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1 Introduction 

1.1 Purpose of this plan 
This Community Communication Strategy (CCS) has been prepared for Parramatta Light Rail (PLR) – 
Stage 1. The purpose of the CCS is to support communication and engagement during the development, 
pre-construction and construction, and for 12 months following the completion of construction.  
 
Stage 1 of the PLR will connect Westmead to Carlingford via Parramatta CBD with a two-way track 
spanning 12-kilometres.  
 
The CCS has been prepared in accordance with the NSW Minister for Planning’s Conditions of Approval 
(Infrastructure Approval SSI-8285). Appendix D outlines how this document complies with the relevant 
Conditions of Approval. The CCS is a dynamic working document that will be updated throughout the 
project to reflect the changing social environment and issues as they emerge. It sets out an overarching, 
high-level engagement framework that: 

• Identifies accountabilities for delivering community and stakeholder engagement 
• Outlines the engagement objectives and principles 
• Outlines the engagement approach, methodology, tools and timeframes 
• Sets the framework for engaging with the communities and key stakeholders across the project area 
• Incorporates complaints management and resolution procedures. 

A range of plans and programs are used to describe activities that will be carried out by the 
project. This includes:  

• Property Acquisition Engagement Plan: This outlines the approach to liaising with the owners and 
tenants of residential and commercial properties that will be impacted by acquisition for the PLR 
project. 

• Business Activation Plan: This sets out the activities that will be undertaken to support businesses 
during construction. 

• Communications and Engagement Plan (CEP): Separate CEPs that include policies, processes, 
and procedures for proactive communications management will be progressively developed and 
implemented by our contractors for each delivery package, including a detailed Cumberland Hospital 
Engagement Plan. 

• Homelessness Strategy. 
Figure 1 provides the hierarchy of PLR community and stakeholder engagement documents. 

Figure 1 Hierarchy of PLR community and stakeholder engagement documents 

 
 

Community Communication Strategy (CCS)

Property
Acquisition

Engagement Plan

Business
Activation

Plan

Communications
and Engagement

Plans (CEP)



7 Community Communication Strategy 

 

 

1.2 Accountabilities 
The Transport for NSW (TfNSW) Parramatta Communications and Engagement Team is the 
overarching accountable group for communication and engagement for the Project, led by the Director 
Parramatta. The TfNSW Parramatta Communications and Engagement Team is part of the Central 
River City stream of the Community and Place Branch, Greater Sydney Division, TfNSW. 

Delivery of communication and engagement is coordinated through the various contractor 
communication and engagement teams to meet project requirements and achieve communication and 
engagement goals. 

Final accountability for community and stakeholder engagement lies with the PLR Project Director, 
TfNSW. 

This Strategy was submitted to the Secretary and initially approved on 17 January 2019. Refer to the 
document revision table for further information on the review of this document. 

1.3 Reviewing this Strategy 
This Strategy will be reviewed every 12 months and includes the requirement for the development of 
contractor CEPs 30 days prior to the commencement of construction on each delivery package. 

Changes to the CCS must be reviewed by the Environmental Representative (ER) in accordance with 
Condition A23(d) and submitted to the Planning Secretary for approval. 
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3 Project overview 

3.1 About Parramatta Light Rail 
Stage 1 of the PLR is one of the NSW Government’s latest major infrastructure projects being delivered 
to serve a growing Sydney. Light rail will create new communities, connect great places and help both 
locals and visitors move around and explore what the region has to offer. 

PLR will connect Westmead to Carlingford via Parramatta CBD and Camellia with a two-way track 
spanning 12-kilometres, and is expected to open in 2024. The route will link Parramatta’s CBD and train 
station to the Westmead Health Precinct, Cumberland Precinct, CommBank Stadium, the Camellia Town 
Centre, the new science, technology and innovation museum Powerhouse Parramatta, the private and 
social housing redevelopment at Telopea, Rosehill Gardens Racecourse and three Western Sydney 
University campuses. 

