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1 A PLANNED APPROACH TO 
COMMUNICATIONS AND ENGAGEMENT 

The West Gate Tunnel Project will deliver an alternative to the West Gate Bridge, providing a 
much needed second river crossing, quicker and safer journeys, and removing over 9,000 trucks 
from residential streets in the inner west. 

The project will change the way people move around Melbourne, and how trucks get to the Port 
of Melbourne. Project works include tunnels and an elevated motorway connecting the West Gate 
Freeway with the Port of Melbourne, CityLink and the city.   

The West Gate Tunnel Project has three components, shown in Figure 1.1. 

 West Gate Freeway – upgrading and widening the freeway from 8 to 12 through lanes.  New
express lanes between the M80 and the West Gate Bridge will reduce weaving and merging
that leads to traffic congestion.

 A new tunnel – from the Westgate Freeway to the Maribyrnong River, taking motorists and
trucks underground and off residential streets

 Port to City – a new bridge over the Maribyrnong River and an elevated road along Footscray
Road will provide direct links to the Port of Melbourne, CityLink and an extended Wurundjeri
Way.

Additional project works include improvements to the shared use path network, including the 
extension of the Federation Trail to Hyde Street, an elevated ‘veloway’ for cyclists above 
Footscray Road, a link to the Moonee Ponds Creek Trail and a new cycling bridge adjacent to 
Dynon Road. 

Figure 1.1: Overview of the West Gate Tunnel Project 
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The West Gate Tunnel Project is a partnership between the Victorian Government and 
Transurban and is being built by the Design and Construct Sub Contractor, a joint venture of CPB 
Contractors and John Holland (CPBJH) 

The Western Distributor Authority is the government body responsible for the management and 
delivery of the project on behalf of the Victorian Government. 

This Plan relates to communications and engagement during construction. Implementation of the 
Plan is the responsibility of the design and construct contractor CPBJH and Transurban referred 
to in this document as “the project team”. 

1.1 Purpose of this Plan 

The purpose of the Communications and Community Engagement Plan (this Plan) for the West 
Gate Tunnel Project is to describe the approach for developing and maintaining a collaborative 
relationship with the community and stakeholders through the design and delivery of the project. 

This Plan will govern communications and community engagement activities and will satisfy the 
specifications in the project's Environmental Performance Requirements (EPR). A full list of the 
EPRs can be found online at www.westgatetunnelproject.vic.gov.au/keyapprovals 
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1.2 Compliance with Environmental Performance 
Requirements (EPR) 

EPR SP2 requires the project to “Develop and implement a Communications and Community 
Engagement Plan in consultation with affected local councils to engage and consult the 
community and potentially affected stakeholders and discuss progress of construction activities 
and operation. The Plan must be published on the project website prior to and for the duration of 
construction”. 

Table 1.1 sets out the detailed requirements in EPR SP2, and lists locations in this Plan where 
these requirements are addressed. 

Table 1.1 SP2 requirements for Communications and Community Engagement Plan (CCEP) 

Requirements Section of this Plan 

Community issues identification, complaints management and resolution approach and 
procedures in accordance with EPR EMP4 

Section 2.3 

Attachment A3 

The Business Involvement Plan (BIP) in accordance with EPR BP5 Attachment B 

Approach to stakeholder identification Sections 2.2, 3.2 

Enquiry management and record keeping approach and procedures including making 
available a 24 hour telephone number, postal address, and an email address and publishing 
these on the project website 

Attachment A3 

Approach to mitigating community impacts including dust, noise and light and any relevant 
policies (eg. relocations policy) 

Sections 2.3, 3.1, 
3.2  

Attachment A2, A4 

Approach to changes to transport conditions for affected users, relevant stakeholders and 
relevant road authorities. 

Sections 3.1.2 

Attachment A4 

How it will evaluate the effectiveness of community impact mitigation measures, including 
through noise and vibration monitoring 

Section 3 

Attachment A 122,3 

Identification of how stakeholders can access environmental monitoring data that is to be 
made publically available 

Section 3.2 

Incident and emergency communications, including notification methods and timeframes in 
the event of a major incident or overrun 

Section 3.2 

Attachment A 4 

Approach and processes to ensure that the workforce has appropriate community awareness 
and sensitivity 

Section 3.1 

Attachment A1 

Any innovative communications tools and methods in the CCEP which would enhance the 
Project’s ability to effectively communicate with the community and stakeholders 

Section 3.2 

Approach to notifying community, businesses, road user and other stakeholder affected by 
construction activities about impacts 

Section 3 

Attachment A4 

Approach to making relevant project information available to the community Section 3 

Attachment A4 

The role and function of the Community Liaison Group (CLG) as developed by the State Section 3.1.5 

It is required to address matters of interest or concern to the following stakeholders: 

 Municipalities

 Recreations, sporting and community groups

 Potentially affected residents and property owners
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 Potentially affected business

 Other public facilities in proximity

 Religious and worship groups

In accordance with EPR SP2, consultation with local councils was undertaken on the 
development of this CCEP. For details of this consultation please refer to Attachment C. 

1.3 Communications and Engagement Principles 

Effective and meaningful community and stakeholder engagement is a core commitment for the 
project team. The following principles will be followed: 

Honesty and transparency 

 Approach all engagement with genuine intent to involve communities in a positive manner and
improve understanding of projects

 Communicate about the nature of our work transparently

 Actively seek opportunities for community input

 Establish clear expectations about how much disruption communities should expect.

Clear communication 

 Match communications programs to the communications needs of communities and key
stakeholders

 Deliver activities using clear communication and ensure that messages are designed to be
effectively received

 Create collaborative and two-way communication programs.

Accessibility and visibility 

 Proactively engage communities and stakeholders

 Communicate at multiple levels, through multiple channels

 Encourage and meaningfully consider feedback.

Proven approach 

 Create community engagement programs using a considered framework

 Plan activities to ensure maximum opportunity for community participation

 Review and revise policy and procedures in line with best-practice community engagement
and evolving systems, media and communications.

Actively applying these principles through our engagement approach ensures that we make 
meaningful contributions to the communities in which we operate. 
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2 Communications and Engagement Approach 

We recognise the project will be built and operated in a large urbanised area with a significant 
number of residences, critical businesses and community assets. We are committed to engaging 
the community and stakeholders in constructive and co-operative dialogue based on mutual trust 
and respect. Figure 1.2 provides an overview of the project’s Communications and Community 
Engagement Approach. 

Figure 2.1: West Gate Tunnel Project Communications approach 
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2.1 Guided by industry standards 

Our project approach to communications and community engagement has been developed 
based on two recognised industry frameworks. The International Association for Public 
Participation (IAP2) spectrum is a key tool for establishing an effective stakeholder engagement 
strategy. IAP2 is the internationally recognised organisation for advancing public involvement and 
participation in government programs and services. Australian government departments, at all 
levels, use IAP2 as the industry guideline for community engagement. 

Many Victorian Government departments and agencies also refer to the Victorian Auditor 
General's Office (VAGO) Public Participation and Community Engagement Guide in addition to 
referencing the IAP2 spectrum to decide how to work with project stakeholders.  This Plan also 
considers those principles.  

Inform Consult Involve Collaborate Empower 

Provide balanced 
and objective 
information to assist 
understanding of 
the problem, 
opportunities and 
solutions 

Obtain feedback on 
analysis, 
alternatives and 
decisions 

Work directly with 
stakeholders to 
ensure their 
aspirations are 
understood and 
considered 

Partner with 
stakeholders in each 
aspect of the decision 
including development 
of alternatives and 
identification of the 
preferred solution 

Feedback and 
decision-making by 
related 
stakeholders 

Table 2.1: Alignment with IAP2 public participation spectrum 

2.2 Identifying our stakeholders 

Knowing who our stakeholders are and what may cause impacts, or create opportunities, is key 
to developing construction methodologies and delivering a project that provide best outcomes. 

