works. This CS has been prepared to address the 
requirements of the Planning Minister’s Conditions of Approval (CoA), the WestConnex M4-M5 
Link Environmental Impact Statement (EIS), the revised environmental management measures 
(REMMs) listed in the WestConnex M4-M5 Link Submissions and Preferred Infrastructure Report 
(SPIR) the Infrastructure Sustainability Council of Australia (ISCA) IS Technical Manual V1.2 and 
all applicable guidance and legislation. 
This CS has been developed to respond to the CoA B1-B5 inclusive, B7 and other relevant CoA as 
shown in Table 1 and will be submitted to the Secretary for approval no later than one month prior 
to the commencement of any work. Work for the purposes of the Critical State Significant 
Infrastructure (CSSI) must not commence until the CS has been approved by the Secretary. The 
Strategy will be implemented for the duration of the works and for 12 months following the 
completion of the Project’s construction. 

1.2. Purpose and scope of the Communication Strategy   
Transport for NSW and its contractors are committed to engaging actively with all stakeholders 
throughout the design and construction of the Project. The approach is to ensure the appropriate 
level and method of consultation on community information updates, issues and mitigation of risks 
and to continuously seek further engagement opportunities on the Project.  
The strategy includes the following; 
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 An outline of the resources who will manage the stakeholder and community relations function 
 Issues and risk identification, mitigation measures and communication and engagement 

methods 
 The various communication, engagement and consultation tools and procedures that may be 

implemented and are suitable for the community and stakeholders  
 Stakeholder analysis and stakeholder list including potential issues and intended engagement 

methods 
 Provision of key communication and engagement actions relevant for each Project phase 
 Enquiry, feedback, and complaint management system  
 Internal communication methods including training and approval protocols 
 A conflict resolution procedure for the Acoustic Advisor (AA), with the Environmental 

Representative (ER) to follow for any conflicts between the Proponent and community on noise 
and vibration performance 

 Management procedures for the WestConnex Acquisition Assistance Line 
 Identification of DPHI, EPA and community notification arrangements for approved out of hours 

work. 
The overarching objectives of the Strategy include: 
 Enhance, protect and maintain the reputation of the Project, TfNSW, the NSW Government and 

joint venture companies 
 Ensure an organised and consistent approach to stakeholder and community relations for all 

activities throughout the Project 
 Facilitate communication between the Project and the community (including Council, 

government authorities, adjoining affected landowners and businesses and other stakeholders 
directly impacted by the Project 

 Inform the community and stakeholders of Project activities, including Project objectives, 
benefits, timing/duration, potential impacts and outcomes 

 Identify stakeholders, their potential issues, impacts and concerns and determine key matters 
where community input can be adopted to ease impacts. 

 Provide timely, accurate and relevant information to the community in line with the requirements 
within the Planning Approval and other project licences and permits 

 Ensure information is provided in plain English and in other languages, as required  
 Communicate clearly how the Project’s impacts on local residents, businesses and the broader 

community, including road users, have and will be managed, mitigated or avoided in line with 
stakeholder feedback and determine stakeholder’s level of engagement. 

 Involve and collaborate with identified community groups in the design and development of 
mitigation alternatives that are relevant to the issue and minimise disruption, where feasible and 
reasonable.  

 Provide mechanisms and procedures to ensure compliance with the community relations 
requirements of the Project planning approval CoA 

 Align consultation and communication to the D&C program. 
This strategy aims to: 
 Meet the reasonable needs and desires of the community for involvement, communication and 

information 
 Detail communication and consultation activities to be undertaken to ensure stakeholders, local 

residents and the broader community are provided with the opportunity for involvement in 
relevant decision making processes 

 Ensure members of the community have access to appropriate Project information 
 Identify processes required to fulfil the community involvement obligations  
 Ensure all team members are aware of the requirement to follow procedures and processes. 
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1.3. Documents referenced 
Documents referenced for this strategy include: 
 WestConnex M4-M5 Link Planning Minister’s Conditions of Approval 
 WestConnex M4-M5 Link Environmental Impact Statement  
 WestConnex M4-M5 Link Submissions and Preferred Infrastructure Report  
 WestConnex M4-M5 Link Staging Report 
 Privacy and Personal Information Protection Act 1998 (NSW) 
 Government Information (Public Access) Act 2009 (NSW) 
 NSW Government Advertising Handbook 
 TfNSW – Community Engagement and Communications – A resource manual for staff, October 

2012 
 TfNSW Social Media Policy (2016) 
 TfNSW Customer Charter 
 TfNSW Exceptional Hardship Land Purchase Guideline 16.407 
 TfNSW Waringah Freeway and Western Harbour Tunnel Community Communications Strategy 