On 30 May 2018, the NSW Government announced that Critical State Significant Infrastructure (CSSI) 
planning approval had been received for Stage 1 of the PLR project. 

An overview of the PLR route is shown in Figure 2 below.  

Key features of the Project include: 
• A new dual track light rail network of approximately twelve (12) kilometres in length, including 

approximately seven (7) kilometres within the existing road corridor and approximately 
five (5) kilometres within the existing Carlingford Line and Sandown Line, replacing current heavy 
rail services 

• Sixteen (16) stops that are fully accessible and integrated into the urban environment, including a 
terminus stop at each end of Westmead and Carlingford 

• High frequency ‘turn-up-and-go’ services operating seven days a week from 5am to 1am 
• Weekday services operating approximately every 7.5 minutes in peak periods 
• Modern and comfortable air-conditioned light rail vehicles, nominally 45 metres long and driver-

operated, each carrying up to 300 passengers 
• Intermodal interchanges with existing public transport services at Westmead terminus, 

Parramatta CBD and the Carlingford terminus 
• Creation of two light rail and pedestrian zones (no general vehicle access) within the Parramatta 

CBD along Church Street (generally between Market Street and Macquarie Street) and along 
Macquarie Street (generally between Horwood Place and Smith Street) 

• A Stabling and Maintenance (SaM) Facility located in Camellia for light rail vehicles to be 
stabled, cleaned and maintained 

• New bridge structures along the alignment including over James Ruse Drive and Clay Cliff 
Creek, Parramatta River (near the Cumberland Hospital), Kissing Point Road and Vineyard 
Creek, Rydalmere 

• Alterations to the existing road network include line marking, additional traffic lanes and turning 
lanes, new traffic signals, and changes to traffic flows 

• Relocation and protection of existing utilities. 
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Figure 2 Parramatta Light Rail Stage 1 - Route Overview

 

 
Project benefits 

 
Parramatta Light Rail will revitalise the region and connect the community with great places so that 
people can explore all the region has to offer, from tourist attractions to education centres, 
businesses and retail hubs. 

 
The project will support the NSW Government’s vision for the Greater Parramatta Olympic Peninsula 
(GPOP) priority growth area. 

 
By 2036, more than half of all Sydneysiders will live in Western Sydney, and the population of the 
Parramatta Local Government Area will undergo extraordinary growth from 240,000 residents in 2016 
to more than 415,000 by 2036. 

 
There is also significant employment growth in Greater Parramatta, increasing from 96,000 jobs to 
around 160,000 by 2036. 
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4 Stakeholders and community 

4.1 Definition 
For the purposes of the project, a stakeholder is anybody or group that either currently, or in the future: 
 

• Has an influence on the project (including its processes and outcomes) 
• Has an interest in the project 
• Is directly impacted by the project. 

 
Stakeholders include local businesses, government agencies, special interest groups, political 
representatives, community groups, educational institutions and any other organisations that have 
some level of interface with the project. 
 
A third party is a stakeholder that has entered into a Third Party Agreement with PLR to assist in the 
delivery of coordinated outcomes relevant to that stakeholder. 
 
See Appendix B for details of identified PLR stakeholders.  
 
 

4.2 Stakeholder categories 
Stakeholders have been divided into the following categories and sub-categories: 
 

• Key stakeholders (local council, organisations that manage key venues and destinations, other 
government agencies, NGOs, business representative groups and influencers) 

• Businesses 
• Community organisations (e.g. clubs, places of worship, schools and universities). 

 

4.3 Community 
The project will engage with local residents, resident representative groups, and transport network 
users across the corridor to ensure that they are aware of project developments, how the project will 
affect them and that they can have their say as appropriate on any plans. 
 
The following maps (Figures 3 to 10) taken from the Environmental Impact Statement (EIS) identify 
sensitive residential receivers more likely to be affected by construction noise. Other amenity impacts, 
such as dust and visual impact, are also based on proximity to construction areas, therefore these maps 
give an indication of a range of these impacts.  
 