The project takes a comprehensive approach to identifying relevant stakeholders and issues. 
Approaches include: 

 review of the project's scope, design and works program to identify interested stakeholders
and likely impacts

 regular engagement with local stakeholders including councils to identify key groups in each
area and the best ways to engage with them

 regular events to reach out to people who live and work in the area, including actively seeking
feedback on project activities in order to proactively identify and mitigate issues

 drawing on engagement undertaken through 2016 and 2017 on the project's development and
Environment Effects Statement.
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Our project stakeholders fall into two categories: 

 'interface stakeholders'- key organisations that have significant influence over key project
decisions, with a formal regulatory compliance or approval role

 community-based stakeholders, who are members or groups that directly represent the
community or have an interest in the project that extends beyond a technical or asset-owner /
approval role.

Some stakeholders fall into both categories; for example, some interface stakeholders are also 
community-based stakeholders. These stakeholders include State agencies, rail and other 
transport operators, emergency services and councils.  

2.3 Minimising community impacts during construction 

To improve outcomes and the lived experience of communities during construction, we will 
implement a process for identifying, managing and mitigating community and stakeholder issues 
and impacts (Figure 2.2).  

Key to this approach will be maintaining flexibility during construction and ensuring we are aware 
of the issues that will cause disruption to the local communities and stakeholders where we are 
undertaking works.   

We will work with the construction team to mitigate impacts where possible and where impacts 
are unavoidable, we will ensure timely notification to those potentially affected.   

Information on stakeholder and community issues and enquiries will be collected and recorded in 
accordance with privacy standards in a single register, for the purpose of responding to enquiries, 
sharing information externally and across the project team, and to assist with resolving issues. 

Figure 2.2: Issues and impacts management process 
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3 Communications and Engagement Activities  

We will ensure active, ongoing and timely communications and meaningful engagement 
opportunities with our local communities and stakeholders.  

3.1 A planned approach 

Our approach to stakeholder and communications activities integrates highly developed, 
tested systems and tools that aid successful project delivery and customer service. This 
approach involves: 

 Preparation and constant evaluation of this Plan for the lifetime of the project 

 Thorough planning and stakeholder analysis to minimise impacts on property owners, asset 
owners, businesses and communities 

 Identification of all stakeholders and issues that may influence design, construction planning 
and travel patterns in construction, commissioning and ongoing operations 

 An engagement model that enables our team to be responsive to all issues raised in a timely 
and accurate way throughout all phases of the project 

 Monitoring, recording and responding professionally to all community and stakeholder 
interactions through an industry-recognised contact database 

 Training for all project personnel, contractors and suppliers in our expected level of 
performance and behaviour in communications and community engagement. 

3.1.1 Providing information to communities and stakeholders  

Construction of the project will take place in a large urbanised area with a significant number of 
critical businesses and community assets. This catchment covers a broad mix of local 
businesses, industrial, commercial and government stakeholders, and a wide residential area 
with a diversity of accessibility issues and cultural backgrounds.  

We are committed to ensuring all interested stakeholders, communities and property owners can 
easily access the information that they need to engage meaningfully on the project.  

The project will involve a range of impacts to traffic and access at times, in addition to other 
impacts from large-scale infrastructure construction such as vegetation removal, noise, vibration 
and dust. 

Our approach is to: 

 Reach a diverse range of stakeholders through a number of direct and online activities and 
tools 

 Consult with culturally and linguistically diverse, religious and minority groups to identify key 
cultural groups and hard to reach communities 

 Develop high-quality visual materials to demonstrate project works, including maps, videos, 
photos, animations and information graphics to increase understanding of the complex 
engineering and construction aspects.   
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3.1.2 Providing information to road users 

Detailed traffic management planning and high levels of communication will be required to ensure 
road users are informed of traffic impacts, and are able to make to make clear travel choices 
accordingly. We will work closely with VicRoads and local councils to ensure traffic management 
plans are comprehensive and well considered.  

Our approach is to: 

 Provide advance notification of traffic impacts  

 Provide variable message signs in advance of the works to notify traffic  

 Use radio/print/online advertisements for public information  

 Provide a letter or email advising of the traffic impact to all relevant stakeholders, including but 
not limited to road users, residents, businesses, schools, community groups, municipal 
council/s, road user groups, public transport operators and other affected individuals  

 Provide information on the project website and on social media channels  

 Liaise and coordinate with responsible authorities for any adjacent works  

 Undertake face-to-face communication with highly impacted individuals, whose concerns will 
be taken into account and addressed wherever possible 

3.1.3 Liaising with directly affected residents and property owners 

Directly impacted residents and property owners are a core target group for communication and 
engagement throughout the life of the project. These residents may experience extended impacts 
during the construction phase, and some during the operational phase. 

It is critical to establish productive relationships with these highly impacted stakeholders as early 
as possible and to ensure information provision is timely and transparent.  A key focus of 
relationship development is to build a strong rapport with these stakeholders, involving them on 
the project journey and seeking meaningful input on construction impacts and participation in 
engagement for revitalisation activities in their area. 

Our approach is to: 

 Provide a dedicated Stakeholder and Communications Team for key zones so heavily 
impacted residents have a consistent ‘go to’ person 

 Establish a program of formal and informal interactions with residents to build relationships 
and trust while providing an opportunity to share feedback on construction activities and 
associated impacts. 

 Develop and implement a Disruptive Works Policy (see Attachment A Section 2) which aims 
to reduce significant impacts from construction activities 
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3.1.4 Working with locally affected businesses, organisations and 
commercial areas 

Direct, personal and frequent engagement with potentially impacted businesses is essential. 
Small businesses may be vulnerable to hardship prompted by changes to their local environment 
or changes to customer levels while larger operations are generally more sensitive to ensuring 
continuity of their supply chains.  

There are also a number of businesses affected by either full or partial acquisition which is being 
managed by the State Government through the Western Distributor Authority.  

A project of this scale presents a significant opportunity to support local business through the 
purchase of local goods and services and through promotional campaigns and initiatives. A key 
focus will be on assisting businesses to see opportunities that will come with revitalisation at the 
conclusion of the project and into operation. 

Stakeholder liaison groups will be a vital engagement tool and the project will initially establish 
two targeted stakeholder liaison groups, more may be added as the project progresses. (ref 
Attachment B Business Involvement Plan).  

Our approach is to: 

 Include a dedicated Business Engagement Coordinator with direct responsibility for liaison
with businesses throughout construction

 Foster direct, transparent relationships with local businesses and stakeholder liaison groups
through provision of consistent and accurate information

 Partner with councils and local business groups to develop a range of initiatives to offset
impacts caused by local changes, such as mentoring program or advertising and promotional
campaigns

 Use local businesses to supply the project team where possible

 Include advertising on hoardings to encourage patronage of impacted local business where
possible

 Provide the opportunity for businesses to be involved in the engagement and planning of
future revitalisation activities.

 Work with the Western Distributor Authority to ensure businesses affected by acquisition have
a clear line of contact and consistent information about construction activities and timing
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3.1.5 Community Liaison Group (CLG) 

The Western Distributor Authority has established two West Gate Tunnel Project Community 
Liaison Groups (CLG) to seek ongoing community feedback as the project progresses. The 
groups are a forum for the exchange of views and information about local topics that are 
important to the community. 

We will participate in the CLGs that have been established by the Western Distributor Authority to 
facilitate the community and stakeholder involvement for the construction phase of the project. 
Participation will include: 

 Attendance at meetings

 Regular reporting of design and construction activities

 Timely provision of relevant information, including responses to issues raised by the group

 Regular reporting and monitoring of community feedback, impacts and discussion of
mitigation measures and their effectiveness.

3.2 A–Z List of Systems and Tools 

We will use a variety of proven systems and tools to communicate and engage with the 
community and our stakeholders.  To complement the proven methods, our team will look for 
innovative ways to provide information and seek feedback.   

A list of communication and engagement tools we will use is listed below. 

Table 3.1: A–Z list of communication and engagement tools 

TOOL EXPLANATION AND PURPOSE 

Advertising Advertisements will be used to notify the community prior to the start of construction, to 

provide updates on construction activity, notify of exhibitions and events and announce 

project milestones. 

3D Model Animation We will develop and maintain an accurate 3D model of the project design to communicate 

the concept with stakeholders and community. 

The model will be used to convey complex technical information, visually communicate 

the project corridor, or other key aspects of the project. 

Culturally and 

Linguistically 

Diverse (CALD) and 

translation service 

Fact sheets and quarterly newsletters will be translated into the five most commonly 

spoken languages other than English.  All communication materials will include the CALD 

and translation service information. 

