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Glossary
Term/Acronym

Definition

BMP

Business Management Plan

BRM

Business Relationships Manager

CCC

Community Complaints Mediator

CCS–TSE

Community Communication Strategy – Tunnel and Station Excavation (this
strategy)

CEMP

Construction Environmental Management Plan

CHMP

Construction Heritage Management Plan

CIC

Community Information Centre

CMCG

Communications Management Control Group

CMD

Consultation Manager Database

CNVMP

Construction Noise and Vibration Management Plan

CPM

Community Place Manager

CTMP

Construction Traffic Management Plan

DP&E

Department of Planning and Environment

EIS

Environmental Impact Statement

EPA

Environment Protection Authority

EPAA

Events and Public Affairs Assistant

EPL

Environment Protection Licence

ER

Environment Representative

ESL

Eastern Suburbs Rail Line

IPIAP

Independent Property Impact Assessment Panel

JHCPBG

John Holland CPB Ghella Joint Venture

KPI

Key performance indicator

PAM

Public Affairs Manager

PDCS

Project Document Control System (TeamBinder)

PPE

Personal protective equipment

Project Planning
Approval

Critical State Significant Infrastructure Sydney Metro City & Southwest
Chatswood to Sydenham Infrastructure Approval dated 9 January 2017
(Application no. SSI 15_7400)

REMM

Revised Environmental Mitigation Measures Rev 2.0 - (Chapter 11 of the
Submissions and Preferred Infrastructure Report)

RMS

Roads and Maritime Services

SCO

Sydney Coordination Office

SCRM

Stakeholder and Community Relations Managers (North/South)
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Term/Acronym

Definition

Spoil

All material generated by excavation into the ground including the
excavation of dives, station boxes, shafts and tunnels

SSM

Senior Stakeholder and Community Relations Manager

SWTC

Scope of work and technical criteria

TBM

Tunnel boring machine

Sydney Metro

Transport for New South Wales

TSE Works

Tunnel and Station Excavation Works

TTLG

Traffic and Transport Liaison Group

TTM

Traffic and Transport Manager

WCAG 2.0

Web Content Accessibility Guidelines 2.0
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1.0

Strategy overview

1.1

Integrated, strategic and collaborative

John Holland CPB Ghella (JHCPBG) uses a highly integrated, strategic and collaborative
approach to working with communities and stakeholders. It draws on experience gained on
numerous major infrastructure projects in Australia and around the world. We will use this
experience as we deliver the Sydney Metro City & Southwest – Tunnel and Station
Excavation Works (the TSE Works).
A key element of our strategy is to design out impacts as far as possible before sites are set
up. Every attempt will be made to carefully forecast and manage the impacts on our
neighbours and keep them involved and informed along the way.

1.2

Working with Sydney to deliver its future

The TSE Works are critical for Sydney’s future and the scale of the project involves many
significant issues and highly diverse stakeholders. These include 15.5 kilometres of local
communities, blue-chip businesses in Sydney’s economic heart, many small businesses and
commuters that can ill-afford any disruption that stops Sydney from moving.
Central to this is achieving strong collaboration with councils, agencies, such as the Sydney
Coordination Office, transport operators, organisers of the city’s premier events, and others
who are also creating Sydney’s future, such as Infrastructure NSW.
The history-making nature of the TSE Works and potential archaeological finds create
opportunities to use engaging digital, broadcast and other media to add to the story of early
Sydney and the positive transformation that will follow the Sydney Metro City & Southwest
(the Project).
We will tailor information for each community and stakeholder group so they are well
informed and understand what construction involves, any impacts that might affect them and
the long-term benefits of the Sydney Metro.

1.3

Avoiding and minimising disruption and addressing concerns

Our aim during construction is always to minimise disruption, delay and inconvenience to the
affected public, road users, public transport customers, and nearby residents and
businesses. Community concerns highlighted during previous consultation include:
Managing construction impacts such as:

•
-

Public safety, particularly vulnerable pedestrians and cyclists, due to heavy vehicle
movements

-

Noise, vibration and dust

-

Traffic congestion in the CBD and on local roads, and changes to resident parking

-

Protecting homes, property, amenity and heritage

•

Managing impacts on nearby businesses during construction, maintaining access for
deliveries, tenants and customers, visibility and avoiding, if possible, effects on sensitive
equipment or other operations

•

Cumulative impacts of projects underway at the same time as the TSE Works

•

High expectations for ongoing communication, transparency and partnering, particularly
on mitigation measures.

SMCSWTSE-JCG-TPW-SH-PLN-002040
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1.4

Investing in our community

JHCPBG is strongly motivated to leave a positive legacy by investing in community life while
constructing the TSE Works. We intend to provide our staff and subcontractors with
fundraising and community-focused initiatives to allow them to show their generosity in
making a meaningful difference to the communities where we work. These include:
•

Raising significant funds to support charity

•

Donating time and expertise to be role models and mentors

•

Giving practical support and work experience for the disadvantaged and long-term
unemployed

•

Donating resources to disadvantaged schools

•

Improving community spaces with public art.

1.5

Purpose

This Community Communications Strategy – Tunnel and Station Excavation (CCS-TSE)
describes JHCPBG’s approach to managing communication on the TSE Works and meeting
our community relations obligations. This CCS-TSE describes the strategy, resources,
methodology and communication tools used for all TSE worksites.

1.6

Community and Stakeholder communication objectives

JHCPBG’s community and stakeholder communication objectives are to:
•

Comply with the Project Planning Approval

•

Work cooperatively with Sydney Metro to provide a coordinated and consistent approach

•

Minimise, where possible, the impacts of the TSE Works on stakeholders, businesses
and the community

•

Identify and appropriately address stakeholder, business and community issues

•

Keep the community informed of what to expect and what has been done to minimise
disruption

•

Enhance and protect the reputation of Sydney Metro, the NSW Government, Sydney
Metro and JHCPBG's parent companies

•

Engage the broader community of Sydney and bring them along as we deliver this
historic infrastructure project.

1.7

Compliance requirements

Transport for NSW has prepared the Sydney Metro Sydney Metro Overarching Community
Communication Strategy (OCCS) (Sydney Metro ref A5526704 Rev 5) and the Community
Consultation Strategy-Early Works Rev 2.0 (CCS-EW). TSE early works (design
investigations, utility works and site establishment) have been undertaken in accordance the
approved CCS-EW.
TSE Works Construction activities was not commenced until this CCS-TSE was approved in
accordance with Project Approval Condition B4. The CCS-TSE will be implemented for the
duration of the TSE Works as required by Condition B5. The scope of the TSE Works is
outlined in Section 2. The TSE Worksites will be progressively handed over to Sydney Metro
as construction of the TSE scope of work is completed. Completion dates for each TSE
worksite are set out in Table 17 of the CEMP. As such community communication and
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complaints management a minimum of 12 months following the completion of construction of
the Project as required under Condition B5 will be addressed in Plans and Strategies to be
prepared by Sydney Metro and its follow-on contractors.
Appendix B summarises the Project Approval conditions and Revised Environmental
Mitigation Requirements for communication and managing community impacts and how they
are addressed in this strategy.

1.8

Strategy structure and interface with other management plans

This CCS-TSE has been prepared in line with the Sydney Metro Sydney Metro Overarching
Community Communication Strategy. The TSE Project Management Plan (SMCSWTSEJCG-TPW-PM-PLN-002001) shows how the CCS-TSE, its sub-plans and the Business
Management Plan (BMP) (SMCSWTSE-JCG-TPW-SH-PLN-002042) interface with other
management plans, including the Construction Environmental Management Plan (CEMP)
(SMCSWTSE-JCG-TPW-EM-PLN-002010).
This Strategy, the site-specific sub-plans for each of the 10 surface sites, a Tunnelling
Communication Sub-plan for the 15.5-kilometre tunnels and a Business Management Plan,
are structured as shown in Figure 1.

Figure 1: Hierarchy of stakeholder and community communication plans

This Strategy includes:
•

An overview of our strategic approach (Section 1.0 - Strategy overview)

•

Project scope, key construction activities and key issues for the TSE Works, including
site-specific issues (Section 2.0 - Project context and key issues)

•

Communication approach, how we will comply with our obligations, how we will bring the
wider community with us and the positive legacy we plan to leave (Section 2.5 - Our
approach)
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•

Analysis of the TSE Works' stakeholders and their issues (Section  - Our stakeholders)

•

People and responsibilities, including collaboration with Sydney Metro, key agencies,
other contractors and other projects to deliver consistent communication and minimise
impacts (Section 4.0 - People and collaboration)

•

Supporting systems and tools, including consultation forums required by the Project
Approval, site visits, media access, open days and branding, and managing incident and
crisis communication (Section 0 - Systems and tools).

1.9

Further development

In line with JHCPBG’s project Vision of Staying Ahead of the Game, we are committed to
continual improvement, which includes considering and addressing lessons learnt. In
developing this strategy, JHCPBG has reflected on lessons learnt during the project planning
phase and during delivery of other projects, including the Sydney Metro Northwest tunnelling
works package which were documented via formal After Action Improvement Reports.
Learnings adopted from previous projects include:
•
•
•
•
•
•

The importance of internal diagnosis of the cause of complaints
Forming strong relationships to enhance communication rather than relying on
notifications
Concern about some construction can be out of step with objective impacts, often
driven by fear of property damage
Residents will generally tolerate short term tunnelling impacts if they understand what
to expect
Collaboration with site teams to respond to community issues
Including community obligations in subcontractor contracts.

Learnings from the planning phase of the project, overseen by Sydney Metro, include
consideration of the submissions made to the project EIS. Submissions predominately
related to those key areas described in Section 2.3. Based on these submissions, JHCPBG
has made a concerted effort to highlight where these key issues are relevant to particular
TSE Worksites (see Section 2.4) and particular stakeholders (see Section 4.2). Key site
issues are addressed in the site-specific sub-plans.
JHCPBG will continue to collaboratively collect and document lessons learnt from
stakeholder engagement processes over the life of the project particularly at the end of the
project design phases and at completion.
This Strategy and its sub-plans will be reviewed at intervals not exceeding 12 months
throughout the TSE Works. They will be developed, amended and updated, if necessary, to
address changes in:
•

Design and construction program

•

Stakeholder and community needs

•

JHCPBG’s activities and stakeholder and community information requirements.

Each revised version of the Strategy will be submitted electronically to Sydney Metro in PDF
format that complies with the Level AA accessibility requirements in the Web Content
Accessibility Guidelines (WCAG 2.0). The Strategy will also be available to the public on the
JHCPBG website.
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2.0

Project context and key issues

2.1

Sydney Metro City & Southwest

Sydney Metro is Australia’s largest public transport project. It will transform Sydney,
delivering more trains and faster services for customers across the network.
A new stand-alone railway network, Sydney Metro is the solution to clearing the city’s public
transport bottlenecks and will deliver a quality of rail service never seen before in Australia.
Sydney Metro City & Southwest extends the new metro network from the end of the Sydney
Metro Northwest at Chatswood, under Sydney Harbour, through new railway stations in the
CBD and west to Bankstown – a total of 66 kilometres of metro rail – see Figure 2.

Figure 2: Sydney Metro Project and dates

2.2

TSE Works scope

JHCPBG has been contracted to deliver the Tunnel and Station Excavation (TSE) Works of
the Sydney Metro City & Southwest Project. The TSE Works alignment is shown in Figure 3
The TSE Works scope includes design and construction of:
•

Twin 15.5-kilometre tunnels with permanent lining, between Chatswood and Sydenham,
including a section under Sydney Harbour from Barangaroo to Blues Point, using five
tunnel boring machines (TBMs):
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o

Two hard rock TBMs will tunnel about 6.2 kilometres each from Chatswood to
Blues Point

o

Two hard rock TBMs will tunnel about 8.1 kilometres each from Marrickville to
Barangaroo

o

One specialised soft ground TBM will tunnel twice, about 1.0 kilometre each time,
from Barangaroo to Blues Point

• Excavation and civil works for six new metro railway stations at Crows Nest, Victoria
Cross, Barangaroo, Martin Place, Pitt Street and Waterloo
• Two dive structures to allow trains to enter and exit the tunnels at Chatswood and
Marrickville
• Fifty-seven cross passages between the twin tunnels spaced about 200–240 metres apart
• A crossover cavern at Barangaroo to allow trains to cross from one track to the other
• A shaft with permanent concrete lining at Artarmon for a traction substation (the
substation is to be constructed by a follow-on contractor)
• Excavation of a temporary shaft at Blues Point to retrieve TBMs and backfilling and
remediation of the site to its existing condition
• Establishment and operation of a temporary precast facility to manufacture the TBM
tunnel lining segments at Marrickville
• Temporary barging facilities at Blues Point and Barangaroo to facilitate the delivery and
removal of TBMs and the removal of spoil from the shaft and under harbour sections of
the tunnels
• Earthworks and drainage for a future train stabling facility in Marrickville.
Works at the sites will be undertaken in phases, some of which will occur concurrently.

SMCSWTSE-JCG-TPW-SH-PLN-002040
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Figure 3: TSE Works alignment

2.2.1 Key construction activities
Table 1 outlines the key TSE Works activities. More detail about activities at each site is
provided in the sub-plans.
Table 1: Key activities of the TSE Works

Stage

Key activities

Investigations

Carry out design and site investigations including contamination, heritage,
flora and fauna, geotechnical and other surveys

Pre-construction
and site
establishment

Carry out property condition surveys
Site establishment as permitted under the Project Planning Approval including:
Install environmental controls for air quality, noise, vibration, traffic
disruption, soil and water
Clear and level sites
Set up tunnelling support infrastructure including grout plants, spoil
conveyors and a slurry treatment plant at Barangaroo

SMCSWTSE-JCG-TPW-SH-PLN-002040
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Stage

Key activities
Construct fencing, noise walls, hoardings, installing signage and public
information, offices and worker amenities, parking and public viewing areas
Construction of footings and structures for acoustic sheds and other
acoustic enclosures
Install monitoring equipment and protection for heritage items
Oversee design and manufacture of five TBMs

Demolition

Complete demolition works

Early works

Local road works and traffic changes such as site access and egress, new and
changed traffic signals, changes to bus stops, shared paths and parking
Utilities protection, relocation of services and providing high voltage power for
tunnelling works
Installation of monitoring instrument and survey points along the alignment

Tunnel segment
production

Construct precast facility at Marrickville site and an off-site storage area
Produce, store and transport precast concrete tunnel lining segments

Heavy vehicle
haulage

Manage fleet of specialised heavy vehicles to:
Deliver segments to tunnelling sites at Chatswood, Barangaroo and
Marrickville
Deliver and remove TBMs and other large plant and equipment
Remove spoil from sites and transport to approved receival sites

Mined stations,
adits and caverns

Excavations of stations using road headers – Victoria Cross, Martin Place and
Pitt Street, including excavation of adits (passages for walkways, escalators,
lifts and other services)
Excavation of rail crossover cavern at Barangaroo
Spoil removal
Temporary and permanent waterproofing and concrete lining works
Foundations for later over-station developments (by others)

Other station
excavations and
construction of
dive, portal and
other structures

Station excavations – Crows Nest, Barangaroo and Waterloo
Excavation and lining of nozzles (short enlarged tunnel sections attached to
some stations), stub tunnels and headwalls
Dive excavations and portal construction – Marrickville and Chatswood
Removal of spoil
Construction of permanent underground structures at Barangaroo, Pitt Street,
Martin Place and Victoria Cross

Shaft excavations

Shaft excavations – Artarmon, Victoria Cross, Blues Point, Barangaroo, Martin
Place and Pitt Street and removal of spoil

Northern Rail
Corridor works at
Chatswood

Vegetation removal
Piling, retaining wall construction and excavation to widen the rail corridor
Installation of noise walls and landscaping

TBM tunnelling

Assemble and launch five TBMs
Disassemble slurry TBM at Blues Point, relocate on a barge to Barangaroo
site, reassemble TBM and relaunch at Barangaroo
Tunnel drives:

SMCSWTSE-JCG-TPW-SH-PLN-002040
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Stage

Key activities
Marrickville to Barangaroo (two TBMs)
Barangaroo to Blues Point (slurry TBM for under-harbor section)
Chatswood to Blues Point (two TBMs)
Disassemble and retrieve five TBMs and transport from sites

Barging on
Sydney Harbour

Construction of barging facilities at Blues Point and Barangaroo
Delivery of TBM components to Barangaroo
Relocations of soft ground TBM components from Blues Point to Barangaroo
for relaunch and removal of hard rock TBMs from Blues Point shaft after
arrival from Chatswood
Barging of spoil from Blues Point and Barangaroo

Cross passages

Excavate, waterproof and concrete line 57 cross passages, including eight
with sumps
Removal of spoil

Reinstate Blues
Point

Backfill shaft, rehabilitate site to current state and restore public access

Demobilisation,
finishing works,
completion and
handover

Complete finishing works on tunnels including installing concrete invert
Complete cross passages
Complete all remaining works at station sites
Demobilise completed sites and hand over to follow-on contractors.