During construction planning for each relevant stage of the Parramatta Light Rail, a more detailed 
understanding of likely construction impacts will be developed, with corresponding mitigation measures. 
Further, ground truthing (such as door knocking, street based observation etc.) will be undertaken to 
confirm receiver types and particular sensitivities and incorporated into the package-specific Community 
Engagement Plans. 
 
Since the development of the EIS, further detailed operational noise and vibration assessments have 
occurred as part of the Operational Noise and Vibration Review (ONVR), developed in consultation with 
the Department of Planning and Environment (DPE) as required by Condition E48 of the Infrastructure 
Approval SSI-8285. Details of the predicted operational noise and vibration impacts, including those likely 
to occur during the testing and commissioning activities are outlined in the ONVR along with additional 
impact maps. The ONVR is available at: link. 
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Figure 3 Highly noise affected residents - Westmead precinct 
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Figure 4: Highly noise affected residential receivers - Parramatta North precinct 
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Figure 5: Highly noise affected residential receivers - Parramatta CBD precinct 
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Figure 6: Highly noise affected residential receivers - Parramatta CBD 
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Figure 7: Highly noise affected residential receivers - Rosehill and Camellia precinct 
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Figure 8: Highly noise affected receivers - Rosehill and Camellia precinct 
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Figure 9: Highly noise affected residential receivers - Carlingford precinct 
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Figure 10: Highly noise affected receivers - Carlingford precinct 
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5 Engagement approach 
 

As a transport mode that sits within an urban context, light rail inevitably impacts, benefits and is shaped 
by the communities and precincts it passes through. Development of many of the areas that will be 
served by PLR is being managed by third parties. Engagement with these third parties, and with 
communities affected by and benefiting from light rail, is a critical aspect to the development of the 
project. 

5.1 Engagement principles 
The principles that guide community and stakeholder engagement on the Project include: 

We know our communities and understand our stakeholders 

We have undertaken a thorough analysis and mapping of local communities to identify organisations, 
businesses and individuals who are potentially interested in, or impacted by the Project, and who have a 
potential influence over it. We have asked them how they want to be engaged and we listen to their 
ideas, views and concerns. We have become part of the community by establishing a local project office 
and seeking out partnerships with local authorities that may also be delivering projects in the area. We 
will continue to do this throughout the construction period. 

We provide direct access to the project team at the right level  

We have appointed a team of dedicated Place Managers who are working with our communities to 
provide a local, single point of contact and be a source of information. PLR Place Managers are 
responsible for engaging with individuals and community organisations to ensure that identified issues 
are raised, discussed and circulated within the Project team for feedback and action. They also work with 
the community to identify, mitigate and manage potential roadblocks and risks. The Place Managers 
work with businesses to identify their needs and ensure their views are brought to the decision-making 
table during design, construction and operation. 

We meet our stakeholders as often as needed  

We hold regular meetings with our key stakeholders and third parties as required. We ensure these 
meetings are well structured to ensure transparent and open discussion. On occasion, we may need to 
bring different stakeholder organisations together to work through and resolve issues that require 
numerous inputs. We have a number of relationship managers responsible for developing and 
maintaining collaborative relationships between the PLR team and key stakeholders. 

We strive to be open and transparent in our decision making  

We seek the input of our stakeholders (as appropriate) before critical decisions are made. We aim to 
provide full explanations of our decisions and be open and honest when we cannot adopt a stakeholder’s 
suggestion or deliver their specific desired outcomes. 

We have strong processes for recording and circulating stakeholder feedback  

This ensures that all feedback is captured and fully considered during project development. It also assists 
with reporting back to stakeholders to show where their views did or did not influence the Project and the 
reasons why. 

5.2 Benefits of engagement 
Community and stakeholder engagement on PLR is needed for the following reasons:  

Benchmarking demonstrates the benefits of early community engagement 

The PLR project team has undertaken a detailed benchmarking exercise of other major infrastructure 
projects including Sydney Metro, Sydney CBD and South East Light Rail and Gold Coast Rapid Transit. 
This has demonstrated the benefits of undertaking early and ongoing community engagement. 
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• Transport for NSW recognises the importance of supporting and managing impacts on business
during construction. The team works closely with businesses to ensure they have the information
and support they need.