The project will engage an interpreter, as required, to communicate with CALD 

communities. 

Community email 

address 

An email address has been established to give stakeholders access to the project team 

and enquire about the project – westgatetunnelproject@wda.vic.gov.au 

All communication materials will include this email address, and correspondence will be 

recorded in accordance with privacy requirements. 

Community 

information line 

The project will use the Victorian State Government Major Projects phone number 1800 

105 105 for people to contact the project team.  Calls will be directed to a 24/7 call centre 

and, as appropriate, forwarded to the project team 24 hours a day, 7 days a week.  

All communication materials will include this number and correspondence will be recorded 

in accordance with privacy standards. 
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TOOL EXPLANATION AND PURPOSE 

Construction code 

of conduct 

Guidelines have been developed to clarify the minimum required behaviour of the wider 

project team to ensure all team members, and particularly site teams and contractors, are 

respectful of residential and business neighbours. 

Door-knock 

meetings 

Door-knocking will take place with residents and businesses who may be temporarily 

impacted by project works.  

Follow up door-knocks, as required, will occur after work is completed to gain feedback 

on works and the engagement approach. 

Individual door-knock meetings will be used as required to discuss the potential impacts 

of the project with highly impacted stakeholders, especially residents and businesses 

directly impacted by project work.  

Email updates  Email updates will be distributed to the community.  

Email updates are intended to supplement, not replace, newsletters or notifications. 

Stakeholders will be offered the opportunity to register to receive these updates via public 

materials produced for the project. 

Fact sheets Fact sheets will be used as required to explain key aspects of the project to the 

community and our stakeholders. 

Copies of the fact sheets will be posted on the website so that a library of reference 

material can be accessed by the community during the project.  

Information 

sessions 

A range of public information sessions will be delivered, ranging from informal pop-ups to 

advertised sessions at local venues, and attendance at community festivals and events. 

These sessions will be designed to provide members of the public with the opportunity to 

talk with members of the project team and view information on project activities. 

Local buying 

program 

A local buying program will be implemented to source suppliers and material locally, 

where possible, to help support businesses in the project corridor. 

Meetings with 

individuals or 

community groups 

Briefings will be held with key interest groups or individuals to help secure support for the 

project or address issues.  These meetings will also be used to consult with directly 

impacted residents and businesses. 

Notification of 

Works 

 

Notifications of construction activities will be developed and distributed prior to works 

commencing. Key information will include: 

 Scope, location and hours of work   

 Duration of activity  

 Type of equipment to be used  

 Likely impacts including noise, vibration, traffic, access and dust  

 Noise attenuation used to minimise noise 

 Project contact information. 

Phone calls to 

affected residents 

and businesses 

Phone calls will be made to directly impacted residents and businesses to discuss the 

project. Where required, or requested, a follow-up site meeting will be held with residents 

and businesses to discuss the project or raise concerns about the work and impacts 

imposed. 

Presentations Presentations and forums will be used to inform the community and stakeholders about 

the progress of the project and any key milestones or activities taking place. 

Project Website  A website containing information about the project has been established and will be 

maintained throughout the life of the project. The website will contain all project updates, 

fact sheets and notifications about works on the project. Contact information will also be 

available on the website – www.westgatetunnelproject.vic.gov.au 

The project website will also contain information on how stakeholders can access publicly 

available environmental monitoring data. 

Record of enquiries 

and interactions 

 

The project will collect relevant details of stakeholder and community enquiries and 

interactions for the purpose of responding to enquiries, sharing information and resolving 

issues. Information will be collected and stored in accordance with privacy standards.  

http://www.westgatetunnelproject.vic.gov.au/
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TOOL EXPLANATION AND PURPOSE 

Signage 

 

Project signage and gawk screens will be installed along the length of the project work 

corridor, site offices, work depots that are visible to the community and road users.  

Site inductions Community engagement inductions will be carried out routinely as part of the broader site 

inductions for project staff. These inductions will emphasise the expectations surrounding 

communication and engagement, complaint handling and acceptable behaviours when on 

site. 

Site tours and visits 

 

Site visits may be used, where appropriate, to inform stakeholders about the progress of 

the project and any key milestones or activities taking place. 

SMS notifications 

 

SMS notifications will be used to provide time-critical, project-related information as well 

as significant project milestones. SMS notifications are intended to supplement, not 

replace, email alerts or notifications. 

Stakeholders will be offered the opportunity to register to receive these updates via public 

materials produced for the project.   

Social Media The project will proactively provide progress information and material such as images 

and/or footage across social media channels.  

‘Sorry we missed 

you’ cards 

‘Sorry we missed you’ cards will be left at properties if we have door-knocked residents 

and businesses and no one was home.  

Cards will include the following: 

 Intention of the door-knock – eg. access, out of hours work, impact to property  

 Contact information. 

Stakeholder 

meetings 

 

Stakeholder meetings will be used to discuss project activities including work in progress, 

upcoming work or any issues in connection with the activities. Meetings will also be used 

to discuss the potential impacts of the project and, where relevant, mitigation strategies to 

offset impacts. 

Visitor Information 

Centre 

A Visitor Information Centre will be established for the project. The centre will provide a 

location for members of the public to view information and talk directly with project team 

members about the project, including design features, construction activities and timing 

and project benefits. 

 

A selection of these tools will be used as appropriate to communicate details of any incidents in 

the event of a crisis or emergency. For additional detail refer to Attachment A, Section 4. 
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Attachment A: Policies and Procedures 

1 Construction Community Relations Code of Conduct 

We recognise the diversity of the community in which our construction activities will be operating 
and the scrutiny that will be placed our project. 

Employees and sub-contractors will undergo a project induction before commencing any works 
onsite which will include an overview of the project, safety requirements, HR information and 
information on how to interact with the community.  

Interactions with key stakeholders, members of the local community and visitors to site must be 
courteous. 

Construction teams are the visible face of the project in most areas. As such, all employees are 
required to behave in a sensible and sensitive manner toward the general public, performing work 
in each location with minimum disruption to the public (e.g. noise), and maintaining and leaving 
the area in a safe and visually acceptable condition. 

Our commitment 

The project is committed to engaging the local community in constructive and co-operative 
dialogue based on mutual trust and respect. 

What you can expect from us 

There will be active, ongoing and timely communications with the local community by: 

 Communicating in an open, transparent and timely manner

 Informing the local community of project design and benefits

 Informing the local community in advance of planned works

 Implementing strategies to minimise construction impacts on the local community

 Consulting the local community and responding appropriately to issues of concern

 Responding promptly to community enquiries.

Evaluation of our performance 

The project team will regularly review our performance through: 

 Regular discussions with local stakeholders

 Review of local community feedback to improve communications and engagement
approaches.



 

Communications and Community Engagement Plan      Page 18 of 43 | 

2  Disruptive works policy 

Disruptive works may include activities that generate noise, vibration, dust or light impacts either 
during normal construction hours or outside of normal construction hours. 

Normal construction hours of work are considered to be from 7am to 6pm Monday to Friday and 
Saturday 8am to 1pm. Due to the complex nature of the project, some construction activities will 
need to be carried out at night and on weekends to minimise disruption to local residents and 
businesses, major roads, public transport services and other critical services. 

Works out of hours may occur due to: 

 Major freeway/road/other infrastructure constraints which mean works can only occur during 
off peak periods and planned major traffic disruptions 

 Unplanned emergency works 

 Unacceptable risks to property, people or traffic 

 Traffic management constraints, including oversized deliveries. 

Approach  

The team will perform works in a manner that creates positive relations and communications with 
stakeholders and the community. In all instances, we will plan works to minimise the impact on 
the community, including using best practice measures to mitigate noise and planning to avoid 
noisy and extended works out-of-hours. 

The project is committed to keeping the local community informed about works, and in particular, 
ensuring that they are aware of any planned disruptive activities outside our normal working 
hours. 

For all potentially disruptive works, appropriate notification will be carried out in advance. 
Community members will be able to contact the project team at any time through the project’s 24-
hour enquiry line. 

Noise and vibration during construction  

The project will adhere to EPR NVP7 (Noise and Vibration Planning) which outlines the planning 
of works to minimise the impacts of noise and vibration as a result of construction works. As 
required in EPR NVP7 a Construction Noise and Vibration Management Plan will be implemented 
which will include noise and vibration management levels and mitigation measures.  