2.3

Key issues and strategic approach

The Sydney Metro is a landmark infrastructure project, critical to the future of Sydney. It will
result in significant benefits, not only to those who will use the Metro, but also to Sydney’s
entire transport system.
With construction and tunnelling through the heart of a global city and areas already
undergoing major change, the successful delivery of the TSE Works will rely on highly
effective communication, strong relationships and the ongoing support of stakeholders,
directly affected communities and the wider Sydney public.
New station sites are in busy CBD environments with highly diverse neighbours, and
constant vehicle and pedestrian traffic. Construction activities will be alongside popular
destinations, some with special events attended by millions of visitors.
Other sites will operate in high density urban and commercial precincts where our site
neighbours will be residents, businesses, light industrial, schools, childcare centres and
places of worship. Numerous major infrastructure and redevelopment projects will be
underway close to all the TSE construction sites, making coordination a critical requirement
to minimise the overall impacts on the community.
These key issues and our strategic approach to their management are outlined in the
following sections. Our strategic approach is informed by lessons learned from previous
projects including Epping to Chatswood Rail Line, Lane Cove Tunnel, Eastlink, Airport Link,
Sydney Opera House underground improvement works, Wynyard Walk and the Sydney
Metro North West Tunnelling and Station Excavation Works.
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2.3.1 Preparing large numbers of pedestrians and commuters for change
The location and scope of some of the TSE Works will potentially affect large numbers of
pedestrians and commuters at different stages of the works. This will be a key issue for:
•

Martin Place where work involves changes in pedestrian paths to/from the existing Martin
Place Station

•

Pitt Street North where Park Street is a major bus and train commuter corridor in peak
hours

•

Barangaroo with large numbers of visitors to the Barangaroo Reserve

•

Victoria Cross with high pedestrian flows including school children

•

CBD, Barangaroo and Blues Point during special events, even when the sites may not be
working, such as during New Year’s Eve celebrations, Anzac Day and on Australia Day.

The safety of vulnerable pedestrians has been considered in detail in the development of site
layouts and the Construction Traffic Management Plan (CTMP) (SMCSWTSE-JCG-TPWEM-PLN-002013).
Relevant agencies and stakeholders will be consulted so that pedestrians and commuters
are provided with early notice through media and transport operators together with signage,
wayfinding assistance, alerts and updates.
At Martin Place, marshals will be on the ground to assist on key transition days. For Victoria
Cross, communication through schools and building managers will be the key approach.
JHCPBG will participate in working groups with special event organisers and will collaborate
on key messages and other communication plans to prepare visitors for changed conditions.
2.3.2 Keeping Sydney moving during the TSE Works
JHCPBG appreciates the importance of keeping the city moving throughout the works and
the need to avoid impacts during peak hours or which would affect commuter travel times.
The main factors in potential disruption are the volume of truck movements, incident
management and successful communication of major changes. The CTMP details
JHCPBG’s strategy to minimise peak-hour truck movements in the city and use a truck
marshalling area and logistics monitoring to track and manage heavy vehicle movements.
Consultation with agencies to develop and approve the final CTMP includes agreeing
communication protocols in the event of an incident so that commuters and the broader
community can be updated promptly through Sydney Metro, the Sydney Coordination Office,
Transport Management Centre, Transport Info Line 131 500 and other established networks.
JHCPBG has consulted with Sydney Metro, Roads and Maritime Services (RMS), Sydney
Coordination Office and councils to ensure our spoil removal strategy is as effective as
possible, including identifying satisfactory alternative arrangements when changes to the
traffic network affect primary routes.
2.3.3 Minimising impacts on business
The TSE Works will interact with a range of small and large business premises concentrated
in the CBD, Victoria Cross and Crows Nest, as well as industrial areas in Artarmon and
Marrickville. A BMP has been developed to address business impacts. A dedicated Business
Relationships Manager (BRM) will work with businesses to identify and minimise potential
impacts.
The concerns of businesses in EIS submissions and early consultation have been
considered in our planning. These submissions and issues from other current CBD projects
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point to the need to work with businesses to develop measures to ensure visibility, access for
customers, maintain deliveries and other services, and manage disruption from noise and
vibration. They also require a clear ‘go to’ contact that can quickly resolve issues.
The BMP identifies specific businesses that are sensitive to construction activities and
includes specific mitigation measures to be implemented, and procedures to monitor, audit
and report on the BMP. The mitigation measures will include signage around construction
sites to provide visibility for affected businesses, and referral to the Small Business Support
Panel via Sydney Metro if required.
Our communication is designed to reach businesses potentially affected so they are kept
informed of the TSE Works and consulted in advance of major works. Our relationships and
frequency of communication will be matched to the level of impact using tiered
communications delivered by people who have a strong understanding of business needs.
Recognising many businesses will have their own stakeholders, we will work with them to
provide sufficient notice to adapt to changes, discuss contingency plans and consider
feedback. Where we anticipate that access will be affected, we will consult with those
businesses on the specifics of the changes at last two weeks in advance of the change.
Safety concerns such as the impact on evacuation plans and hydrant locations will be
discussed with building managers, in conjunction with NSW Fire and Rescue where
appropriate.
Councils, business chambers and tourism groups will all be consulted on our approach either
directly or in conjunction with Sydney Metro.
2.3.4 Minimising disruption and construction impacts
Residents, property owners, businesses and community facilities near construction sites and
the tunnel alignment have a wide range of concerns about construction impacts. JHCPBG
will engage through multiple channels to notify and build understanding of the likely impacts
of airborne noise, ground-borne noise and vibration, air quality and visual amenity, and the
reasonable and feasible options available to mitigate these impacts, including respite. Each
of the sub-plans highlight the mitigation and management strategies that have already been
developed.
The Construction Noise and Vibration Management Plan (SMCSWTSE-JCG-TPW-EM-PLN002012) (NVMP) uses sophisticated modelling to identify sensitive receivers that are likely to
be affected, and the expected duration and level of impact. Receivers who are predicted to
be highly noise affected will be consulted on respite periods. JHCPBG will implement a
comprehensive and proven communication and mitigation strategy, including reasonable and
feasible noise barriers and acoustic enclosures, and a range of respite offers.
Noise and vibration will be a key issue for:
•

Residential properties identified in the site sub-plans and the Tunnelling Communication
Sub-plan that are expected to experience potentially disruptive noise and vibration. We
will use personal and frequent communication before and during tunnelling

•

Commercial properties near Crows Nest, Victoria Cross, Martin Place and Pitt Street
sites that may experience high levels of daytime noise, especially during initial
excavation. Respite periods will be a key mitigation and we will consult with highly
affected properties to agree the most workable respite periods

•

Places of worship such as the Great Synagogue and the Waterloo Congregational
Church which will be consulted to avoid impacts during services where reasonable
and feasible
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•

Schools and childcare centres near Crows Nest, Victoria Cross and Barangaroo Stations
and the Bligh Street site for Martin Place Station. We will consult with them to agree
feasible respite periods, if required, around HSC exam time and children’s sleep time

•

Other construction impacts of potential concern will be:
o

Sites where contamination, asbestos or other hazardous waste is found and
requires management. Consultation will openly and transparently explain how the
issue will be safely and effectively managed

o

Where street trees are required to be removed or trimmed. Early consultation with
residents and others will provide details of the reasons for the removal, and how
the trees will be replaced (by follow-on contractors)

•

Concern about damage to properties, which we know correlates strongly with
regenerated noise from tunnelling or vibration that exceeds human comfort (as opposed
to levels that might cause damage which are of a higher magnitude). A program of
property condition surveys (before and after construction for eligible properties) will be
supported by introductory letters, fact sheets and training of inspectors

•

Temporary loss of community open space at Blues Point and Barangaroo where the
focus will be to explain the importance of the sites to the safe and efficient delivery of the
TSE Works. In response to community submissions, we will use barging to avoid the
need to use Blues Point Road for oversized vehicles and to reduce heavy vehicle
movements along Hickson Road.

2.3.5 Tailoring communication for diverse stakeholder needs
We recognise that the 15.5-kilometre twin tunnels will pass through diverse communities – all
with their unique needs and concerns. Using multiple communication channels, we will
provide clear points of contact and face-to-face communication for those most affected.
More broadly, our communication will reflect the expected norms of accessible, visual and
interactive information to accommodate the increased reliance on smart phones and social
media. An interactive digital portal has been developed as an easy-to-use source of
information with updates on a large touch screen at the Sydney Metro Community
Information Centre and a mobile display. A TBM tracker is also available on the Sydney
Metro website and tunnelling updates will refer the community to the tracker.
Despite the low-tech feel, signage, letterbox notifications and newsletters remain important in
keeping the community informed. Signage on sites with high passing traffic, such as Blues
Point, are used to explain the purpose of the site and key activities. Information sessions will
be held in convenient and relevant locations and at times to encourage every stakeholder
with a genuine interest to attend.
2.3.6 Minimising cumulative impacts
With the scale of construction currently underway in Sydney, our stakeholders and the
community will be affected by multiple sources of impacts and information. When they are
affected, they may not understand which of the projects or contractors should be contacted
to address their issues. They often will also have interests in different stages of the Metro
project (e.g. TSE Works versus over-station developments) and in developments that will
affect their lives in the longer term (e.g. redevelopment of social housing). A key feature of
our strategy is extensive collaboration with Sydney Metro, agencies and interface contractors
to find opportunities to minimise overall impacts. Coordinated communications will guide the
community to the right points of contact for information and complaints and help minimise
frustration.

SMCSWTSE-JCG-TPW-SH-PLN-002040

06

Community Communications Strategy

Page 17 of 82

Community Communications Strategy

This will be a key issue for:
•

Consultation is underway by others and contracts are being awarded or tendered for
overstation developments at Waterloo, Martin Place, Crows Nest, Pitt Street and Victoria
Cross

•

Barangaroo Station, where contracts have been awarded for the design and construction
of Barangaroo Central, which is adjacent to the TSE Works site

•

Martin Place, Pitt Street and Victoria Cross where numerous unrelated redevelopments
will generate noise, traffic and other concurrent construction impacts

•

Chatswood Dive site, where there are cumulative impacts from the Northern Corridor
Works by JHCPBG and others, and current and past Sydney Trains maintenance works

•

All sites where follow-on contractors begin their works while the TSE Works are still in
progress.

2.4

Site-specific issues

For all sites, the management of noise, vibration, dust, heavy vehicle movements, site
security and worker behaviour will need to be managed. Additional site-specific issues are
summarised in Table 2. All issues will be addressed in the site-specific sub-plans and, where
relevant, in the BMP.
Table 2: Site-specific stakeholder and community issues

Site
Chatswood

Issue
Cumulative impacts from the Northern corridor upgrade Works, demolition and
local developments
Traffic and pedestrian changes

Temporary closure of Frank Channon Walk

New traffic lights on Mowbray Road at the site entrance near Hampden
Road

Resident access to the Pacific Highway

Nelson Street bridge closure (and permanent removal by others)
Concern about construction traffic
Initial investigations and outcomes if required including:

Contamination and possible remediation works

Possible heritage finds and community interest
Consultation on the mitigation measures included in site establishment
including:

Noise barriers, visual amenity plan, managing noise out of hours, respite
periods, protection of heritage-listed Mowbray House, managing graffiti
and maintenance of hoardings
Northern Corridor Works:

Vegetation removal and revegetation plans

Location of new noise walls and temporary noise mitigation
Coordination with other contractors working within the rail corridor
Utilities relocations and potential disruption
24-hour heavy vehicle movements, including TBM and segment deliveries
Concern about operational noise impacts (to be addressed by Sydney Metro)
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Site

Issue

Artarmon

Following community feedback, Sydney Metro submitted a planning
modification to relocate the Artarmon Substation site to 98–104 Reserve Road
Artarmon. The modification was approved on 18 October 2017. The scope of
works at Artarmon is complete as at the date of this revision.

Crows Nest

Proximity of residents in Clarke Street
Potential noise and vibration impacts on sensitive businesses in Clarke Street
and Hume Street, including recording studios and a medical and day surgery
centre
Cumulative impacts from demolition and redevelopment of community facilities
in Hume Street
Consultation on reasonable and feasible mitigation measures used in site
establishment including:

Noise and dust management, noise hoardings, spoil handling noise shed
(on Hume Street), acoustic cover over station box (installed in two stages
after Hume Street bridge is installed), visual amenity plan, out-of-hours
works, managing truck numbers and queuing, respite periods, managing
graffiti and maintenance of hoardings
Traffic changes:

Temporary closure of Hume Street and Clarke Lane and associated
detours

Access to properties from Clarke Lane, rubbish collection and change to
two-way traffic

Access to car parks for buildings on Clarke Street and Hume Street

New light phasing at Oxley Street and Pacific Highway

Local timed parking on Pacific Highway and bus stop potentially
temporarily affected

Maintaining emergency egress from properties backing on to Clarke Lane
Removal of street trees on Pacific Highway footpath
Maintenance of hoardings
Day and evening heavy vehicle movements

Victoria Cross

Major business precinct
Cumulative impacts of demolition and other local developments
Noise and vibration impacts on Monte Sant’ Angelo and Wenona schools
Minimising impacts on childcare centres and residential apartments
Noise and vibration impacts on adjacent buildings
Significant pedestrian movements and high number of school students
catching buses in Miller Street
Removal of car share spaces and taxi rank in McLaren Street
Removal of street trees in Miller Street
24-hour truck movements
Concurrent major redevelopment at 1 Denison Street and residential
developments in Miller Street
Consultation on potential alternative construction method of controlled blasting

Blues Point

Temporary loss of popular waterfront reserve used for passive recreation,
including steps to small beach
Access to view major harbour events including New Year’s Eve fireworks and
Australia Day
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Site

Issue
Nearby playground and walking path
Views may be obscured by noise shed for a small number of residents
Concerns about pedestrian safety, noise and truck movements
Concern about impacts on large Moreton Bay Fig and heritage bus shelter
(these will not be affected by works footprint)
Traffic changes to accommodate barging facility and provide safe pedestrian
paths around the site
Truck movements for deliveries of equipment, site facilities, fencing, noise shed
and to construct barging facilities
Need to relocate leased moorings to accommodate barging (Note: all are
leased by one entity)
Protection of Blues Point Waterfront Group heritage items and potential for
salvage of heritage relics during excavation monitoring
Consultation with North Sydney Council on the reinstatement of the reserve
Daytime truck movements for backfill material demobilisation and rehabilitation
of the reserve
Potential short-term out-of-hours works for retrieval of TBMs due to safety,
tides or Harbour Master/RMS requirements
Community interest in tunnelling under harbour and four TBM retrievals

