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MK EQUIS
Abbreviations and definitions

‘ Abbreviation ‘ Meaning

BESS Battery Energy Storage System
CEM Community Engagement Manager
CIRP Complaint Investigation and Response Plan

An organisation, community member or person who lodges a formal
Complainant | complaint, this includes any representatives of these groups (e.g., clients,
customers and consumers).

Is a formal request to state that something, related to the staff, project
Complaint construction, development or planning of the MREH Project is
unsatisfactory or unacceptable

A management system that is used to track what complaints have been

ngﬁggts received and are being managed, including a timeline of the process (the
9 form of which is set out in Appendix 3).
DTP Department of Transport and Planning
Enquiry Arises when a stakeholder wants to know more about the project.
EPA Environmental Protection Agency
Equis Equis Australia Management Pty Ltd
MREH Melton Renewable Energy Hub (an energy storage precinct located 25km
northwest of Melbourne’s commercial business district)
SRM Stakeholder Relations Management System
TTY Telephone Typewriter
PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME
INCORPORATED DOCUMENT
Melton Renewable Energy Hub
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5 35
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1. Introduction

1.1. Purpose

This Complaint Investigation and Response Plan (CIRP) sets out the d 0
effective and consistent handling of any complaints re¢eived by exterfigf
interested parties, and members of the public in relatign to qu.éIS -'TT

Renewable Energy Hub (MREH) project.

N/

PLANNING and (0]
MELTON PLANNING SCHEME

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

for
MINISTER FOR PLANNING

It will form part of the Incorporated Plans under the MREH Incorpor&et:DacliieHi23
adopted in April 2021 (Incorporated Document). It applies 1o all staff and contractors
associated with MREH and must be implemented throughout the construction phase
and operational life of MREH across all aspects including (but not limited to):

e Construction impacts (e.g: noise, waste/litter)

e Traffic impacts (including dust)

e Hazard management

e Environmental impacts

e Compliance

It has been prepared in accordance with the ‘International Organization for
Standardization (1SO)10002:2018’ and the ‘Australian/New Zealand Standard AS/NZS
10002:2014 — Guidelines for Complaint Management in Organisations’ and will be
submitted to the Minister for Planning for endorsement.

Once endorsed by the Minister, it will be available on the MREH project page website
and online Ehub engagement project page.

1.2. CIRP overview

The below table outlines the complaints conditions of the Incorporated Document
(Conditions 21-26) and how these conditions are addressed via this CIRP.

Table 1: Incorporated Document conditions and how they will be addressed.

Conditio

Requirement n

Condition Requirements

CIRP Response (and relevant sections)

Before development
starts, including the
removal of native
vegetation, a Complaint
Investigation and
Response Plan (CIRP)
must be submitted to,
approved and endorsed
by the Minister for
Planning. Once endorsed,
the CIRP will form part of
the incorporated plans for
this document.

This plan is submitted to the Minister
for Planning for approval and
endorsement.

21
Complaint
Investigation
and
Response
Plan

21(a)

Respond to all aspects of the
construction and operation of
the facility.

See Sections 2.4, 3.3, 3.4, 3.7,
3.11.

This CIRP applies to all staff and
contractors associated with MREH and
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Requirement

Conditio

- Condition Requirements

PLA
MELTON PLANNING SCHEME

INCORPORATED DOCUMENT

NING and ENVIRONMENT ACT

elton Renewable Energy Hub

ENDQRSED PLAN
35

for
FOR PLANNING
12 July 2023

Complaint
Investigation
and
Response
Plan

CIRP Response (and relevant sections)

will be implemented throughout the
construction phase and operational life of
the facility.

The CIRP applies to all aspects of
MREH, including but not limited to:

e construction impacts (e.g., noise,
waste/litter).

o traffic impacts (including dust).
» hazard management.

e environmental impacts; and

e compliance.

Complaints can be lodged verbally
or in writing (by phone, mail, email
or in person), and will be responded
to within 3-5 working days of being
lodged. Our toll-free number will be
provided for the life of MREH for
gueries or complaints.