Dust during construction 

Any civil works involving excavating of the ground and removal of soil are likely to generate some 
dust. The amount of dust created can vary depending on the time of year and ground conditions. 
Typical methods for controlling dust include: 

 Water suppression, for example using water carts and hand held hoses, and  

 Covering exposed stockpiles. 
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Light impacts during construction 

Where works are required to be carried out at night, construction lighting is used in order for work 
to be performed safely. Pre-construction planning will be undertaken to ensure that the potential 
for light spill into nearby properties, particularly residential properties, is minimised. 

Respite options 

The project’s commitment to minimising impacts and keeping in touch about upcoming works 
extends to looking after the wellbeing of the community during instances of prolonged night 
works, or highly disruptive works in standard working hours. 

For residents who may be highly impacted by disruptive works, the project will consider options 
for respite to help address impacts from works. These options include consideration of temporary 
relocation on a case-by-case basis.  

The decision to consider relocation for residents will be based on a number of factors including: 

 The resident’s proximity to the works 

 The nature of the works and its impacts 

 The duration of the works 

 Individual circumstances such as special needs associated with health conditions 

Community members are able to contact the project team at any time through the project’s 24-
hour enquiry line. 

 



3 Enquiries and complaints handling procedure 

Introduction 

The project will be built and operated in a large urbanised area with a significant number of 
residences, critical businesses and community assets.  

The project will involve a range of impacts to the local community including impacts on traffic and 
public transport, parking, access, utility services and overall local amenity.  We are committed to 
responding to enquiries and managing and resolving complaints in a timely, fair and consistent 
manner. 

As part of this commitment a 24 hour 1800 Community Information Line and a dedicated email 
address and postal address has been established, and will be publicised and resourced during 
design and construction of the project.  

Availability of project information 

Project information will be communicated to the local community and stakeholders via a number of 
systems and tools. 

A key tool for ensuring the community and stakeholders can seek information about the project and 
resolve any concerns or complaints they have is the 24/7 Community Information Line and 
communication via email and written correspondence.  

Details of how and where to find more information, make an enquiry or lodge a complaint will be 
well publicised. All public materials will direct the local community and stakeholders wishing to 
make an enquiry or complaint to use our Community Information Line, email address and postal 
address or speak in person with a project representative at community information pop ups or the 
Visitor Information Centre.  

Responding to Enquiries and Complaints 

Roles and responsibilities 

Enquiries and complaints received via the Community Information Line will be passed onto the 
project Community Team from the 24/7 call centre.  The team will; 

 Identify who the caller is and where they are from

 Gain an understanding of the enquiry or complaint

 Identify and implement actions to resolve the complaint and/or provide information to respond
to the enquiry

 Notify relevant project personnel if action is taken in response to complaints during out-of-hours
works

 Enter all enquiries, complaints and responses in the stakeholder management database.

 Ensure all enquiries and complaints are closed out

 Regularly analyse enquiries and complaints to identify trends or poorly performing processes
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 Ensure all Project Team members, site staff and sub-contractors are aware of communications 
and stakeholder management expectations, including how to respond to enquiries and 
complaints. A range of activities will be undertaken throughout the life of the project to ensure 
that project personnel have appropriate community awareness and sensitivity, including 
mandatory inductions, toolbox talks and regular presentations 

Responsiveness 

Receipt of each complaint should be acknowledged to the complainant immediately. The 
complainants should be treated courteously and kept informed of the progress of their complaint 
through the complaint-handling process. 

Our responsibilities for complaint handling include that we: 

 Investigate and determine the source of a complaint promptly, including a call to the 
complainant (when received by phone) 

 Provide an initial acknowledgement of all complaints promptly (where a phone number is 
provided) from the time of the complaint unless the enquirer agrees otherwise 

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

Objectivity and Confidentiality 

Each complainant should be addressed in an equitable, objective and unbiased manner through 
the complaint-handling process. 

Personally identifiable information concerning the complainant should be available where needed, 
but only for the purposes of addressing the complaint and should be actively protected from 
disclosure, unless the customer or complainant expressly consents to its disclosure. 

Service standards 

Enquiries and complaints will be responded to and managed in a timely and professional manner. 
The following service standards apply and will be monitored and reviewed on an ongoing basis for 
effectiveness, and amended as appropriate.  

Record Keeping 

Our team will manage a summary of all enquiries and complaints in the stakeholder management 
database. Any information recorded will be done in accordance with the Australian Privacy Act 
1988, and to be maintained for strict purpose of the project.  Each entered enquiry or complaint 
entry might typically include the following information:  

 Event type: Enquiry or Complaint  

 Event date: The date/time the complaint was received  

 Location: The area from where the enquiry or complaint was generated 

 Stakeholder Comments: Details of enquiry or complaint 

 Team response: Details of any actions undertaken or proposed or investigations occurring 
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Privacy of information records and security of data 

Information collected for the purpose of resolving enquiries and complaints is subject to the 
Information Privacy Act 2000 (Vic). 

Records, comments and other information stored in the stakeholder management database will not 
be publicly available without the written consent of the individuals concerned. The project team will 
take reasonable steps to make sure individuals' personal information is accurate, complete and up 
to date. 

Information stored in the record of enquiries and interactions by which individuals may be identified 
will only be accessible to members of the project team with access to the database. All personal 
information will be securely stored and handled in accordance with the privacy policies of all project 
partners. 

Access and correction/freedom of information 

Access and correction rights are usually handled under the Freedom of Information Act 1982. 
Individuals have a right to seek access to their personal information and make corrections. This is 
subject to some limited exceptions, such as where access would pose a threat to the life or health 
of any individual.  
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4 Works notification procedure 

Introduction 

The project will be built and operated in a large urbanised area with a significant number of 
residences, critical businesses, infrastructure and community assets.  

The project will involve a range of effects on the local community including impacts on traffic and 
public transport, parking, access, utility services and overall local amenity. 

We are committed to minimising construction impacts as much as practicable and keeping the 
local community informed. As part of this commitment, the community and key stakeholders will be 
notified in advance of construction related activities that may impact them. 

Works notifications may include, but not be limited to information presented in/on: 

 Construction Notification Letters

 Signage

 Variable Message Boards

 Newspaper and radio advertising

 Posters

 Emails

 SMS notifications

 Social media (e.g. Twitter)

 Community noticeboards

 Project website.

Face-to-face meetings, door knocks and presentations may also be undertaken as a means of 
communicating project impacts. 

Objectives 

Objectives of this procedure are to ensure: 

 Potentially impacted community members and key stakeholders are informed of construction
impacts and other project related activities in accordance with agreed service standards.

 A consistent approach to the preparation, approval and distribution of construction notifications.

 A consistent approach to record keeping associated with Works Notifications.



 

Communications and Community Engagement Plan  Page 24 of 43 |,  

Preparation, approval and distribution of Notifications 

Preparation of notifications 

Communication of construction impacts is the responsibility of our project Community Relations 
Team. The team will: 

 Identify scheduled works and agree mitigation strategies to be implemented to minimise 
impacts on the local community. 

 Communicate details of works to potentially impacted community members in advance. 
Information will include: 

- An explanation of the works 

- Details of timing of the works including expected commencement and completion dates 

- An overview of possible impacts including details of any out of hours works 

- A description of any mitigation measures employed to minimise impacts, including details of 

any relevant policies 

- Contact details for enquiries and further information 

- Details of how to obtain information in languages other than English. 

Traffic management communications  

Robust traffic management planning and high levels of communication will be required to ensure 
road users and the local community are informed of traffic impacts, and are able to make to make 
clear travel choices accordingly. We will work closely with VicRoads and local councils to ensure 
traffic management plans are comprehensive and well considered.  
 
A dedicated Traffic Communications Coordinator role has been identified for the project, with 
responsibility for ensuring all traffic changes and impacts on road users and pedestrians are 
communicated effectively. 

Distribution 

Works Notifications will be distributed to identified potentially impacted community members and 
stakeholders. In addition: 

 An electronic copy of all Works Notifications letters will be provided to relevant local councils 

 An electronic copy of Works Notifications letters relating to out of hours works will be provided 
to the EPA  

 A hard copy of all Works Notifications letters will be provided to the Visitor Information Centre 
and made available for viewing by the public 

 An electronic copy of all Works Notifications letters will be available for viewing on the project 
website. 



