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1. Introduction
1.1 Context
The purpose of this Construction Noise and Vibration Management Plan (CNVMP) is to document how Richard
Crookes Constructions (Richard Crookes) will mitigate and manage noise and vibration impacts associated
with demolition and fit-out works on the Walsh Bay Arts & Cultural Precinct (WBACP) redevelopment (the
Project).
This CNVMP has been developed to address the requirements of Development Consent Conditions SSD 8671
and SSD 7561.

1.2 Project Overview
The project involves the redevelopment of the existing site for arts and cultural uses with complementary
commercial and retail spaces to activate the precinct. The site includes Pier 2/3, Wharf 4/5, and Wharf 4/5
Shore Sheds.
Richard Crookes remit includes internal fit-out and demolition works, namely removal of internal walls and
structures, as well as removal of bitumen floor surfacing. Some external structures will be demolished although
this comprises only a small part of the overall works.
The project is bordered by a number of residential and commercial sensitive receivers, some of which share
common walls. The entire project structure is heritage listed.

1.3 Objectives of the CNVMP
The principal objective of this CNVMP is to provide detailed and site-specific methodologies to effectively
mitigate and manage the impacts of noise and vibration from demolition and construction works on sensitive
receivers surrounding the site. This includes strategies for:
• minimising unreasonable noise and vibration impacts on sensitive receivers;
• avoiding cosmetic and structural damage to sensitive receivers and utilities from construction vibration;
• maintaining positive working relationships with surrounding businesses, schools and residents; and
• effective community consultation and complaints handling.
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1.4 Roles and Responsibilities
As the main contractor, Richard Crookes shall be responsible for ensuring that noise and vibration from
activities carried out on site is minimised as far as practical.
This includes responsibility for:
• Ensuring that any site noise and vibration and, in particular, any complaints regarding noise and vibration are
monitored, investigated, managed and controlled, in accordance with the recommendations provided in this
document.
• Ensuring all works are undertaken in strict accordance with the requirements of the contract documents and
this plan.
• Ensuring any noise generated during the construction of the development is not offensive noise within the
meaning of the Protection of the Environment Operations Act, 1997 or exceeds approved noise limits for the
Subject Site.
• Ensuring all Project personnel and sub-contractors employed are aware of their responsibilities in regard to
the management of noise and vibration during construction and assume the responsibilities assigned to
them within this Plan.
• Monitoring and managing noise and vibration impacts on receivers, in accordance with the requirements of
this Plan.
• Consulting with key stakeholders to inform them of the nature of the construction work, to determine any
specific noise and vibration sensitivity they may have and to negotiate appropriate respite periods.
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2. Legal Requirements
2.1 Development Consent Conditions
This CNVMP has been prepared to address the conditions of Development Consent SSD 8671 for the
WBACP redevelopment as issued to Infrastructure NSW (Table 1). In addressing these conditions, this CNVMP
also addresses the conditions of Development Consent SSD 7561 for internal fitout/refurbishment works of
Wharf 4/5 and Shore Sheds 4/5 on behalf of Sydney Theatre Company.
Table 1. Development Consent Conditions
No. Condition

Reference

Construction Noise and Vibration
B65 Prior to the issue of the relevant Crown Building Works Certificate, a Construction Noise and
Vibration Management Plan (CNVMP) prepared by a suitably qualified person shall be
submitted to the Certifying Authority. The CNVMP must be prepared in consultation with, and
address the relevant requirements of, Council and the EPA. The CNVMP shall address (but not
be limited to):
a)

Be prepared in accordance with the EPA’s Interim Construction Noise Guideline;

Section 4.1 & 4.2

b)

Identify nearby sensitive receivers and land uses;

c)

Identify the noise management levels for the project;

d)

Identify the construction methodology and equipment to be used and the key sources of noise
and vibration;

e)

Details of all reasonable and feasible management and mitigation measures to be
implemented to minimise construction noise and vibration;

f)

Be consistent with and incorporate all relevant recommendations and mitigation measures
outlined in the Noise and Vibration Impact Assessment (dated 11 October 2017) in Appendix
19 of the EIS and the supplementary Noise and Vibration Report (dated 23 January 2018) in
Appendix 2 of the RTS;

This plan

g)

Ensure all potentially impacted sensitive receivers are informed by letterbox drops prior to the
commencement of construction of the nature of works to be carried out, the expected noise
levels and duration, as well as contact details for a construction community liaison officer; and

Appendix B

h)

Include a suitable proactive construction noise and vibration monitoring program which aims
to ensure the construction noise and vibration criteria in this consent are not exceeded.

Section 6.4

Section 3 &
Appendix A
Section 4.1.3
Section 5
Section 6.6

Upgrades to common walls
B72 In internal areas of the Pier 2/3, Wharf 4/5 and Shore Sheds 4/5 buildings which share a
common wall with existing operational tenancies, the Applicant must upgrade the common
walls with additional plasterboard linings, sound absorptive finishes or the like.
These works must be completed as soon as practicable prior to the commencement of all
other construction works in internal areas of the Pier 2/3, Wharf 4/5 and Shore Sheds 4/5
buildings.
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Table 1. Development Consent Conditions
No. Condition

Reference

D14 If the noise from a construction activity is substantially tonal or impulsive in nature (as
described in Chapter 4 of the NSW Industrial Noise Policy), 5dB(A) must be added to the
measured construction noise level when comparing the measured noise with the construction
noise management levels.

Section 5.2

Construction Hours
C1

Construction, including the delivery of materials to and from the site, may only be carried out
between the following hours:
a) between 7am and 6pm, Mondays to Fridays inclusive;
b) between 8am and 1pm, Saturdays.
No construction work may be carried out on Sundays or public holidays

Section 6.3

Activities may be undertaken outside these hours if required:
a) by the Police or a public authority (not the Applicant) for the delivery of vehicles, plant or
materials; or
b) in an emergency to avoid the loss of life, damage to property or to prevent environmental
harm.
Notification of such activities must be given to affected residents before undertaking the
activities or as soon as is practical afterwards.
Rock breaking, rock hammering, sheet piling, pile driving and similar activities may only be
carried out between the following hours:
a) 9am to 12pm, Monday to Friday;
b) 2pm to 5pm, Monday to Friday; and
c) 9am to 12pm, Saturday.
Noise and Vibration Management
C2

The development must be constructed with the aim of achieving the construction noise
management levels detailed in the Interim Construction Noise Guideline (Department of
Environment and Climate Change, 2009). All feasible and reasonable noise mitigation
measures must be implemented and any activities that could exceed the construction noise
management levels must be identified and managed in accordance with the Construction
Environmental Management Plan.

Section 6.6

C3

Any noise generated during the construction of the development must not be offensive noise
within the meaning of the Protection of the Environment Operations Act, 1997 or exceed
approved noise limits for the Subject Site.

Section 1.4

C4

Heavy vehicles and oversized vehicles must not queue or idle on Hickson Road outside of
construction zones awaiting access to the Subject Site.

Section 6.6

C5

The Applicant must schedule intra-day ‘respite periods’ for construction activities predicted to
result in noise levels in excess of the “highly noise affected” levels, including the addition of
5dB to the predicted levels for those activities identified in the Interim Construction Noise
Guidelines as being particularly annoying to noise sensitive receivers.

Section 6.6

C6

Vibration caused by construction at any residence or structure outside the subject site must
be limited to:
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Table 1. Development Consent Conditions
No. Condition

Reference

a)

for structural damage vibration to buildings (excluding heritage buildings), British Standard
BS7385 Part 2-1993 Evaluation and Measurement for Vibration in Buildings;

Section 4.3.1

b)

for structural damage vibration to heritage buildings, German Standard DIN 4150 Part 3
Structural Vibration in Buildings Effects on Structure; and

Section 4.3.2

c)

for human exposure to vibration, the evaluation criteria presented in British Standard BS6472 Guide to Evaluate Human Exposure to Vibration in Buildings (1Hz to 80Hz) for low probability
of adverse comments.

Section 4.3.1

2.2 Standard & Guidelines
In preparing this plan, Osterman Consulting has considered the following guidelines and standards:
• NSW Interim Construction Noise Guideline (ICNG), Department of Environment and Climate Change 2009
• Australian Standard AS/NZS 2107:2000 Acoustics - Recommended design sound levels and reverberation
times for building interiors
• Australian Standard AS2436-1981 Guide to Noise Control on Construction, Maintenance and Demolition
Sites
• British Standard BS 6472-2008, ‘Evaluation of human exposure to vibration in buildings (1- 80Hz)
• British Standard 7385: Part 2-1993 'Evaluation and measurement of vibration in buildings'
• German Standard DIN4150-1999 Structural vibration Part 3: Effects of vibration on Structures
• Transit Noise and Vibration Impact Assessment, Federal Transit Administration 2006
• Update of Noise Database for Prediction of Noise on Construction and Open Sites, Department for
Environment Food and Rural Affairs (UK), 2005
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3. Sensitive Receivers
Sensitive receivers have been identified in the Noise and Vibration Impact Assessment conducted by Arup
(dated 11 October 2017). Sensitive receivers consist of residential, commercial and mixed commercial/
residential premises, as outlined in Table 2 and illustrated on the site plan in Appendix A.
Table 2. Sensitive Receivers
ID

Receiver

Building
Category

1

Pier One Hotel

Residential /
Commercial

2

Lower Fort St Residences

Residential

3

Pottinger St Residences

Residential

4

Pier 2/3 Shore Shed

Commercial

5

16 Hickson Road

Commercial

6

18 Hickson Road

Residential /
Commercial

7

Pier 6/7 Shore Shed

Residential /
Commercial

8

Pier 6/7 Apartments

Residential
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4. Construction Noise and Vibration Criteria
4.1 Airborne Noise Management Levels
Pursuant to Development Consent Condition C2, Noise Management Levels for the project are defined
according to DECC’s Interim Construction Noise Guideline (ICNG).
4.1.1 Noise Management Levels for Residential Receivers
The ICNG stipulates NML’s for residential receivers that are based on the Rating Background Level (RBL) plus
an additional allowance dependent on the time of day. This data is reproduced in Table 3.
Table 3. ICNG Noise Criteria
Time of Day

Management Level
LAeq (15 min)*

How to apply

Recommended
standard hours:
Monday to Friday
7am to 6pm

Noise affected
RBL + 10 dB

The noise affected level represents the point above which there
may be some community reaction to noise.
• Where the predicted or measured LAeq (15 min) is greater than the
noise affected level, the proponent should apply all feasible
and reasonable work practices to meet the noise affected
level.
• The proponent should also inform all potentially impacted
residents of the nature of works to be carried out, the
expected noise levels and duration, as well as contact details.