Barangaroo

Stabilisation of heritage High Street cutting wall and salvage of heritage relics
during excavation
Installation of acoustic shed over access shaft
Cumulative impacts of ongoing Barangaroo construction by others;
coordination with adjacent works
Traffic changes on Hickson Road
Major utility relocation works
Increasing visitation and special events at Barangaroo Reserve
Consultation on respite periods
Barging and communication with harbour users
Tunnelling support facilities on harbour front
Potential noise impacts and need to communicate with Balmain residents
Removal of large number of public parking spaces from Hickson Road
Childcare centre in High Street and need for early installation of property
treatment mitigation measures (by Sydney Metro)
24-hour truck movements and tunnelling works for cavern
Assembly and transport of tunnel boring machine within site

Martin Place

Business centre of Sydney CBD with many prominent business stakeholders
High volume pedestrian and commuter zone in Martin Place
Changes for pedestrian paths for commuters (train and bus) and to retail
Potential noise impacts from demolition and shaft excavation
Use of lower impact demolition methods including concrete shears and
pulverisers
Proximity of heritage buildings
Traffic congestion, including peak-hour congestion
Relocation of street furniture and commercial kiosks in Martin Place in
consultation with Sydney City Council
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Site

Issue
Regular events (displays, concerts, demonstrations and special events e.g.
Vivid and Anzac Day)
Visual amenity of hoardings and banners
Management of access, visibility and impacts on adjoining businesses
Night works at ESL and spoil haulage, including in the evening and night
Cumulative impacts from demolition by others and multiple redevelopments
including MLC Centre, 60 Martin Place and buildings in Bridge Street
Coordination with Martin Place Integrated Station Development work

Pitt Street

Highly constrained CBD location with heavy pedestrian flows, particularly in
peak hours, lunchtime and Christmas shopping
Adjacent businesses, hotels, heritage buildings and residential apartment
blocks
Maintaining visibility and access for customers and services for nearby
businesses
Park Street is a major commuter bus route and end-point
Potential for salvage of heritage relics during excavation
Spoil haulage including in the evening and night
Consultation about services at the Great Synagogue and Uniting Church
Near Sydney’s busiest fire station in 211–217 Castlereagh Street
Cumulative impacts from demolition (by others) and concurrent Greenland
development in Bathurst Street and others in Pitt Street
Demolition of buildings and removal of hazardous materials
Air quality management measures
Use of lower impact demolition methods including concrete shears and
pulverisers
Potential traffic changes including signal phasing
Out-of-hours utility works and installation of monitoring equipment and
associated lane closures and diversions

Waterloo

Area is undergoing urban renewal with changing land use
Waterloo Social Housing redevelopment currently in consultation phase
Diverse community with social disadvantage
Many community groups and non-government organisations in support of
tenants in social housing
Cumulative impacts of demolition and local developments
Protection of heritage Congregational Church and minimise impacts on church
services
Daytime and evening truck movements
Potential for salvage of heritage relics
Engagement of local Aboriginal community in industry participation and
employment initiatives, including through Souths Cares Partnership
Minimise impacts on businesses in Botany Road opposite the site
Removal of street trees near the boundary of the site and consultation on
replacement (by others)

Marrickville

Largely industrial area
Traffic changes including new signals at intersection of Edinburgh and Bedwin
roads; partial closure of Murray Street
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Site

Issue
Managing visibility, dust and noise impacts on nearby businesses
Opportunity for public art to improve amenity and precinct activation
24-hour heavy vehicle movements for spoil and segment transport, and
deliveries
Consultation with Inner West Council and authorities in developing flood
modelling and mitigation measures

Running
tunnels

2.5

Significant community interest in tunnelling under the harbour and the progress
of tunnelling
Tunnelling beneath and near infrastructure such as the Cross City Tunnel,
Sydney Water assets, Sydney Trains facilities including Central Station and
many CBD building basements
Tunnelling beneath Royal North Shore Hospital ancillary facilities
24-hour tunnelling beneath residents, sensitive businesses, educational
facilities, places of worship, heritage buildings
Ground-borne noise and vibration from tunnelling and cross passage
construction
Resident concerns about impacts on ageing sewer and water infrastructure in
Marrickville and McMahons Point
Resident concerns about impacts on older buildings in McMahons Point
Detailed modelling, structural assessments, property condition surveys and
monitoring to manage potential property damage from vibration and settlement
Comprehensive tunnelling communication including respite and relocation
options to manage sleep disturbance
Anticipated concerns about noise from later Metro operations (to be referred to
Sydney Metro).

Negotiable and non-negotiable issues

JHCPBG’s approach to stakeholder and community engagement recognises that certain
issues can be considered negotiable and non-negotiable with key stakeholders. Clarity in
what is negotiable is an essential element in establishing trust with stakeholders and
reducing frustration when there is limited power to make changes.
The project’s negotiable issues are largely limited by the TSE Works scope, which is driven
by prescriptive design specifications. For example, aspects such as the tunnel alignment and
station locations are determined by Sydney Metro and unable to be influenced by JHCPBG.
Some elements of the project design are considered negotiable in the sense that they must
be developed in consultation with key interfacing stakeholders, such as the development of
flood modelling and mitigation in consultation with local Councils.
Due to the limitations on design changes, project negotiable issues are therefore generally
limited to construction management aspects of the TSE Works, which may include:
•
•
•

Traffic and access arrangements, including haulage routes, access to properties and
businesses, pedestrian routes, and parking
Noise mitigation, such as respite periods and hours of work
Methods of communication with specific stakeholders

The above aspects align with the key issues of concern raised in the project planning phase
and documented in submission to the EIS. Project negotiable and non-negotiable issues are
developed and confirmed collaboratively with the project team. This takes place through
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avenues including Senior Leadership Team meetings, Work Area Plan Risk Assessment
workshops, review of Work Packs by the Community Team, and site weekly meetings.
It is noted that while certain aspects of the project are identified as negotiable, not all
elements of these aspects are indeed negotiable, and these issues are often only able to be
influenced by specific stakeholders. These limitations generally result from the requirements
of project approvals, such as the Project Planning Approval (SSI 15_7400) and Environment
Protection Licence (20971). For example, hours of works are dependent upon approval from
the NSW Environment Protection Authority, and acceptance of traffic routes is dependent
upon approval from relevant road authorities such as councils, NSW Roads and Maritime
Authority and Sydney Coordination Office. The scope of stakeholder involvement in project
decision making is established and communicated early on, including advising on those
aspects of the project that key stakeholders can influence.
Negotiable issues may arise throughout the life of the project, for example in response to
unexpected finds or changes to project scope. Priority negotiable issues are identified and
reviewed by stakeholders through communication and consultation processes including
regular meetings, coordination groups, document review and approval functions (e.g.
CTMPs), and surveys. These processes provide opportunities for stakeholders to identify
which project negotiable issues are most important at various stages throughout the project
delivery. Further analysis on key project stakeholders, their issues/interests, and associated
communication strategies and tools is provided in Section 4.0.
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3.0
3.1

Our approach
Stakeholder and community policy

Effective stakeholder and community engagement is one of JHCPBG's core commitments.
Our Stakeholder and Community Engagement Policy is shown in Appendix A - Stakeholder
and Community Engagement Policy. The policy is included in the TSE Works induction,
displayed prominently in JHCPBG's offices and used as the yardstick to review our actions.

3.2

Meeting our obligations

Sydney Metro has prepared the Overarching Community Communications Strategy for the
Sydney Metro City & Southwest Project. As shown in the compliance matrix in Appendix B,
this Strategy, its specific sub-plans and the BMP have addressed the community
requirements
of the:
•

Project Planning Approval

•

Revised Environmental Mitigation Measures (REMM)

•

Construction Environment Management Framework – Stakeholder and community
involvement

•

Community requirements of the Environment Protection Licence (No:20971).

We will also meet communication obligations contained in interface agreements.
JHCPBG is committed to informing the community of significant design changes that are
within the TSE Works Scope, where these changes affect or may affect individual properties,
residences and businesses. This will be done in consultation with Sydney Metro where the
design changes may affect later stages of the delivery of Sydney Metro that are outside the
scope of the TSE Works.

3.3

Consultation forums

A tiered approach summarised below in Table 3 will be used to ensure diverse stakeholder
groups have access to provide feedback and seek information. It will give those most
affected adequate opportunity to contact the TSE Works team. These forums are described
in more detail in Section 0: Systems and tools.
Table 3: Summary of consultation forums

Forum

Stakeholder or community group

24-hour 1800-number, website
contact and email – contact
details on all communication

Key point of contact for all stakeholder groups who require
24-hour access to the TSE Works team

One-on-one meetings

Adjoining or directly affected property owners, residents, strata
and businesses

Doorknocks

Stakeholders potentially directly affected by activities including
tunnelling

Workshops

Government agencies
Emergency services

Traffic and Transport Liaison
Group (led by Sydney Metro)

Traffic and transport stakeholders including councils

Community Connect sessions

Community within 500 metres of construction sites
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Forum

Stakeholder or community group

Key stakeholder and business
leader briefings

Agencies
Peak business groups (e.g. Sydney Business Chamber)
Business leaders for directly affected properties and tenants

Business Matters briefing
sessions

Business owners within 100 metres of sites

Building-based information
sessions

For tenants of major buildings affected by the TSE Works
(with cooperation of building managers)

Interface meetings

Councils
Interface contractors
Others with a third-party agreement.

3.4

Integrated approach to avoid and minimise impacts

A key part of JHCPBG’s approach is having an integrated team where design, safety,
construction, community, approvals, environment, sustainability and traffic teams work
together to plan activities to avoid and minimise impacts. Examples of integrated planning
include:
•

Developing a strategy to significantly reduce the numbers of heavy vehicles compared to
those proposed in the EIS by using different types of trucks, while still meeting the
conditions in the Project Planning Approval.

•

Carefully planning truck routes and measures to ensure vulnerable road users are
protected, particularly near the site entrances located in the Sydney CBD. The routes
also minimise the use of local roads.

•

Modelling by noise and vibration specialists of all proposed activities to recommend the
optimum suite of reasonable and feasible mitigation measures; such as plant selection,
size and location of noise hoardings, acoustic enclosures, respite options and measures
to protect sensitive heritage structures. See the Construction Noise and Vibration
Management Plan for more information.

•

Detailed planning and staging of works at Martin Place with communication so that
pedestrians, visitors and commuters know what to do and where to go when the changes
occur. Communication plans will be developed in consultation with Sydney Metro, City of
Sydney, Sydney Coordination Office and Sydney Trains.

•

Use of barging to deliver the TBMs to Barangaroo and remove them from Blues Point,
avoiding the need for substantial and repeated disruption to accommodate oversized
trucks, especially on Blues Point Road.

•

Heritage studies and planning for the likelihood of finding heritage items within the
various sites and how the community will be informed if the artefacts are significant.

•

Specialist planning for the possibility of finding contamination and hazardous materials
given the previous land uses at some of the sites. Communication will transparently
provide the community with information about what has been found and the measures to
be used to safely manage and dispose of any contamination.

•

On-site parking, where possible, and encouraging site workers to use public transport to
avoid pressure on local street parking. Our Green Transport Plan will be used to educate
staff and workers and promote increased public transport usage.
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•

3.5

Selecting and timing construction methods, where practicable, which will allow high noise
impact surface works to be undertaken in standard construction hours. All out-of-hours
works will be subject to EPA approval and notified to the community well in advance.
Additional consultation will be undertaken to agree feasible respite periods for
stakeholders that are potentially highly affected by noise.

Bringing the broader community with us

The historical nature of the Sydney Metro Project and the difference it will make to Sydney
will generate substantial public interest. JHCPBG will provide updates and access to the
public to observe progress and gain an understanding of the TSE Works through:
•

Interactive communication to be used in the Sydney Metro Community Information
Centre, displays, website and mobile devices

•

Extensive still and time-lapse photography, video and animations for use in publications,
website, social media, displays and media

•

Viewing holes in hoardings and viewing platforms, where possible, allowing access for
bus tours arranged by Sydney Metro

•

Ongoing opportunities for media, including milestone events

•

Public open days during the works

•

Open days as part of Sydney Metro’s Education Program held on weekends

•

Site visits for key stakeholders including special interest engineering groups

•

Opportunity to register for regular email updates which feature links to website, video and
social media updates

•

Newsletters distributed to local communities

•

Publicity for and involvement in Employment and Industry Participation initiatives.

Many of the sites are in areas that are connected to Sydney’s history and Aboriginal culture,
some with the potential to unearth significant heritage items which will be of great interest to
the community. The Construction Heritage Management Plan (CHMP) (SMCSWTSE-JCGTPW-EM-PLN-002015) outlines how these will be managed, including inviting the community
to view significant finds if made.

3.6

Leaving a positive legacy

JHCPBG is passionately committed to making a meaningful contribution by investing in
community life while we are constructing the TSE Works. We will provide our staff, workforce
and subcontractors with opportunities to support charities and the disadvantaged.
JHCPBG’s Workplace Development and Industry Participation Plan (SMCSWTSE-JCGTPW-HR-PLN-002244) contains many initiatives that will leave a long-term community
benefit in building the capability of the industry, including growing the representation and
skills of disadvantaged groups.
The initiatives provide local and broad community benefits in the following areas:
•
•
•
•
•

Charity
Education and children
Capacity building for disadvantaged groups
Heritage
Culture Our stakeholders
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3.7

Stakeholders

JHCPBG recognises that engaging with our stakeholders and considering their needs
throughout the TSE Works contributes greatly to building trust and resolving issues early.
As outlined in Section 2, the TSE Works is one of a number of design and construction
packages of the Sydney Metro City & Southwest. Sydney Metro is managing strategic
planning, overall project delivery and the multiple construction, development and operations
contracts. As each portion of the TSE Works is completed, it will be handed over to Sydney
Metro or follow on contractors who will prepare Community Communication strategies for the
next stages of construction (such as tunnel and station fit-out).
JHCPBG will work closely with Sydney Metro and follow-on contractors to enable a smooth
transition and to maintain continuity of information and stakeholder relationships for works
that will be completed by other contractors. Sydney Metro will retain responsibility for
communication with stakeholders for twelve months after the completion of all construction
as required under the Planning Approval Condition B1.