May 2021 
 Sydney Motorway Corporation Editorial Style Guide (2016) 
 Sydney Motorway Corporation Social Media Policy (2016) 
 Transport for NSW Use of Social Media Policy 2013 
 Transport for NSW Community Engagement Policy 2012 
 Transport for NSW - Unreasonable Conduct by Complainants Policy 2015  
 WestConnex Brand Guidelines 
 WestConnex Advertising Guidelines 
 WestConnex Communications Protocol (TfNSW and Sydney Motorway Corporation) 
 Transport for NSW – Unreasonable Conduct by Complainants Policy 2015 
 NSW Ombudsman – Managing Unreasonable Complainant Conduct Practice Manual 2012 
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4. Stakeholders, Issues, Engagement Level and Tools 

4.1. Key Stakeholders 
Transport and the contractors recognise the diverse engagement and information needs of the 
community and key stakeholders and commits to a robust plan of engagement that will be inclusive 
and participative in nature. Transport and the contractors will involve and collaborate with the 
community on the development of targeted communication efforts. This starts from identification of 
stakeholder groups, outlining of key matters and level of involvement for the design of mitigation 
alternatives that are relevant and of value to the stakeholder group affected and minimise 
disruption. 
The stakeholder table below identifies key stakeholders, potential issues / areas of interest and the 
range of communications tools that will be used to interact with them. The stakeholder list builds on 
information contained in the EIS and submissions process. Transport and the contractors will 
continue stakeholder identification throughout the life of the Project and update this list as 
appropriate. 
During design and construction of the Project different levels of consultation will be required, 
depending on the stakeholder group and the activity. The levels of consultation are a guide, and 
the Project team will ensure an individual approach is taken when engaging with each stakeholder.  
The levels of consultation are summarised below. These levels are relevant for a range of key 
stakeholders during the consultation process including members of the community and key 
stakeholders including Government agencies, members of parliament and public sector 
stakeholders. These levels include:  
Inform: to provide stakeholders with balanced and objective information to assist them in 
understanding the problem, alternatives, opportunities and/or solutions.    
Consult: to obtain feedback on analysis, alternatives and/or decisions. 
Involve: to work directly with the stakeholders throughout the process to ensure that stakeholder 
concerns and aspirations are consistently understood and considered. 
Collaborate: to partner with stakeholders in aspects of decision making where feasible and 
reasonable, including development of alternatives and the identification of a preferred solution. 

The communication tools that will be used to engage with stakeholders will be approved by TfNSW 
and compliant with all relevant CoAs. The communication tools selected are based on the varying 
nature of the design and construction activity as well as the needs of stakeholders.
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4.3. Management of Stakeholder Details 
The stakeholder list will be overseen and maintained by the Community Relations Manager (CRM) 
and each Community Relations Officer (CRO).  
Stakeholder details and interactions will be recorded in the WestConnex stakeholder database 
(Consultation Manager). 

4.4. Stakeholder Mapping 
The Community Relations Team (CRT) will continuously map stakeholders to ensure the most 
appropriate people are notified of work activities and their associated impacts including segmented 
zones impacted by specific work. A list of stakeholders and their potential concerns are outlined in 
section 3 and in site specific issues in section 5 of this Strategy. 

4.5. Notification Process 
Community, businesses and stakeholders will be notified in advance of work and traffic changes.  
DIGITAL NOTIFICATIONS 

The main notification method will be via email. The email will include a hyperlink to a designated 
web portal (see M6 web portal as an example) which will detail all construction related works 
across all sites.  
Regular (no less than weekly) emails directing stakeholders to the web portal will provide timely, 
relevant and specific information to a community that is technologically enabled and expects to 
receive information digitally across all platforms. The emails can be sent to all residents or targeted 
to area specific residents depending on where the work is located. Each email will provide the date 
of the work, the area of work and an outline of the work, before advising to click on the hyperlink to 
the web portal.  
 