Highly noise affected
75 dB(A)

The highly noise affected level represents the point above which
there may be strong community reaction to noise.
• Where noise is above this level, the relevant authority (consent,
determining or regulatory) may require respite periods by
restricting the hours that the very noisy activities can occur,
taking into account:
1. times identified by the community when they are less
sensitive to noise (such as before and after school for works
near schools, or mid-morning or mid-afternoon for works
near residences
2. if the community is prepared to accept a longer period of
construction in exchange for restrictions on construction
times.

Saturday
8am to 1pm
No work on Sundays /
Public Holidays

Outside recommended Noise affected
standard hours
RBL + 5 dB

• A strong justification would typically be required for works
outside the recommended standard hours.
• The proponent should apply all feasible and reasonable work
practices to meet the noise affected level.
• Where all feasible and reasonable practices have been applied
and noise is more than 5 dB(A) above the noise affected level,
the proponent should negotiate with the community.
• For guidance on negotiating agreements see section 7.2.2.

*Noise levels apply at the property boundary that is most exposed to construction noise, and at a height of 1.5 m above ground level. If
the property boundary is more than 30 m from the residence, the location for measuring or predicting noise levels is at the most noiseaffected point within 30 m of the residence. Noise levels may be higher at upper floors of the noise affected residence.

Report no. 0118-053-01
Page 11
! of 30
!

Construction Noise & Vibration Management Plan
Walsh Bay Arts & Cultural Precinct

For the purpose of establishing construction Noise Management Levels in accordance with Table 3, RBL’s
have been sourced from the Noise and Vibration Impact Assessment conducted by Arup in 2017. These
results are reproduced in Table 4. Note that these values will be updated with new monitoring data once
access to site is given. Project NML’s in Section 4.1.3 will be updated accordingly at that time.

Table 4. RBL’s from EIS Data
ID

Sensitive Receiver

Measure
Location

RBL (7am to
6pm)

RBL (6pm to
10pm)

RBL (10pm to
7am)

1

Pier One Hotel

Meas 2

57

54

51

2

Lower Fort St Residences

Meas 4

53

52

49

3

Pottinger St Residences

Meas 4

53

52

49

4

Pier 2/3 Shore Shed

N/A

N/A

N/A

N/A

5

16 Hickson Road

N/A

N/A

N/A

N/A

6

18 Hickson Road

Meas 5

54

50

48

7

Pier 6/7 Shore Shed

Meas 5

54

50

48

8

Pier 6/7 Apartments

Meas 6

49

47

44

4.1.2 Noise Management Levels for Other Receivers
Other receivers identified around the Project site include various commercial premises. Noise Management
Levels for Other Receivers are outlined in Table 5.
Table 5. Other Noise Management Levels
Land Use

Noise
Management Level
LAeq (15 min)1

Where NML
Applies

Reference

Office building (general office
areas)

45 dB(A)

Internally

AS2107
‘maximum’

Commercial premises (including
offices and retail outlets)

70 dB(A)

Externally

ICNG

1NML

applies when receiver is in use
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4.1.3 Project Noise Management Levels
Table 6 presents the NML’s applicable to each sensitive receiver for the intended working hours.
Table 6. Project Noise Management Levels

ID

1

Sensitive Receiver

Pier One Hotel

Criteria

NML
dBLAeq (15 min)

RBL

Noise Aﬀected

Highly Noise
Aﬀected
75

Residential

57

67

Commercial

-

70

2

Lower Fort St Residences

Residential

53

63

75

3

Pottinger St Residences

Residential

53

63

75

4

Pier 2/3 Shore Shed

Commercial

-

70

5

16 Hickson Road

Commercial

-

70

6

18 Hickson Road

Residential

54

64

Commercial

-

70

Residential

54

64

Commercial

-

70

Residential

49

59

7

8

Pier 6/7 Shore Shed

Pier 6/7 Apartments

75

75

75

4.2 Ground-borne Noise Management Levels
Ground-borne Noise Management Levels for residential receivers are provided in Table 7.
Table 7. ICNG NML’s for Ground-borne Noise
Land Use

Noise Management Level LAeq (15 min)

Daytime 7am - 6pm

Internal noise level of 45dB(A)

Evening 6pm - 10pm

Internal noise level of 40dB(A)

Night-time 10pm - 7am

Internal noise level of 35dB(A)
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4.3 Construction Vibration
Construction vibration is assessed against either Human Comfort criteria or Structural Damage criteria.
Assessment against Human Comfort criteria is reasonable for long term vibration however is unnecessarily
restrictive for relatively short periods of vibration such as that associated with works on this Project.
Compliance with Human Comfort criteria may significantly prolong the works and result in greater disturbance
to occupants of surrounding sensitive receivers. Vibration criteria is therefore based on British Standard 7385
Part 2 - 1993 for the prevention of cosmetic damage.
4.3.1 Vibration Criteria
British Standard 7385: Part 2 1993 suggests levels of vibration at which ‘cosmetic’, ‘minor’ and ‘major’
damage may occur. This standard is based on data collated from a wide range of national and international
sources which collectively saw relatively few cases of damage caused by vibration. BS7385 suggests that
vibration levels up to the cosmetic damage level are considered ‘safe’ and have produced no observable
damage for particular building types.
For the purposes of this standard, damage includes minor non-structural effects such as hairline cracks on
drywall surfaces, hairline cracks in mortar joints and cement render, enlargement of existing cracks and
separation of partitions or intermediate walls from load bearing walls.
BS7385, reproduced in Table 8, is based on peak particle velocity and specifies damage criteria for transient
vibration within the range of frequencies usually encountered in buildings, being 4Hz to 250Hz.
Table 8. BS7385: Part 2 Damage Criteria
Group

Type of Structure

Damage Level

Peak component particle velocity, mm/s
4 Hz - 15 Hz

1

2

Reinforced or framed structures
Industrial and heavy commercial
buildings

Unreinforced or light framed structures
Residential or light commercial type
buildings

15 Hz - 40 Hz

40 Hz and above

Cosmetic

50

Minor

100

Major

200

Cosmetic

15 to 20

20 to 50

50

Minor

30 to 40

40 to 100

100

Major

60 to 80

80 to 200

200

Note that the British Standard states that the guide values (Table 8) relate predominantly to transient vibration
which does not give rise to resonant responses in structures and low-rise buildings. Where dynamic loading
caused by continuous vibration may result in magnification of vibration through a building structure the
guideline values may need to be reduced by up to 50 per cent. Rock breaking, rock hammering and sheet
piling activities are considered to have the potential to cause dynamic loading in some structures.
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4.3.2 Heritage Structures
The British Standard states that “A building of historical value should not (unless it is structurally unsound) be
assumed to be more sensitive.” Unless otherwise advised, heritage buildings and structures would be
assessed as per the criteria in Section 4.3.1 as they should not be assumed to be more sensitive to vibration
unless they are found to be structurally unsound. If a heritage building or structure is found to be structurally
unsound (following inspection) a more conservative frequency-dependent criteria consistent with German
Standards (DIN 4150 Part 3 - 1999) would be considered. This criteria is presented in Table 9.
Table 9. DIN 4150: Part 3 Structural Damage Criteria
Peak Particle Velocity (mm/s)

Group

Type of Structure

1 Hz to 10 Hz
3

Plane of Floor
of Uppermost
Story

At Foundation

Structures that because of their
particular sensitivity to vibration, do
not correspond to those listed in
Lines 1 or 2 and have intrinsic value
(e.g. buildings that are under a
preservation order)

3

10 Hz - 50 Hz

50 Hz - 100 Hz All frequencies

3 at 10 Hz
increasing to 8
at 50 Hz

8 at 50 Hz
increasing to 10
at 100 Hz

8

4.3.3 Human Perception of Vibration
It should be noted that humans are generally quite sensitive to vibration, being able to detect levels of vibration
that are well below those likely to result in disruption to sensitive equipment. Human perception of vibration
and whether or not it is tolerable to the individual depends heavily on the context in which the vibration was
experienced. For example, vibration experienced while travelling in a car is expected and otherwise considered
‘normal’. Vibrations felt unexpectedly in an office or dwelling may be considered ‘abnormal’ and are therefore
more likely to yield complaints. For reference, the German Standard DIN 4150 Part 2 - 1999 presents
information on the degree of human perception of various levels of motion and is summarised in Table 10. This
information is provided for reference as it offers a sound basis for understanding the likelihood of vibrationrelated complaints which may arise as a result of construction activities on the Project.
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Table 10. Peak Vibration Levels and Human Perception of Motion
Approximate Vibration Level