CPBJH Joint Venture | West Gate Tunnel Preliminary Project Plan 

Communications and Community Engagement Plan  Page 25 of 43 |,  

 

Record keeping 

A record of all Works Notifications distributed to the community and/or stakeholders will be 
recorded in the stakeholder management database. 

Incident and Emergency Communications 

In the event of an incident or emergency that requires communications associated with the project, 
a range of tools and communications channels will be utilised to provide information to the 
community and stakeholders as appropriate. Every effort will be made to provide this information 
as quickly as possible, while ensuring that information is accurate and relevant. 

Communications will be coordinated with Emergency Services, State Government agencies, local 
councils and other key stakeholders as appropriate. 
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5 Culturally and Linguistically Diverse (CALD) 
Communication 

Purpose 

The project covers a wide range of communities, many of whom represent Culturally and 
Linguistically Diverse sections of the population. This is particularly relevant for parts of 
Melbourne’s West. 

The project team will develop a range of tools and techniques for engaging with CALD 
communities and ensuring every opportunity is offered for members of these communities to fully 
participate in all project-related activities. 

Methods 

It is expected that agencies, such as local councils, will have strong existing links into CALD 
communities and will be key conduits to assist with engaging with these communities. The project 
will proactively seek to develop strong links with communities through methods such as: 

• Providing key real-time translation services, proactively and upon request

• Notifications will have translation symbol with project contact number

• Key project information will be translated into Arabic, Chinese, Greek, Italian and
Vietnamese and, where appropriate, other languages upon request



CPBJH Joint Venture | West Gate Tunnel Preliminary Project Plan 

Communications and Community Engagement Plan  Page 27 of 43 |,  

 

6 Property Condition Assessment and Monitoring 

Purpose 

The project will undertake property condition assessments ahead of major construction works in 
order to ensure there is a baseline record for all property owners in advance of construction 
activities. This will provide a basis for managing concerns around construction impacts and for 
assessing any complaints or enquiries about damage to properties believed to have been caused 
by construction works. 

Methods 

An independent, qualified assessor will be engaged to perform property condition assessments 

ahead of major construction. This assessment will be offered to property owners of buildings within 

50m of construction works prior to major works.  

Post construction assessments will be performed upon request, in case of concerns around 

damage or other impacts from construction activities.  
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Attachment B: Business Involvement Plan 

1. A planned approach to business involvement

The West Gate Tunnel Project will deliver an alternative to the West Gate Bridge, providing a much 
needed second river crossing, quicker and safer journeys, and removing over 9,000 trucks from 
residential streets in the inner west. 

The project will change the way people move around Melbourne, and how trucks get to the Port of 
Melbourne. Project works include tunnels and an elevated motorway connecting the West Gate 
Freeway with the Port of Melbourne, CityLink and the city.   

1.1 Purpose of the Plan 

This Business Involvement Plan (the Plan) for the project provides a system and set of procedures 
for managing the relationship between the project and businesses to proactively minimise project 
impacts on those stakeholders.  

This plan will address two categories of business stakeholders . They are commercial and not-for-
profit trading enterprises highly impacted by the project, for example by environmental, traffic or 
access impacts. 

The other category are local trader groups and businesses that may not be highly impacted, but 
also have an interest in the project. This group will be addressed through engagement activities 
detailed in this Plan and the Communications and Community Engagement Plan. 

This Plan: 

 Complements the CCEP by detailing business engagement activities

 Ensures the project meets the relevant Environmental Performance Requirements (EPRs), as
outlined in Table 2.1 below

 Outlines a high-level approach to delivering an end-to-end consultation and engagement
process for relevant businesses including:

– Understanding the individual requirements of each business;

– Providing tailored communications to businesses;

– Providing clear channels of communications for businesses to raise issues, enquiries and
complaints, and

– Identifying opportunities to collaborate with businesses to the mutual benefit of those
businesses and the project.

The Plan should be read in conjunction with the Communications and Community Engagement 
Plan (CCEP), which outlines key requirements for communications, notifications, 
complaints/enquiry and response management. 
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1.2 Compliance with Environmental Performance 
Requirements (EPR) 

BP5 requires that: 

“As part of the Communications and Community Engagement Plan (see SP2), develop and 
implement a Business Involvement Plan, in consultation with affected local Councils, affected 
businesses, relevant local trader association, and other affected stakeholders, in advance of works 
commencing (other than preparatory works as referred to in the Incorporated Document). 

Councils and affected stakeholders (including affected businesses and relevant local trader 
association) are to be consulted on progress of construction activities, including significant 
milestones, potential impacts, mitigation measures, changed traffic and parking conditions, and 
other matters which are of interest or concern to them. The Plan must be published on the project 
website for the duration of construction.” 

Table 1.1 sets out the detailed requirements in EPR BP5, and lists locations in this Plan where 
these requirements are addressed. 

Requirements Section of this Plan 

Identification of relevant stakeholders Section 2.1 

Procedures to disseminate information regarding the construction schedule, construction 

progress, key milestones, changes in traffic and parking conditions and environmental 

management measures 

CCEP Section 3.1, 
3.2 

CCEP Attachment 
A4 

Procedures to engage with stakeholders including affected businesses and relevant local 

trader associations, and through which affected businesses and relevant local trader 

associations can provide comment or feedback in relation to environmental management or 

delivery of the Project 

Section 1.4, 2.4 

Procedures that would be implemented to resolve any issues or disputes that may arise 

between parties relating to the environmental management or delivery of the Project 

CCEP Attachment 
A3 

Procedures to minimise impact on access to business and commercial premises during 

construction and to restore permanent access (refer EPR BP2). 

Section 2.3 

Table 1.1: BP5 requirements for Business Involvement Plan 

1.3 Business involvement objectives 

Objectives for business involvement activities are to: 

 Inform businesses about construction impacts, in advance of works and consult on specific
issues

 Ensure businesses’ operational imperatives and risks are well understood, planned for and
mitigated through the project’s construction program and activities

 Establish and maintain trusted relationships with impacted businesses

 Facilitate opportunities for businesses to benefit from the project

 Consider feedback from highly affected businesses in the design and construction program

 Provide business stakeholders with the opportunity to have their say on the project’s potential
impacts and opportunities
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1.4 Consultation on this Plan 

EPR BP5 requires the project to develop and implement this Plan in consultation with affected local 
Councils, affected businesses, relevant local trader associations, and other affected stakeholders.  

The following parties have been consulted during the development of this Plan: 

 Businesses which will be impacted by works occurring in early-mid 2018 

 Municipalities of Wyndham, Brimbank, Melbourne, Hobsons Bay and Maribyrnong 

 Freight and Industry Groups, including the Victorian Transport Association (VTA), Container 
Transport Association of Australia (CTAA) and Livestock and Rural Transporters Association of 
Victoria (LRTAV) 

 Trader Associations including Wyndham Industrial Liaison Development (WILD), Brimbank 

Industrial Strategy Group, Docklands Chamber of Commerce, The District, Docklands and 

Footscray Asian Business Association 

This consultation process comprised: 

 Seeking feedback on mitigation activities defined in Table 3.1 of this Plan 

 Consulting with individual businesses to create detailed profiles in the Business Register, 
including: 

– Concerns about the project  

– Operating hours 

– Main delivery times 

– Reliance on foot traffic 

– Parking 

– Any signage or advertising that may be impacted 

– Customer origin 

– Preferred methods by which they will be kept informed of project impacts and construction 
notifications 

 Identifying opportunities to collaborate in delivery of activities described in the Plan. 

Consultation methods included written correspondence, phone calls, meetings, presentations, door 
knocks and attendance at industry forums/briefings. 

Discussions through this consultation process identified a range of additional and more targeted 
methods for engaging with some businesses. These include initiatives such as attendance at Body 
Corporate meetings, establishment of ‘Precinct Meetings’ to address common issues, and local 
business forums planned in collaboration with councils.  
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2   Business Involvement approach 

2.1 Business Consultation Framework 

Figure 2.1 details the framework the project will use to plan and implement engagement with 
businesses through construction of the project. 