Information on the web portal will detail the work as well as visually reflect the following:  
 Location of the activity in relation to residences, sensitive receivers and businesses (this will 

include underground tunnelling and surface construction activities), 
 The potential impact work may have (such as noise, dust, access, traffic changes and other 

work activity), 
 The type and frequency of the activity being carried out (this will include any impulsive noise 

activities), 
 The time of day or night the activity is being carried out (this will include any out of hours works 

proposed), 
 The duration of the activity, 
 The type of equipment that is being used, 
 The direct or indirect impact that is predicted or level of interest in a particular activity, such as 

utility works on local streets or traffic delays to the wider network, and 
 Previous enquiries or complaints about a specific work activity. 
The web portal will enable stakeholders to engage with the information they want to receive rather 
than a blanket letterboxed notification, thus making for more relevant and accessible information. 
Further, the portal can interface with most personal e-calendar platforms to automatically diarise 
when selected or all activities are taking place. 
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Due to COVID-19 restrictions, the project has been communicating digitally. In order to remain 
consistent and not confuse residents by moving from current email to letterbox notifications, back 
to email notification, Transport and the contractors will continue to notify by email. During this time, 
to fully transition to digital communication, a two  month campaign directed at  all  stakeholders 
identified through the Construction Noise and Vibration Impact Statements (CNVIS) and on the 
work alignment will be undertaken. Paper notifications will continue to be distributed to any 
stakeholder who prefers this form of notification. Paper notifications may also be used for particular 
situations (such as for upcoming tunnelling work in the area). .  
Residents moving in and out of the area will be captured through real estate agents and body 
corporates with whom the project already has a good relationship. The project will keep an ongoing 
watch over resident movements in the area.  
 
The contractors will provide the campaign map and progress reports on the campaign rollout to 
TfNSW and DPHI, on a monthly basis.  
As the portal is web based, it has its own URL and thus easily accessible to all residents and 
businesses, as well as the wider community including motorists at all times.  
LETTER BOXED PAPER NOTIFICATIONS 

Letter boxed paper notifications will continue to be distributed to any stakeholder who prefers this 
form of notification.  
The specific stakeholder notification area is variable from activity to activity and will be determined 
by a number of factors including: 
 Location of the activity in relation to residences, sensitive receivers and businesses (this will 

include underground tunnelling and surface construction activities), 
 The potential impact work may have (such as noise, dust, access, traffic changes and other 

work activity), 
 The type and frequency of the activity being carried out (this will include any impulsive noise 

activities), 
 The time of day or night the activity is being carried out (this will include any out of hours works 

proposed), 
 The duration of the activity, 
 The type of equipment that is being used, 
 The direct or indirect impact that is predicted or level of interest in a particular activity, such as 

utility works on local streets or traffic delays to the wider network, and 
 Previous enquiries or complaints about a specific work activity. 
In addition, the stakeholder notification area is also dependant on the results of specific modelling. 
This includes Construction Noise and Vibration Impact Statements (CNVIS) produced by a 
specialist noise and vibration consultants. CNVIS’s are used to identify the notification catchments 
and level of impact predicted for a specific activity. 
As a minimum the specific stakeholder notification area will encompass community, businesses 
and stakeholders within approximately 50m of the activity.  
Notifications are a key tool for informing the community of Project activities. The process below 
(Figure 1) will help ensure notifications are provided for all necessary work. The process reflects 
TfNSW requirements.  
The minimum notification period is five days' notice of an activity or change. See the 
Communication Tools in section 7.1 for more detailed information about notification periods.  
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FIGURE 1: ISSUES AND RISK: COMMUNICATION MATERIAL DEVELOPMENT AND APPROVAL PROCESS 

4.6. Issues and Risk Management  
The approach to managing issues and risk will focus on proactive and regular interaction with 
affected local residents, businesses, landowners, traffic and transport stakeholders and interfacing 
projects.  
We will continue to watch for emerging issues through a number of channels. The CRT will 
regularly analyse complaints to determine if there is a pattern of emerging issues.  
In addition, further risk and opportunity assessments will be undertaken to identify potential issues 
and risks and apply management measures. This will be done around high-risk and high-impact 
work. 

4.7. Traffic communication  
In consultation with TfNSW and the Project Traffic and Safety Management Plan (TSMP), traffic-
specific communications will be delivered, including but not limited to: 
 Regular updates including impacts of the Project works on the road network and traffic systems 

via the notification process outlined in Section 4.5. This may include such changes as on-street 
parking conditions, planned impacts to traffic lanes and turn movements, changes to bus routes, 
frequency and pedestrian and cyclist access routes.  