Degree of Perception

0.10 mm/s

Not felt

0.15 mm/s

Threshold of perception

0.35 mm/s

Barely noticeable

1 mm/s

Noticeable

2.2 mm/s

Easily noticeable

6 mm/s

Strongly noticeable

14 mm/s

Very strongly noticeable

5. Noise and Vibration Assessment
5.1 Construction Activities and Sources of Noise
Noise intrusive activities associated with demolition and fitout works include:
• Demolition of internal walls and structures internally with mini excavators and bobcats;
• Removal of bitumen floor surfacing with jackhammer;
• Removal of external steel fire stairs with angle grinders;
• Movement of materials using hoists and tower cranes; and
• Use of hand tools and associated equipment.
An overview of equipment noise associated with each of these construction activities is presented in Table 11.
Note that an attenuation factor of 10dB(A) has been applied to equipment operating internally based on the
assumption that windows will be open during the works.
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Table 11. Construction Equipment and Associated Sound Power Levels
Equipment

Assumed Sound
Power* Level dB(A)

Attenuation Factor

Eﬀective Sound Power
Level dB(A)

Internal Equipment (Pier 2 & 3)
Bobcat

97

10

87

Pneumatic Jack Hammers

113

10

103

Powered Hand Tools

103

10

93

1.7T Excavator w/bucket

96

10

86

3.3T Excavator w/bucket

99

10

89

4.5T Excavator w/bucket

102

10

92

Internal Equipment (Wharf 4 & 5)

External Equipment

0

Tower Crane

105

0

105

Materials Hoist

96

0

96

Trucks

100

0

100

Forklift

99

0

99

Telescopic Handler

103

0

103

Angle Grinder (grinding steel)

108

0

108

Source: Noise Database for Prediction of Noise on Construction and Open Sites (DEFRA, 2005)

5.2 Airborne Noise Predictions
Using the sound power levels stated in Section 5.1, predicted noise levels have been calculated at key
sensitive receivers around the site. Predicted noise levels are provided for minimum, average and maximum
distances from the sensitive receiver that equipment is likely to operate.
Predicted noise levels are provided in Table 12 and Table 13 for each sensitive receiver locations. This includes
residential and commercial premises. Highlighted values represent those above the relevant noise
management level outlined in Section 4.1.3.
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Table 12. Predicted Noise Levels
Predicted Noise Level dB(A)
Equipment

1
Pier One Hotel
DISTANCE

2
Lower Fort St
Residences

3
Pottinger St
Residences

4
Pier 2/3 Shore Shed

Min

Ave

Max

Min

Ave

Max

Min

Ave

Max

Min

Ave

Max

Bobcat

32

28

25

31

25

21

37

25

20

45

29

23

Pneumatic Jack Hammers

48

44

41

47

41

37

41

38

36

69

45

39

Powered Hand Tools

38

34

31

37

31

27

43

31

26

59

35

29

1.7T Excavator w/bucket

31

27

24

30

24

20

36

24

19

44

28

22

3.3T Excavator w/bucket

34

30

27

33

27

23

39

27

22

47

31

25

4.5T Excavator w/bucket

37

33

30

36

30

26

42

30

25

50

34

28

Tower Crane

57

51

47

55

52

49

55

52

49

65

51

54

Materials Hoist

51

47

44

44

42

40

44

42

40

51

46

43

Trucks

63

59

56

62

56

52

68

56

51

86

60

54

Forklift

54

50

47

53

47

43

59

47

42

77

51

45

Manitou

58

54

51

57

51

47

63

51

46

81

55

49

Angle Grinder (Grinding Steel)

63

59

56

62

56

52

60

55

51

80

60

54

Table 13. Predicted Noise Levels
Predicted Noise Level dB(A)
Equipment

5
16 Hickson Road

6
18 Hickson Road

7
Pier 6/7 Shore Shed

8
Pier 6/7 Apartments

Min

Ave

Max

Min

Ave

Max

Min

Ave

Max

Min

Ave

Max

Bobcat

39

26

21

31

24

20

45

28

22

31

25

22

Pneumatic Jack Hammers

55

42

37

47

40

36

41

38

36

47

41

38

Powered Hand Tools

45

32

27

37

30

26

51

33

28

37

31

28

1.7T Excavator w/bucket

38

25

20

30

23

19

44

26

21

30

24

21

3.3T Excavator w/bucket

41

28

23

33

26

22

47

29

24

33

27

24

4.5T Excavator w/bucket

44

31

26

36

29

25

50

32

27

36

30

27

Tower Crane

56

52

50

53

51

49

59

54

51

59

53

49

Materials Hoist

45

42

41

41

40

39

45

43

41

47

44

41

Trucks

70

57

52

62

55

51

63

58

53

62

56

53

Forklift

61

48

43

53

46

42

67

49

44

53

47

44

Manitou

65

52

47

57

50

46

71

53

48

57

51

48

Angle Grinder (Grinding Steel)

70

57

52

62

55

51

65

57

53

62

56

53

DISTANCE
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5.3 Vibration Predictions
Vibration at the nearest sensitive receivers (adjacent to the building foundation) has been estimated using the
following formula from the FTA Guideline “Transit Noise and Vibration Impact Assessment”.

"
Where: PPVReceiver = peak particle velocity at the receiver in mm/s
PPVRef = peak particle velocity of the source, measured at the reference distance (7.6 m)
dref = reference distance for the vibration source (7.6 m)
d = horizontal distance from the source to the receiver (m)
The values of PPVRef are based on a review of current literature and are provided in Table 14 for reference.

Table 14. Reference PPV’s
Vibration-Generating
Equipment

PPV @ 7.6m
(mm/s)

Bobcat

0.5

Pneumatic Jack Hammers

0.9

1.7T Excavator w/bucket

0.7

3.3T Excavator w/bucket

0.8

4.5T Excavator w/bucket

0.9

Trucks

1.3

Forklift

0.1

Manitou

0.5

Predicted vibration levels are provided in Table 15 for minimum, average and maximum distances from the
sensitive receiver that equipment is likely to operate. Highlighted values represent those above the relevant
vibration criteria outlined in Section 4.3.
Note that these predictions represent maximum instantaneous levels for the purpose of assessing the
likelihood of cosmetic damage. These predictions are not applicable for the assessment of human comfort
which is measured as vibration dose values.
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Table 15. Predicted Vibration Levels
Equipment

Predicted PPV (mm/s)
Pier 2/3 Shore Shed
Min

Ave

Max

Pier 6/7 Shore Shed
Min

Ave

Max

Bobcat

0.2

<0.1

<0.1

0.1

<0.1

<0.1

Pneumatic Jack Hammers

1.3

<0.1

<0.1

<0.1

<0.1

<0.1

1.7T Excavator w/bucket

0.3

<0.1

<0.1

0.3

<0.1

<0.1

3.3T Excavator w/bucket

0.3

<0.1

<0.1

0.3

<0.1

<0.1

4.5T Excavator w/bucket

0.3

<0.1

<0.1

0.3

<0.1

<0.1

Trucks

9.6

<0.1

<0.1

0.2

<0.1

<0.1

Forklift

<0.1

<0.1

<0.1

<0.1

<0.1

<0.1

Manitou

0.2

<0.1

<0.1

0.2

<0.1

<0.1

The greatest vibration-related impacts will be truck traffic past Pier 2/3 Shore Shed. All predictions fall well
within structural damage criteria however vibration may be perceptible at the Shore Sheds, with many of the
predicted values exceeding the threshold of human perception as presented in Section 4.3.3. The key to
successful management of vibration impacts will be effective community notification and negotiation of
appropriate respite periods. Note that vibration from works on the site was calculated to be imperceptible at
other sensitive receivers.

5.4 Ground-borne Noise
Ground-borne noise occurs where vibration transmitted through the ground is radiated as audible sound from
walls, ceilings and floors. Ground-borne noise is most likely to be associated with jackhammering and may
present an issue for Pier 2/3 Shore Shed where jackhammering of the bitumen floor surface approaches this
receiver. Reflective noise barriers have no effect while absorptive noise barriers have a limited effect in
mitigating ground-borne noise.
Where possible, levels of ground-borne noise at sensitive receivers will be confirmed through site trials. These
trials will involve commencement of noise-intrusive activities away from the sensitive receiver with monitoring in
place. Monitoring will continue as works approach the sensitive receiver thus enabling validation of noise
predictions whilst minimising impact on the sensitive receiver.
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6. Noise and Vibration Management
6.1 Community Communication Strategy
Successful management of noise and vibration impacts on sensitive receivers will depend heavily on open and
timely communication with the local community. Pursuant to Development Consent Condition B3 Richard
Crookes has an established strategy for community communication and consultation which is documented in
Appendix B.

6.2 Complaints Management System
In the first instance, complaints shall be directed to a dedicated email address monitored by the Richard
Crookes site team. Other means of receiving complaints shall also be made available including a toll-free 24hour telephone number and a postal address.
On receipt of a complaint, the following shall occur:
• Investigate and determine the source of a complaint immediately, including an initial call to the complainant
(where a telephone number was provided).
• Keep the complainant informed of the process until the complaint is resolved.
• Provide feedback to requests for information from the complainant.
• Take all actions and implement all measures to prevent the reoccurrence of the complaint (where possible).
• Close out complaints within agreed timeframe (with complainant).
A flow chart for complaints received by phone is attached in Appendix C.

6.3 Hours of Work
The following is drawn from Development Consent Conditions for the project:
Construction, including the delivery of materials to and from the site, may only be carried out between the
following hours:
a)

between 7am and 6pm, Mondays to Fridays inclusive;

b) between 8am and 1pm, Saturdays.
No construction work may be carried out on Sundays or public holidays
Activities may be undertaken outside these hours if required:
a)

by the Police or a public authority (not the Applicant) for the delivery of vehicles, plant or materials; or
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b) in an emergency to avoid the loss of life, damage to property or to prevent environmental harm.
Notification of such activities must be given to affected residents before undertaking the activities or as soon
as is practical afterwards.
Rock breaking, rock hammering, sheet piling, pile driving and similar activities may only be carried out between
the following hours:
a)

9am to 12pm, Monday to Friday;

b) 2pm to 5pm, Monday to Friday; and
c)

9am to 12pm, Saturday.