Ph (toll free): 1800 161 249.

Email: AUProjects@equis.com

21(b) Be prepared in accordance
with Australian/New Zealand
Standard AS/NZS 10002:2014
— Guidelines for Complaint

Management in Organisations.

See Sections 1.3, 3.2, 3.3, 5.1, 5.3 and
Appendix 4.

All concerns will be addressed in an
equitable, objective, respectful and
unbiased manner, and in accordance
with AS/NZS 10002:2014, AS/NZS
10002:2018, and AS/NZS 10002:2022

21(c) Include a process to
investigate and resolve
complaints (different
processes may be required for
different types of complaints),
including complaints from the
Air Traffic Controller (ATC) at
Melbourne Airport to ensure

compliance with condition 65.

See Sections 3.1-3.12 and 4.3.

The complaint process involves taking
direct action to resolve the complaint and
referring the complaint to the relevant
staff to investigate.

Complex investigations should be
completed in 30 calendar days, with
regular updates until the investigation is
closed. If the process takes longer than
this, the complainant will be notified and
provided with further options.

If the complaint is unable to be resolved,
it will be escalated to the Project Director
for further investigation. Complainants
will be informed about other options and
courses of action.

Complaints from the Air Traffic Controller
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PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

Requirem=ri

Conditio

2uanilian ;Requirem 2nts

CIRP Response (and relevant sections)

; L (ATC) at Melbourne Airport will be
SN 8 ’ 35 investigated and resolved to ensure
ol M/ '!' : . compliance with condition 65 of the
igne or :
Incorporated Document (see Section 3.8
MINISTER FOR PLANNING e details) (
Date: 12 July 2023 '

22 The endorsed CIRP must be We will work closely with the Minister’s
implemented to the satisfaction | office to ensure our CIRP is implemented
of the Minister for Planning. in accordance with the Minister’s

requirements.

23 Before development starts, See Sections 1.1 and 2.4.
mcludmg the removall of native Once endorsed, a copy of this CIRP will
vegetation, the following . .

: ) be available to the public through the
information must be made . . . .
. . . facility project website, the online Ehub,
publicly available and readily .
. . and at the site entrances to ensure

accessible from the facility o

. . accessibility and transparency.
project website, or another
publicly available resource to
the satisfaction of the Minister
for Planning:

23(a) A copy of the endorsed CIRP | See Sections 1.1 and 2.4.

Once endorsed, a copy of this CIRP will
Publishing be made readily available on the facility
Ink;‘ormatlon project website and our online
about
: engagement platform.
Complaints 9ad P
Handling Website: AUProjects@equis.com
23(b) A toll-free telephone number See Sections 1.1 and 2.4.
3221 elrg iiltlscz::jactjgorires o the Our toll-free number and email contact
. .p d will be available for the life of MREH for
facility operator. : . . .
any queries or complaints which will be
referred to the facility operator.
Ph (toll free): 1800 161 249.
Email: AUProjects@equis.com
Calls will go to the facility operator from
Monday to Friday, 8.45am-5pm. At all
other times, calls will be directed to the
afterhours voicemail service.

24 Before development starts, See Sections 2.4, 3.4, 3.5, 4.2 and

including the removal of native | Appendix 3.
Complaints i i
Register vegetation, a Complaints Equis’ Complaints Register includes:

Register must be established
which records:

complainant’'s name, address and
contact details, the outcome sought,
location of complaint, time, and

Document Title: MREH Complaint Investigation & Response Plan (CIRP) (Revision C.4)

Document Reference: 20230531_EQUIS_MREH_CIRP_VC.4

Page 4 of 35

EQUIS Management System Document — “UNCONTROLLED IF PRINTED”
Copyright © - EQUIS Australia Management Pty Ltd — ACN 609 956 112



mailto:AUProjects@equis.com
mailto:AUProjects@equis.com

Requirement

Conditio

- Condition Requirements

CIRP Response (and relevant sections)

environmental conditions.

The online EHub continues to record
ongoing client notes and uploads any
supporting documents that are included.