 Temporary driver advisory advance notice and directional signs 
 Temporary signage at bus stops detailing changes to bus routes or revised bus stop locations 

due to Project works 
 Temporary signage - static and Variable Message Signs (VMS) detailing any changes to 

pedestrian and cyclist access and alternate routes around construction sites 
 Radio or newspaper advertising detailing significant traffic changes (where appropriate) 
 The web portal will detail changes to traffic conditions. This may include such changes as on-

street parking conditions, planned impacts to traffic lanes and turn movements, changes to bus 
routes, frequency and pedestrian and cyclist access routes 
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 Further email and phone follow up with the community to receive comments and provide more 
explanation (if required) relating to traffic conditions associated with construction activities.  
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FIGURE 4: EIS MAP SHOWING EXTENT OF M4-M5 LINK STAGE 2 COMMUNICATIONS STRATEGY 
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6. Community Relations Team 

6.1. Engagement Approach 
 The contractors will work in partnership with TfNSW’s Communications and Engagement team to 
achieve the Project outcomes and leave a positive legacy for the community and stakeholders. 
Consultation will be in accordance with the TfNSW stakeholder and community engagement 
requirements of the Deed and the Planning Approval. 
The CRT will also ensure best practice to support the Project’s commitment to achieving an 
‘Excellent’ rating under the Infrastructure Sustainability Council of Australia (ISCA) rating scheme. 

6.1.1. Community Relations Team  
The contractors have each established a team for the overall management and coordination of 
community information and involvement.  
The Community Relations Manager (CRM) for each contractor will ensure that TfNSW is informed 
of all community issues, consulted regarding all decisions affecting the local and wider community 
and invited to all community information sessions, site visits and meetings with key stakeholders 
and council. 
 

   

 

6.2. Community Relations Team Protocols 
Transport and the contractors are responsible for the overall management and coordination of 
community information and involvement and collaboration with stakeholders. The CRM is the 
designated complaints handling and community contact management representative for the 
Project. 
All staff working on the Project will be provided with community engagement training as part of 
their induction. The training will include information about how each staff member needs to share 
the responsibility of managing / minimising community impacts. 
The training will also include information about how to refer community contact to the team 
including all contacts to be reported immediately or the following business day (if contact occurs 
during a night or weekend shift). 

6.2.1. Upcoming Opportunities for Media Events 
The CRM will provide the following information to TfNSW at regular and relevant scheduled 
coordination meetings to aid in the planning for media events: 
 A look ahead at upcoming activities, including site visits and milestones 
 Any other information considered relevant including advertisements, notices and other 

community contact. 
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6.2.2. Roles and Responsibilities 
The CRM will manage and deliver community engagement plans, proactively communicate 
construction impacts, and negotiate construction methods and working hours with affected 
communities as required. 
The CRM’s are appointed to undertake community relations duties for construction facilities (place-
based site roles), utility and tunnelling work to assist the public with questions and complaints 
which they may have at any time during construction and be available to run information sessions 
and outreach activities on Saturdays and weekdays until 9pm. A summary for their role and 
responsibilities is as follows: 
 undertake all activities in a cooperative and informative manner to ensure delivery of an 

integrated community engagement strategy 
 respond to community enquiries and complaints about the Project utilising the agreed system 

and ensure the system is monitored and updated 
 draft notifications and project manage through the approvals process 
 be available to answer Project related complaint calls from the community information line on a 

24-hour rostered basis, 
 work closely with the JHCPB Utilities Manager to ensure coordination of information to local 

community and stakeholders  
 research opportunities for sponsorship of local interests 
 The CRM  must be available at all times that works are occurring, including being available to 

respond to a major incidents or crises 24 hours per day seven (7) days per week.  
 The CRM will be available for meetings with the community Monday to Friday 7am to 8pm and 

Saturdays between 9am and 12 noon.  
 

6.3. Community Relations Team Contact Details 
As Stage 2 has been operational since November 2023, there is no longer a requirement to 
maintain a community information line or email for enquiries.  
 
Enquiries regarding the operation of WestConnex are to be directed to 
Linkt: 13 33 31  
Email: info@westconnex.com.au 
Postal Address: Transurban: Level 12, 210 George St Sydney NSW 2000 
 