With respect to the above restrictions on work hours for rock breaking and the like, it is noted that
jackhammering of the bitumen floor in Pier 2/3 would be considered a ‘similar activity’ and therefore subject to
the same restrictions. It is proposed however to consult with the affected sensitive receivers, namely
occupants of Shore Shed 2/3, to determine if alternative respite periods would be more suitable.

6.4 Environmental Monitoring
6.4.1 Methodology
Real-time noise monitoring shall be undertaken by a specialist consultant using permanent monitor
installations at key sensitive receivers around the site. It is proposed to implement an automated monitoring
system whereby monitor data is instantly and automatically uploaded to a central server via the 3G network.
Data shall be accessible by way of an online gateway whereby users can log on to the system and interrogate
monitors in real-time and view a full history of results for each location.
Monitoring will be conducted in accordance with Australian Standard (AS) 1055:1997 Acoustics Description
and Measurement of Environmental Noise and the INP (DECC, 2000).

6.4.2 Monitoring Locations
Noise monitoring shall be undertaken using permanent installations at representative sensitive receivers around
the site. Results from these monitors shall be reviewed on a weekly basis to ensure ongoing compliance.
Where complaints are received, additional monitoring may be conducted at the specific location of complaint.
Consistent with the approach adopted by ARUP, if compliance at the worst affected receivers is demonstrated
then it can be assumed that all receivers comply. Additionally, Since jackhammers are only problematic
typically within 1m of a receiver building, no vibration monitoring is considered necessary to comply with
vibration limits (M. Simon, 3 August 2018). On this basis, monitor locations are detailed in Table 16 and
illustrated in Appendix A.
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Table 16. Monitoring Locations
Location

Monitor Category

Pier One Hotel

Noise

Pier 2/3 Shore Shed

Noise

Pier 6/7 Apartments

Noise

6.4.3 Attended Monitoring
Where required, unattended long term monitoring may be supplemented with both attended and unattended
short term monitoring to:
• Validate the estimates of structure borne noise;
• Validate the estimates of internal noise levels via the facade (and thus the degree of facade sound
insulation), where applicable;
• Determine relationships between permanent monitor locations and other affected receivers such as upper
floors in a building, etc.; and
• Where complaints are received, additional monitoring may be conducted at the specific location of
complaint.
Operator-attended noise monitoring will be conducted for a minimum of 15 minutes at each location during
the works. Where a longer monitoring duration is required, measurements shall be made in consecutive 15
minute periods.
Short term unattended vibration monitoring shall be conducted at Pier 2/3 shore shed to confirm predicted
vibration levels from truck traffic.

6.4.4 Compliance with Limits and Managing Unsatisfactory Results
A real-time monitoring system such as the INFRA Monitoring System or equivalent shall be adopted on this
Project. Real-time monitoring systems provide instant notification where limits are approached or exceeded
through text and email alerts. Where vibration-intensive works are planned to occur in close proximity to
sensitive receivers, and works are expected to approach defined limits, monitoring equipment may be
equipped with visual and/or audible alarms that are triggered when the levels of vibration exceed defined
criteria.
Where works cause activation of the alert/alarm system, the following shall occur:
A. Works are to cease immediately until the cause of the trigger can be identified.
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B. Once identified, a revised approach to the works should be determined (where feasible) by site
management in accordance with this CNVMP. This shall include revision of the suitability and effectiveness
of mitigation measures employed.
C. The revised approach shall be implemented ensuring that levels are monitored closely for an initial period
as appropriate. This may require the use of additional monitors where necessary.

6.4.5 Reporting
All monitoring results shall be compiled into a weekly compliance report for assessment against the nominated
goals. Reports shall be submitted to nominated stakeholders within one week of being undertaken or at
weekly intervals for continuous monitoring.

6.5 Dilapidation Surveys
If demolition works have the potential to cause damage through vibration to utilities, structures, buildings and/
or their contents, a dilapidation survey of these items shall be undertaken in accordance with AS 4349.1
“Inspection of Buildings”.
Prior to conducting the dilapidation survey, the appropriate persons shall be advised of the inspection scope
and methodology. A register shall be maintained of all areas inspected and of any areas that could not be
accessed for inspection.

6.6 Mitigation Measures
6.6.1 Standard Mitigation Measures
Table 17 defines a range of standard noise and vibration mitigation measures that shall be adopted on the
Project.
Table 17. Noise and Vibration Mitigation Measures
No.

Control

Anticipated Noise
Reduction

Timing

N/A

Prior to starting works

Administration
NVM1

Conduct a site induction addressing the requirements of this
CNVMP for all new personnel undertaking site activities
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Table 17. Noise and Vibration Mitigation Measures
No.

Control

Anticipated Noise
Reduction

Timing

NVM2

Educate staff on noise and the impacts of workers activities on
the noise environment

N/A

Prior to starting works /
following noise
complaints

NVM3

Respond to complaints in accordance with complaints handling N/A
procedure

Prior to starting works /
as required

NVM4

Advertise contact details for complaints to be directed to.

N/A

Prior to starting works /
as required

NVM5

Conduct regular toolbox talks to reiterate the appropriate noise
and vibration management methodologies

N/A

Periodically

NVM6

Turn off machinery when not in use

Up to 10 dB

Daily

NVM7

Conduct regular noise measurements in the vicinity of the site
to assess compliance with noise criteria

N/A

As needed / following
changes in activities

NVM8

Avoid the coincidence of noisy plant working simultaneously
close together

Up to 10 dB

Where practicable

NVM9

Operate and maintain equipment according to manufacturers’
specifications.

Up to 3 dB

Daily

NVM10

Do not use crane whistles, amplified external telephone ringers/
horns or alarms (excluding emergencies)

N/A

Daily

NVM11

Heavy vehicles and oversized vehicles must not queue or idle
on Hickson Road outside of construction zones awaiting
access to the Subject Site.

N/A

Daily

NVM12

Maximise offset of noisy plant to sensitive receivers as much as
possible.

N/A

Where practicable

NVM13

Respond to complaints in accordance with complaints handling N/A
procedure

Prior to starting works /
as required

NVM14

Where a complaint is received, issue noise results to the
complainant for the relevant period

N/A

As required

Procedural

Engineering
NVM13

Upgrade common walls with additional soundproofing
measures prior to commencement of works in accordance with
Condition B72

10 to 20dB

Prior to starting works

NVM14

Use site offices and sheds as noise barriers during demolition
works

5 to 15 dB

Where practicable

NVM15

Use equipment appropriately sized for each task.

Up to 2 dB

Daily

NVM16

Use smart broadband reversing alarm on mobile equipment
where possible.

2 to 5 dB

Where practicable

NVM17

Implement encapsulated truck loading zones

Up to 10 dB

For demo works

Hours of Work
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Table 17. Noise and Vibration Mitigation Measures
No.

Control

Anticipated Noise
Reduction

Timing

NVM18

Operate during standard work hours

N/A

Daily

NVM19

Consult with affected sensitive receivers to determine sensitive
periods

N/A

As required

NVM20

Implement respite periods in accordance with Condition C1
where jackhammering approaches Shore Shed 2/3

N/A

As required

6.6.2 Additional Mitigation Measures
Where exceedance of imposed limits is expected, even after the implementation of standard mitigation
measures, it may be necessary to implement additional mitigation measures. The extent to which additional
mitigation measures are employed shall be commensurate with the degree of exceedance and may include:
• Letterbox drops;
• Targeted monitoring;
• Individual briefings;
• Phone calls; and
• Specific respite offers;
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7. Conclusion
During development of this CNVMP, it has become evident that works on the project will, at times, generate
levels of noise in excess of recommended criteria.
Prediction calculations suggest vibration levels are expected to be low at nearby sensitive receivers as such
long term vibration monitoring is not required at this stage. Noise management levels, on the other hand are
likely to be exceeded where machinery operates in close proximity to the Shore Sheds. This may necessitate
the implementation of additional mitigation measures and possibly respite periods.
The establishment of a Community Communications Strategy that facilitates open communication between
the site team and the local community will be paramount to the successful mitigation and management of
noise and vibration impacts.
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Appendices
Appendix A - Sensitive Receivers and Monitoring Locations
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1

4

8

2

5

7

3
6

Receiver Category

Monitor Location

Residential

Noise

Residential/Commercial

Vibration

Walsh Bay Arts & Cultural Precinct
Sensitive Receivers & Monitoring Locations
Date:
Created by:
Report No:

Commercial
5

Receiver ID
www.ostermanconsult.com

13/09/2018
MDS
0118 053 01
The contents within this document
are based on third party data. The
accuracy of the information can
not be guaranteed

Appendix B - Communication Plan
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INTRODUCTION
PURPOSE OF THE STRATEGY
This Community Communication Strategy (CCS) has been developed to provide a framework for
communications and engagement with internal and external stakeholders, local residents and businesses.
The strategy will define the communication requirements for the project and how information will be
distributed to key project stakeholders for the duration of the project.
This strategy identifies:
•

Key project stakeholders (internal and external)

•

Construction impacts and mitigation measures to manage those impacts

•

Procedures for the regular distribution of project information to stakeholders

•

Strategies for the facilitation of community-based forums and stakeholder interface meetings

•

Procedures and mechanisms through which the community and stakeholders can submit queries and
complaints, or provide feedback to the project team

•

Procedures for managing complaints and enquiries.