 

Figure 0.1: Business engagement framework 

2.2 Identification of Businesses 

A Business Register has been created to capture key business profiles. The project team will 
identify highly impacted businesses and populate the Business Register through: 

1. Desktop studies, including application of West Gate Tunnel EES Project Boundary Map, 

internet research, Consultation Manager database queries and EES submissions. 

2. EES Business Technical Report 

3. Intelligence gathered from previous works, site walks and door knocks 

4. Consultation with relevant agencies and representative groups such as: 

 Municipalities of Wyndham, Brimbank, Melbourne, Hobsons Bay and Maribyrnong 

 LeadWest 

 Industry groups such as Container Transport Alliance Australia and the Victorian Transport 

Association  

 Port of Melbourne Corporation 
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 Harbour Master

 Relevant local traders’ associations

5. Market research and community surveys.

6. List of businesses impacted by acquisition.

Businesses will be classified by construction zone, degree of construction impacts and sensitivity 
to impacts. The project team will regularly assess the works program, scope and methods, which 
will inform targeted engagement with affected businesses to communicate about works advance 
and identify opportunities to mitigate impacts.  

2.2.1 West Zone 

Businesses in the West Zone most affected by the project are those in vicinity of Grieve Parade 
and Millers Road and the (tunnel) Southern Portal works (i.e. Williamstown and Melbourne Roads, 
Thomas Street). For the purposes of this Plan, the Southern Portal works are included in the West 
Zone (although they fall within the Tunnels construction project area). 

2.2.2 Tunnel Zone 

Businesses in the Tunnel Zone most affected by the project are those in vicinity of Whitehall, 
Somerville, Youell, Lyons and Maribyrnong Streets (i.e. those on the approach to and in the vicinity 
of Northern Portal and west bank and river crossing). For the purposes of this Plan, the west bank 
and river crossing works are included in the Tunnel Zone (although they fall within the Port, 
CityLink and City Access (East) construction project area). 

2.2.3 Port, CityLink and City Access (East) Zone 

Businesses in the East Zone most affected by the project are those in vicinity of Wurundjeri Way, 
Footscray Road (including Harbour Town traders) and river users. The most impacted businesses 
are likely to be transport operators and users of the Port of Melbourne. 

2.3 Communications and engagement approaches 

The Business Involvement Plan will be implemented using many of the communications and 
engagement methods and procedures detailed in Section 3.2 and Attachment A of the 
Communications and Community Engagement Plan. 

Many of the communications tools such as project brochures and notifications will be relevant not 
just to residents and community groups but to businesses, but targeted communications 
approaches will also be used to address the particular needs of affected businesses. 

Regular meetings and phone calls with agreed contacts in businesses across the project area will 
be the key method of engagement. Dedicated business engagement personnel will be in regular 
contact with affected businesses throughout the project’s construction and will be readily 
contactable through the project’s information line. 
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Some of the tools listed in the Communications and Community Engagement Plan which will be 
used to inform and engage with businesses include: 

 Advertising 

 Community email address and information line 

 Doorknock meetings 

 Email updates 

 Fact sheets  

 Information sessions 

 Local buying program 

 Meetings 

 Notification of works 

 Phone calls 

 Presentations 

 Project website 

 Signage 

 SMS notifications 

 Social media 

Policies and procedures for minimising works impacts, managing works notifications and 
addressing and resolving issues and complaints are detailed in Attachment A of the 
Communications and Community Engagement Plan.  

2.3 Risk Identification and Mitigation 

The project will minimise impacts on highly affected businesses by: 

 Implementing action plans tailored to specific issues 

 Proactive and ongoing face-to-face liaison with business owners/operators 

 Robust complaints and enquiries management 

 Appropriate signage 

 Maintaining vehicular and pedestrian access, where possible, during business hours, and 
where not possible, working with businesses to develop alternative plans 

 Sensitive engagement with businesses affected by acquisition, recognising the effect of 
impacts from both acquisition and construction 

 Maintaining appropriate service access 

 Minimising noise and dust impacts 

 Retaining visibility of businesses. 
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Table 2.1 below lists relevant business risks and outlines mitigation activities to minimise 
construction impacts on these businesses. The risks and mitigations are based on initial 
assessments and may change following more detailed analysis of each precinct and direct 
consultation with businesses. Intelligence about how each business may be affected and 
appropriate mitigation measures will be captured in the Business Register. 



 

|Communications and Community Engagement Plan        Page 35 of 43  

Table 2.1: Business risk and mitigation matrix  

RISK FOR 
BUSINESSES 

POTENTIAL 
IMPACTS 

BUSINESS RISK MITIGATION 
 

RESPONSIBILITIES 
 

DELIVERABLES 
 

Transport and 
access 
disruption 

Affected 
property access 
for staff, 
customers and 
deliveries due to 
road closures, 
detours, 
construction 
staging, project 
vehicles and 
works 

 Meet directly with businesses to understand their 

operational imperatives and consult on potential 

impacts and mitigation measures regarding changed 

access, traffic and parking conditions 

 Keep businesses informed about construction 

activities, including public transport interruptions and 

traffic management, changed traffic and parking 

conditions (including river access), through their 

preferred communication channel 

 Where feasible, use rail freight transport and river 

barges as a transportation mode for construction 

materials 

 Maintain existing or provide temporary access to all 

businesses for the duration of construction 

 Restore, or relocate as agreed, permanent access to 

business and commercial facilities affected by the 

works as agreed with the relevant property owner, 

including associated landscaping and restoration 

works 

Business 
Engagement 
Manager 

Traffic 
Communications 
Coordinator 
Community Managers 
Construction 
Managers 

 Timely and accurate construction 
notifications 

 Maintenance of up-to-date records of 
all interactions with businesses 

 Evidence of scheduling to reduce 
road congestion from construction 
vehicles 

 Implementation of dispute resolution 
procedure 

 24-hour response time to Contact 
Centre enquires by key affected 
businesses 

 Provision of a single point of contact, 
including direct phone access to 
Business Engagement Coordinator for 
highly impacted key affected 
businesses 

Public transport 
disruption 
affecting staff 
and customers 

Congestion on 
project haulage 
routes 

Reduced 
parking 

Impacts on 
street parking 
for customers, 
staff, and 
delivery 
personnel 

 Ensure construction staging and site mobilisation 

planning includes allowance for sufficient parking for 

project personnel 

 Ensure the site office and Visitor Centre site selection 

takes into account public transport availability 

 Include in the project induction neighbour courtesy 

guidelines, including parking guidelines in favour of 

local businesses, where possible 

 If parking is reduced and negatively affects 

businesses, source alternative parking for business 

use during the project where practicable 

Business 
Engagement 
Manager 

Construction 
Managers 
Community Managers 
Commercial Director 
Safety Manager 

 Site office selection process considers 
local business parking impacts 

 Induction records and periodic content 
reviews include minimisation of 
impacts to business operations 

 Circulation of Construction 
Community Relations Code of 
Conduct and evidence of commitment 
to the Code of Conduct 
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Environment 
impacts 

Damage to 
property 

 Design and construct the works to protect third-party

property

 Appropriately remedy any damage caused to

property as a result of the project

 Design all facilities and site operations to minimise

dust through the use of enclosed operations, truck 

washing bays and water trucks 

 Take special care to minimise dust impacts on food

processing, preparation and vending business

operations, e.g. through route design, timing of truck

movements

 Erect screening at the boundary of construction sites

that adjoin commercial properties, consistent with the

surrounding context

 Where relevant, involve key affected businesses (and

Councils) in revegetation planning (e.g. location and

choice of species), offer mulch and timber for reuse

and expedite re-vegetation

Construction 
Managers 

Business 
Engagement 
Manager 

Environment Manager 
Community Managers 

 Implementation of a Disruptive Works
Policy

 Pre-construction building condition
surveys on eligible properties prior to
construction

 Design and operation of all sites meet
EPRs

 Construction traffic management
plans consider business operations

 Evidence of consultation about
screening and re-vegetation

Noise and 
vibration, 
especially 
ground-borne 
noise and 
settlement from 
tunnel boring 

Air quality 
(construction 
dust, especially 
on food packers 
and distributors) 

Vegetation 
removal (loss of 
amenity) 

Lost opportunity 
to maximise 
revenue 
(minimise loss) 
during the 
Project 

Business 
operations 
planning does 
not take into 
account 
construction 
program 