Stage 3 and 4 
Enquiries will be directed to the Community Information Line: 
Transport for NSW  
Telephone (toll free) phone number: 1800 684 490  
Email: projects @transport.nsw.gov.au 
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7.2. Government Agency and Council Consultation 
In addition to the consultation and communication processes and opportunities described above, 
for Stage 2 JHCPB will consult with identified government agencies and councils during the 
development of management plans and other required documentation (as per specific CoAs). 
Government agencies and councils will be given an appropriate opportunity to provide input on 
documentation and any relevant input will be considered, in accordance with Figure 2. TfNSW will 
be included in all agency and council interaction, and where appropriate TfNSW may manage the 
interaction. 
It is vital that JHCPB nurtures collaborative and proactive relationships between Project teams, 
government agencies and Council as they are key Project stakeholders Interface protocols will be 
implemented to enhance collaboration and information sharing between JHCPB and relevant local 
and state government agencies.  
This will ensure clear lines of communication are established. It will also facilitate the establishment 
of a consultative forum for the sharing of information, input and feedback on a range of Project 
matters and the preparation of plans and strategies, as well as assist with the resolution of any 
potential concerns before they escalate, The PLT will attend regular interface meetings with 
government agencies and council and provide an update on relevant community and stakeholder 
matters. 
Prior to commencing consultation JHCPB will advise the government agency or council of the 
upcoming consultation opportunity / requirement and the anticipated date the deliverable will be 
provided. To commence the consultation period, JHCPB will issue a copy of the documentation for 
comment to a designated email address for each government agency and council and offer a 
presentation summary of the documentation. Where consultation is required for deliverables 
associated with the Site Establishment Management Plan and Construction Environmental 
Management Plan, a response will be requested within 14 days from the government agency or 
council. Where consultation is required for larger deliverables a longer timeframe will be provided 
as appropriate, e.g. a response would be requested within 28 days for the project Urban Design 
and Landscape Plan.  
During the consultation period JHCPB will contact the government agency or council to enquire if 
comments will be forthcoming or to confirm a potential nil response. At the end of the consultation 
period JHCPB will advise the government agency or council that the consultation period has 
ended, request confirmation of a potential nil response, and request if there are comments, that 
they be provided as soon as possible. At this time JHCPB will proceed with finalisation and 
submission of the document to the Department of Planning and Environment (now DPHI) and will 
make best endeavours to incorporate feedback received after the close of the consultation period 
as part of further review and revision processes.  
Specific plans which require relevant government agency and council consultation during their 
preparation are detailed in the CoA. 
Any ‘nil’ responses and repeated requests for comments from government agencies and council 
will be noted. 
A flow-chart below outlines the consultation and nil response procedure regarding government 
agencies, council and key stakeholders.  
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 Adhering to TfNSW and Government policy 
The contractors will adhere to the community and stakeholder obligations under the Project Deed 
and CoA as well as within TfNSW media and government interface protocols.  
 Communication approvals 
The contractors will submit proposed communication material to TfNSW for approval, along with 
the reason it is required, timing and area for distribution. This material will be approved by TfNSW 
before public release. All material will adhere to TfNSW marketing, advertising, branding and visual 
communication requirements. 
 Keeping TfNSW informed 
The contractors will inform TfNSW if advertised/notified work and impacts need to change, of 
upcoming project milestones, high-risk construction activities, current and potential community and 
stakeholder issues, planned or unplanned local community protests, emergency situations or major 
safety or environmental incidents on site.  
 Involve TfNSW in decisions and meetings 
The contractors will hold regular communication update meetings with TfNSW to consult on 
decisions affecting the community. TfNSW will be invited to meetings, presentations and site tours 
attended by authorities, the community and stakeholders. TfNSW will be immediately notified of all 
enquiries from Federal, State or Local Government. Any briefings for these government 
representatives will be jointly arranged by the PLM and TfNSW Communications Team.  
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8. Complaints, Feedback and Enquiries Management 
System 

8.1. Purpose 
The purpose of this section is to outline the procedure for managing complaints, feedback and 
enquiries for the duration of construction and up to 12 months following the completion of 
construction of the Project (as per CoA B8). This complaints, feedback and enquiries management 
system will be reviewed annually for the duration of construction. 
It has been developed to be consistent with the current Australian Standards for Complaints 
Handling (AS-4269) including: 
 Receiving complaints and enquiries 
 Responding to complaints and enquiries 
 Escalation  
 Recording complaints 
 Reporting. 

8.2. Description of Complaints 
Complaints may include any interaction with a community member or stakeholder who expresses 
dissatisfaction made to TfNSW or the contractors related to the Project Works, policies, services, 
staff members, actions, complaints handling process itself, proposed actions during the Project, 
where a response or resolution is explicitly or implicitly expected.  
Noting that although complaints may be managed appropriately and resolved, the complainant 
may not agree with the outcome.  

8.3. Description of Feedback 
Transport and the contractors will classify feedback in accordance with AS/NZS 10002:2014 
Guidelines for Complaint Management in Organisations which defines feedback as “opinions, 
comments and expressions of interest or concern, made directly or indirectly, explicitly or implicitly 
to or about the organisation, its products, services, staff or its handling of a complaint”. 

8.4. Description of Enquiries 
An enquiry is described as an act of a stakeholder asking for information relating to the Project. 