STRATEGY OBJECTIVES
The overarching communications objectives are to:
•

Maximise stakeholder support and engagement

•

Minimise stakeholder opposition

•

Mitigate against any potential community issues during the construction activities

•

Maintain the project’s reputation and standards throughout the works

•

Manage a high standard of enquiry and complaint management, ensuring that no matters are
escalated
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ABOUT RCC
Operational throughout NSW and the ACT, Richard Crookes Constructions (RCC) is a private, family
owned construction company that has been delivering projects as promised; on-time and budget, safely
and to the highest quality since 1976.

OUR VALUES
At RCC, our family values are at the core of everything we do. We value our heritage as a family business
and we’re proud of our values, as summarised below.
•

Client first: Providing a personalised service to our clients with a collaborative, open and honest
approach.

•

Delivering certainty: Providing complete confidence the project will be delivered as promised on
time and budget, safely and to the highest quality.

•

We do what we say: We deliver on our promise. Being a confident and reliable builder and providing
a great service is what we are about.

•

Family values: The company has a strong culture based on the family’s values and style: open,
honest, fair, respectful, collaborative and hard working.

•

First step safety: We have a personal commitment to first step safety. Protect yourself and your
colleagues to ensure the safety of their future, health, family, friends and surrounding environment.

OUR COMMUNITY COMMITMENT
Through our values we are committed to delivering consistent positive outcomes for the community and
key stakeholders. Balanced community engagement involves both a commitment from RCC and an
understanding of the expectation from the community, as detailed in the below table.
INFORM

CONSULT

INVOLVE

COLLABORATE

Community
Expectation

To get balanced
and objective
information about
aspects of the
project that
impact on us

To be asked our
opinions and
allow us to
provide feedback
to the company
on the matters
that concern us

To be involved in
the decision
making process
and the
exploration of
alternatives
regarding those
issues that are of
concern to us

To create a
partnership with
us whereby we
have faith that our
concerns and
ideas are
integrated into the
decision making
process

RCC Commitment

We will keep the
community well
informed

We will listen and
acknowledge
community
concerns and
provide evidence
that concerns are
considered in
decision making

We will work with
the community to
make sure
concerns and
issues are
reflected in any
alternatives
developed.
Provide feedback
to the community
on how their
inputs has
influenced
outcomes

We will look to the
community for
advice and
innovation in
solving issues and
concerns and
incorporate their
advice into the
decision making
process to the
maximum extent
possible
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DESCRIPTION OF THE PROJECT
GENERAL
The Walsh Bay Wharves are listed on the State Heritage Register under the Heritage Act 1977 and
comprise the following:
•

Pier One which contains the Sebel Pier One Sydney Hotel;

•

Pier 2/3 is the last remaining undeveloped pier (has previously received approval for cultural uses,
temporary arts events and some commercial events);

•

Wharf 4/5 which is occupied by the Sydney Theatre Company (STC), Australian Theatre for Young
People (ATYP), Bangarra Dance Theatre (BDT) and other arts organisations;

•

Pier 6/7 which has been redeveloped for residential apartments and associated boat marina;

•

Pier 8/9 which has been redeveloped for office uses; and

•

Shoresheds aligning Hickson Road which contain a range of commercial activities, including
restaurants, bars, shops and offices

The project includes a Detailed Design and Construction contract to improve the local amenity and
transform Pier 2/3, Wharf 4/5 and surrounding areas into an arts precinct for:
•

Arts festivals, events and pop ups and a range of uses such as restaurants, cafes and bars

•

Improved and new rehearsal spaces, performances spaces, back-of-house and administrative
facilities

INSW is delivering the Walsh Bay Arts Precinct project on behalf of the Cultural Infrastructure Program
Management Office (CIPMO) and Create NSW (Create), two agencies within the Arts, Screen and Culture
Division, within the NSW Department of Planning and Environment. INSW is acting as the NSW
Government’s agent for the purposes of the procurement and delivery of the Project. The Walsh Bay Arts
Precinct is to be operational by mid-2020.

LOCATION
The site is located in Walsh Bay and comprises finger wharves and structures known as Pier 2/3, Wharf
4/5 and the Wharf 4/5 Shore Sheds. Pier 2/3 and Wharf 4/5 are both two-storey timber shed structures
situated upon piers which extend approximately 200m into Sydney Harbour.
The Wharf 4/5 Shore Sheds run perpendicular to Pier 2/3 and Wharf 4/5 and are two-storey sheds with
brick facades fronting Hickson Road, which is the major vehicular access road to the site. A bridge over
Hickson Road links Wharf 4/5 with Pottinger Street to the south.
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Pier 2/3 is largely unoccupied but occasionally holds temporary cultural and art events.
Wharf 4/5 is occupied by arts organisations, including the STC. Shore Sheds 4/5 is used primarily for
commercial activities, including restaurants and offices.
A continuous foreshore promenade links the site with Barangaroo and Circular Quay. The wharf aprons
are used for pedestrian access, deliveries, recreational fishing, sightseeing and outdoor dining.

CONSTRUCTION HOURS
The anticipated construction hours as outlined within the approved Environmental Assessment Report are:
•

Monday to Friday: 7am and 6pm

•

Saturday: 8am and 1pm

•

No work will be carried out on Sundays and Public Holidays.

Out-of-hours work is not expected to be required for this project. However, should any out-of-hours work
be necessary, the community will be notified a minimum of seven days in advance once all relevant
approvals are in place.

PROPOSED TIMEFRAMES
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The table below (to be finalised upon award) provides an overview of the construction activities and the
timeframe for the works.
CONSTRUCTION ACTIVITIES
ACTIVITY

Site set up including
environmental controls
Demolition and roof
modifications
Below wharf services
Structural works
Building services,
finishes
Fit-out of equipment &
furniture
External works
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SITE MANAGEMENT CONTACT DETAILS
Key contact details are provided below:
POSITION

NAME

PHONE (W)

PHONE (M)

Construction
Manager

Bill Stavrinos

TBA

TBA

Project Director

Laurie Foy

TBA

TBA

Project Manager

Peter Fulton

TBA

TBA

Communications
Manager

TBA

TBA

TBA

Contract Manager

Gabrielle Burnett

TBA

TBA

Contract
Administrator

Tom Brennan

TBA

TBA

Site Manager

Vince Leso

TBA

TBA

Foreman

TBA

TBA

TBA

WHS Management
Rep.

Andrew
Bombardiere

TBA

TBA

LOCATION

PHONE

FACSIMILE

TBA

TBA

TBA

Site Management
Project Office
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STRATEGIC APPROACH
The primary project communications and stakeholder engagement objective is to minimise impacts whilst
undertaking the works. RCC recognise how our approach with stakeholders and the community will play a
significant role in the successful delivery of the project and the final operations. With the project located
within a very high profile and active community, early and proactive engagement will be a critical factor for
success.
We will achieve successful delivery of the project by:
•

Implementing the requirements of the DA

•

Developing and monitoring clear communication objectives and principles

•

Recognising the significant heritage considerations of the Walsh Bay wharves, and working closely
with the NSW Government to manage these considerations in regards to the community

•

Planning effectively and addressing stakeholder concerns and issues as paramount in the planning
and delivery of works

•

Undertaking proactive and attentive early engagement to best understand and address community
concerns

•

Identify, allocate and mitigate risks – understand impacts and avoid complaints

•

Developing and maintain internal relationships and communications

•

Work with INSW to ensure timely internal communication is undertaken

•

Ensure external communications to all stakeholders are timely, relevant and flexible

•

Plan to ensure no delays to approvals process during delivery, this is inclusive of any related to
Council, RMS and internal communications collateral

•

Establish a shared culture of responsibility, ensure consistent messaging, robust process and
procedures and a diligent project induction for all staff and workforce

•

Transparent and accurate record keepings and reporting

•

Development and implementation of flexible and relevant communication and engagement tools
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COMMUNITY AND STAKEHOLDERS
KEY STAKEHOLDERS
A separate Stakeholder Management Plan has been developed to provide a detailed summary of key
stakeholders, engagement strategies and potential issues. This plan will be refined upon award and further
expanded upon completion of stakeholder surveys. A high level summary of key stakeholders is detailed in
the table below.
CATEGORY

STAKEHOLDERS

NSW GOVERNMENT

•

Infrastructure NSW

•

NSW Department of Premier and Cabinet

•

Cultural Infrastructure Program Management Office (CIPMO)

•

Create NSW

•

NSW Treasury

•

NSW Department of Planning and Environment

•

NSW Office of Environment and Heritage

•

Transport for NSW

•

Roads and Maritime Services

•

Australian Theatre for Young People

•

Bell Shakespeare Company

•

Australian Chamber Orchestra

•

Sydney Theatre Company

•

Bangarra Dance Theatre

•

Sydney Dance Company

•

Philharmonia, Gondwana and Song Company Choirs

•

Operator (yet to be appointed) of Raw Event Space on Pier 2/3

MAJOR USERS

PRECINCT
STAKEHOLDERS

•

Members of the Precinct Management Association, including;
–

Existing occupants of Shore 2/3 offices

–

Existing residents in Wharf 6/7

–

Existing occupants of Wharf 8/9 offices

–

Retail operators throughout the precinct

–

Pier One Hotel

•

Local residents and businesses of Millers Point and Dawes Point

•

Retail operators on the southern site of Hickson Road

STAKEHOLDER ANALYSIS
A detailed stakeholder analysis can be found in Section 6 of the Stakeholder Management Plan. This plan
will be refined upon award.
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CONSULTATION STRATEGY
COMMUNICATION AND INFORMATION SHARING
There are a number of diverse stakeholders that may have competing interests and may be potentially
impacted by the Walsh Bay Arts Precinct construction works. More widely, there are also those interested
in the future of the Precinct. To be most effective, engagement must be comprehensive, targeted and
flexible. We are committed to proactive communications focusing on a no surprises approach from the
outset and meaningful and well-publicised engagement on design matters will create a solid platform for all
subsequent activity.
Comprehensive engagement around both design and construction will ensure that those who want to be
involved in engagement – and who should be – have this opportunity, including through proactive publicity
to raise their awareness. Targeted engagement means this engagement will reflect stakeholders’ unique
needs and take a variety of forms. The table below provides an overarching guide to our approach.