Lack of or lost 
opportunity to 
supply the 
Project 

 Publish and maintain a Local Trader Directory and

distribute to the project workforce 

 Identify opportunities for key affected businesses to

supply the project with goods and services

 Share timely information about project needs so that

businesses have adequate time to adjust supply

 Identify opportunities to promote key affected

businesses

 Focus on finishing and auxiliary works that affect

businesses (i.e. footpath closures in front of

businesses)

Business 
Engagement 
Manager 

Community Managers 
Social Inclusion and 
Procurement 
Manager 
Procurement 
Manager 
HR Manager 

 Project procurement needs published
in a transparent and timely manner

 Evidence of promotion of key affected
businesses

 Evidence that business engagement
activities have resulted in registration
of key affected businesses to the
West Gate Tunnel Project ICN
supplier portal

 Evidence that at least five key
affected businesses have supplied
goods and services to the Project by
completion

 Establish Maribyrnong River and Port
Liaison Groups by December 2018

 Evidence of consultation captured on
the Business Register and the
Stakeholder Management Database
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2.4 Opportunities for Business Involvement 

We have identified a number of opportunities to support businesses and provide 
opportunities for them to benefit from the project, detailed in Table 2.2. This initial list will be 
refined and developed through interactions and consultations with local traders. The 
Business Engagement Manager will take the lead on working with the project Community 
Teams to develop and implement these opportunities. 

Table 2.2: Business involvement opportunities 

OPPORTUNITY DETAILS 

‘Shop Local’ campaigns 

- promote key affected

businesses to project

personnel and local

communities

 Use project publications to highlight local businesses and promote their

services to potential customers

 Feature real local traders in posters, ads and other promotional materials to

encourage project personnel and community members to continue visiting

local businesses

 Publish a Trader Directory on the project Intranet, including details of business

capabilities, contact information, logos, etc.

 Promote local businesses in pre-start briefings with project personnel

Tailor construction 

notifications for key 

affected businesses’ 

customers  

Develop tailored project communications materials for traders and their customers in 

the local community, including: 

 Maps indicating parking availability

 Precinct look-ahead/upcoming works

 A visual timeline of works

 Details of signage and traffic detours

 Parking maps

 Advice about safety: dust and noise

 Advice about footpath and shared use path impacts

Invite participation in 

Open Days / project 

Events 

 Provide opportunities for key affected businesses to be represented at major

project events such as open days or milestone celebrations, e.g. dedicated

stalls for businesses to promote their services or directly supply the event

 Where appropriate, cross-promote key affected businesses at project media

events, in community information pop-up displays, mobile visitor centre, Visitor

Centre, etc.

Membership of project 

Liaison Groups 

Invite key affected businesses to join the Maribyrnong River Liaison Group and/or the 

Port Liaison Group. These groups will provide a forum for businesses, in specific 

geographic precincts impacted by the project, to collectively engage with the project. 

Refer Appendix A. Project Liaison Groups 

Supply to the project Provide information to key affected businesses on how to supply to the project through 

registration on the ICN database and inclusion in the Trader Directory 
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Appendix A : Project Liaison Groups 

Maribyrnong River Liaison Group 

We are forming a Maribyrnong River Liaison Group (MRLG) for the West Gate Tunnel 
Project. The MRLG will operate throughout the construction phase of the Maribyrnong River 
crossing works, over a period of approximately four years. Members of the project team will 
chair and attend all MRLG meetings. 

Aims 

 To create a forum for discussion and exchange of information related to project works in
the Maribyrnong River.

 To assist the project team to identify river users’ issues, for consideration in programming
and conducting the works.

 To act as a two-way communication link between the project team and the Maribyrnong
River stakeholders.

Terms of Reference 

The MRLG will: 

 consider and comment on construction information that will be presented by the project
team;

 advise the project team on current and emerging issues relating to the project from river
stakeholders’ perspectives;

 identify, communicate, represent and consider the needs and interests of the river users
and other stakeholders potentially affected by the Maribyrnong River works; and

 assist the project team to keep the river users and other stakeholders informed about the
project, by disseminating information via existing networks.

Role of the Maribyrnong River Liaison Group 
The role of MRLG members is: 

 to represent the interests of Maribyrnong River users;

 to identify and communicate river stakeholder concerns related to construction of the
Project; and

 to disseminate information on the Project to river users and interested stakeholders.

Membership  
In order for the MRLG to operate effectively, membership of the group is likely to be made up 
of between 8-12 members, excluding project personnel. The following organisations will be 
invited to nominate a member of the MRLG: 

 Harbour Master (Melbourne Ports Corporation)

 Parks Victoria
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 Blackbird Cruises 

 City of Melbourne 

 Maribyrnong City Council 

In addition, the project team will call for nominees to fill further positions. These nominees 
may be supported by a local business or interest group, or they may nominate as individuals. 
Other candidates may be identified to participate by invitation as appropriate. 

The MRLG will include technical and community staff from the project team. Meetings will be 
restricted to MRLG members, however the project team may arrange for guest speakers 
from time to time to provide specialist advice or information. 

Responsibilities of participants 

The project agrees: 

 to work within the framework of the charter for the MRLG; 

 to allow all members of the MRLG to present their views; 

 to consider advice and issues raised by the MRLG; 

 to provide feedback on the outcomes of issues and advice provided by the MRLG; 

 to respond within required timeframes to complaints and requests for information. 

Members of the MRLG agree: 

 to work within the framework of the charter for the MRLG; 

 to recognise the project is contractually bound to deliver the project to project scope and 
timeframes, many aspects of which are non-negotiable; 

 to consider and respect the views of other MRLG members and those they represent; 

 to attend meetings and actively participate in discussions; and 

 to canvass and report river stakeholder views and issues. 

 
Meetings  

The MRLG meetings will be facilitated by the project in the spirit of encouraging open 
discussion and information exchange. The project team will provide secretariat services. 
Meetings will run for approximately 1-2 hours and occur on a weekday during business 
hours.  

Agendas will be issued one week before each meeting. The MRLG will meet at key stages in 
the construction phase of the project. The frequency of meetings will vary, but be a minimum 
of every six months during river crossing works. 
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Port Liaison Group 

The project is forming a Port Liaison Group (PLG) for the West Gate Tunnel Project. The 
PLG will operate throughout the construction phase of the project, over a period of 
approximately five years.  

Aims 

 To facilitate discussion and exchange of information on topics related to project works
affecting commercial users of the Port of Melbourne (“port users”) through attendance by
project representatives at existing forums and via targeted information dissemination.

 To assist the project team to identify port users’ issues, for consideration in programming
and conducting the works.

 To act as a two-way communication link between the project team, without imposing a
time or effort  burden on port users or the Port of Melbourne Corporation.

Terms of Reference 

The PLG activities will enable: 

 distribution of project information to port users;

 port users to consider and comment on construction information;

 port users to plan for construction activities; and

 advise the project team on current and emerging issues.

Membership of Port Liaison Group 

Membership of the PLG is via subscription to the PLG distribution list, which is by invitation of 
the project in consultation with the PoMC. 

Responsibilities of PLG participants 

The project agrees: 

 to work within the framework of the charter for the PLG;

 to allow all members of the PLG to present their views;

 to consider advice and issues raised by the PLG;

 to provide feedback on the outcomes of issues and advice provided by the PLG; and

 to respond within required timeframes to complaints and requests for information.

Members of the PLG agree: 

 to recognise the project is contractually bound to deliver the project to project scope and
timeframes, many aspects of which are non-negotiable.
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Meetings of the PLG 

The PLG will not hold its own meetings. Project representatives will regularly attend PoMC 
forum meetings, including the Dynon Swanson Group and the Port Access Forum, at the 
invitation of the PoMC. The frequency of meeting attendance will vary, and will be in 
response to need as indicated by the PoMC and PLG members. 

The project will establish and maintain a PLG email distribution list, through which targeted 
information will be disseminated to port users, including information presented at PoMC 
forum meetings, works notifications and advice regarding traffic changes. 
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Attachment C 

Consultation on development of this Plan 

In accordance with EPR SP2, councils were consulted on the development of this Plan. 
Consultation involved the following program of briefings to share information about the 
proposed approach to communications and engagement, which established a foundation for 
ongoing collaboration to support effective communications throughout the project’s 
construction. 