8.5. Responsibilities 
Complaints, feedback and enquiries management is the responsibility of all team members who 
encounter the community and stakeholders. 
The CRM is the designated complaints handling management representative for the Project. 
Responsibilities of other Project members are set out in Table 7. 
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In the first instance the Community Relations Officer will seek to resolve the issue and / or dispute 
with the member of the public or stakeholder. Where the issue cannot be resolved by the 
Community Relations Officer or the member of the public or a stakeholder continues to be 
dissatisfied with the response provided to a complaint, enquiry or feedback, this would be 
escalated, in accordance with the Complaints Escalation and Mediation Procedure in Annexure B.  

8.9. Community Complaints Mediator 
TfNSW has put in place a CCM in accordance with CoA B13-B16. As per CoA B11(d) this 
mediation system is available one (1) month prior to the commencement of site establishment and 
construction works and maintained for 12 months following the completion of construction. 
The CCM is independent of the design and construction personnel and approved by the Secretary 
and engaged during all works associated with the CSSI. 
The CCM may address any complaint where a member of the public is not satisfied by the 
Proponent’s response. Any member of the public that has lodged a complaint which is registered in 
the Complaints Management System identified in CoA B8 may ask the CCM to review the 
contractor’s response. The application must be submitted in writing and the CCM must respond 
within 28 days of the request being made or a specified timeframe agreed between the CCM and 
the member of the public.  
Escalation of issues to the CCM will be in accordance with the Complaints Escalation and 
Mediation Procedure in Annexure B, with the mediation process in this procedure also followed.  

8.10. Repetitive Unreasonable Complaints 
From time to time repetitive unreasonable complaints may be received by the CRT. The following 
process has been adapted from the NSW Ombudsman’s guidelines for managing unreasonable 
conduct by complainants as outlined in the Managing Unreasonable Complainant Conduct Practice 
Manual (2012). 
Refer to the NSW Ombudsman’s website, www.ombo.nsw.gov.au, for more information. 

8.11. WestConnex Acquisition Assistance Line 
TfNSW maintains and operates a toll-free WestConnex Acquisition Assistance Line (WAAL) for a 
period of up to six (6) months following completion of the final acquisition required for the CSSI, 
unless otherwise agreed by the Secretary. The WAAL must provide an ongoing dispute resolution, 
counselling program and contact information to relevant services for all relocated persons. The 
WAAL will also provide first language support for relocated persons with English as a second 
language. 
The WAAL is maintained and operated by Transport for NSW separately from the standard 
complaints and enquiries procedure. 
Property owners who may require access to the WAAL should call community information line and 
ask to speak to the WestConnex Acquisitions Assistance team. The WestConnex Information Line 
operators will initially speak to the stakeholder before forwarding the call (using a warm transfer) to 
the Transport for NSW team staffing the WAAL. In instances where a member of the WAAL is not 
immediately available to take a call, a message will be taken by the call centre and emailed to the 
WestConnex Acquisition Assistance team immediately, for response within one business day.   
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8.12. Recording Complaints 
The CRT will maintain a complaints register which will be updated on a daily basis, as required, 
and will record the following for each complaint: 
 Number of people affected in relation to a complaint, 
 Date and time of complaint, 
 Type of communication (phone, email, representation, other), 
 Name, address and contact number of the complainant, 
 Nature of complaint,  
 Action and means by which the complaint was addressed, including follow up contact with the 

complainant,  
 Details of whether a resolution was reached, 
 Details of whether mediation was required, and 
 Any environmental monitoring to confirm that the complaint has been satisfactorily resolved. 
The contractors will provide TfNSW a copy of the register by 9am each Monday (or the next 
business day if Monday is a Public Holiday) and report on the receipt and responses to complaint 
in the monthly report. The complaints register will be provided to the Secretary of the Department 
of Planning, Housing and Industry upon request (as per CoA B10), within the timeframe stated in 
the request. 

8.12.1. Recording Complaints, Feedback and Enquiries in Consultation 
Manager 

All complaints, feedback and enquiries received are recorded in the stakeholder database 
Consultation Manager to enable management of the complaint, feedback or enquiry and 
monitoring of response times. The CRT assigns an action in Consultation Manager to the relevant 
CRO and this will allow all complaints, feedback and enquiries to be tracked and responded to 
within the appropriate timeframes. 
Through the Consultation Manager reporting tools, the CRM will regularly monitor adequacy of 
responses, including incoming and outgoing responses and timeframes.  
In addition, TfNSW will regularly monitor all entries into Consultation Manager whether they be 
complaints, feedback and enquiries to ensure an adequate response has been provided.  
The system will be maintained for a minimum of 12 months following the completion of construction 
of the CSSI. 
At a minimum, the record on Consultation Manager will include: 
 Date, time and nature of complaint, feedback or enquiry, 
 Type of communication (telephone, letter, meeting etc), 
 Name, address and contact number of stakeholder, 
 Nature of the complaint, feedback or enquiry, 
 Action taken in response, including follow up contact with the stakeholder, 
 Details of whether resolution was reached, 
 Details of whether mediation was required or used, and 
 Any monitoring to confirm that the complaint has been satisfactorily resolved. 
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9. Other Requirements 