• Dedicated Place Managers work directly with business owners to provide information and
updates on the project, answer any questions and ensure issues are identified early and
solutions developed.

• Transport for NSW engaged business advisory service Realise Business to provide free one-on-
one business support services during major construction, where requested.

• A Parramatta Light Rail Business Reference Group has been established, to give local business
owners along the alignment a voice in the Project.

Economy 
• The Project supports the development of Parramatta as Sydney’s second CBD and will be a

catalyst for further growth:
• Parramatta leads the nation with the highest number of housing completions and is at the centre

of an economic boom, with around 40 developments currently approved or under construction
across the Parramatta CBD (Source: Deloitte inaugural Parramatta Crane Survey Dec 2017).

• More than half of all new jobs in Sydney are predicted to be created in Western Sydney by 2031.
• Parramatta Light Rail will also support the significant jobs growth underway in Greater

Parramatta, increasing from 96,000 jobs to around 160,000 by 2036 (Source: Greater Sydney
Commission, 2016).

• The project is expected to generate about 5,000 direct and indirect jobs.
• The population of Parramatta LGA will grow almost by half over the next 20 years from 260,951

to 390,302 people in 2041 (Source: Department of Planning portal 2022).

Construction 
• Building this project in the heart of Parramatta CBD involves significant challenges, and we will

deliver this in the most efficient way possible to minimise disruptions and keep the city moving.
• Construction will take place in stages to minimise disruption to residents, businesses and

commuters.
• Lessons learned from previous projects have informed construction planning to minimise

disruption to businesses and the community.
• Regular information will be provided to businesses and properties during construction and

operation of light rail so that any issues are identified quickly, and solutions implemented.

Testing and Commissioning 
• As the project moves closer to first passenger service, it is important to stay safe and to be 

aware of changes such as track installation, overhead wires and presence of light rail vehicles.
• A comprehensive public safety and education campaign is to be rolled out to raise community 

awareness before and during the on-track testing of light rail vehicles.
• Testing will start at night, operating at low speed. Over time, testing speeds will increase and 

take place during the day and night.
• Testing of vehicles will commence in late 2023 and continue along different parts of the 

alignment in 2024, increasing in frequency and speed in the lead up to first passenger service.
• The extensive testing and commissioning program will ensure the light rail vehicles operate 

safely on the newly built system and that approval is gained from the relevant authorities before 
passenger services commence.

• Passenger services scheduled to begin in 2024.
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6.3 Key opportunities 
Key opportunities include: 

• Providing early public transport and amenity benefits as these are introduced. 
• Keeping the community and stakeholders informed of the successful project milestones to 

develop confidence in the Project. 
• Providing clear information with personalised and flexible consultation on issues 
• Delivery that is considerate of community preferences. 
• Promoting the reputation of light rail as a modern, progressive and sustainable mode that 

contributes to urban amenity. 
• Testing and reporting on improvements for public transport customers at the completion of the 

Project to build confidence in public transport. 
• Community outreach to create a sense of ownership through public art and education programs. 
• Promote the history of Parramatta through any archaeological finds, including through 

exhibitions.  
• Examples of stories include: 

o Award of major contracts 
o Environmental Impact Statement exhibition and submissions report 
o Project planning approval 
o Light rail rolling stock arrival 
o Community initiatives and activities 
o Business support programs 
o Public art activities or works 
o Local employment and apprentices 
o Archaeological finds 
o Completion and opening of the Active Transport Link 
o Sustainability and tree planting program 
o Project excellence awards 
o History of trams in Parramatta 
o Completion of the Stabling and Maintenance Facility. 

• Knowledge share lessons learnt with other infrastructure projects, including emerging light rail 
projects. 
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9 Communication tools 
 

Given the scale of the Project and the unique characteristics of business precincts and communities 
along the route, a variety of engagement tools and techniques are essential to achieve the objectives of 
the engagement program. These tools include a project website, a 24-hour, seven days a week toll-free 
project information line, information brochures, fact sheets, maps and community information sessions.  