Stakeholder Date 

City of Melbourne 18 December 2017 

Maribyrnong City Council 19 December 2017 

Brimbank City Council 20 December 2017 

Wyndham City Council 21 December 2017 

Hobsons Bay City Council 21 December 2017 

A copy of the presentation delivered at each of these consultation sessions is appended 
below. 

Discussion during consultation identified opportunities for the project team to work closely 
with councils through the implementation of this Plan, to ensure that the most effective 
communications and engagement methods and channels are being used to meet the needs 
of communities in each municipality. 

The project team will hold regular meetings with councils throughout the project’s delivery to 
refine and improve the targeting of communications and engagement activities. 
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Project overview

1. West Gate Freeway 

widening from 8 to 12 

lanes

2. Construction of a 

tunnel from the West 

Gate Freeway to the 

Maribyrnong River

3. Bridge over the 

Maribyrnong River 

and an elevated road 

along Footscray Road 

will provide direct links 

to the Port of 

Melbourne, CityLink

and an extended 

Wurundjeri Way
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Project Parties

Manages project on behalf 

of State

Project Co.

Design and Construction Operation and Management

Independent Reviewer and 

Environmental Auditor
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Environmental Performance Requirements

SP2 Communications and Community Engagement Plan (CCEP)

Develop and implement a Communications and Community Engagement Plan in consultation with affected local councils to engage and consult the 

community and potentially affected stakeholders and discuss progress of construction activities and operation. The plan must be published on the 

project website prior to and for the duration of construction and include:

• Community issues identification, complaints management and resolution approach and procedures in accordance with EPR EMP4

• The BIP in accordance with EPR BP5

• Approach to stakeholder identification

• Enquiry management and record keeping approach and procedures including making available a 24 hour telephone number, postal address, 

and an email address and publishing these on the website

• Approach to mitigating community impacts including dust, noise and  light and any policies (e.g. relocations policy)

• Approach to changes to transport conditions for affected and potentially affected relevant stakeholders and relevant road authorities

• How it will evaluate the effectiveness of community impact mitigation measures, through noise and vibration monitoring

• Identification of how stakeholders can access environmental monitoring data that is to be made publically available

• Incident and emergency communications, including notification methods and timeframes in the event of a major incident or overrun

• Approach and processes to ensure that the workforce has appropriate community awareness and sensitivity

• Any innovative communications tools and methods in the CCEP which would enhance the Project’s ability to effectively communicate with 

the community and stakeholders 

• Approach to notifying community, business, road user and other stakeholder affected by construction activities about impacts

• Approach to making relevant project information available to the community 

• The role and function of the Community liaison Group (CLG) as developed by the State. 

The CCEP must address matters of interest or concern to the following stakeholders:

• Municipalities

• Recreation, sporting and community groups

• Potentially affected residents and property owners

• Potentially affected business

• Other public facilities in proximity

• Religious and worship groups 



WGTP – ICN Briefing

Purpose of the CCCEP 

Establish systems and procedures to develop and maintain a 
collaborative relationship with the community and 
stakeholders.

Outline communications and community engagement tools and 
activities to be used during the design and construct phase.

Ensure the stakeholder and engagement approach, tools and 
activities are consistent with the Project EPRs.
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Communications & engagement principles 

Clear 

communication 

Accessibility and 

visibility 

Honesty and 

transparency 
Proven approach
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Team Structure & Functions

Community 
Relations

West

Tunnels

East

Communications

Collateral –
Publications

Digital

Content creation

Project-wide

Business 
Engagement

Strategic Traffic 
Communications
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Approach to engaging & communicating with stakeholders

Targeted and 
tailored 

engagement

Communications

A-Z Toolkit

Mitigation and 
minimisation of 

impacts

Community 
partnerships and 

legacy 
opportunities

Implementing a tailored and 

responsive engagement 

process

Realising opportunities and 

maximising benefits

Fostering a community-based 

culture from ‘boots to suits’
Delivering first-rate service 

standards
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Stakeholder and community overview

Indicative representation only
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WGTP – ICN Briefing

Key policies and procedures of the CCCEP

Works notifications 

Enquiries and complaints 
handling 

Managing disruptive 
works 

Working with CALD 
communities 

Property condition 
assessment and 

monitoring 
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Works notifications 

Purpose 
• Ensure impacted stakeholders are informed of 

construction impacts and other activities 

Methods
• Notifications 

• Advertising 

• Emails

• SMS

• Social media 

• Website 

• Signage 
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Enquiries and complaints handling

Purpose 
• Enquiries and complaints are managed in accordance 

with the PSR and with Australian Standard AS/NZS 
100002: 2014 Guidelines for Complaint Management in 
Organisations.

Methods
• 24/7 project information line

• Email, website enquiries and written correspondence 

• Identify and attempt to resolve complaints and respond 
to enquiries 

• Customer-focussed approach 
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Disruptive works

Purpose
• The project is committed to mitigating and advising of 

disruptive works

Methods
• Committed to planning works to minimise disruption as 

much as possible 

• Inform communities before disruptive works are 
undertaken 

• Consider respite options when appropriate 
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Culturally and Linguistically Diverse (CALD) communication

Purpose

• To communicate to our stakeholders who span across 
a diverse CALD area of the project

Methods
• Translation services upon request 

• Notifications will have translation symbol with project 
contact number 

• Key project information will be translated into Arabic, 
Chinese, Greek, Italian and Vietnamese and, where 
appropriate, other languages upon request 
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Property Condition Assessment and Monitoring

Purpose
• To ensure there is a baseline to use in the case of any 

complaints or enquiries about changes to properties 
believed to caused by construction works 

Methods
• Independent, qualified assessor engaged to perform 

property condition assessments for buildings within 
50m of construction works prior to major works 

• Post construction assessments will be performed upon 
request 
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Business Involvement Plan – EPRs 

BP5 - Business Involvement Plan

As part of the Communications and Community Engagement Plan (see EPR SP2), develop and implement a Business Involvement 

Plan, in consultation with affected local Councils, affected businesses, relevant local trader association, and other affected 

stakeholder, in advance of works commencing (other than preparatory works as referred to in the Incorporated Document),

Councils and affected stakeholder (including affected businesses and relevant local trader association) are to be consulted on 

progress of construction activities, including significant milestones, potential impacts, mitigation measures, changes traffic and parking 

conditions, and other matters which are of interest or concern to them. The plan must be published on the project website for the 

duration of construction and include but not be limited to:

• Identification of relevant stakeholders

• Procedures to disseminate information regarding the construction schedule, construction progress, key milestones, changes 

in traffic and parking conditions and environmental management measures

• Procedures to engage with stakeholder including affected businesses and relevant local trader associations, and through 

which affected businesses and relevant local trader associations can provide comment or feedback in relation to 

environmental management or delivery of the Project

• Procedures that would be implemented to resolve any issues or disputes that may arise between parties relating to the 

environmental management or delivery of the Project

• Procedures to minimise impact on access to business and commercial premises during construction and to restore 

permanent access (refer EPR BP2) 
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Purpose of the Business Involvement Plan 

Purpose

• A dynamic plan to proactively minimise project impacts 
on businesses 

Methods

• Identifying and understanding businesses’ operational 
imperatives. 

• Establishing communications channels to provide 
information and for businesses to raise issues, 
enquiries and complaints. 

• Identifying opportunities for businesses to collaborate 
with the Project. 
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Potential impacts and mitigations 

Impacts

• Transport and access 
disruption 

• Reduced parking 

• Environmental impacts –
noise, dust, vibration, 
vegetation removal 

Mitigations

• Consulting with businesses 
on operational procedures

• Proactive and ongoing 
face-to-face liaison

• Establishment of Port 
users and Maribyrnong 
River users liaison groups 

• Maintaining access where 
possible

• Retaining visibility of 
businesses and having 
appropriate signage 
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Key opportunities

Community 
Engagement  

• Interface and liaison 

• Tree planting and landscaping

• Traffic management

• Partnership opportunities

• Communications channels  

Business 
Involvement  

• Membership of project liaison groups

• ‘Shop local’ campaigns 

• Local trader directory 

• Participation in open days/project events

• Supply to the project  



THANK YOU
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