9.1. Property Surveys and Issues Rectification 
JHCPB will offer and undertake pre- and post-construction property condition surveys on the 
current condition of surface and sub-surface structures identified as at risk from settlement or 
vibration by the geotechnical model described in CoA E101 and TfNSW’s requirements. 
TfNSW has established an Independent Property Impact Assessment Panel, comprising of 
geotechnical and engineering experts independent of the contractors and their designer team. The 
panel will be responsible for independently reviewing Condition Survey Reports undertaken under 
CoA E105 and E106, the resolution of property damage disputes and the establishment of ongoing 
settlement and vibration monitoring requirements. Either the property owner or the Project may 
refer unresolved disputes arising from potential and / or actual property impacts to the Panel for 
resolution. 
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 Nature of issues / complaints raised, and level of responsiveness and appropriateness of action 
taken by the Project team, 

 Response timeframes, 
 Quality of reporting, and 
 Feedback received on the value of updates and other public information, responsiveness of the 

construction team and attendance at community information sessions or meetings with 
stakeholders. 

In addition, the CS will be periodically reviewed in accordance with the Project Compliance 
Tracking Environmental Audit Program. At a minimum, this will include an Annual Independent 
Implementation Audit. This audit will address effective communication and stakeholder satisfaction 
with the aim of ensuring that: 
 The community is provided with timely information that: 
 Supports community participation, 
 Is meaningful and relevant, and 
 Is accessible. 

 The community believe their concerns have been considered and addressed. 
Appropriate refinements to the final CS will be made in the event any internal review or outcomes 
of reviews and auditing required by the Compliance Tracking Environmental Audit Program. 

10.3. Document and Record Control 
The CS and any other records collected relevant to the CS will be controlled in accordance with the 
information management standards adopted. . It will also be a quality assurance document 
prepared in accordance with AS / NZS ISO 9001-2008 Quality Management Systems – 
Requirements. 
Once approved by DPHI, the CS will become the controlled version of the plan and it will be 
distributed via the document management system. Any hard copies of the plan will be uncontrolled. 

10.4. Reporting  
The Community Relations reporting regime will include: 
 Monthly progress reports 
 Weekly complaints report including monthly trend analysis (sources of complaints/queries, type 

of complaints, changes over time etc) 
 Monthly community engagement reports  
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Annexure B Complaints Escalation and Mediation 
Procedure 

1. Introduction  
This Complaints Escalation and Mediation Procedure has been prepared for the Rozelle 
Interchange Project. It describes the approach the contractor will adopt for resolving issues 
and mediating disputes that may arise in relation to environmental management and 
delivery of the project. It is part of the Communication Strategy.  
This Complaints Escalation and Mediation Procedure must be submitted to the Secretary 
for the approval as part of the Communication Strategy and must be approved prior to the 
commencement of work.  

2.  Purpose 
The purpose of this procedure is to address the requirements of Condition of Approval 
B2(i)(iii).  
The procedure outlines:  
 The circumstances when complaints, feedback or enquiries would be managed in 

accordance with this procedure,  
 The process for escalation internally (within JHCPB) and externally within TfNSW, the 

ER and AA,  
 The process for mediation, and  
 When the Community Complaints Mediator would be asked to review the case. 

3.  Scope 
This Complaints Escalation and Mediation Procedure applies to all complaints, enquiries 
and feedback received by the project, where an issue has not been resolved or a dispute 
has arisen in relation to environmental management and the delivery of the project. It will be 
implemented for the duration of project works and for a minimum of 12 months following the 
completion of construction.  
For the purposes of this procedure complaints, enquiries and feedback raised are 
collectively referred to as complaints, and members of the public or stakeholders are 
collectively referred to as stakeholders.  