3.8

Stakeholder analysis

Project stakeholders have been segmented according to their relationship to the TSE Works
and their issues and expectations. Table 4 outlines the strategies to keep them informed and
engaged, and how we will address issues of concern. The stakeholder listing and database
will be continually reviewed and updated throughout the delivery of the TSE Works.
Each of the site-specific sub-plans and the BMP provide more detail of the stakeholders
identified for each construction site and the tunnel alignment.
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Table 4: Stakeholder analysis and communication tools

Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Government –
elected
representatives

Premier (Gladys Berejiklian)
Minister for Transport and
Roads (Andrew Constance)

Successful delivery of
project within required
timeframe and budget

Regular briefings via Sydney
Metro

Ongoing throughout Project
Delivery - (refer to Sydney
Metro Overarching Community
Communication Strategy)

Minister for Planning and Public
Spaces (Rob Stokes)

Compliance with Project
Planning Approval

Sydney Metro liaison protocols
for elected representatives to
keep them informed and
respond to enquiries

As above

Minister for the Energy and
Environment (Matthew Kean)

Management of
environmental and heritage
impacts and compliance
with EPA licences

As above

As above

State members: Willoughby
(Gladys Berejiklian, North
Shore (Felicity Wilson), Sydney
(Alex Greenwich), Newtown
(Jenny Leong), Heffron (Ron
Hoenig)

Impact on constituents
during construction and
community engagement
process

As above

As above and in advance of
key stages of the TSE works
and as required in relation to
local issues

Federal members: Sydney
(Tanya Plibersek), North
Sydney (Trent Zimmerman),
Grayndler (Anthony Albanese)

As above

As above

As above and in advance of key
stages of the TSE works and as
required in relation to local
issues

Transport for NSW – Sydney
Metro

Successful delivery of the
Metro project within
required timeframe and
budget and with the least
impact on the community

Meetings, reporting and
workshops

At least weekly throughout
delivery of the TSE Works.
Daily and monthly reporting

State government –
departments,
corporations and
agencies

SMCSWTSE-JCG-TPW-SH-PLN-002040

06

Community Communications Strategy

Page 28 of 82

Community Communications Strategy

Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Department of Planning and
Environment

Compliance with Project
Approval Conditions

Briefings, meetings, reporting
and CEMP consultation
program

Prior to construction and
ongoing fortnightly updates

Department of Primary
Industries Crown Lands and
Water

Impacts on waterways
Water quality monitoring
program

Written correspondence,
meetings and CEMP
consultation program

Prior to construction and prior to
key phases of construction

Infrastructure NSW

Concurrent developments
near Barangaroo Station,
particularly Barangaroo
Central; visitors and events
at Barangaroo Reserve
Interaction with Waterloo
Social Housing
Redevelopment and
Central to Eveleigh Urban
Transformation

Interface agreements and
meetings
Communications Coordination
Group

Prior to construction and
monthly meetings

Sydney Trains

Interaction with North
Shore Line at Chatswood,
Eastern Suburbs Line and
Martin Place Station;
tunnelling under other parts
of the rail network
Customer communication
and wayfinding at Martin
Place

Interface agreement and
meetings
Written correspondence and
design workshops
Communications Coordination
Group
Communication strategy for
Martin Place commuters

Prior to construction and
monthly meetings

Effective operation of the
Sydney transport network

Meetings and updates with
Sydney Metro

Prior to construction and
ongoing throughout the works.

Sydney Coordination Office
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Coordination of traffic and
transport planning for
projects and major events

CTMP, special events
strategies and TSE major
activities
Communications Coordination
Group

Briefings in advance of major
traffic changes and where
special events are potentially
affected

Family and Community
Services and Housing NSW

Impacts on social housing
tenants and properties,
coordination of
communication

As above

Prior to construction and
monthly meetings

Roads and Maritime Services

Impact on road network
and infrastructure during
construction
Compliance with approvals
Haulage routes
Landowner of Sydney
Harbour seabed
Geotechnical investigations
Leased moorings near
Blues Point

Written correspondence and
meetings
Traffic and Transport Liaison
Group (TTLG) led by Sydney
Metro
Communications Coordination
Group
Maritime stakeholder gazette

Prior to construction, weekly
and monthly meetings

Port Authority of NSW

Barging operations
Avoiding impacts on
Sydney Harbour traffic

Meetings and consultation on
the CTMP for barging and
communication with their
stakeholders

Prior to construction related to
barging and as required during
barging operations

NSW Environment Protection
Authority (EPA)

Application for and
compliance with
Environment Protection
Licence (EPL)

Written correspondence and
meetings
Reporting
CEMP consultation program

Prior to construction, daily
reporting of complaints and ,
meetings as required in
advance of major phases of the
Works
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Managing environmental
and heritage impacts of the
TSE Works
Effective response to
community complaints

Local government

Office of Environment and
Heritage

Consultation on relevant
plans in the CEMP,
including the CHMP

Written correspondence,
meetings and CEMP
consultation program

Prior to construction and as set
out in the CHMP

NSW Office of Water

Consultation on relevant
plans in the CEMP

Written correspondence,
meetings and CEMP
consultation program

Prior to construction and prior to
key phases of construction

Department of Education

Sydney Metro Schools
Education Program

Project updates and site visits

As required via Sydney Metro
Schools Education Program

Destination NSW

Impact on visitors and
events

Briefings via Dept of Premier
and Cabinet Events
Coordination

As required

Create NSW

Impact on events

Briefings via Dept of Premier
and Cabinet Events
Coordination

As required

Department of Premier and
Cabinet and organisers of
major events including New
Year’s Eve (Sydney and North
Sydney)

Impact of construction on
event planning and
operations

Participation in or briefings for
stakeholder planning groups
On site meetings with event
organisers

On request

Elected representative, general
managers and officers of
councils:
Willoughby Council

Impacts on council
infrastructure
Impacts on local roads,
traffic, public transport,

Councillor briefings in
coordination with Sydney Metro
Agency briefing

Prior to construction and
monthly meetings with council
officers.

SMCSWTSE-JCG-TPW-SH-PLN-002040

06

Community Communications Strategy

Page 31 of 82

Community Communications Strategy

Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

community facilities and
street trees
Impacts on residents and
businesses during
construction (for example,
noise, vibration and dust)
Community engagement
process
Consultation as described
in the CEMP

Regular interface meetings with
council officers
CEMP consultation program
Participation in TTLG
Consultation for events

Elected representatives
meetings as required as part of
regular briefings provided by
Sydney Metro

Sydney Metro City & Southwest
Traffic and Transport Liaison
Group

Briefings on traffic
management plans
Adequate notification of
traffic changes

Presentations/briefings

Prior to major traffic changes
and monthly updates

Independent Property Impact
Assessment Panel

Documentation and
monitoring of settlement
and vibration regarding
potential property damage
Response to damage
complaints/claims

Presentations/briefings
Meetings and progress updates

Prior to construction and
updates at scheduled IPIAP
meetings

Sydney Water, Ausgrid,
Jemena, telecommunications
providers (Telstra, Optus,
NBNco, Uecomm, Amcom,
Verizon, Vocus, Primus Tel,
Nextgen, AAPT, AARNet
RMS and Sydney Trains
communication networks

Impact on existing
infrastructure
Consultation on settlement
criteria for individual utility
structures and on access,
diversion, protection and/or
support

Interface agreement with
Sydney Water
Written correspondence and
meetings to identify
requirements and address
specific issues
Notification of planned works
Incident response protocols

Prior to construction affecting
utilities

Lane Cove Council
North Sydney Council
City of Sydney Council
Inner West Council

Liaison
groups/panels

Utility stakeholders
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Notification to residents
and businesses of any
disruption to services
Transport and traffic

Emergency service
agencies

Sydney Metro
Sydney Coordination Office
Roads and Maritime
Services
Transport Management
Centre
Sydney Trains
Transport operators and their
customers
Local councils
Emergency services
Couriers
Cycling groups
Port Authority of NSW (as
required)

Impacts on road and
transport network
Traffic management plans,
including planned lane
closures and changes
to paths
Incident and special event
plans
Haulage routes and layover
areas
Pedestrian management

Written correspondence,
meetings, regular construction
updates, traffic updates and
alerts on changes to local roads
and traffic conditions
TTLG (via Sydney Metro)

Prior to construction and major
traffic changes

District Emergency
Management Officer
Ambulance Service of NSW
Fire and Rescue NSW
NSW State Emergency
Services
NSW Police Force

Impacts on local roads
during construction
Emergency
access/procedures during
construction
Site orientation, emergency
facilities and incident
response and scenario
planning

Introductory workshop, contact
procedures, site visits and
desktop emergency
exercise/debrief
Written correspondence,
meetings, regular construction
updates and traffic updates on
changes to local
roads/conditions

Prior to construction and
ongoing 6 monthly updates
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Consultation on emergency,
safety and security plans for
relevant agencies
TTLG (via Sydney Metro)
Other Sydney Metro
contractors

Northern Corridor works
Sydney Metro Northwest
Integrated Station
Developments
Concurrent packages when
awarded
Follow-on contractors

Coordination of activities
and information
Referral of enquiries and
complaints as appropriate
Minimising cumulative
impacts

Written correspondence,
meetings, exchange of key
contacts and progress updates
Communications Coordination
Group
Interface agreements and
meetings

Monthly meetings

Education – near
construction site

Monte Sant' Angelo Mercy
College North Sydney
Wenona School North Sydney

Noise, vibration and dust
Work hours
Construction traffic and
safety around worksites
Impact on teaching/exams

Meetings, notifications,
newsletters, telephone hotline
and website
Information for school
community participation in
school education program via
Sydney Metro

Prior to construction and regular
works updates (weekly and
monthly)

Education – within
project area

Alexandria Park Community
School
Our Lady of Mount Carmel
Primary School
North Sydney Girls High School
North Sydney Boys High
School
Wenona School

Potential concern about
construction traffic and
changed traffic conditions
General interest in the
project
Project updates
Careers and work
experience opportunities

Participation in school
education program via Sydney
Metro
Website, social media,
advertising, newsletters and
interactive displays at the
Community Information Centre
Workforce Development and
Industry Development Plan

Quarterly newsletters
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Only About Children, Berry St,
North Sydney
Tree Tops KU Centre, North
Sydney
Kelly’s Place Children’s Centre,
Crows Nest
KU Lance Children’s Centre,
High St, Millers Point
SDN Lois Barker Waterloo
Children’s Education and Care
Centre
Mary’s Kindy, O’Connell Street
Sydney
Thrive Early Learning Centre
Artarmon

Demolition, noise, vibration
and dust
Removal of hazardous
materials
Work hours
Changes to local
pedestrian access
Construction vehicles on
surrounding roads
Safety around worksites

Meetings, notifications,
newsletters, parent information
letters, telephone hotline,
website, advertising, site
signage and poster
Consultation on noise
management and respite hours
where applicable

Consultation prior to
construction and weekly email
updates

Residential owners/tenants in
directly affected properties
Body corporates and owners’
corporations
(refer to site-specific sub-plans)

Construction impacts
(noise, vibration, dust,
visual and traffic)
Impact on residents and
tenants (noise, vibration
and access)

Property condition surveys,
individual meetings, Community
Connect information sessions,
monitoring on specified
properties, regular progress
updates (telephone/email),
notifications, newsletters, site

Condition surveys before and
after construction
Annual Community Connect
information sessions and site
visits as per site specific plans

St Mary’s Catholic Primary
School
Chatswood Public School and
High School
Artarmon Public School
St Pius Primary School Enmore
Fort Street Public School
Preschool or
childcare

Directly-affected
property owners and
tenants, including
adjoining owners
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Consultation on
environmental
management measures
Consultation, where
relevant, on the installation
of rock anchors, scaffolds
and monitoring equipment
Concern about property
damage

tours, information to strata
managers, social media,
interactive information at the
Community Information Centre
Adjoining-owner agreements
Consultation about operational
noise walls by Sydney Metro
(Chatswood corridor)

Weekly and monthly email
updates for registered
stakeholders
Consultation in advance of
construction for noise and
vibration sensitive stakeholders
Regular meetings for adjacent
owners
Quarterly newsletters

Businesses/tenants in directly
affected properties
(refer to Business Management
Plan)
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Loss of amenity during
construction (noise,
vibration and visual)
Changes to pedestrian and
customer access
Changes to vehicle access
and parking
Loss of business
Work hours and project
duration
Concern about property
damage
Consultation on
environmental
management

Business Management Plan
Boardroom briefings for major
businesses
Building-based information
sessions (for owners and
tenants), meetings, newsletters,
email updates, notifications,
signs, displays and posters for
staff
Briefings for business and
tourism associations
Business Matters briefings
Adjoining-owner agreements

Community Communications Strategy

Condition surveys before and
after construction
Boardroom and building
briefings prior to construction
Business Matters information
sessions
Regular email updates for
registered stakeholders
Regular meetings for adjacent
owners
Quarterly newsletters
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Local property
owners and tenants

Property owners and tenants
within 500 metres of
construction sites
Body corporates and owners’
corporations
(refer to sub-plans)

Construction impacts
(noise, visual and amenity)
Impact on tenants
Project updates
Traffic changes
Heavy vehicle movements

Meetings, regular progress
updates, notifications,
newsletters, displays, email
updates, information to
strata/property managers, social
media, interactive information at
Community
Information Centre

Email updates for registered
stakeholders

Businesses within 100 metres
of construction sites
(refer to Business Management
Plan)

Loss of amenity during
construction (noise,
vibration, visual)
Changes to pedestrian
access
Traffic changes, detours,
lane closures and changes
to public transport
Heavy vehicle movements

Business Management Plan,
meetings, newsletters,
notifications, telephone hotline,
signs, displays/information
sessions, poster and
information via strata and
building managers

Email updates for registered
stakeholders

Residential property owners
and occupiers
(refer to Tunnelling
Communication Sub-plan)

Concerns about property
damage
Disturbance from
regenerated noise
and vibration
Concerns about operational
noise (refer to Sydney
Metro)

Property condition surveys,
tunnelling communication
(including initial letter, maps,
information session, reminders
and respite mitigation
appropriate to disturbance) 24/7
1800-number
Sydney Metro TBM tracker on
website

Condition surveys before and
after tunnelling

Businesses and other sensitive
receivers along the tunnelling
alignment

Concerns about property
damage

Business Management Plan
and property condition surveys
Tunnelling communication

Condition surveys before and
after tunnelling

Stakeholders along
tunnel alignment
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

(refer to Tunnelling
Communication Sub-plan)

Disturbance from
regenerated noise
and vibration
Disturbance to sensitive
equipment or other
operations

24/7 1800-number
TBM tracker on website

Consultation in advance of
tunnelling for noise and
vibration sensitive stakeholders
Communication in advance of
tunnelling as per the Tunnelling
Communication sub-plan

Business and
tourism associations

Sydney Business Chamber
Local business associations
Accommodation Association
of Australia
Australian Hotels Association
Backpacker Operators
Association
Restaurant and Catering
NSW/ACT
Australian Retailers Association
NSW/ACT
Tourism Accommodation
Australia
TTF Australia (Tourism and
Transport Forum)

Impacts on business
operations of their
membership – retail,
tourism, hotels, restaurants
and other accommodation
Changes to Martin Place

Briefings on request and
ongoing updates in conjunction
with Sydney Metro

Briefings on request

Health care

Day surgery, cosmetic clinic
and specialist dental practices
in Clarke Street at Crows Nest
Royal North Shore Hospital
(tunnelling alignment)

Noise, vibration, dust and
visual amenity
Changes to pedestrian and
vehicle access
Work hours (night and
weekend work)

Business Management Plan,
property condition surveys,
meetings, notifications and
newsletters
Tunnelling communication
strategy, if applicable

Consultation in advance of
construction and or tunnelling
for noise and vibration sensitive
stakeholders
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Others identified in site subplans

Impact on residents,
visitors and operations

Waterloo Congregational
Church
Chatswood South Uniting
Church
The Great Synagogue
Northside Community Church,
Crows Nest
Cathedral of the Annunciation
of Our Lady Greek Orthodox,
Redfern (tunnel alignment)
Pitt St Uniting Church
St George’s Church Sydney
Yiu Ming Temple (tunnel
alignment)

Impact on church services
caused by noise and
vibration
Construction vehicles on
local roads
Work hours
Tunnelling
Property damage

Road users

Motorists, pedestrians, cyclists
and buses in streets
surrounding worksites

Traffic delays
Traffic changes including
detours, access/parking,
pedestrian paths,
cycleways and bus stop
locations

Signage, advertising, media
liaison and website
Coordinated strategies for major
changes
Special event organisers'
communication channels

Signage as required at least 7
days in advance of traffic
changes
Email updates via Sydney
Coordination Office
Email updates for registered
stakeholders

Public Transport
Users

Bus customers all sites
Train customers at Martin
Place
Commuters generally

Changes to bus stops or
timetables
Changes in access to or
from Martin Place Station

Signage and notification for
changes to bus stops or
temporary diversions

Signage as required at least 7
days in advance of public
transport changes

Places of worship
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Communication strategy and
tools

Indicative timing
Weekly and monthly email
updates, quarterly newsletters

Meetings, notifications,
newsletters, telephone hotline,
website and social media
Condition surveys where
eligible

Regular interface meetings for
Waterloo Congregational
Church
Consultation in advance of
construction and/or tunnelling
Condition surveys before and
after tunnelling for eligible
properties
Email updates and quarterly
newsletters
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Stakeholder
category