Stakeholder
Businesses / nonresidential
stakeholders
e.g. Sydney Theatre
Company
Neighbouring
residents / strata
committees
e.g. residents of
Hickson Road
Patrons, visitors,
tourists and general
public
e.g. patrons of the
Rosyln Packer
Theatre
Special interest and
community
representative
groups
e.g. Walsh Bay Arts
Chamber of
Commerce
Government and
public authorities
(Council, State and
Federal)
e.g. City of Sydney
Council
Emergency
e.g. Fire and Rescue
NSW

Neighbouring
projects
e.g. miscellaneous

Methods of communication
-One-on-one briefings
-Regular construction update
notices/newsletters
-Opportunity to participate in the
CLC
-Business survey/doorknocks/pre
condition property surveys
-One-on-one briefings
-Opportunity to participate directly in
the CLC
-Regular construction update
notices/newsletters
-Door-knocks/ pre-condition
property surveys
-On-line and on-site information
supported with careful co-ordination
with business

Purpose
Proactive updates and prompt
reactive steps to anticipate
and quickly meet needs of
businesses. This will be
forward-facing and assist to
mitigate the impact of works

Frequency
-One-on-one briefings as
required
-Construction update notices,
driven by milestones and DA
requirements
-Monthly CLC

Proactive updates and prompt
reactive steps to anticipate
and quickly meet needs of
local residents

-One-on-one briefings as
required
-Monthly CLC
- Construction update notices,
driven by milestones and DA
requirements

In cooperation with businesses
and visitor attractions, provide
information to minimise
disruption

-Construction update notices,
driven by milestones and DA
requirements

-One-on-one briefings
- Construction update notices,
driven by milestones and DA
requirements
-Opportunity to participate in the
CLC

Utilise existing platforms and
channels of communications
to maximise awareness and
amplify messages

-One-on-one briefings as
required
-Monthly CLC
-Construction update notices,
driven by milestones and DA
requirements

-Opportunity to participate directly in
the CLC
-Provision of all public
communications collateral

Ensure a proactive and
forward-looking approach with
opportunities to meet

-Pre-meeting before works
commence as part of the
development of the Safety
Management Plan
-One-on-one briefings
-Construction update notices, driven
by milestones and DA requirements
-Regular meetings
-Sharing of communications, cross
referencing

Confirm effective protocols
and procedures, and ensure
prior-notification of relevant
works e.g. those with access
implications

-One-on-one briefings as
required
-Monthly CLC
- Construction update notices,
driven by milestones and DA
requirements
-One-on-one briefings as
required
-Construction update notices,
driven by milestones and DA
requirements

Better understand, mitigate
and communicate cumulative
impacts

-Construction update notices,
driven by milestones and DA
requirements
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Stakeholder
Local and metro
media
e.g. The SMH
Staff and workforce
e.g. various subcontractors

Methods of communication
-Press releases i.e. good news
stories
-Site tours and briefings
-Community and stakeholder
induction briefings
-Material such as Project
Information Cards

Purpose
Convey and amplify key
messages

Frequency
-As required

Facilitate courteous,
professional and responsive
behaviour, especially when
dealing with the public

-Prior to works on site/prior to a
new starter commencing
working on site

CONSULTATION OF STAKEHOLDER GROUPS
Business, residential and other stakeholders that may be specifically impacted by project works have been
listed in the table below:
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STAKEHOLDERS AND CONSULTATION STRATEGIES
PRECINCT

IMPACTS

CONSULTATION STRATEGY

Businesses

During construction: extra traffic
(steel delivery, concrete trucks)

A construction update advising of progress of current
works and advice of upcoming works
One on one consultation in the form of doorknocking –
a visit will be made to update progress on works and
inform businesses of upcoming works
Regular meetings with the Walsh Bay Arts & Commerce
Chamber
Community Liaison Committee (CLC) – monthly meetings
Ongoing communication with the Client, property
managers and business tenants via regular email flyers
and project updates.
The agreed complaint handling procedures will be
implemented

Residents

During construction: noise, traffic,
dust

Prior to works starting, notification and consultation will
be undertaken with the identified key sensitive receivers.
One on one consultation in the form of doorknocking will
be undertaken with identified sensitive receivers to make
them aware of works, and the potential issues such as
concrete trucks utilising site on a 10 hour basis, Saturday
works, restrictive precinct access etc.
One on one consultation in the form of doorknocking will
be undertaken with the residents potentially impacted by
regenerated noise and vibration
The agreed complaint handling procedures will be
implemented

Employees &
Subcontractors

WHS concerns
Career progression & learning
opportunities
For those who live in regional
communities where our projects
are based – interactions out of
work hours, business creation
during the life of the project,
supporting social infrastructure

Both the Head Office at Artarmon and project sites,
employees and contractors are expected to participate in
company improvements, via:
Safety committees
Performance appraisals
Direct communications between employees &
management
Newsletters & alerts
Intranet
Monthly reporting & corporate reports
IT helpdesk
Induction, toolbox and pre-start briefings
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STAKEHOLDERS AND CONSULTATION STRATEGIES

Local &
Indigenous
Communities

Disengagement of local &
indigenous communities with the
project
Non - fulfilment of GC21 Contract
obligations contained in Aboriginal
Participation Plans
Misalignment of RCC’s policies
and the NSW Government’s
commitment to creating outcomes
(training, employment, enterprise
development) for Aboriginal
people, as referred to in the
Making It Our Business Strategy
and procurement in construction
policy.

Development of Aboriginal Participation Plans to involve
the indigenous community
Community consultation groups
Newsletters and other targeted communications
Monthly reporting & corporate reports
Smoking ceremony upon commencement of project
Community perception surveys

Potential to affirm and respect
indigenous and other heritage &
cultural values
Suppliers

Suppliers and subcontractors not
aware of RCC’s expectations
Impacts of RCC’s payment terms
and conditions on suppliers and
subcontractors

Community
Organisations

Assurance that potential impacts
(social, environmental, safety etc.)
have been considered during
RCC’s projects and mitigated
RCC’s community interactions
and support are mutually
beneficial and sustainable

Technology exchanges
Identification of risks associated with their activities and
implementation of controls
Seek to utilise local suppliers and support these suppliers
Community consultation and engagement groups

Support local sporting and other groups
Corporate programmes

Unions

Freedom of our employees to
choose to join labour unions

Communicate with unions on specific issues, RCC’s CBA
etc.

Regulators

Government has mechanisms of
regulation that cover a range of
aspects within RCC including
industrial, safety, environment

RCC’s activities required to work within legislative
frameworks and local and state levels
Meetings with Council, BCA consultant with respect to
planning and design issues
Onsite meetings with Local Council, DECC, WorkCover,
ABCC to ensure RCC works complying with legislation,
minimising impacts to stakeholders, minimising industrial
relations conflicts, etc.

TENANT GROUPS
From project inception RCC will implement an integrated proactive communications program that overlays
the design and construction program. This program will incorporate the diverse tenant groups, their needs
and interest level.
The aim of our approach is to give tenants opportunities to understand the design and construction process
and for the project team to respond to stakeholder needs in nuanced ways. We believe this is crucial to
managing stakeholder expectations. In turn it will help minimise the potential of complaints and de-risk the
project.
Segmentation of tenant needs in the planning of works
We propose three broad categories of tenants:
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•

Creative arts organisations, such as the Sydney Theatre Company (STC)

•

Local businesses, such as cafés and eateries on Hickson Road

•

Residents, such as those in properties on Hickson Road

We propose a communications governance model that provides the opportunity to engage with these groups
from project inception, to plan a schedule of communications and to test assumptions and concerns through
final design, construction and the operations phase.
Communications and project governance to respond to tenant needs
We propose establishing two key governance activities, which will be utilised from project inception to
engage tenants and stakeholders:
•

Construction Liaison Committee (CLC) – Refer to Section 7.4

•

Stakeholder interface meetings – Dedicated meetings to address issues raised at the CLC – Refer to
Section 7.5

We propose that at project inception tenants be invited to join the CLC. The first meeting will take the form
of a facilitated workshop to introduce the design and construction elements of the project and work through
the proposed program, as well as suggested communication methods, channels and timing. A second
workshop the following month will take tenants through the detailed design and construction program, and
identify how tenants’ feedback will be considered and their concerns mitigated.
Tailored engagement for high interest tenants
We recognise that creative agencies, particularly the STC, and surrounding strata committees, will require
more intensive and customised engagement. For this reason, we will meet them outside of formal
governance meetings to:
•

Establish ways of working, which leverage their communications channels, to promote the design and
construction program under the umbrella of a ‘no surprise approach’ and the positive aims of the
project

•

Work through detailed understanding of their concerns and requirements for the design and
construction program to identify methodologies that maximise scope for feedback and minimise the
impact on their operations and;

•

Define realistic expectations and ascertain the types of information they would like to receive
throughout the project.