Appendix C provides a list of tools that will be used throughout the life of the Project. Other tools may be 
used by the contractor delivery teams with the approval of PLR Communications and Engagement.  

The procedures and mechanisms for communicating with stakeholders and the community, including a 
broad outline of the responsibilities between PLR and contractor engagement teams, are described in 
Section 10. 

Communication tools (for example face-to-face engagement) was directly impacted during periods of 
public health restrictions resulting from the COVID-19 pandemic beginning March 2020. Consultation 
techniques and tools have been adapted as required, however certain elements were not able to be put 
in place or were delayed in its action. With the easing of restrictions, consultation activities have 
generally returned to business as usual.  

9.1 Consulting with Government Agencies and Councils  
In addition to the consultation and communication processes described in Appendix B, PLR will consult 
with identified Government Agencies and Councils during the design phase and 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. 

Interface protocols have been incorporated to enhance collaboration and information sharing between 
the project team and relevant local and state government agencies. This will ensure clear lines of 
communication are established for the sharing of information, input and feedback on a range of project 
matters and the preparation of plans and strategies, as well as to assist with the resolution of any 
potential concerns before they escalate. The Project has dedicated interface managers with key 
agencies and councils to attend regular interface meetings and provide an update on relevant community 
and stakeholder matters.  

Specific plans which require relevant Government Agency and/or Council consultation during their 
preparation include:  

• Property Survey and Issues Rectification Plan  
• Business Activation Plan 
• Urban Design Requirements Report 
• Parking Management Strategy 
• Heritage matters including any plans and sub-plans  
• Residual land management  
• Construction Environmental Management Plan (CEMP) Sub-plans and Monitoring Programs  
• Flood Management Design Report  
• Transport and Access, including pedestrian and cycleway network plans and sub-plans.  
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9.2 Consulting with Businesses 
Parramatta Light Rail will bring major benefits to businesses, support the development of Parramatta as 
Sydney’s second CBD, and provide a catalyst for further investment in the local area.  

Building in the heart of existing communities involves significant challenges. The Project team is 
committed to proactively engaging with and supporting businesses that are on, or in close proximity to, 
the light rail route. 

A separate Business Activation Plan has been developed in consultation with key stakeholders including 
Customer Journey Planning (previously known as Sydney Coordination Office (SCO)), City of Parramatta 
Council, Parramatta Chamber of Commerce and the Business Reference Group to ensure a coordinated 
approach to minimising the impact of light rail construction. The plan provides a framework to:  

• Maintain foot traffic during construction.  
• Ensure affected businesses are supported prior to and during construction of the light rail.  
• Create unique experiences that encourage the continued use of places along the alignment and 

the patronage of businesses.  
• Activate streets and spaces in close proximity to construction sites.  
• Minimise the extent to which construction adversely affects public amenity, including noise, dust 

and obstructions to pedestrian movement.  
 
Strategies identified in the Plan for managing impacts and supporting businesses prior to and during 
construction include:  

• A business impact risk register to identify, rate and manage the specific construction impacts for 
individual businesses. 

• Appointment of a business advisory service prior to disruptions to deliver business support 
services to businesses affected by the construction. 

• Development of visually engaging hoardings and business-specific wayfinding signage for 
pedestrians and customers before and during construction, to communicate changed access 
arrangements to businesses that may be visually obstructed as a result of construction. 

• Consultation and reasonable endeavours to obtain agreement from affected businesses before 
any disruptions about implementation of alternative pedestrian and vehicular access.   

• A program of support services including business forums and networking, marketing and 
promotion campaigns, a business support pack. 

• Establishment of a Business Reference Group to provide local knowledge, advice on out-of-
hours-work (when required), and recommendations to better support businesses and mitigate 
impacts along the alignment. 

• Establishment of business forums as required to address specific issues of interest for 
businesses. 

• Place Managers to work with businesses across the alignment to provide information and ensure 
issues are identified early and solutions developed.  