Community groups

Heritage
stakeholders

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Progress of works

Signage and coordinated
wayfinding strategy with Sydney
Trains
Media articles and events

Commuter updates in
coordination with Sydney Trains
and Sydney Coordination Office

Artarmon Progress Association
Naremburn Progress
Association
Action groups associated with
social housing (refer to
Waterloo Sub-plan)
Lavender Bay Precinct
Committee
Residents of Blues Point Road
Milson Precinct Committee
Station Precinct Committee
Holterman Precinct Committee
Miller Point Community
Friends of the Hill

Construction impacts
Property damage
Traffic changes, including
bus stops
Heavy vehicles
Barging
Safety of pedestrians
Loss of street trees
Impacts on Henry Lawson
Reserve and views

Newsletters, website, social
media updates, community
information sessions,
advertising and telephone
hotline
Fact sheets
Community Connect sessions
and open days
Briefing/presentation

Quarterly newsletters

Heritage Council of NSW
Office of Heritage
Registered Aboriginal parties
(refer to Construction Heritage
Management Plan (CHMP))
Local councils
Local heritage groups
Owners of heritage-listed
buildings

Protection of heritage items
from construction impacts
(detailed in CHMP)
Heritage investigations,
excavation
and documentation
Archival documentation

Heritage Working Group
(Sydney Metro-led)
Consultation on CHMP and
salvage strategy (with councils
and Heritage Council)
Meetings, newsletters and
website
Property condition surveys
Communication of relevant
monitoring results

Email updates to registered
stakeholders
Quarterly newsletters
Consultation as required in
CHMP
Monthly meetings with councils
Site visits for local heritage
groups if locally significant
heritage finds are made
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Annual Community Connect
information sessions and open
days as per site specific plans
Briefings on request
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Community open day for state
significant finds

Community open days within
one month of state significant
heritage finds

Stakeholders with
English as a second
language

Access to construction
information

Access to translator services
shown on all notifications

Ongoing

People with a
disability

Access to construction
information
Access around construction
sites

Website documents WCAG 2.0
compliant
Accessible viewing areas and
toilets for major public site
events

Ongoing

Media

National television
Metropolitan radio
Community radio and
newspapers (see sub-plans)
Sydney Morning Herald
Daily Telegraph
Online media
Specialist transport
writers/journalists
Special interest media
(e.g. Aboriginal media)
Industry publications

Project status and progress
Project milestones
Items of local significance
such as workforce
development and heritage
finds
Impact on residents and
businesses
Industry news

Sydney Metro media liaison
protocols
Media, video releases and
Facebook posts
Background fact sheets
Media events and site visits as
arranged
by Sydney Metro

Concurrent with major
milestones

Major concurrent
construction projects

Hume Street Park expansion
(Council)
Mirvac redevelopment of 472
and 486 Pacific Highway, St
Leonards

Coordination of activities
and information
Information about
construction activities and
haulage routes

Written correspondence,
meetings, exchange of key
contacts and progress updates
Communications Coordination
Group

Monthly meetings of
Communication Coordination
Group (government projects)
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

The Landmark, 500 Pacific
Highway
221 Miller Street Building
(Richard Crooks)
1 Denison Street (Channel 9)
Northpoint Tower, corner Miller
Street and Pacific Highway
(Cromwell)
Barangaroo Central (BDA and
contractors)
Darling Harbour developments
(The Ribbon (Grocon), Darling
Square, Crowne Plaza,
Harbourside (Mirvac))
CBD and South East Light Rail
(Sydney Metro/ALTRAC)
Goldfields House
redevelopment
George Street redevelopments
including Four Seasons Hotel;
Jackson on George site
Bridge Street redevelopments
(AMP building, Lands and
Education buildings)
MLC Centre redevelopment
(GPT Group/QIC)
173–175 Phillip Street
redevelopment (Galileo Group
and ISPT)

Referral of enquiries and
complaints
as appropriate
Minimising cumulative
impacts

Interface agreements and
meetings with
adjoining developments
Email updates

Monthly (or as required)
interface meetings with
adjoining owner developments
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Stakeholder
category

Specific stakeholders

Issues/interest in the TSE
Works

Communication strategy and
tools

Indicative timing

Wynyard Station Precinct
redevelopment (Brookfield
Property)
60 Martin Place (Lend Lease –
Investa/Gwynvill)
115 Bathurst Street, Greenland
development
Waterloo Housing Estate
Redevelopment (Urban Growth
and Housing NSW)
Marrickville Metro
redevelopment (AMP)
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4.0

People and collaboration

4.1

Stakeholder and community relations structure

The key roles for stakeholder and community relations and lines of communication with the Sydney
Metro team are shown in Figure 4 and the role descriptions are provided in Section 4.2: Roles and
responsibilities.

Figure 4: Key roles and communication lines for the JHCPBG Stakeholder and Community Relations team
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4.2

Roles and responsibilities

4.2.1 JHCPBG management roles
The Senior Stakeholder and Community Relations Manager is the discipline lead and reports
to the Project Director. She is a member of the JHCPBG Senior Leadership Team, reflecting
the importance of the function and the integrated approach to the delivery of the TSE Works.
Other management positions shown below in Table 5, will report directly to the Senior
Stakeholder and Community Relations Manager.
Table 5: Project role and responsibilities of Stakeholder and Community Relations managers

Management role

Key Stakeholder and Community Relations responsibilities

Stakeholder and Community
Relations Manager – North

Management of Stakeholder and Community Relations between
Chatswood and Blues Point including:
Tunnelling between Chatswood and Blues Point
Manages Chatswood/Artarmon/ Place Manager
Role as Place Manager Victoria Cross/ Crows Nest
Relationships with other contractor community teams

Business Relations Manager

Development and implementation of the TSE Works Business
Management Plan
Key business relationships across the TSE Works with a Sydney
CBD focus. Strategic support for non-CBD Place Managers with
commercial centres
Manages:
Martin Place Station Place Manager
Pitt Street Place Manager
Relationships with large corporates and business associations

Stakeholder and Community
Relations Manager – South

Management of Stakeholder and Community Relations between
Barangaroo/Blues Point and Marrickville (excluding Martin Place
and Pitt Street) including:
Barangaroo/Blues Point Place Manager
Issues relating to the Marrickville precast facility
Tunnelling between Marrickville and Barangaroo
Role as Marrickville and Waterloo Place Manager
Relationships with other contractor community teams (e.g.
WestConnex)

Public Affairs Manager

Lead the communications and events team to deliver:
Communication and event strategies
High quality digital resources, website, social media, display,
print, electronic and broadcast material
Photography and filming
Media support to Sydney Metro and major site visits.

4.2.2 Community Place Managers
The Community Place Managers are embedded within the site construction teams. Here they
are best positioned to alert the construction team to issues and advise on how to minimise
impacts. These roles will directly interact with local stakeholders and communities and
implement the site-specific sub-plans.
Roles and responsibilities of the Community Place Managers are shown below in Table 6.
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Table 6: Community Place Managers roles and responsibilities

Community Place Managers
Role

Accountable for stakeholder and community relations advice and activities
associated with their nominated construction site(s)

Responsibilities

Identifies stakeholder and community issues and recommends strategies to
respond, prevent complaints and minimise impacts
Completes records of all stakeholder contacts and reports
Provides advice to site team and Project Managers on stakeholder and
community issues
Contributes to the effective planning of site activities to minimise community
impacts
Writes notifications and construction updates in line with service standards
Undertakes face-to-face consultation with local stakeholders and community
members, including tunnelling consultation where relevant
Arranges site-based information sessions, site visits and local inductions on
community and stakeholder issues
Available to meet with community stakeholders on request
Rostered to be available for community events and contact by stakeholders,
the community, and Sydney Metro, to answer questions and manage
complaints.

4.2.3 Stakeholder and community responsibilities of other TSE Works roles
Table 7 highlights the roles which have key responsibilities related to Stakeholder and
Community Relations on the TSE Works.
Table 7: Stakeholder and community responsibilities and TSE Works roles

Project role

Key Stakeholder and Community Relations responsibilities

Project Director

Allocate sufficient resources and authorities to the Senior Stakeholder and
Community Relations Manager to meet Project Approval and other
communication obligations

Construction
Director,
Construction
Managers,
Project
Managers

Provide leadership to construction teams to ensure activities are managed to
minimise impacts and respond to reasonable community requirements
Available to participate in key consultation, communication and site access
activities
Make appropriate allowances for community notifications in works programs

Approvals,
Environmental
and
Sustainability
Manager and
team

Manage all consultation with authorities and agencies required in the Project
Planning Approval
Provide environmental information and reports required to be made public on
JHCPBG's website or used in communications or consultation
Oversee the investigation of all environmental complaints and EPA reporting
Be available to participate in stakeholder and community meetings as required

Environmental
and other
consultants

Be available to participate in stakeholder and community meetings as required
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Project role

Key Stakeholder and Community Relations responsibilities

Traffic and
Transport
Manager

Manage liaison with Traffic and Transport stakeholders including participation in
the Traffic and Transport Liaison Group
Identify traffic changes requiring notification to stakeholders, community and the
travelling public
Works with Place Managers to identify stakeholder access requirements

Interface
Manager

Manage and coordinate key interfaces on the TSE Works with interface
contractors, and through formal agreements with councils, government
agencies, adjoining owners and other third parties
Ensure interface issues are understood and incorporated into all planning and
programming activities
Coordinate regular interface meetings in collaboration with Sydney Metro and
the Stakeholder and Community team
Oversee the implementation of condition surveys and monitoring programs

Planning
Manager

Include appropriate allowances for stakeholder and community requirements in
the TSE Works programs

Subcontractors
and consultants

Agreements include explicit requirements to meet the TSE Works community
obligations, including penalties for non-conformance and incentives for superior
performance. For spoil removal contractors, this will include specific
requirements contained in the CTMP, including approved hours of operation
and haulage routes, nominating a contact to investigate complaints and using
approved queuing locations
Selected subcontracts include the requirement for employees to comply with
codes of conduct e.g. heavy vehicle drivers and security

All JHCPBG
employees,
supervisors and
subcontractors

Complete TSE Works induction and site-specific induction. Subcontractors sign
agreements that they understand and accept their relevant community
responsibilities
Identify community impacts during activity reviews and recommend preventative
solutions or processes.

4.3

Collaboration with Sydney Metro – coordination, approvals and reporting

4.3.1 Coordination with Sydney Metro
Sydney Metro is managing strategic planning, overall project delivery and multiple
construction, development and operations contracts for the Sydney Metro. They will maintain
long-term relationships with many stakeholders throughout the project lifecycle – from
planning, approvals, procurement, construction and operations.
In accordance with the Sydney Metro Overarching Community Communication Strategy,
Sydney Metro maintains certain communication systems and processes to facilitate clear
access to information and contacts for the community and stakeholders. These include the
Sydney Metro website, email address, Facebook, school education program and media
liaison.
Certain obligations, consultation and reporting required by the Project Approval are retained
by Sydney Metro.
Sydney Metro also retains responsibility for key stakeholder relationships including with
government ministers, MPs and other stakeholders. JHCPBG will support and participate, as
necessary, where relevant to the TSE scope of works.
Stakeholder enquiries and issues will be referred to Sydney Metro when they are outside the
scope of the TSE works.
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4.3.2 Approvals and communication timeframes
Public communications and promotional materials will be prepared to meet Sydney Metro’s
requirements including consistency with the Sydney Metro Editorial Style Guide and the
Sydney Metro Brand Style Guidelines.
All materials will be submitted to Sydney Metro for approval before being published or issued
in time to meet notification requirements contained in the Conditions of Approval and the
Environment Protection Licence as shown in Table 8.
Table 8: Communication timeframes

Communication activity

Notification requirements before work starts

Planning – CCS-TSE, sub-plans and
BMP

On JHCPBG website within two weeks of
approval

Project contact details (1800-number,
email and mailing address) published in
local newspapers, on site hoardings and
website

Before construction

Letterbox notifications to potentially
affected stakeholders and community
about:
Investigations (surveys, drilling, potholing)
Vegetation clearing
Site establishment works including
installing environmental controls
Start of construction
Significant milestones
Changes to scope of work
Night works
Changes to traffic conditions
Modifications to pedestrian routes,
cycleways and bus stops
Out-of-hours work
Disruption of residential or business
access
Changing or disrupting utility services

Delivered 7 days before activity
Final version for upload on Sydney Metro website
on the day notification is distributed

Traffic signage advising:
Changes to pedestrian routes
Impacts on cycleways
Changing traffic conditions
Disrupted access to bus stops

Erected 7 days before change

Traffic alert email advising of changes to
traffic and access arrangements to
transport and traffic stakeholders:
Relevant authorities
Transport operators (bus, coach and
point to point)

Issued 7 days before change
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Communication activity

Notification requirements before work starts

Community email progress updates

At regular intervals according to the work
activities, generally at least monthly

Invitations, notifications and materials for
distribution at Community Connect and
Business Matters information sessions

Before construction and as required

Condition surveys for eligible property
owners

Reports provided to property owners no later than
one month before construction commences

Utility service works – Notification to
utility service authorities

7 days before starting works

Emergency works – Doorknocks with
written notice

Within 2 hours of starting
emergency works

JHCPBG advertisements – as required
to comply with approvals and advise of
significant traffic management changes,
detours, traffic disruptions or work outside
of working hours contained in the
environmental documents

7 days before change

JHCPBG site-specific construction
update newsletters

Quarterly

JHCPBG website

Established before construction

4.3.3 Reporting
JHCPBG will provide monthly Community Engagement Reports to Sydney Metro until the
TSE Works are completed. These reports will summarise community contacts and
communication activities undertaken and planned for the following month.
A daily written report of complaints will be provided to Sydney Metro and to the EPA on each
business day. The report covers the period from 12.00 pm to 12.00 pm each day.
Complaints received from 12.00 pm on Friday to 12.00 pm on Monday will be included in the
Monday report. The report includes the complaints received, response times and details of
any actions undertaken or proposed, or investigations occurring. Sydney Metro maintains a
complaint register for all Sydney Metro works as required by the Project Approval Conditions.

4.4

Collaboration with concurrent projects

Interface with other Sydney Metro contractors to coordinate stakeholder and community
relations issues will be primarily via the Communications Management Coordination Group
(CMCG) chaired by Sydney Metro. The role of the CMCG is to:
•
•

Provide and update on current and upcoming milestones, construction program and
stakeholder and community issues.
Provide a forum to exchange information and coordinate communication and
consultation activities to ensure a consistent approach to stakeholders, the
community and others is delivered.

Sydney Metro will invite community liaison representatives of other major concurrent
infrastructure projects and other stakeholders where cumulative impacts are likely.
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Community Place Managers will also maintain strong contacts with these stakeholders.
Where the TSE Works is the subject of a Third Party Agreement, the Interface Manager will
coordinate regular interface meetings.
Enquiries and complaints received by the TSE Works community contact line or via third
parties will be referred as appropriate to the relevant contractor in line with Sydney Metro
procedures.

4.5

Media protocol

Sydney Metro will manage all media relations regarding the Sydney Metro City & Southwest
Project. JHCPBG will support Sydney Metro with relevant information when required. We will
also refer any media requests to Sydney Metro when received and inform Sydney Metro if
media visit any TSE Works sites.

4.6

Collaboration on special events

Special events will interact with the TSE Works, particularly in the CBD. These events have
been factored into our delivery program. We will work with event organisers, the Sydney
Coordination Office, councils and RMS in planning and coordinating our works.Systems and
tools

4.7

Our system

This Strategy is based on a set of elements which form a robust management system that
broadly describe the requirements for stakeholder and community relations and
management. Appendix D contains an infographic summary of all consultation and
information methods described in Table 9. This will be used in inductions and with key
stakeholders to explain how we will reach all stakeholders and affected community members.