24(a) The complainant’s name and
address (if provided).
PLANNING and ENVIRONMENT ACT

MELTON PLANNING SCHEME

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

for
MINISTER FOR PLANNING
Date: 12 July 2023

See Section 3.2, 3.4, 3.5 and Appendix
2.

The complainant has various options to
provide their personal details, which will
be recorded through the complaint
register and Ehub in accordance with
Equis’ Privacy Policy.

If there are specific communication
barriers, a free interpreter or telephone
typewriter (TTY) can be arranged. Our
online engagement platform Ehub has
inbuilt language features so information
can be gathered and imparted in various
languages.

Face to face meetings and online
meetings can also be arranged.

The above information will be kept
confidential if the complainant requests
for this information not to be shared.

Complaints
Register

24(b) The receipt number for each
complaint, which must be
communicated to the

complainant.

See Sections 2.1, 3.1, 3.4, 3.5, 3.7 and
Appendices 1 and 2.

A unique complaint identifier number will
be allocated to each complaint. This
identifier number will be emailed to the
complainant within 24 hours (or the next
business day where the 24-hour period
falls on a weekend or a public holiday) of
lodging their concern.

The complainant must quote the
identifier number when following up on
the status of their complaint. Staff must
use it to record all ongoing note entries
for that complaint.

24(c) The time and date of the
incident, and operational
conditions at the time of the

incident.

See Section 3.4, 3.5, Appendices 1
and 2.

The date and time of the incident will be
documented. The operational conditions
will be addressed at the time of the
complaint.
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Conditio
n

Requirement

Condition Requirements CIRP Response (and relevant sections)

24(d) A description of the See Section 3.5, Appendices 1 and 2.

complainant's concerns. - . ,
P Clear descriptions of the complainant’s

concerns and the outcomes they are

PLANNING and ENVIRONMENT ACT

MELTON PLANNING SCHEME seeking will be recorded in the
Complaints Register. The complainant
INCORPORATED DOCUMENT will receive regular updates on the

progress of their complaints until the
investigation is closed.

ENDORSED PLAN The complainant will be encouraged to
raise concerns around any actions,
decisions, or services they are not happy
with, and to provide reasons why. If not
satisfied with the response, they will be
provided with further information on how
to escalate their complaint.

Melton|Renewablg Energy Hub

Signed for
MINISTER FOR PLANNING
Date: 12 July 2023

24(e) The process for investigating See Sections 3.1-3.11, Appendices 1
the complaint, and the and 2.

outcome of the investigation,
including the actions taken to
resolve the complaint.

Complainants will receive a unique
complaint identifier number via email
within 24 hours (or the next business day
where the 24-hour period falls on a
weekend or a public holiday) of lodging
their concern, to acknowledge receipt of
their complaint.

The complaint process involves taking
direct action to resolve the complaint,
referring the complaint to the relevant
staff to investigate, declining to deal with
Complaints a complaint where the complainant has a
Register right to a statutory review of their
complaint, and referring the complaint to
a relevant internal or external team (as
suitable).

If the complainant is not satisfied with the
response, we will refer it to the relevant
team or Senior management to
investigate.

If complainants are still not happy, their
complaint will be referred to an external
party for mediation or further

investigation.
25 All complaints received must See Section 2.4, 3.4, 3.5, Appendices
be recorded in the Complaints | 1 and 3.
Register. . . .
egiste All complaints will be recorded in the
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Conditio

Requirement -

Condition Requirements CIRP Response (and relevant sections)

Complaints Register.

26 The complete copy of the See Section 5.1 and Appendices 3 and
Complaints Register must be 6.

provided, along with a
reference map of complaint
locations, to the Minister for
Planning on each anniversary
of the date of this Incorporated
Document and at other times
on request.

A map will be prepared which displays
the complaint locations. Each location
will then be mapped into an overarching
map and be provided to the Minister
annually or as requested (via a linked file
in the Complaints Register).