The Business Activation Plan is available on the PLR website and is intended to generate discussion, 
stimulate ideas and propose solutions and actions during the life of the Project. It will evolve with the 
proposed construction activities.   

The effectiveness of business activation measures will be monitored, assessed and reported on using a 
number of quantitative metrics, including business feedback, and will be made available to the Secretary. 
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Appendix A: Complaints Management System 
 
1. Purpose and responsibilities 

1.1 Document purpose 
This Complaints Management System (CMS) describes how the Parramatta Light Rail project team and 
its contractors will manage complaints through the construction of the light rail.  

The Parramatta Light Rail project will manage complaints in line with Transport for NSW’s Customer 
Complaints and Feedback Policy. The Project will make complaint systems accessible and support 
people that may require assistance when making a complaint. If a matter concerns an immediate risk to 
safety or security, the response will be immediate and will be escalated appropriately. 

This appendix outlines the processes for managing complaints made during construction of Parramatta 
Light Rail. It includes: 

• Receiving complaints and enquiries 
• Classifying complaints and enquiries 
• Responding to complaints and enquiries 
• Escalation 
• Recording complaints 
• Reporting. 

 
This CMS will be reviewed every six months for the duration of construction to assess how well the 
system is working in meeting expectations of all stakeholders and in managing response timeframes. 
The outcomes of the review will be used to make any changes if required. 
 
 
1.2 Roles and responsibilities 

Complaints handling is the responsibility of all team members who come into contact with the community 
and stakeholders. The Director Parramatta (TfNSW) is the member of the Project’s Senior Leadership 
Group with responsibility for complaints management. However, there are a number of teams with roles 
and responsibilities for managing complaints. 

Parramatta Light Rail engaged a call centre provider to manage a dedicated phone line for community 
enquiries and complaints. The call centre is contracted to forward any complaints to the Communications 
and Engagement Team or the relevant contractor for action and response. The Project’s 
Communications and Engagement Team, under the direction of Director Parramatta (TfNSW), will 
maintain the complaints management system and assist the contractor in resolving complaints. If a 
complaint cannot be resolved, the Director Parramatta (TfNSW) will notify the PLR Project Director. 

The contractors will have the following responsibilities: 

• Answer all phone calls transferred by the call centre from the community information line (calls to 
be answered by a team member 24/7, not an answering machine while construction activities are 
occurring). 

• Develop and implement procedures for managing and resolving complaints, in accordance with 
the Community Complaints Process (see section 10.13) and the Australian Standard for 
Complaints Handling (see section 1.3). 

• Refer complaints not associated with contractor activities to PLR immediately. 
• Investigate and determine the source of a complaint immediately, including an initial call to the 

complainant within 2 hours (when received by phone or where a telephone number was provided 
or available on Consultation Manager). 

• Provide a written response to emails received within standard construction hours within two 
hours (or verbally if a phone number is provided or available on Consultation Manager). 
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• Provide an automated email response confirming receipt and including the 24-hour 1800 project 
line explaining that a full response will follow and then within the first four hours of the next 
business day, provide a written response as approved or agreed to by PLR. 

• Provide a written response to letters within 24 hours (or verbally within two hours of receipt by 
the contractor if a phone number is provided or available on Consultation Manager). 

• Keep the complainant informed of the process until the complaint is resolved. 
• Provide feedback to requests for information from the Parramatta Communication and 

Engagement Team within two hours. 
• Take all actions and implement all measures to prevent the recurrence of the complaint. 
• Close out complaints within the agreed timeframe (with complainant). 
• Notify PLR if the complaint does not relate to a contractor’s activities. 
• Record all complaints in Consultation Manager or where this is not possible, the Daily 

Complaints Register and send an updated version of the spreadsheet to PLR within 24 hours of 
an enquiry being received and/or a response being provided or as agreed.  

• Escalate complaints in accordance with the Escalation and Dispute Resolution Process (as per 
section 4.3). 

• If a complainant requests follow up information and wishes to receive calls, they would be added 
to the list of specific stakeholders to be called within 7 days ahead of proposed work as per 
section 10.12. 