4.  Escalation and Mediation Procedure  
The contractor will endeavour to achieve prompt resolution of matters with fairness, care 
and understanding.  
The Community Relations Officer and the relevant Project Manager, in the first instance, will 
seek to resolve issues and / or disputes raised with the stakeholder. There may be 
instances where a complaint cannot be resolved by the Community Relations Officer to the 
satisfaction of the stakeholder.  
An issue is classified as "not resolved" when the member of the public or stakeholder does 
not agree with the response, if they question the validity of the response or if they are 
dissatisfied with the response provided. This may include:  
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 Where a stakeholder is not satisfied with the response to a complaint, feedback or an 
enquiry,  

 Where a stakeholder is not satisfied with how the complaint, feedback or enquiry was 
managed, 

 Where there is a failure to reach satisfactory resolution of a complaint, feedback or 
enquiry, or  

 Any disputes that may arise in relation to environmental management and / or the 
delivery of the project.  

This dissatisfaction, lack of resolution and / or dispute may be communicated to the PLT via 
the community information line, project email address, in person or via a third party, e.g. 
TfNSW or Council.  
Where an issue is "not resolved" it would be managed via this Complaints Escalation and 
Mediation Procedure.  

4.1 Escalation Process tools 
A number of tools will be utilised throughout the Escalation Process identified in 
Section 4.2. To minimise repetition, these tools have been identified and summarised 
below. The relevant tools to be used at each step are identified in Section 4.2; not all tools 
will be used at each step. 
The tools below would involve: 

• The Acoustics Advisor, in conjunction with the Environmental Representative to 
provide advice on noise and vibration management of the CSSI, in accordance 
with Condition of Approval A26g(i), 

• The Utility Coordination Manager / Utilities Manager to investigate complaints 
relating to utility works, and provide a response, in accordance with Condition of 
Approval E141(c).  

 
A. Review of evidence:  

A review of any evidence (from the initial investigation and any subsequent re-
investigations undertaken as part of this Escalation Process) which the response(s) 
were based on, e.g. heavy vehicle GPS records, monitoring results, design 
drawings, shift diary entries.  

B. Review of complaint: 
i. Make contact with the stakeholder via a phone call or email to confirm their 

position and why they were dissatisfied with previous response(s).  
ii. Consider any new information from either the stakeholder or construction 

team.  
C. Confirmation of the contractor’s scope:  

i. Re-confirmation that the complaint / enquiry / feedback is the result of the 
contractor’s works and / or is within the contractor’s scope and the Minister's 
Conditions of Approval. 

ii. Where the stakeholder has requested additional action be taken or a change 
be made and this was previously refused, the re-investigation will reconfirm 
that the additional action / change cannot occur, e.g. change to design or 
construction methodology.  

D. Review internal processes: 
i. Confirmation that AS/NZS 10002:2014 Guidelines for Complaint 

management in Organisations has been implemented.  
ii. Confirmation that processes within this procedure and the Communication 

Strategy have been implement. 
E. Response to stakeholder:  
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• have a set number of meetings determined by TfNSW in consultation with the 
stakeholder;  

• would involve the ER, AA, Utility Co-Ordinator, as relevant to the issues being 
considered 

• would be appropriately documented; 

• have the aim reaching an agreed outcome;  
  

4.3 Community Complaints Mediator  
In accordance with Condition of Approval B15, the Community Complaints Mediator will: 

a. Make recommendations to the contractor to satisfactorily address complaints, resolve 
disputes or mitigate against the occurrence of future complaints or disputes.  

b. Review the contractor’s unresolved disputes between the Project and members of the 
public if the procedures and mechanisms above (Section 4.2) do not satisfactorily 
address complaints; and 

 
In accordance with Condition of Approval B16, the Community Complaints Mediator will not 
act before the contractor has provided an initial response to a complaint and will not 
consider issues such as a property acquisition where other dispute processes are provided 
for in the approval, or clear government policy and resolution processes are available, or 
matters which are not within the scope of the CSSI. However, a dispute may be referred to 
the Community Complaints Mediator at any time in accordance with Condition of Approval 
B14. 
The Community Complaints Mediator’s role is to provide recommendations to resolve 
issues. The Community Complaints Mediator will determine the number of mediation 
sessions depending on the nature of the issue within the complaint. Should more than three 
sessions be required, the Community Complaints Mediator will liaise with TfNSW to 
organise additional sessions as appropriate. Through mediation sessions the Community 
Complaints.  
 
The Mediator will aim to: 
 Chair and document the process, 
 Define the timeframe for actions associated with the resolution, 
 Obtain a resolution acceptable to both parties, and 
 Formalise the resolution by obtaining written agreement regarding the agreed actions 

(this document will enable the contractor to complete the complaints register and 
Consultation Manager database records).  

 The contractor (in partnership with TfNSW as required) will review and implement 
reasonable recommendations provided by the Community Complaints Mediator in order 
to achieve resolution and minimise potential future similar disputes. 

 