1.3. Referenced Documents and Legislation

This CIRP has been developed to satisfy the following applicable legal and corporate
requirements:

e Incorporated Document Conditions 21-26

e |SO 10002:2018 — Guidelines for Complaint Management in Organizations

e AS/NZS 10002:2022 — Guidelines for Complaint Management in Organizations
e Privacy Act 1998 (Cth)

e Public Interest Disclosures Act 2013 (Cth)

e Equis Australia Complaints Policy

e  Equis Australia Privacy Policy

1.4. About Us

At Equis, we are driven by the opportunity to sustainably transform Australia’s energy
landscape ‘together’ and leave a positive legacy for future generations. Committed to
using innovative, responsible and sustainable practices to help Australia reach a
carbon free future, we boast a track record of developing and delivering lasting,
renewable energy projects that provide sustainable benefits.

Since 2010, we have developed over 220 renewable projects, totalling over 17GW

across Asia Pacific. We are developing a porgfpiovefieaitanys renemadevansT ACT
environmental projects across Victoria, Néw SowrWieles POueensiah e (SOUthE
Australia and Tasmania.

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

ENDORSED PLAN
1 35

Signed . for
MINISTER FOR PLANNING
Date: 12 July 2023
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Our Values

Our values guide us in everything we do.

©)

Reliability

We will continue
to be a reliable,
trusted developer,
delivering
complex projects
on time and on

Integrity

We stand by our
word and operate
with integrity in
everything we do.

Sustainability

We drive
innovation
through
responsible and
sustainable
practices that

&

Partnerships

We align our
vision to the
needs of our
investors,
landholders,
communities and

\ 7/
2

EQUIS

Commitment

We are committed
to ensuring long
term investment
into the stability
and self-
sufficiency of

budget.

2. Lodgement of Enquiries and Complaints

2.1.

2.2.

deliver long-term____stakeholders. Australia’s energy

success. PLANNING and ENVIRGKMENT ACT

MELTON PLANNING SCHEME

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

ENDORSED PLAN

13 2 35
igned i : for

ISTER FOR PLANNING
Date: 12 July 2023

Principles

Our complaints process has been designed to lnsure t

e Complainants’ data is kept confidential ahd secure.

e Complaints are processed in a timely, objective and fair manner.

¢ No detriment is caused to a complainant as a result of a complaint being lodged.

e Our complaints systems will be accessible, visible, transparent and free.

e Complainants are advised of all their options throughout the complaints process.
Of note, this CIRP largely refers to ‘complaints’ — however, it applies to both
complaints (i.e., where a stakeholder is dissatisfied with aspects of the project or the
impacts of the project on them) and enquiries (i.e., where a stakeholder wants to know
more about the project). The only material difference between how complaints and
enquiries are managed is that complaints will be allocated a ‘unique complaint number’

whereas enquiries will not (see Sections 3.4 and 3.7 for further details on unique
complaint numbers).

Communication

To make sure that no complainants are disadvantaged, information will be provided in
plain English, or preferred language, and in different formats so it is accessible to all.
This information will include details on:

¢ How and where complaints can be made.

e The information to be provided by the complainant and how it will be used.

e The process for handling complaints.

e Time periods associated with various stages in the process.
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PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

e The complainant's ability to propose alternativeﬁqgjaliga,ORATED DOCUMENT
e How the complainant can obtain feedback on thevhthtusRifriheabbnialaigt. Hub

2.3. Accessibility ENDORSED PLAN

. . . g N 13 35, .
We will seek to identify any specific communicafion needs or ba advise
complainants that we can assist them by: Signed e : for

. . . MINISTER FOR PLANNING
e using an assistance service, such as an interpreter or JI¥. (freq of shagge
e communicating verbally if the complainaLﬁ?ﬂﬂﬂﬂﬁW
e communicating with another person acting on their behalf (with the

complainant’s consent) if they cannot make a complaint themselves

2.4. Contact Us

We value complaints and encourage complainants to contact us when they have a
concern regarding one of our projects. We strive to make the complaints process fair,
easy, and transparent. We treat every complaint individually, applying our complaints
policy, procedures, and processes (outlined in this CIRP) to all complaints. We will
ensure the complaints system is accessible to everyone and will support people when
they make a complaint as required.