The complaints management process is summarised in Figure 12. The complaints management process 
identifies timeframes for escalation for the Project. For property impacts, complaints and/or damage, this 
timeframe may require extension while investigations are being performed. Escalation of complaints is 
outlined in section 4.3). 
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Figure 12: Complaint management process 
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1.3 Australian Standard for Complaints Handling 

Parramatta Light Rail’s approach to managing complaints is based on the Australian Standard for 
Complaints Handling ‘Customer Satisfaction-Guidelines for complaints handing in organisations – ISO 
10002:2004, MOD’ (Formerly AS4269: Complaints Handing). The standard requires the following guiding 
principles: 

Visibility 

‘Information about how and where to complain should be well publicised to stakeholders’. 

All Parramatta Light Rail public materials will direct stakeholders wishing to make a complaint to use our: 

• Community information line 

• Community email address 

• Community information centre and mobile displays 

• Project postal address. 

Accessibility 

‘A complaints-handling process should be easily accessible to all complainants’. 

Information and assistance for making complaints will be clearly available on the project website and other 
project communications collateral. Complaints can be made by phone, email, post, or in person to a 
member of any member of the Project or contractor teams, and Transport for NSW will not charge the 
complainant to make a complaint. 

Responsiveness 

‘Receipt of each complaint should be acknowledged to the complainant immediately’.  

The complainants should be treated courteously and kept informed of the progress of their complaint 
through the complaint-handling process. 

Our responsibilities for complaint handling include: 
 

• Investigate and determine the source of a complaint immediately, including a call to the 
complainant (when received by phone) within 2 hours. 

• Provide an initial response to all complaints within two hours of receipt by the contractor (where a 
phone number is provided or available on Consultation Manager) from the time of the complaint 
unless the enquirer agrees otherwise. 

• Keep the complainant informed of the process until the complaint is resolved. 

• Where the complaint is not resolved, the complaint will be escalated with the option to refer to 
independent mediation services if required. 

 
Objectivity 
 
‘Each complainant should be addressed in an equitable, objective and unbiased manner through the 
complaint-handling process’. 
 
Our contractors develop and manage their own construction complaints management systems. 
Complaints that the contractor considers cannot be resolved within the agreed timeframe must be 
referred to the Director Parramatta (TfNSW) who may assist with resolving the complaint. 
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• An unrelated complaint is where the project team has investigated the complaint and found it relates 
to work outside the project scope. 

 

4. Responding to complaints 

4.1 Dealing with complaints 
As outlined in section 1.3, telephone contact should be made in response to a complaint where a phone 
number is provided or available on Consultation Manager. All team members should exercise the following 
telephone techniques, to establish the nature of the complaint and the needs of the complainant: 

• Active listening 

• Reducing barriers 

• Open and closed questioning 

• Summarising the call 

• Confirming level of satisfaction with the actions and timeframes. 

 
All complaints will be investigated and the source of the complaint determined immediately, with a phone 
call made to the complainant (when received by phone) within 2 hours. An initial response will be provided 
during this phone call, unless the complainant agrees otherwise.  
An initial written response to email complaints will be provided within 2 hours (or during the next business 
day if received out-of-hours) and a resolution provided within 7 business days, if the complaint cannot be 
resolved in the initial contact.  
The complainant will be kept informed and updated of the progress until the complaint is resolved. 
All complaints will be recorded in the Complaints Register (Consultation Manager) within 24 hours. 
An initial internal escalation process will be followed for the resolution of complaints and following that to 
the next level which includes independent mediation as per Table 3 below. 
 