4.8

Communication and consultation tools and forums

JHCPBG will implement a range of communication and consultation tools for all sites
involved in the TSE Works. Recognising the relative strengths of different communication
tools, they can be matched to stakeholders and their need for accurate information and
interaction. Capitalising on opportunities created by technology we can better inform, receive
and respond to feedback with interactive communication.
Table 9: Communication tools, purpose and responsibility

Communication tool

Purpose

Responsibility

Timing/
frequency

1800-number allows
access to the TSE
Works team during
construction hours.
Number is included in
all communications.
Sydney Metro refers
out-of-hours
complaints to on-call
JHCPBG team
member.
See Appendix E
JHCPBG Complaint
Process for the
Sydney Metro TSE

Sydney Metro
JHCPBG

Available 24
hours/day, 7
days/week
during
construction

Community contact tools
Community information line (1800
171 386 number)
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Communication tool

Purpose

Responsibility

Timing/
frequency

Works including
reporting
Sydney Metro email enquiries
sydneymetro@transport.nsw.gov.au

Provides access to
the Sydney Metro
Project. Website
enquiries are directed
through this email
address

Sydney Metro

During business
hours

Community email address TSE
Works
tunnels@transport.nsw.gov.au

Provides access to
JHCPBG. Email
address to be
included in all TSE
communications

JHCPBG

During business
hours

Postal address for written
complaints and enquiries
Sydney Metro PO Box K659,
Haymarket, NSW, 1240

Provides access to
Sydney Metro
Project.
Address included in
all TSE notifications
and newsletters

Sydney Metro
JHCPBG

Ongoing

Contact details publicised on
website, local papers prior to
construction, and on hoardings
around the site

Contact details on
website
Published in papers
circulating in local
area prior to
construction
Included on
hoardings at each
construction site

Sydney Metro

Ongoing for
website and on
hoardings.
Details have
already been
publicised by
Sydney Metro in
local papers

Frequently asked questions

Resource for quick,
accurate response to
enquiries

JHCPBG

As required

Consultation Manager-stakeholder
data base

All interactions with
stakeholders will be
recorded in a data
base established by
Sydney Metro

Sydney Metro/
JHCPBG

Used for each
interaction and
delivery of
stakeholder
information

Bi-annual Metro Program newsletter

Program wide update
on Sydney Metro
available on the
website and to local
stakeholders

Sydney Metro

6 monthly or as
required

Quarterly construction update
newsletters (site-specific) to all
properties within 500 metres radius
of the site [see coverage map in
each sub-plan].

Quarterly update
containing
information on:
Construction
progress,
milestones and

JHCPBG

Quarterly
starting one
month before
each site is
established

JHCPBG

Information material
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Communication tool

Purpose

Responsibility

Timing/
frequency

activities in the
next three months
Environmental
management
information
Community
contact
information
Newsletters will
include photos, maps
and illustrations and
be available on the
Sydney Metro
website and at the
CIC
Sydney Metro Program
milestone/newsletter email updates

Email updates
informing
stakeholders on
construction
progress, key
milestones or
activities

Sydney Metro

In conjunction
with major
milestones

Community email updates

Email updates sent to
registered
stakeholders. The
updates describe
works activities,
forecast of work,
changes from
previous notifications,
and progress. Emails
have links to videos
and website.

JHCPBG

As needed and
generally at least
monthly

Fact sheets

Used to explain key
construction activities
and mitigation
measures,
particularly for issues
where the community
has expressed
interest or concern

JHCPBG

In conjunction
with timing of
key activities, eg
with letters of
offer for
condition
surveys;

Photography, time-lapse
photography and videography

Record construction
progress and used to
explain the works in
consultation forums,
publications and
media

JHCPBG

Monthly for all
stages of
construction

Site signage and hoarding banners

Signage used to
identify the site and
provide Project and
contact information.

JHCPBG

Signage
installed once
hoardings are
completed
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Communication tool

Purpose

Responsibility

Timing/
frequency

Hoarding designs
provided by Sydney
Metro
Online/digital tools
Project website
www.sydneymetro.info

Information about
construction activities
will be available on
the website. This
includes description
of the works, and
copies of
notifications,
newsletters, graphics
and images,
animations, reports
and contact
information. JHCPBG
will provide updated
information on its
works

Sydney Metro

Established.
Ongoing and
available for 12
months after
completion of
the Sydney
Metro

JHCPBG web page
www.jhcpbg.com.au
(linked to the Sydney Metro
website)

Provides up-to-date
and accessible plans
and reports required
by the Project
Approval. These
include environment,
sustainability, traffic,
noise and vibration
plans. Updated
copies of this
Strategy, will be
available

JHCPBG

Established.
Available
throughout the
TSE works and
for 12 months
after completion

TBM tracker

Sydney Metro has
developed a tracker
for its website which
shows progress of
the five TBMs using
real-time location
data provided by
JHCPBG

Sydney
Metro/JHCPBG

Available for the
duration of TBM
tunnelling from
Q4 2018

Animations

Will show how the
two types of TBM
work and how the
tunnel is constructed.
This includes
explaining how the
TBMs assemble
segments to create
the structural lining of
the tunnel. Other
animations will cover
CBD cavern

JHCPBG

Progressively
available from
Q2 2018
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Communication tool

Purpose

Responsibility

Timing/
frequency

Provide regular
editorial and
images/video suitable
for posting on
Sydney Metro’s
Facebook page

JHCPBG

Ongoing

Community Information Centre
(CIC) Campsie and mobile
information centres Sydney Metro
City & Southwest

Features maps,
photographs and
videos to provide
information about the
Project. JHCPBG
staff will brief Sydney
Metro’s CIC team
weekly

Sydney Metro

For details
please see
sydneymetro.info

Key stakeholder briefings,
presentations and forums

Presentations to
outline the TSE
Works, provide
updates and identify
and agree preferred
ongoing
communication and
points of contact

JHCPBG

As required
before
construction

TSE Community Connect
information sessions

For residents and
community groups
within 500 metres of
construction sites.
Focus on key
environmental
management
measures relating to
construction
activities. The dropin-style sessions will
be conducted on or
near the site

JHCPBG

Annual at each
site

TSE Business Matters briefings

For businesses within
500 metres of
construction sites.
Provides a
convenient update on
construction activities
and mitigation
measures and an

JHCPBG

Annual at each
site

construction, TBM
retrieval, and the
excavation and
reinstatement of the
Blues Point shaft
Social media

Face-to-face and interactive tools
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Communication tool

Purpose

Responsibility

Timing/
frequency

opportunity to provide
feedback.
In areas where there
are smaller numbers
of businesses, oneon-one briefings will
be used
Mobile displays

Provide information
about the TSE Works
and seek community
feedback in
conjunction with
information sessions

JHCPBG

Annual at each
site or in
conjunction with
tunnelling
information
sessions

Doorknock meetings

Discuss potential
works impacts and
proposed mitigation
with residents,
businesses and other
stakeholders

JHCPBG

At least 7 days
in advance of
works with
potential to
impact
stakeholders

Building-based information sessions

Arranged with
building managers or
strata committees to
provide updates to all
tenants and residents
in a large building
potentially affected
by the TSE Works

JHCPBG

In advance of
construction at
each site

Meetings with individuals or groups

Discuss project
activities including
work in progress or
upcoming work, and
potential issues

JHCPBG

As required

Open days and site visits

Inform stakeholders
about progress of the
TSE Works and any
key milestones or
activities taking place
where site logistics
permit

JHCPBG

Site visits for
local community,
registered
stakeholders in
conjunction with
milestones
where possible

Community events

JHCPBG will identify
opportunities to
participate with an
information stall
and/or portable
display in conjunction
with Sydney Metro

JHCPBG

Annual
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Communication tool

Purpose

Responsibility

Timing/
frequency

Translation services

Translation service
contact details
included on all
notification
newsletters.

JHCPBG

In each
notification and
newsletter.
Translators
arranged on
request for face
to face meetings

Major advertisements
placed in community
language
newspapers where
appropriate
Notifications
Emergency works notification

Written information
on the scope,
location and duration
of emergency works
and mitigation
measures, and
contact details to
advise properties
immediately adjacent
to or impacted by
emergency works delivered by
doorknock or by
email if the
stakeholder is
registered

JHCPBG

Within two hours
of commencing
works (For each
instance where
emergency
works will
continue beyond
two hours)

Seven-day notification letter

Advise community
and stakeholders of
construction activities
no later than seven
days before the start
of activities and
include:
Scope of work
Location of work
Hours of work
Duration of
activity
Type of
equipment used
Likely impacts
including noise,
vibration, traffic,
access and dust
Sydney Metro City
& Southwest 24hour telephone
number, postal

JHCPBG

Throughout
construction
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Communication tool

Purpose

Responsibility

Timing/
frequency

and email
addresses
Out-of-hours works notification

Notification of works
required to be
undertaken outside
standard construction
hours. These will be
delivered not later
than seven days
before the works
begin. The content of
the notification will
comply with the
project Environment
Protection Licence
conditions.

JHCPBG

For all works as
required by EPL

Utility Notification

7 day-Utility
notification will be
used to notify
relevant utility service
authorities of utility
service works

JHCPBG

As required

Monthly Notifications

Notifications
providing a forecast
of works for the
upcoming month.
These may not be
required once works
at the site are
established and
routine and where
the information is
contained in the
quarterly newsletter
and/or monthly email.

JHCPBG

Monthly until
sites are fully
established

Community signage – seven-day
notification

Advise community
and stakeholders of
construction activities
no later than seven
days before works or
changes, including
any changes to
footpaths, cycle ways
or bus stops

JHCPBG

As required as
shown in CTMP
or Road
Occupancy
Licences

Advertisements

Advertise in
newspapers before
significant
construction activities
including contact
details

Sydney
Metro/JHCPBG

Completed for
start of Sydney
Metro works
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Communication tool

Purpose

Responsibility

Timing/
frequency

Federal and state MPs and local
councillors

Update information
on major project
milestones and
provide information to
respond to issues
raised by
constituents

Sydney Metro

As required

Media releases

Update information
for the community on
major project
milestones and
provide information
as required by
Sydney Metro

Sydney Metro

In conjunction
with project
milestones

JHCPBG will support
Sydney Metro’s
initiative to engage
primary and high
school students with
the TSE Works.
All personnel that
interact with children
will undergo the
Working with
Children Check, as
required by the NSW
Office of the
Children’s Guardian
(OCG)

Sydney Metro

Ongoing

Site inductions and toolbox talks

All TSE Works team
members and
contractors will be
made aware of
community relations
requirements and
local community
concerns

JHCPBG

Inductions
before working
on site
Weekly toolbox
talks and as
required for new
issues

Codes of conduct

Details specific
standards of
behaviour and
requirements for
heavy vehicle drivers
and security officers

JHCPBG

Codes are
included in
contracts to
perform work on
the TSE Works

Information or
directional signage at

JHCPBG

As required

Briefings and media

Schools
School engagement program

Management

Traffic communication
Signage
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Communication tool

Purpose

Responsibility

Timing/
frequency

the location of the
traffic change to
advise road
users/pedestrians of
alternative paths and
duration; disrupted
access to bus stops
and changes in
public areas such as
a park
Traffic alert email

Communication to
transport operators
and emergency
services to advise of
traffic changes
including road or lane
closures and detours
via SCO email burst

JHCPBG

Weekly

VMS signs

Electronic variable
message sign
provides advanced
notice to road users
of traffic changes

JHCPBG

As required

Advertisements

Advertise in
newspapers before
major changes in
traffic conditions.

JHCPBG

As required

4.9

Enquiries and complaints management

Each stakeholder contact is an opportunity to build understanding about the TSE Works and
allay concerns. Complaints provide important feedback to improve project processes and
mitigation measures to avoid or minimise further complaints. JHCPBG will take all
reasonable measures to prevent the reoccurrence of stakeholder and community complaints.
The strategic approach to managing enquiries and complaints consists of:
•

Courtesy

•

Accessibility

•

Responsiveness

•

Delegation of authority to resolve the issue

•

Access to accurate information.

All employees and subcontractors are required to respond to stakeholders with courtesy and
professionalism. This will be reinforced during TSE Works inductions. Specific toolbox talks
will further consolidate the approach.
Contact details for enquiries and complaints about the TSE Works are included in all
publications, website and on-site hoardings. Outside standard construction hours on-call
officers will be available to respond to complaints or urgent enquiries.
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The procedure to manage enquiries and complaints is contained in the Sydney Metro’s
Overarching Community Communications Strategy and the Sydney Metro Construction
Complaints Management System (A5526715 Revision 6).
Required services standards for reception and response times are designed to meet the
Project Approval conditions, including consistency with the Australian Standard – Complaints
Handling ISO 10 002:2004, MOD Customer Satisfaction Guidelines for Complaints Handling
in Organisations formerly (AS 4269). These are summarised in Table 10.
Table 10: Service standards for response to enquiries and complaints

Enquiry and complaint type

Response time

General enquiries received by phone
or in person

At least a verbal response within two hours unless the
enquirer agrees otherwise

Written enquiries (letters, emails and
online comments)

Written response within 24 hours (one business day) of
receipt of the letter/email/online comment

Social media enquiries received from
Sydney Metro

Within two hours of receiving the enquiry (or within two
hours of the start of the next business day if the enquiry is
received out of hours)

Record details of each enquiry in
Consultation Manager database

Within 48 hours of receiving enquiry

Report on enquiries received and
responses

Provide to Sydney Metro monthly

Record details of each complaint and
how it was managed in the
Consultation Manager database

Within 24 hours of receiving complaint

Complaints – received by telephone or
face to face

Initiate investigation upon receipt of complaint
Verbal update on the actions being taken to investigate
and resolve the complaint provided within two hours of the
initial contact unless the complainant agrees otherwise

Complaints – emails

Respond by email within four hours of receiving the email
or verbally within four hours if a telephone number is
provided, available on Consultation Manager or as
otherwise agreed with the complainant
Send automated response to confirm receipt of out-ofhours complaints and explain response will follow.
Respond by email within the first four hours of the next
business day

Complaints – written complaints
(letters/faxes)

Respond in writing and mail within 24 hours of receipt or
provide a verbal response if a telephone number is
provided or available on Consultation Manager
If received out of hours, send a letter within 24 hours of
the next business day

Complaints information

Provide written information on any complaints received,
including response times and details of any actions,
undertaken or proposed, or investigations within one
business day

Complaints report to JHCPBG
Construction and Project Managers,
Senior Leadership team, and to EPA,
Sydney Metro, ER and AA

Report provided daily for all complaints received for the 24
hours to midday on business days.
Complaints received from 12 noon on Friday to 12noon on
Monday are reported at 2pm on Monday.
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Enquiry and complaint type

Response time
Complaints received on a Public Holiday are reported on
the next business day.

Requests for information from Sydney
Metro about complaint responses

Within two hours of request.