This CIRP will be implemented before construction commences and will be maintained
throughout the construction phase and operational life of the MREH project.

A variety of methods will be used to ensure that stakeholders are aware of how to contact
us, provide feedback or lodge a complaint. The following information will be dispersed to
community members preconstruction via the project website and on signage around the site
entrances. We will also provide information via our website, online engagement platform,
email, newsletters, and FAQs.

e Where, when and how complaints can be made.

e When the lodged complaint will be acknowledged.

e Information required to be included within the complaint.

e The process and timelines for a lodged complaint.

¢ Contact details for any relevant authorities (e.g., Melton City Council, EPA,
DWELP).

We will be open and transparent about the complaints we have received, and what can
be done to resolve them. We analyse complaint data to identify trends and potential
issues that need attention. We use this information to come up with solutions and
improve our work and processes wherever possible.

To ensure an efficient process, a set of standardised information will be collected and
recorded in a Complaints Register each time a complaint is lodged (see Appendix 2
and 3).

Contact details are set out in the below table (Table 2).
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Table 2: Contact Details

Contact Us

In Person Ground Floor, 36 Esplanade Brighton, Melbourne VIC 3186
MREH Equis hotline number is 1800 161 249. This is a toll-free
Telephone .
number serviced by staff 24 hours each day.
Email AUProjects@equis.com

Register on our online
engagement platform

equis.engagementhub.com.au/contact us

https://equis.engagementhub.com.au/mreh

Website

https://www.equis.com.au/contact

PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

INCORPORATED DOCUMENT

3. Managing Enquiries and Complaints

EQUIS Complaints Management Frameworl

BEEEN BN

Enter data in
Equis CMS

Client Enquiry or
Complaint

Respectful unbiased
customer focused
approach

Record complaint in
Ehub CMS. Include:

o Stakeholder Name
o Date

Unique numerical
case identifier

Determine any
language barriers

Inform complainant
of the complaints
handling process

Try and work with
the client to resolve
any issues

Client contact
details

Client organisation

Detail of client
Acknowledge and enquiry or concern
receipt the

complaint 1-3 days

Project

Figure 1: Equis Complaints Management Framework

3.1. General Principles

CJ
of e
Fr

Assess and
Prioritise

Assess and
investigate the
complaint

Prioritise compliant
urgency level
(severity, safety,
complexity, impact)

Resolve if it is easily
resolved

Refer it on to project
director if it is not

Update client

Track complaint
from start to close

When managing complaints, we will aim to:

Melton Renewable Energy Hub

ENDORSED PLAN

Signed

1 35

for

MINISTER FOR PLANNING

O

Internal and/or
External Review

> Internally review

> Obtain relevant

evidence to
support/resolve
complaint

> Resolve the matter

> |IF the matter

cannot be resolved
by Equis, refer to
third parties for
further information
or resolutions.

Update client

e acknowledge each complaint or enquiry in a timely way;

Governance

o Complaints policy is

publicly available

o Review complaints

handling processes

o Protect customer

data and privacy

o Audit complaints
handling processes

o ldentify trends and

mitigate if possible

o Provide staff

training & resources

> Public feedback &

evaluation

¢ manage each complaint in an objective, unbiased and equitable manner;

¢ manage information in line with relevant privacy laws and ethical obligations; and
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e communicate policies, procedures and decisions to complainants and staff.

3.2. Confidentiality, Privacy and Fairness

We require detailed complaint information to investigate and resolve complaints. At
times we may be required to share this information with other parties, however, we will
only do so with the complainant’s consent.