COMMUNITY LIAISON COMMITTEE
Upon award, and prior to main works commencing, a Community Liaison Committee (CLC) will be
established to serve as an effective regular interface between the project team and representatives of the
wider local community and targeted stakeholder representatives. Although it is not a decision-making or
regulatory body, its will assist to establish positive working relationships with local stakeholders and
transparent information sharing.
The CLC will meet at least once per month initially, to provide key stakeholders with an opportunity to
access information from the team about the design process, the forward schedule of works, seek clarity
and to raise issues of concern. The CLC will also engage with Events NSW and City of Sydney Council to
ensure major events are factored into the project planning and communications schedules.
A CLC sub-plan will be developed upon award and will document the following:
•

Recruitment strategy and action plan

•

Application process

•

Membership requirements

•

Committee Mobilisation Schedule

Revision date: June 2018

COMMUNITY COMMUNICATION STRATEGY
WALSH BAY ARTS PRECINCT - TBA

•

Terms of Reference

•

CLC Code of Conduct

•

Templates for recruitment materials, including letters, forms and local newspaper advertisements.

STAKEHOLDER INTERFACE MEETINGS
We anticipate that there will be issues raised at the CLC that will require dedicated and discrete meetings
with stakeholders, such as strata committees, performing arts agencies and business owners. Inevitably
some of these stakeholders will have a keen desire to input into the design process, as ongoing users, and
should be involved.
These meetings will give high-interest stakeholders an opportunity to meet with the project team, including
relevant experts when required, and seek clarity on aspects of the project that may impact them. The
format and frequency of these meetings will be agreed upon in consultation with individual stakeholders.

INDIGENOUS STAKEHOLDERS
RCC recognises and respects the importance of Indigenous peoples' culture, heritage and traditional rights
and supports the identification, recording, management and protection of Indigenous cultural heritage
sites.
Indigenous cultural heritage is broadly defined to include matters that are significant to either Indigenous
peoples or under legislation, such as dreaming, ceremonial, sacred and burial sites; archaeological sites
where evidence of the past occupation and use by Indigenous peoples can be found; more contemporary
historic sites; and traditional knowledge.
We recognise that Indigenous peoples have a vital role to play in identifying and properly managing
cultural heritage, especially where it could be affected by our activities.
Where identified by the planning process, projects will undertake early consultations and assessments with
Indigenous peoples to ascertain whether our proposed activities are likely to impact cultural heritage
values and, in conjunction with Indigenous peoples and relevant authorities, determine how best to plan
and undertake those activities to avoid or minimise such impacts.
RCC also actively seeks to utilise traditional knowledge in the development of site-based practices such as
environmental management plans (refer Section 4 and Appendix 1 of the Project Management Plan – to
be provided upon award).

ABORIGINAL PARTICIPATION PLAN
AnAboriginal Participation Plan will be developed for a project in accordance with the contract
requirements or where there is a significant potential to benefit the local community in line with the NSW
Government’s policies (see Attachment 05 of our submission).
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ISSUES AND RISKS
Various issues may arise during delivery of the project. RCC’s strategy of early, regular and proactive engagement with stakeholders is essential to achieving effective
community and stakeholder engagement. An outline of key potential issues is identified in the table below.
ISSUES (INDICATIVE)

MITIGATION, KEY MESSAGES AND COMMUNICATION

ENVIRONMENT

•

Adhere to the environmental management requirements – noise, vibration, dust and contaminant mitigation and management
outlined in documents including but not limited to; Construction Environmental Management Plan, Construction Noise and Vibration
Management Plan, Construction Waste Management Plan and Air Quality Management Plan

•

Noise

•

Vibration

Communications

•

Dust

•

•

Containments

Respond to and record specific enquiries and comments from door-knocks, briefings, business survey and precondition property
surveys. This will assist in clearly understanding individual circumstances and communicate clear messaging

•

Monitor concerns and respond accordingly as part of ongoing dialogue through the CLC

•

Record all feedback on these matters in the Complaints and Enquiries register

•

Review construction methodologies and scheduling, to identify further opportunities to minimise impacts

HOURS OF WORKS

•

Works will be carried out between the approved hours. Works outside these hours require written approval

•

Out of hours work

•

Early work specific notifications will be provided to all relevant stakeholders in advance

•

Impact on sensitive
receivers

Communications
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•

Respond to and record specific queries and comments from the initial door-knocks, briefings, business survey and precondition
property surveys.

•

Monitor concerns and respond accordingly as part of ongoing dialogue through the CLC

•

Record all feedback on these matters in the Complaints and Enquiries register

•

Construction notification for all out-of-hours works, including deliveries. If required accompany this with door-knocks
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ISSUES (INDICATIVE)

MITIGATION, KEY MESSAGES AND COMMUNICATION

TRAFFIC

•

•

Truck haulage route/

•

Reduced patron/
resident parking

Construction Traffic and Pedestrian Management Plan to minimise delays and disruption and to be communicated to stakeholders.
Implement further opportunities to minimise impacts;
– Shuttle bus to Barangaroo parking station for STC patrons
– Issues with loading zones, ensuring access and egress is maintained
– Increases in traffic congestion on Hickson Road due to deliveries and removals, identify peak times and schedule
works/deliveries in and around these times
– Road closures and changes to traffic conditions, will also consider peak times and special events within the precinct
– Coordination of pedestrian traffic and vehicle movement at site entry and exit, clear signage and well-briefed on site personnel
– Changes to on street or durations of existing , may affect patronage to businesses, identity business specific impacts and
implement one on one consultations

•

Safe routes for pedestrians/cyclists, including traffic control at construction site entries/exits

•

Planning, scheduling and staging works to minimise road occupancy, road user impacts and peak period impacts, in addition to
identifying any cumulative impacts that may arise from other works and/or developments within the area

•

Road and pier dilapidation monitoring and reporting

Communications

SERVICES AND UTILITIES
WORKS

•

Utilities disruptions etc.
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•

Proactive communications including: construction updates, signage

•

Respond to and record specific enquiries and comments from the initial door-knocks, briefings, business survey and precondition
property surveys

•

Monitor community and stakeholder sentiment with respect to potential disruption to parking and pedestrian access. Plan joint
communications to patrons, customers and residents with tenants

•

Deliver wayfinding strategy and materials to guide pedestrian access and traffic diversions, including directional signage on
hoarding

•

Liaison with utilities providers about potential disruptions, and identify cumulative impacts

•

Early communication with tenants, and staging of any utilities disruptions to reduce impact on operations

Communications
•

Plain English schedule of any disruptions – letter box drops and door-knocks/face-to-face with tenants

•

Provide toll free 1800 number, project email and monitor regularly, and record all feedback in the Complaints and Enquiries register

•

Respond to and record enquiries and comments from initial door-knocks, briefings and Business Survey

•

Monitor concerns and respond accordingly as part of ongoing dialogue through the Complaints and Enquiries register
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ISSUES (INDICATIVE)

MITIGATION, KEY MESSAGES AND COMMUNICATION

HERITAGE AND
ARCHAEOLOGY

•

Final design will carefully consider the feedback of stakeholders through a process of meaningful engagement

•

Restoration and transformation ensures what is best about this important destination is protected and, where appropriate, enhanced

•

Ongoing monitoring will take place

•

Protection of character
and significant features

•

Oversight from NSW
Government
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Communications
•

Provide toll free 1800 number, project email and monitor regularly

•

Respond to and record queries and comments from initial door-knocks and briefings

•

Monitor concerns and respond accordingly as part of ongoing dialogue through the CLC

•

Carefully record all feedback on these matters in the Complaints and Enquiries register, noting the heightened sensitivity
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KEY MESSAGES
PROJECT MESSAGES
The key project features are to:
•

Activate the Walsh Bay Arts Precinct through the provision of a unique cultural offering and visitors
experience;

•

Rejuvenate a vital piece of Sydney’s water-front cultural heritage, providing intergenerational benefits
for the people of NSW;

•

Provide facilities that better enable arts organisations to develop world class productions and
experiences and deliver on their strategic visions and Government Objectives; and

•

Create a financially sustainable operating model of the Walsh Bay Arts Precinct and its resident arts
organisations.

Expanded key project messages will be developed in consultation with INSW upon award.

COMMUNITY MESSAGES
•

RCC is committed to minimising construction impacts through implementation of appropriate mitigation
measures and through consultation and communication about the project.

•

RCC recognise and appreciate the significant heritage considerations of the Walsh Bay precinct.

•

RCC is committed to informing the local community through regular updates in various forms of media.

•

Our communications will be accurate, reliable and timely.

•

Safety of our team, impacted stakeholders and the community, will not be compromised.

•

RCC will deliver the project sensitively and with the community needs in mind.

•

Hours of construction are between 7am and 6pm Mondays to Friday inclusive; between 8am and 1pm
on Saturdays, no works on Sundays or public holidays, and any works outside these hours is due to
other authorities requirements.
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COMMUNICATION TOOLS
The community will be informed about project impacts through the use of one or more of the activities/tools
listed in the table below.
Tool

Detail

Community
updates

Construction
notifications

•

Community updates will be developed and
distributed monthly.

•

A community update is to be delivered as part of
mobilisation.

•

These updates will also be distributed electronically
to an external mailing list.

•

Please refer to Appendix B for the distribution area.

•

Notifications will be delivered to surrounding
businesses and residents and emailed to key
stakeholders prior to the commencement of major
stages of work.

Website

As required
according to
construction
activities.

Specific notifications to be distributed to affected
stakeholders detailing any out-of-hours (OOH) or
high impact activities.

•

This may occur to accompany localised construction
notifications, particularly for high impact works such
as OOH.

As required
according to
construction
activities

•

Letters will be provided offering a precondition
property survey to all eligible property owners prior
to major construction commencing.

Identified
properties

•

A project email address will be established to
receive community feedback, queries and
complaints.

•

A 24 hour project information line will be established
to receive community feedback, queries and
complaints.