JHCPBG will comply with all directions from Sydney Metro, which may include
recommendations from the Community Complaints Mediator, in resolving any escalated
complaints.
4.9.1 Complaints process
A complaint is defined as any communication received from a stakeholder expressing
dissatisfaction. This is a purposely broad definition and is used to ensure that matters of
concern to stakeholders are addressed promptly. Complaints may be received directly or
referred by Sydney Metro or other contractors. Complaint handling responsibilities are
summarised in Table 11.
All complaint calls to the 1800-number will be answered and responded to 24 hours a day,
seven days a week. A call centre reception service managed by Sydney Metro records
contact details and basic information about the nature and location of the complaint. The
complainant is made aware that an on-call officer will contact them shortly to address the
issue.
With this approach, the caller is not placed on hold or referred to a recorded message. If the
rostered officer cannot receive a call (e.g. they are on the phone responding to another
caller), calls can be directed to an alternate rostered on-call officer.
The process in Appendix E outlines the complaints handling process to resolve and report
complaints.
Place Managers will manage the ongoing communication with the complainant until they are
satisfied with the actions taken. The complaint is escalated to the Senior Stakeholder and
Community Relations Manager if the complainant remains unsatisfied. Further escalation will
be in line with the Sydney Metro procedure and may include the Community Complaints
Mediator or the Independent Property Impact Assessment Panel (IPIAP) as appropriate.
JHCPBG will arrange translators if a stakeholder or community member is unable to
communicate their concerns in English.
All documents on the Project website are accessible, including this Community
Communication Strategy.
Table 11: Summary of complaint handling responsibilities

Complaint type

Responsibility

Complaints about TSE construction activities
during business hours

Community Place Managers

Complaints about TSE construction activities
after hours

Rostered Community team member

Project-wide complaints and escalations

SSM

Complaint about Sydney Metro City &
Southwest works that are not TSE related

JHCPBG to notify Sydney Metro immediately.
Sydney Metro will refer to relevant contractor

Complaints unrelated to Sydney Metro City &
Southwest

JHCPBG or Sydney Metro refer complainant to
relevant organisation
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Complaint type

Responsibility

Complaints that are not resolved by JHCPB

Escalated to Sydney Metro who may then refer
the complaint to Community Complaints
Mediator or IPIAP
ER and AA may assist, if required, in resolution
of noise and vibration complaints

Noise and vibration complaints that remain
unresolved reported to Secretary DP&E

ER

4.10 Consultation forums
During project development and EIS consultation, Sydney Metro Place Managers were key
points of contact for the community. Stakeholder and community relationships were
transitioned to JHCPBG's CPMs for the duration of the TSE Works. Where a stakeholder’s
issues lie outside the TSE Works scope, they will be referred to the relevant Interface
Contractor or to Sydney Metro.
The main consultation forums to engage key stakeholder and community groups for the TSE
Works are summarised below. The forums will be used in conjunction with the suite of
communication tools described earlier in Section 4.8 Communication and consultation tools
and forums.
4.10.1 Local government and key agency consultation
An introductory briefing introduced councils and agencies to the scope of the TSE Works,
site planning, traffic, proposed key mitigation strategies, consultation and draft key
environmental management plans. Copies of the draft plans were provided for consultation
and comments, assessed and incorporated as part of the approval process for these plans.
Consultation with environmental agencies is detailed in the CEMP. Ongoing monthly
meetings will be held with councils and attended by Sydney Metro, and JHCPBG's Interface
Manager and relevant Stakeholder Manager. Regular meetings will also be held with
agencies that are parties to an Interface Agreement Sydney Trains. Meetings with other
agencies will be scheduled on an as needs basis.
JHCPBG will participate in stakeholder working groups and exercises initiated by the
Department of Premier and Cabinet and NSW Police to assist with the planning of New
Year’s Eve and other major events as requested.
Familiarisation visits will be held with Emergency Services to discuss the TSE Works scope,
site layouts, contact protocols and access arrangements.
JHCPBG will consult directly with utility owners and operators about relocation, protection
and monitoring (if required) of the utility infrastructure assets. Sydney Metro will be advised
of any issues raised by Authorities.
4.10.2 Community consultation
In addition to the communication outlined in Section 6.2, JHCPBG undertakes localised
Community Connect information sessions for neighbours of the Construction Sites (see subplans). The sessions focus on key environmental management measures for the TSE Works
to minimise the impacts on the community and the environment. The sessions give residents
and community groups a convenient and flexible way to get information of interest to them
and the opportunity to speak directly with the site team.
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Residents within a 500-metre radius of each construction site are invited to Community
Connect sessions, held at intervals of approximately 12 months or in conjunction with major
milestones where the site facilities permit. Depending on the stage of works, the forums may
be held at a central location or, when possible, at the worksite/s.
JHCPBG staff from construction sites, including place managers, environment and site
construction staff will be available to engage with the local community and answer questions
from stakeholders who attend these sessions. Key issues and questions will be captured and
answers will be published in the next community newsletter. Construction staff from each
relevant worksite will also be involved in individual stakeholder consultation meetings, when
required, to facilitate understanding of technical issues and respond to technical enquiries.
All forums held will be recorded on Consultation Manager within 48 hours.
4.10.3 Business consultation
JHCPBG’s approach to business consultation is described in detail in the Business
Management Plan (BMP). One-on-one consultation will always be the preferred method for
businesses, large or small, that are potentially affected. Construction personnel from each
site other relevant specialists will attend and be involved in these engagement forums.
We will use a tiered approach to consultation with businesses that reflects the degree of
interface with the TSE Works. We will provide an appropriate forum to ensure business
needs are understood and to confirm the frequency and level of ongoing communication
required. The tiers of business interaction are as follows:
Major business stakeholders
Senior management of major businesses whose headquarters/major operations are adjacent
to or potentially affected by the TSE Works. A boardroom-style briefing will be provided either
individually or in small groups related to specific sites. Initial briefings will be used to identify
preferences for ongoing communication and whether additional briefings are needed for
employees or tenants.
Business building-based information sessions
These forums will be used when a major building near a construction site includes many
businesses. They will be arranged with the assistance of building managers or tenant liaison
managers. The forums will be designed to be convenient and the frequency and topics will
be discussed with the stakeholders.
Business Matters briefing sessions
These forums are designed to capture businesses less directly affected but with an interest
in being informed. Held at intervals of no less than 12 months, businesses within 500 metres
of the site will be invited at key stages of the TSE Works to a central and convenient location.
JHCPBG will also become a member of the Sydney Business Chamber and establish
relationships with key industry bodies pertinent to the TSE Works (see list in Section 3.8:
Stakeholder analysis) to facilitate communication with businesses in their networks.
4.10.4 Traffic and transport stakeholder consultation
Sydney Metro has established a Traffic and Transport Liaison Group (TTLG) for the entire
Sydney Metro City & Southwest Project. The JHCPBG Traffic and Transport Manager (TTM)
will be a member of the TTLG and act as the authorised representative for JHCPBG. The TTM
will attend all relevant TTLG meetings that are held during the duration of the TSE Works and
provide the following information:
•

Construction staging (existing or proposed)
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•

Traffic operations, including changes in regulatory traffic controls

•

Community concerns and comments or feedback

•

Impacts on road-based transport operations

•

Issues related to pedestrians and cyclists or mobility-impaired road users

•

Communication strategies and actions to be taken.

Details of communication tools to notify the community of traffic changes can be found in
Section 4.8. Communication and consultation.
4.10.5 Government relations
Sydney Metro will retain responsibility for government relations. JHCPBG will provide
information and support as required so that Sydney Metro can give updates and respond to
enquiries from Members of Parliament and government officials.

4.11 Site access and photography
4.11.1 Sydney Metro and media
JHCPBG has designed the major worksites to facilitate access by site visitors and media
where possible. In addition, a large number of potential media events have been included in
the TSE Works program to ensure that all Construction and Project Managers factor in the
requirements of allowing the media to capture these important milestones.
4.11.2 Site visits
JHCPBG recognises the importance of giving our stakeholders the opportunity to get a closeup experience of the site and an appreciation of the works underway. Site visits will be
arranged for:
•

Key stakeholders, including nearby residents and businesses, that may be affected by
works at the site

•

Department of Planning and Environment and EPA representatives join regular site
inspections

•

Community groups with an interest in the TSE Works where possible as part of open
days.

We have considered stakeholder visits when designing our sites and included dedicated
viewing areas, where possible. Two of the tunnelling sites at Chatswood and Marrickville
have areas near the dive areas that will enable visitors to see activities such as TBM
assembly and support infrastructure.
There will be limited access at most other sites due to site constraints, including underground
works.
Viewing areas have been provided at Chatswood and Marrickville that will provide good
views of construction but will not require PPE. These sites will also provide disabled access,
amenities and under cover access. These facilities will be available for open days described
in 6.5.3. At all other sites, where PPE is required this will be enforced and JHCPBG will
provide the required PPE.
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4.11.3 Community open days
Open days are a significant opportunity for larger numbers of people to visit sites. In the
event of significant heritage finds, open days will be scheduled and publicised. In general, all
open days will be scheduled on weekends for the convenience of the public and to minimise
disruption to the works. Numbers of visitors will be restricted to ensure safety.
In addition, additional open days will be provided as part of the Sydney Metro education
program and community tours over the life of the TSE Works where feasible.
Safety inductions, escorts and transport on site will be provided as required.

4.12 Incident and crisis communication
Detailed plans have been developed for emergency responses and crises. These include
flow charts that provide for early notification of the Senior Stakeholder and Community
Relations Manager and Sydney Metro. Our plans allow for training of key personnel and the
implementation of desktop scenarios, emergency drills and debriefs. The involvement of the
Emergency Services facilitates clear and coordinated communication with these agencies.
The Emergency Response Plan also incorporates the Pollution Incident Response
Management Plan and provides for the immediate notification of environmental incidents.
Project inductions emphasise these reporting protocols.
Incident and crisis plans provide specific protocols to promptly alert neighbouring
stakeholders of incidents that may affect them and keep them updated.
In addition, specific communication protocols will be implemented as required for key
stakeholders who adjoin construction sites to ensure they receive timely notification and
updates on incidents or emergency works that may affect their operations.
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Appendix A

Stakeholder and Community Engagement Policy
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Appendix B
Compliance with Project Approval Conditions and
Revised Environmental Mitigation Measures
Conditions of Approval
Condition

Detail

Document reference

Community Information, Consultation and
Involvement
B1

A Community Communication Strategy must be
prepared to facilitate communication between the
Proponent, and the community (including Relevant
Councils, adjoining affected landowners and businesses,
and others directly impacted by the CSSI), during the
design and construction of the CSSI and for a minimum of
12 months following the completion of construction of the
CSSI.

This Strategy (in
respect to the TSE
Works Construction
activities)
CCS-EW (in respect to
early works (design
investigations, utility
works and site
establishment).
See Section 1.7

B2

The Community Communication Strategy must:
(a)
identify people or organisations to be consulted
during the design and construction phases;

Section 4

B3

(b)
set out procedures and mechanisms for the
regular distribution of accessible information about or
relevant to the CSSI;

Section 6.2

(c)
identify opportunities to provide accessible
information regarding regularly updated site
construction activities, schedules and milestones at
each construction site including use of construction
hoardings to provide information regarding construction,
specific to the location;

Section 6.2 and 6.4

(d)
identify opportunities for the community to visit
construction sites (taking into consideration workplace,
health and safety requirements);

Section 6.5

(e)
involve construction personnel from each
construction site in engaging with the local community;

Section 5.2.3, 6.4 and
6.5

(f)
provide for the formation of issue or locationbased community forums that focus on key
environmental management issues of concern to the
relevant community(ies) for the CSSI;

Section 6.4

(g)

Section 6.2, 6.3 and
6.4

set out procedures and mechanisms:
(i) through which the community can discuss or
provide feedback to the Proponent;
(ii) through which the Proponent will respond to
enquiries or feedback from the community; and
(iii) to resolve any issues and mediate any disputes
that may arise in relation to environmental
management and delivery of the CSSI.

The Community Communication Strategy must be
submitted to the Secretary for approval no later than three
months from the date of this approval or one (1) month
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Conditions of Approval
before commencement of any work, whichever is the
latter.
B4

Work for the purposes of the CSSI must not commence
until the Community Communication Strategy has been
approved by the Secretary, or within another timeframe
agreed with the Secretary.

This Strategy (in
respect to the TSE
works)

B5

The Community Communication Strategy, as approved
by the Secretary, must be implemented for the duration of
the works and for 12 months following the completion of
construction.

This Strategy for the
duration of the TSE
works

Complaints Management System
B6

A Complaints Management System must be prepared
before the commencement of any works in respect of the
CSSI and be implemented and maintained for the duration
of works and for a minimum for 12 months following
completion of construction of the CSSI.

Section 6.3 in respect
to the TSE Works

B7

The Complaints Management System must include a
Complaints Register to be maintained recording
information on all complaints received about the CSSI
during the carrying out of any works associated with the
CSSI and for a minimum of 12 months following the
completion of construction. The Complaints Register
must record the:
(a) number of complaints received;
(b) number of people affected in relation to a
complaint; and
(c) nature of the complaint and means by which the
complaint was addressed and whether resolution
was reached, with or without mediation.

Sydney Metro
Overarching
Community
Communication
Strategy and
Sydney Metro
Construction
Complaints
Management System

B8

The Complaints Register must be provided to the
Secretary upon request, within the timeframe stated in the
request

Sydney Metro
Construction
Complaints
Management System

B9

The following facilities must be available within one (1)
month from the date of this approval and for 12 months
following the completion of construction and appropriately
broadcast to collect community enquiries and complaints:
(a) a 24 hour telephone number for the registration of
complaints and enquiries about the CSSI;
(b) a postal address to which written complaints and
enquires may be sent;
(c) an email address to which electronic complaints
and enquiries may be transmitted; and
(d) place-based community manager for each of the
station locations available to meet with community
members on request.

Sections 1.7, 4.2.2
above and 4.8
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Conditions of Approval
B10

The telephone number, postal address and email address
required under Condition B9 of this approval must be
published in a newspaper circulating in the local area and
on-site hoarding at each construction site before
commencement of construction and published in the
same way again before commencement of operation. This
information must also be provided on the website required
under Condition B15 of this approval.

CCS-EW and Section
6.2

B12

The role of the Community Complaints Mediator is to
follow up on any complaint where a member of the public
is not satisfied by the Proponent’s response. Any member
of the public that has lodged a complaint which is
registered in the Complaints Management System
identified in Condition B6 may ask the Community
Complaints Mediator to review the Proponent’s response.
The application must be submitted in writing and the
Community Complaints Mediator must respond within 28
days of the request being made or other specified
timeframe agreed between the Complaints Mediator and
the member of the public.

Section 6.3

B13

The Community Complaints Mediator will:
(a) review the Proponent’s unresolved disputes
between the project and members of the public if
the procedures and mechanisms under Condition
B2(g)(iii) do not satisfactorily address complaints;
and
(b) make recommendations to the Proponent to
satisfactorily address complaints, resolve disputes
or mitigate against the occurrence of future
complaints or disputes.

Sydney Metro
Overarching
Community
Communication
Strategy
Sydney Metro
Construction
Complaints
Management System

B 14

The Community Complaints Mediator will not act before
the Proponent has provided an initial response to a
complaint and will not consider issues such as property
acquisition where other dispute processes are provided
for in this approval, or clear government policy and
resolution processes are available, or matters which are
not within the scope of the CSSI.

Sydney Metro
Overarching
Community
Communication
Strategy
Sydney Metro
Construction
Complaints
Management System

B15

A website providing information in relation to the CSSI
must be established before commencement of works and
maintained for the duration of construction, and for a
minimum of 12 months following the completion of
construction or other timeframe as agreed with the
Secretary. The following up-to-date information (excluding
confidential, private and commercial information) must be
published prior to the relative works commencing and
maintained on the website or dedicated pages:
(a) information on the current implementation status
of the CSSI;
(b) a copy of the documents listed in Condition A1
and Condition A2 of this approval, and any

Section 6.2
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Conditions of Approval
documentation relating to any modifications made
to the CSSI or the terms of this approval;
(c) a copy of this approval in its original form, a
current consolidated copy of this approval (that is,
including any approved modifications to its terms),
and copies of any approval granted by the
Minister to a modification of the terms of this
approval;
(d) a copy of any Environment Protection Licence
required and obtained in relation to the CSSI; and
(e) a current copy of each document required under
the terms of this approval and any endorsements,
approvals or requirements from the ER and
Secretary, all of which must be published before
the commencement of any works to which they
relate or before their implementation as the case
may be.
Revised Environmental Mitigation Measures
Measure

Detail

Document reference

S01

Direct impacts to public open space at the Blues Point
temporary site would be minimised.