Equis staff and contractors will:

e Keep complaint information confidential and secure.
¢ Comply with all relevant privacy legislation including the Privacy Act 1988 (Cth).

s il

¢ Not release information to third parties without pemptairertattierisaton:
o o PLANNING and ENVIRONMENT ACT
e Protect the identity of persons dealing with conjplaint PElERRE NN e v

information (such as first name) to the complaipant.
e Protect and not share publicly the complainant’s persdNgI(REMORAIDABUPH @EMENT

- date of birth; Melton Renewable Energy Hub

- physical health, mental health, or disabiities; ENDORSED PLAN

- phone numbers; and 1235

- addresses (email and physical). Signed % ' for
e Identify and contact each party (where multiple partiesl\gwm%i HODENG

representatives from each party and work togdther towards A4tk I%“ r6leds

and outcome.

¢ Remove any personal information if we publish complaint data (providing
appropriate consents to use this information have been granted).

3.3. Roles and Responsibilities

This CIRP will be implemented before construction commences and will be maintained
throughout the construction phase and operational life of the MREH project.

Equis will administer this CIRP for the purpose of the MREH project in accordance with
‘AS/NZS 10002:2014’ and ‘AS/NZS 10002:2022 — Guidelines for Complaint
Management in Organisations’ as issued by the Minister for Planning.

The MREH project and engagement team will manage any complaints received
throughout the planning, design, and construction phases. During construction, a
complaint may be directed to the site manager to resolve certain issues (such as dust
concerns).

The systems and processes outlined in this CIRP will be maintained by Equis for the
duration of the operation of the MREH project.

There will be regular communication between complainants, stakeholders and Equis to
ensure that complainants’ requirements and expectations are managed. Complainants
shall be instructed about the overall process of a complaint, including timeframes, their
input in the process when required, and the outcome of their complaint.
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MREH Complaints Roles

Senior Management (Investment Director) Senior Management (Managing Director)
Roby Camagong Mahesh Reddy Indluri

Community & Media Relations Project Director Community Engagement Manager
Teneo Johan Mouton - Equis Domenica Jensen - Equis
Project Construction Manager
Stephan Donaldson — Equis

|

Construction Site Manager 0&M Manager
TBC - MREH TBC - Equis

Figure 2: Equis Complaints Roles

The roles of key members involved within the complaints management process and its
implementation are outlined in the table below (Table 3).

PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

ENDORSED PLAN
1 35
Signed for
MINISTER FOR PLANNING

Date: 12 July 2023
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Table 3: Roles and Responsibilities Melton Renewable Energy Hub

Job Title Organisation

Record the natyre of the compl "':}
1800 call staff Office HQ Community Endagement Manageyptithe-complaint
immediately vialemail. Signed ' for

AN QTR R IO DI A NIATENT
IWITINIS TEN TUN TLAININIING

Receive, manage, record and ﬁwrﬁ@lﬁg)mnts that

are received from.the community _business and third

parties.
Community Ensure transparency, equity, timeliness, and fairness
Engagement Equis through the complaint process.
Manager Work closely with legal and IT to ensure the complaint

process and management of personal information is
compliant with ISO and legislative standards noted in CIRP
Section 1.3.

Record and pass on any complaints to the Community
MREH Engagement Manager, may liaise with the complainant, if
appropriate.

Construction Site
Manager

Operations &
Maintenance
Manager

Record and pass on any complaints to the Community
Engagement Manager, may liaise with the engagement
team and complainant, if appropriate.

O&M Manager
Equis

Record and pass on any complaints to the Community
Equis Employees Equis Engagement Manager to respond. Equis employees are
not to respond to any complaints or media inquiries

Community and . May liaise with the complainant, if appropriate.
. . Equis/Teneo ) .
Media Relations Responsible for media responses.

3.4. Overview of the Complaints Process

1.

Complaints are received, clarified and registered

A complaint is received (by phone, email, online, or in person). The complainant’s
name and contact details, date, time and nature of the complaint, any relavant property
details and prevailing environmental conditions, are recorded. This data is entered
directly into Equis’ secure Stakeholder Relations Management (SRM) system Ehub, or
via Equis’ Complaints Form (see Appendix 2) which is then transferred to the Ehub.
See Section 3.5 for further details.