•

A project website will be established and be updated
with latest updates and notifications.

Email

Project
Information Line

Minimum of 7
days before
works.

•

Doorknocks

Precondition
property survey

Timing,
frequency or
availability

Revision date: June 2018

Whilst
available 24/7,
response will
be provided
soon as
possible within
business hours
Enquiries
responded to
within 2 hours,
during
business
hours.
Complaints
responded to
within 2 hours,
24 hours.
Website
accessible
24/7, updates
posted as
required on an
ongoing basis
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•

A centralised stakeholder database will be
established. This will keep record of
communications undertaken, key stakeholder
contacts, enquiries and complaints.

In place prior
to works
commencing,
updated
regularly

•

Project signs will be displayed around the site
hoardings and will include information about the
project start and completion dates and project
contact information, contact phone numbers and
project milestone information.

As required

Stakeholder
database

Project signage
•

Any signage on project boundaries will be in
accordance with branding protocol – refer to Section
11.5.

Preparation of a fact sheets on general issues which
may be of concern stakeholders in relation to the
project including:
•

Project overview

•

Parking arrangements and wayfinding during
construction

•

Removal of hazardous materials

•

Noise

•

Dust

•

Traffic management and road safety

Social media e.g.
Facebook page

•

Opportunity to provide key information and proactive
media stories to all stakeholders.

As required
and/or
opportunity
arises

Construction
Liaison
Committee (CLC)

•

Refer to Section 7.4.

Monthly
meetings

•

One on one meetings will be held with key
stakeholders to discuss specific issues – Refer to
Section 7.5.

Project fact sheet

Stakeholder
meetings

Wayfinding

•
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As required

Prior to any
changes to
access or
route of travel
within the
School
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PROTOCOLS AND PROCEDURES
MOBILISATION SCHEDULE
Engagement activity
and Stakeholders

Details

Contact details

Email, website, 1800 and PO box
need to be confirmed

Sub CLC Plan Draft
sent to Council by RCC
for approval

Council needs to approve the sub
plan

CLC plan approval
required

Formal approval from Council
required

Project Information
Card and ‘Sorry I
missed you cards’

For use on an ongoing basis, with
door knocking

Business survey

Audit to see how the surrounding
businesses operate on a day-today basis

Advice and assistance
for precondition
property surveys

Review letter, co-ordinate delivery
and record relevant feedback in
the complaints and enquiries
register

Advertising for CLC
members

Book advertising space in local
newspaper M3x4 ( 70mm x
262mm

Targeted door knock for
surrounding residents

Stakeholders surrounding the
construction site will be
doorknocked and delivered the
initial notification letter, which also
refers to the CLC
Application for the CLC will be
advertised in local newspaper,
M3x4 (70mm x 262mm)

Advertisement for CLC
members

Application process for
CLC

Internal meeting with
RCC

Interested stakeholders will be
allowed to submit their application
for the CLC
•
•
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To finalise the list of
committee members
Determine date, time and
location of initial meeting

Timing (2018)
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Engagement activity
and Stakeholders

Details

Community and
stakeholder induction

•

Responsibility

For the workforce,
particularly then on-site
team, including subcontractors

Project fact sheets and
Project information
cards

An overview of key points about
the project and the construction
process, used as reliable
reference tool

Frequently asked
questions

For internal use

Community and
stakeholder
construction
notifications

To be developed, as appropriate
and required

Community Updates

Monthly updates for the first six
months, to be assessed before
commencement of works

Specific customised
strategies

For use as required, to be
assessed on an ongoing basis, for
instance changes to public access

Media plan

To ensure a coordinated approach

CLC members
appointment Letter

•
•

Initial CLC Meeting

Letters to be sent out to
successful and unsuccessful
applicants.
Successful applicants will be
informed of the time and place
of the initial committee meeting

Will involve clarifying the terms of
reference for the committee
including purpose, size,
membership, quorum, meeting
frequency, duration, procedures
for meetings, recording/distribution
of comments and outcomes

Start of construction
Start of major works
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COMPLAINTS AND ENQUIRIES PROCEDURE
The RCC project team will respond to all community and stakeholder enquiries/complaints, which will be
captured in the stakeholder database.
A framework has been developed to ensure that all complaints and enquiries are handled consistently and
thoroughly. Please see Appendix 1 for the process for complaint/enquiry management.

MEDIA MANAGEMENT
Media management will be through INSW, who will work in consultation with RCC and the wider project
team to respond to any media enquiries. INSW will identify the relevancy of proactive media opportunities
that may fit in with the broader marketing objectives for the Walsh Bay Arts Precinct project.
Any personnel approached by the media or who notes media on site is to advise their supervisor
immediately.

COMMUNITY AND STAKEHOLDER INDUCTION
A customised community and stakeholder relations presentation will be delivered as part of all project site
inductions. Site inductions and regular briefings will be required for anyone going on site. RCC will provide
regular site inductions and updates for all employees and subcontractors to ensure all personnel understand
communications and engagement requirements.
This induction will include:
•

Why is good community relations important?

•

The Project’s context in relation to the community, stakeholders and businesses

•

Expected behaviours of everyone working on site and in particular within public spaces

•

Media management procedure and reporting lines

•

What to do in an emergency, such as community protest?

•

What to do when approached by a member of the public

•

How to be a good neighbour

BRANDING PROTOCOL
RCC will adhere to INSW project branding guidelines, including using project communication templates.
RCC’s logo will only appear on project collateral with INSW’s approval. We will ensure access to suitable
protective site fencing and/or hoardings or building treatments for the purpose of displaying INSW
promotional material.

11.5.1

SITE SIGNAGE AND HERITAGE
RCC recognise and appreciate heritage considerations when designing and erecting branded site signage in
the Walsh Bay Arts Precinct. Adequate time will be provided for both internal and external approvals of all
site hoarding and signage.
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APPENDIX 1 – STAKEHOLDER ENQUIRY AND
COMPLAINT MANAGEMENT
Throughout the project, stakeholders and community members may request project information, provide feedback
about project activities or lodge a complaint about construction and other project-related activities. Complaints or
enquiries may be lodged via the project information line, by email, letter and/or face-to-face contact. All enquiries,
feedback and complaints received by project or site personnel will be forwarded to the RCC Community Relations
team for acknowledgement, investigation and response as appropriate. Timelines for responses are shown in the
following table.
All project communication collateral, project related advertising (including local and metropolitan newspapers
advertisements) and the project website will provide details on how to make contact with the communications
team to make enquiries, complaints or provide feedback.
A detailed record of representations including written, electronic and verbal enquiries, feedback and complaints
will be entered into the stakeholder database. Recording enquiries and logging complaints is critical, both to
maintain contact with stakeholders and to provide transparent and detailed reporting. The stakeholder database
will be maintained and managed by the RCC Community Relations team across the life of the project.

Table 1: Response Processes
Item

Response Process

Calls
(complaints/enquiries/
feedback)

•

Representations and
written responses

•

•

•

All calls (complaints/enquiries/feedback) will be acknowledged within two working
hours.
When a complaint or enquiry cannot be responded to immediately a follow up verbal
response on what action is proposed will be provided to the complainant/enquirer
within one business day of a complaint or enquiry being received.
Any written representations will be acknowledged within two business days of
receipt.
An approved written response will be issued within 7 days of receipt by RCC.

COMPLAINTS
Complaints include any interaction with a community member or stakeholder who expresses dissatisfaction with
the project, policies, contractor’s services, staff members, actions or proposed actions during the project.
The figure below is a flow chart for managing complaints related to the project.

Procedure for responding to complaints related to Walsh Bay Arts Precinct works
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Appendix C - Complaints Handling Flowchart
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Construction Noise & Vibration Management Plan
Walsh Bay Arts & Cultural Precinct

Call Centre

Refer project information
package. Determine if
project is currently
working? Is work in a
project related area?

Good morning/afternoon XX speaking. How can I
help you today/tonight? Is this a matter that you
need immediate assistance with?

NO
Caller advises they don’t
need an immediate
response.

Not Project
Related

Is this a supplier, or
employment query?

Is this a future
tenancy enquiry
for Wynyard
place??

Is this related to an
existing tenancy
issue in the Hunter
Arcade/Connection

Is this related to construction
issue disturbing you right
now? (e.g. noise, dust,
vibration)

YES

YES
YES
Advise them to call
given number or they
can send request to:
insert email . Provide
record of call to insert
email

CLOSE

CLOSE

CLOSE

YES

NO

Send details of call
to given email for
action by project
team next business
day

Advise caller that project
team is not working to
contribute to the issues
raised, or location/source
of issue is outside the
project works area.

Advise them to
visit a given

website or
contact a given
phone number
Provide record of
call to.(insert
email)

Caller does not require
immediate response. Caller to
provide details. Advise that the
project team will come back to
them on next business day. If
applicable, provide caller with
website details.

Send details of call to given email
for action by project team next
business day

CLOSE

NO

Caller advises this matter
is an emergency/ safety
issues

Emergency

Urgent
YES

YES
Obtain details of issue.
Name, address and
phone number of
caller. Ask caller if they
would like a project
representative to ring
them back

Obtain details of issue. Name,
address and phone number of
caller. Ask caller if they would
like a project representative to
ring them back within 2 hours?

YES

Send details of call to given
Email for action by project team
next business day

CLOSE

Ring OOH primary phone and
advise re above. If not answered
ring at 2 min intervals 3 times. If
not answered ring secondary
phone, keep trying until there is a
pick up.

Provide details over the phone to
on call person and send email to
given Email for action and record.

CLOSE

Endangerment to
property/or person

NO
Caller to advise when they
would like to be rung back

Send details of call to given
Email for action by project
team for next business day

CLOSE