Blues Point Sub-plan

S02

Specific consultation would be carried out with sensitive
community facilities (including aged care, child care
centres, educational institutions and places of worship)
potentially impacted during construction. Consultation
would aim to identify and develop measures to manage
the specific construction impacts for individual sensitive
community facilities.

This Strategy and
Sub-plans

BI1

Specific consultation would be carried out with businesses
potentially impacted during construction. Consultation
would aim to identify and develop measures to manage
the specific construction impacts for individual
businesses.

BMP

BI 2

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

BMP

BI 3

Appropriate signage would be provided around
construction sites to provide visibility to retained
businesses.

BMP

Construction Environment Management Framework Stakeholder and Community
Involvement
Clause

Detail

Document reference

4.1 (a)

Throughout construction, Sydney Metro and the Principal
Contractors will work closely with stakeholders and the
community to ensure they are well informed regarding the
construction works.

This strategy
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Construction Environment Management Framework Stakeholder and Community
Involvement
4.1 (b)

Stakeholders and the community will be informed of
significant events or changes that affect or may affect
individual properties, residences and businesses. These will
include:
i. Significant milestones;
ii. Design changes;
iii. Changes to traffic conditions and access arrangements for
road users and the affected public; and
iv. Construction operations which will have a direct impact on
stakeholders and the community including noisy works,
interruptions to utility services or construction work outside of
normal work hours.

This strategy and
Section 6.2

4.2 (a)

A Community Communication Strategy will be developed by
each Sydney Metro Principal Contractor.

This Strategy

4.2 (b)

Community Communication Strategy
Key elements of the Community Communication Strategy,
which will be implemented at appropriate times in the
construction process, will include:
i. Notification (including targeted letterbox drops and email) of
any works that may disturb local residents and businesses
(such as noisy activities and night works) at least seven days
prior to those works commencing;
ii. Notification (including targeted letterbox drops and email)
of works that may affect transport (such as road closures,
changes to pedestrian routes and changes to bus stops);
iii. Traffic alerts (via email) to all key traffic and transport
stakeholders advising of any changes to access and local
traffic arrangements (at least seven days prior to significant
events);
iv. Print and radio advertisements regarding major traffic
changes;
v. 24-hour toll-free community project information phone line;
vi. Complaints management process;
vii. Community information sessions, as required;
viii. Regular updates to the Sydney Metro website
(sydneymetro.info), including uploading of all relevant
documents, and contact details for the stakeholder and
community relations team;
ix. Provision of information to the Sydney Metro Community
Information Centre including community newsletters,
information brochures and fact sheets and interactive webbased activities;
x. Clear signage at the construction sites;
xi Regular newspaper advertisements in local and
metropolitan papers;
xii. Regular inter-agency group meetings;
xiii. Community, business and stakeholder satisfaction
surveys and feedback forms;

This Strategy
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Construction Environment Management Framework Stakeholder and Community
Involvement
xiv. Translator and interpreter services; and
xv. The Principal Contractor’s Community Relations Team
will liaise with the Sydney Metro Project Communications
team as the point of contact for the community.
4.3 (a)

Complaint Handling
Community liaison and complaints handling will be
undertaken in accordance with the Construction Complaints
Management System and will include:
i. Principal Contractors will deal with complaints in a
responsive manner so that stakeholders’ concerns are
managed effectively and promptly; and
ii. A verbal response will be provided to the complainant as
soon as possible and within a maximum of two hours from
the time of the complaint (unless the complainant requests
otherwise). A detailed written response will then be provided,
if required, to the complainant within one week.

Section 4.9

4.4 (a)

Urban Design of Temporary Works
Principal Contractors will ensure as a minimum:
Temporary construction works including site hoardings and
acoustic sheds consider urban design and visual impacts,
including:
Artwork, graphics and images to enhance the visual
appearance of temporary works in high visibility locations;
Project information to raise awareness on benefits, explain
the proposed works at each site and provide updates on
construction progress;
Community information, including contact numbers for
enquiries / complaints;
Signage and information to mitigate impacts on local
businesses which may be obscured by the construction site;
Sydney Metro advertising / public awareness campaigns; and
Logos / branding, including Sydney Metro, NSW
Government, and Contractor branding.

Section 3.6, 6.2 and
Visual Amenity
Management Plan
(SWCSWTSE-JCGTPW-EN-PLN002020)

4.4 (b)

The design of all temporary works will require Sydney Metro
approval in relation to urban design and visual impacts.

Visual Amenity
Management Plan
(SWCSWTSE-JCGTPW-EN-PLN002020)

4.4 (c)

Construction hoardings, scaffolding and acoustic sheds will
be regularly inspected and kept clean and free of dust build
up. Graffiti on construction hoardings, scaffolding or acoustic
sheds will be removed or painted over promptly

Visual Amenity
Management Plan
(SWCSWTSE-JCGTPW-EN-PLN002020) and Section
4.3.2

4.4 (d)

The principles of Crime Prevention Through Environmental
Design will be applied to all works, including temporary
works, that have a public interface

Visual Amenity
Management Plan
(SWCSWTSE-JCGTPW-EN-PLN002020)
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Construction Environment Management Framework Stakeholder and Community
Involvement
4.5 (a)

Business and Property Impacts
Principal Contractors will proactively work with potentially
affected stakeholders to identify the likely impacts and put in
place measures to minimise impacts.

BMP

4.5 (b)

Construction works will be undertaken to meet the following
objectives:
i. Minimise the potential impact of the project to businesses
affected by construction works;
ii. Ensure businesses are kept informed of the project and
consulted in advance of major works or factors that are likely
to have a direct impact;
iii. Consult with all business directly affected by changes to
access arrangements regarding specific requirements at
least two weeks prior to those changes coming into effect;
and
iv. Ensure that business stakeholder enquiries and
complaints regarding the project are managed and resolved
effectively.

BMP

4.5 (c)

Principal Contractors will document in the Community
Communication Strategy (Section 4.2) key issues relating to
business impacts by locality with a particular focus on
proactive consultation with affected businesses. Including:
i. Identification of specific businesses which are sensitive to
construction activity disturbances;
ii. Summary of the commercial character of the locality, its
general trading profile (daily and annually) and information
gained from the business profiling such as:
(a) Operating hours;
(b) Main delivery times;
(c) Reliance on foot traffic;
(d) Any signage or advertising that may be impacted;
(e) Customer origin; and
(c) Other information specific to the business that will
need to be considered in construction planning
iii. Define the roles and responsibilities in relation to the
control and monitoring of business disturbances;
iv. Identification of locality specific standard business
mitigation measures which would be implemented;
v. Maps and diagrams to illustrate the information for easy
identification of measures which would be implemented;
vi. Description of the monitoring, auditing and reporting
procedures;
vii. Procedure for reviewing performance and implementing
corrective actions;
viii. Description of the complaints handling process; and
ix. Procedure for community consultation and liaison.

BMP
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Sydney Metro Overarching Community Communications Strategy (rev. 5.4, dated 21/09/17)
Section

Title

Document reference

1

About this plan

Section 1.7, 1.8

1.2

Outline

Section 1.8

1.3

Conditions of Approval

This Plan and
Appendix B

2

Accountabilities

2.1

Reviewing this plan

Section 1.9

2.2

Relationships with other plans

Section 1.8

3

Our approach

Section 2.5

3.1

Transport for NSW approach

Section 1.0

3.2

Sydney Metro approach

Section 1.0

3.3

Program objectives

Section 1.6

3.4

Our relationships

Section 

4

Stakeholder identification

Section 

4.1

Definition

Section 

4.2

Sydney Metro stakeholders

Section 

5

Known issues

5.1

Understanding the issues

Section 2.02.3

5.2

Key issues

Section 2.3

5.3

Managing the impacts and issues

Section 2.3

6

Communication tools

Section 0

7

Structure

Section 4.1

7.1

Roles

Section 4.2

7.2

Sydney Metro team key accountabilities and deliverables

Section 4.3

7.3

Contractor delivery communications teams

This Plan

8

Responsibilities

8.1

Stakeholder liaison

Section 4.2

8.2

Stakeholder database

Section 4.8

8.3

Community Communication Strategies

This Plan; Section 1.7
and 1.8

8.4

Communications Management Control Group

Section 4.4 (note there
has been a change in
name to
Communications
Management
Coordination Group.
This is reflected in the
CCS-TSE)

8.5

Meetings with stakeholders and the community

Section 4.8 and 4.10
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Sydney Metro Overarching Community Communications Strategy (rev. 5.4, dated 21/09/17)
8.6

Notifications

Section 4.8

8.7

Advertisements

Section 4.8

8.8

Newsletters

Section 4.8

8.9

Project Milestone/Newsletter Email

Section 4.8

8.10

Marketing and promotional opportunities

Section 4.3.2

8.11

Stakeholder presentations and forums

Section 4.8 and 4.10

8.12

Community email/written correspondence

Section 4.8

8.13

Community phone enquires

Section 4.8

8.14

Community complaints

Section 4.9.1 and
Appendix E

8.15

Community information sessions

Section 4.8 and 4.10

8.16

Branding and logos

Section 4.3

8.17

Issues with Media management

Section 4.11.1 and
4.12

8.18

Government relations

Section 3.8 and 4.10.1

8.19

Strategic Partnerships

Section 3.8

8.20

Crisis communications

Section 4.12

8.21

Construction site access

Section 4.11

8.22

Photography and video recordings

Section 4.11

8.23

Animations

Section 4.8

8.24

Website

Section 4.8

8.25

Social media

Section 4.8

8.26

School engagement program

Section 4.8

8.27

Site inductions and training

Section 4.8

8.28

Community information centre and mobile displays

Section 4.8

8.29

Community and business-based forums

Section 4.10

8.30

Site signage and hoarding banners

Section 4.8

8.31

Fact sheets

Section 4.8

9

Sydney Metro overarching implementation plan

Appendix C
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Appendix C

Implementation Plan

The Implementation Plan provides a framework program of communication activity tied to the current high level program of works. It is designed
to be flexible and will be reviewed to anticipate upcoming activities and any emerging community and stakeholder issues. These will be used as
the basis for ongoing forecasts to Sydney Metro and coordination meetings.
Project phase

Communication action

Stakeholder

Resources

Deadline

Project start-up

Establish communication coordination forums with Sydney Metro
Communication approval procedure agreed with Sydney Metro
Enquiries and complaint referral protocols agreed
Branding incorporated into project templates including signage,
clothing, vehicles, etc.
Consultation Manager training and protocols
Templates for notifications, site construction update newsletters,
condition survey letters to property owners agreed
Develop initial TSE Works presentation in interactive portal
Templates for updates to Sydney Metro City & Southwest newsletter,
website, school program, elected representative briefings agreed
JHCPBG web page established
FAQ development
Community component of TSE Works induction developed
Media monitoring implemented
Agency briefings and workshops (see CEMP)
Mobile display materials prepared
Council briefings with Sydney Metro
Elected representative briefing notes for Sydney Metro
Establish interface meetings with councils and other key stakeholders
Interactive display concept developed (and delivered within six
months).

Sydney Metro and
key stakeholders

Stakeholder and
Community
Relations
Management team
Interface Manager

Before
Construction
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Project phase

Communication action

Stakeholder

Resources

Deadline

Environmental
documentation

Agency briefings and workshops
Formal consultation on environmental plans
Liaison with approval authorities

As per CEMP
consultation

Approvals,
Environment &
Sustainability
Manager (AESM)
Construction
Director

As detailed in
CEMP

Load approved environmental documents to websites of Sydney Metro,
JHCPBG and John Holland as required by approval and EPL
conditions

General public

PAM

Before
construction

Site
investigations

Notification letter
Consultation with property owners/site neighbours

Property owners/
neighbours

Place Managers

7 days before
activities

Adjoining owner
agreement
meetings

Consultation with property owners

Property
owners/business
operators

Interface Manager
and as required:
Place Managers,
Business
Relationship
Manager(BRM)

Before site
establishment

Site
establishment,
site hoardings,
and
establishment of
environmental
controls

Project introduction letter
Site signage installed
Site-specific construction newsletter
Hoarding design containing Project contact details
Emergency services briefing and site familiarisation
Incident communication desktop exercise and debrief
Stakeholder meetings
Doorknock meetings with immediate neighbours
Community Connect information sessions on environmental controls,
including noise barriers

Local community
Emergency
services
Key stakeholders
Works neighbours
Businesses

SSM, SMs, BRM
AESM
Project Managers

Before
construction
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Project phase

Communication action

Stakeholder

Resources

Deadline

Business Matters forums
Utility works
(protection,
relocation)

Directional signage when footpaths are disrupted
Advice to businesses, schools and other regular footpath user groups
Notification letters to site neighbours

Pedestrians
Schools
Businesses
Local community

Project Manager,
Community Place
Managers

As required in
advance of works

Road works and
traffic changes

Briefing for Traffic and Transport Liaison Group
Traffic alerts
VMS or other signage
Neighbour notification letter
Bus stop notices if required
Progress email and other updates

TTLG members
Travelling public,
traffic media
Travelling public,
pedestrians,
cyclists
Works neighbours
Bus users
All traffic and local
stakeholders

Traffic and
Transport
Manager

As required in
advance of works

Demolition

Notifications and doorknocks
Sensitive stakeholder meeting and follow up, (letters to parents, carers,
school or church community if required)
Site signage

Demolition
property
neighbours
Local community

CPMs and
Environment team

As required in
advance of works

Tree removal or
trimming

Stakeholder meetings
Elected representative update (via Sydney Metro)
Consultation with councils
Notifications and fact sheets

Environment and
community groups

SSM, PAM, AESM

2 weeks before
activity

Delivery of
oversized
equipment

Notifications
Traffic alert, if required
Social media and email updates

Transport
operators,

Project Managers,
Place managers

As required in
advance of works
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Project phase

Communication action

Stakeholder

Resources

Deadline

travelling public,
general public
Excavation of
stations and
shafts

Notification of spoil haulage approach, including reuse targets
Notification letters
Doorknock consultation with immediate neighbours
Construction update newsletters
Website update
Email and social media update
Community Connect session on site
Business Matters briefings

Local community
Site neighbours
and businesses
Users of nearby
facilities
General public

SSM, Stakeholder
and Community
Relations
Managers,
Place Managers
Business
Relationships
Manager, PAM

As required in
advance of works

Commencement
of TBM
tunnelling,
breakthroughs
and retrievals

TBM milestone events
TBM signage

Government and
media
stakeholders
Other key
stakeholders

PAM

As required in
conjunction with
milestone

Key stakeholder site tours

Media, neighbours
Key stakeholders

Place Managers
PAM

In conjunction with
milestones where
possible

Tunnelling communication and notification package including:
Letters and map
Contact details
Mitigation offers in line with EPL
Other mitigation to provide respite
Update letter and map

Residents and
businesses as per
Tunnelling
Communication
Sub-plan

Place Managers

6 weeks before
tunnelling

Data stream to support TBM progress path on Sydney Metro’s website

General public

GIS team, PAM

Before TBM
tunnelling

SMCSWTSE-JCG-TPW-SH-PLN-002040

06

Community Communications Strategy

Page 79 of 82

Community Communications Strategy

Project phase

Communication action

Stakeholder

Resources

Deadline

Completing
station/shaft
excavation and
tunnelling works

Notifications and updates
Media events to support milestones

All stakeholders
and local
community
Media

Place Managers,
PAM

In advance of
works

Completion of
significant site
activities
Handover
(progressive)

Community open days
Thank you letters
Site tours for key stakeholders

Local community
All stakeholders
Key stakeholders
Businesses

SM, CPMs, BRM

With milestone
where possible
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Appendix D

JHCPBG Consultation Framework for the Sydney Metro TSE Works
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Appendix E

JHCPBG Complaint Process for the Sydney Metro TSE Works
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