4.2 Referring complaints 
Regardless of how a complaint is received, it must be referred to the most appropriate person as soon as 
they are received. If that person is unable to resolve the complaint, they should escalate it to a higher level 
and that person should make a decision on how to resolve it. The following table outlines the referral 
process. 
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5. Complaints recording and reporting 
A Complaints Register will be maintained by PLR to record information on all complaints received during 
any works and for a minimum of 12 months following the completion of construction (Figure 13). All 
complaints are recorded in the stakeholder database, Consultation Manager, by relevant contractors and 
registered on the Daily Complaints Register spreadsheet to ensure all complaints and their actions are 
managed and tracked. At a minimum, the detail recorded in Consultation Manager and registered on the 
Daily Complaints Register will include: 

• Date and time of complaint 

• Method of complaint (e.g. phone, email, meeting) 

• Name and contact details of complainant 

• Summary of complaint 

• Nature of complaint (e.g. noise, vibration) 

• Number of people affected by a complaint 

• Details of any actions undertaken or proposed or investigations occurring 

• Response to complaint 

• Details of whether mediation was required or used 

• Response times 

• Number of complaints. 

 

Contractors are required to report on the day of any complaint (or the following working day if the 
complaint has been received after 2pm) to the Director Parramatta, TfNSW.  

PLR will provide a copy of the Daily Complaints Register to the ER on Monday to Friday with Monday’s 
register (or the first business day after a public holiday) containing any complaints received over the 
weekend and/or a public holiday and upon request to the Secretary within the required timeframes. Where 
requested, the Daily Complaints Register must be provided to the Secretary and within the timeframe 
stated in the request. 
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Figure 13: Parramatta Light Rail Complaints Register template 

 
  
 
  





























































































 
 
 

APP Corporation Pty Limited | ABN 29 003 764 770 app.com.au | 1 

(02) 9957 6211 
enquiries@app.com.au 

Level 7, 116 Miller St 
North Sydney NSW 2060 

REF: AQ1148.05 PLR TFNSW CCS Rev8 endorsement 240122  

Monday 22nd January 2024 

 

Senior Manager Environment 

Transport for NSW 

Parramatta Light Rail 

Re: Parramatta Light Rail, Stage 1 – Westmead to Carlingford 
via Parramatta CBD and Camellia - Community Communication 
Strategy 

 

Pursuant to SSI8285 Condition of Approval A23 (d) i), as the approved Environmental Representative, I confirm 

that I have reviewed the updated Parramatta Light Rail Stage 1- Westmead to Carlingford via Parramatta CBDE 

and Camellia – Community Communication Strategy (PLR-TFNSW-CBD-PE-PLN-000001), revision 8, dated 11 

December 2023, prepared by Transport for New South Wales, for consistency with the requirements of the 

Conditions of Approval. 

The Strategy document has been updated to include the testing and commissioning phase of works. 

In my opinion the update to the aforementioned document is consistent with the requirements included in or 

required under the terms of the Conditions of Approval for the Parramatta Light Rail (Stage 1) development. 

 

Yours sincerely,  

 

 

Environmental Representative 

The APP Group 

 

 

 



Department of Planning, Housing & Infrastructure

4 Parramatta Square, 12 Darcy Street, Parramatta NSW 2150 www.dpie.nsw.gov.au 1
Locked Bag 5022, Parramatta NSW 2124

Our ref: SSI-8285-PA-365

 
Senior Manager Environment & Sustainability 
TfNSW 
PO Box K659 
Haymarket NSW 1240 

2/2/2024

Subject: PLR – Stage 1 – Request for Approval of CCS Rev 8

Dear 

Thank you for submitting the Community Consultation Strategy, rev 8, dated 11 December 2023 (CCS)
on 29 January 2024. Thank you also for your response to our request(s) for additional information.

I note the CCS:

 is an update to the previously approved CCS to include minor updates and changes related to the
addition of testing and commissioning issues; and

 has been reviewed by Transport for NSW and no issues have been raised with the department.

Accordingly, I approve the CCS under Condition B5 of SSI 8285 as nominee of the Planning Secretary.

If there are any inconsistencies between the document and the conditions of approval, the conditions
prevail.

Please make the document publicly and this letter available on the project website as soon as possible. 

If you wish to discuss the matter further, please contact   at
@dpie.nsw.gov.au

Yours sincerely 

Acting Team Leader – Rail
Infrastructure Management

As nominee of the Planning Secretary