A unigue complaint identifier number is allocated

Each complaint will be allocated its own unique identifer number that is to be used as a
reference for all correspondence pertaining to that complaint. This number is to be
communicated to the complainant.

Details provided to the community engagement team

The person receiving the complaint provides details of the complaint to the Community
Engagement Manager appointed by Equis who will provide the initial response to the
complainant, clarify issues relating to the complaint and request further information, if
required. The engagement team will provide the complainant with further information
about the approach that will be taken to investigate the complaint, and an estimated
timeframe in which the complainant can expect to receive a response.

Communication recorded on Ehub
The complaint is recorded in Equis’ electronic Complaints Register (in word, excel and

Document Title: MREH Complaint Investigation & Response Plan (CIRP) (Revision C.4) Page 13 of 35
Document Reference: 20230531_EQUIS_MREH_CIRP_VC.4

EQUIS Management System Document — “UNCONTROLLED IF PRINTED”
Copyright © - EQUIS Australia Management Pty Ltd — ACN 609 956 112



on Ehub tasks), with clearly notes tasks and who will respond and by when. MREH wiill
have its own complaints folder that includes the CIRP, stakeholder enquiry/complaint
forms and Complaints Register.

5. Complaints are acknowledged
The Community Engagement Manager shall acknowledge receipt of a complaint within
3-5 working days. Online complaints will receive an automated acknowledgement.

6. Resolution
The complaint will be resolved at first point of contact wherever possible.

7. Investigate the complaint
Where an investigation is required prior to responding to the complainant, the Community
Engagement Manager (or other nominated person relevant to the complaint) will be
responsible for leading the investigation process. See Section 3.6 for further details.

8. Complex complaints may be escalated
In some complex cases the complaint shall be investigated and assessed then
escalated to senior management in order to minimise the impact on affected parties.
Complex assessments may take longer if they require site visits, relate to property
damage, require advice from external consultants, or require ongoing monitoring data.
Throughout this time, the designhated Complaints Manager will keep the complainant up
to date throughout the process via the stakeholder’s preferred communication channel.
See Section 3.10 for further details.

9. Timely response
Where possible, complaints should be responded to, and successfully resolved where
possible, within 3-5 working days. All complex complaints are to be internally reviewed
and responded to within 30 calendar days.

10. SRM Documentation
All correspondence, actions and processes undertaken in responding to the complaint
will be documented on the stakeholder's SRM system.

11. Close out of complaints
If the complainant accepts the proposed resolution, the Community Engagement Manager
will close the complaint. This will include an email or letter to the complainant confirming that
the complaint has been closed as well as documenting the status of the complaint as ‘closed-
out’ in the Complaints Register. See section 3.12 for further details.

PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

ENDORSED PLAN

14 2 35
Signed ' . for

MINISTER FOR PLANNING
Date: 12 July 2023
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EQUIS COMPLAINT RESOLUTIPN FL&eHKRe2ble Energy Hub

Record and acknowledge a complaint ENDORSED PLAN
within 1-3 days of receipt 1 35

ed for
ISTER FOR PLANNING
Date: 12 July 2023

Assess the complaint and det 2rmine how
it should be dealt w th

Are the issues raised...

Unlikely to be

easily resolved Easily resolved

Resolve the matter and advise the
complainant of the outcome. Is the
complainant still aggrieved?

Refer and allocate the matter to the
relevant Project Director for investigation
and advise the complainant of the process

Obtain relevant evidence and maintain a

complete record of the investigation
Consider

whether an
internal review
is appropriate

Make an objective and fair decision on
the weight of the evidence available

If appropnate, allocate the matter to the
relevant Director for internal review. Director
to weigh the evidence available to either
confirm, vary or reverse the outcome, as

Prepare a report/outcome letter setting
out the steps taken and the reasons for

INVESTIGATION

the decision

Where possible, take appropriate
remedial action

appropriate. Inform complainant.

IF the matter cannot be responded to
or resolved by Equis, obtain input

from third parties and draft a
response to inform complainant.

Resolve the matter and advise the
complainant of the outcome. Is the
complainant still aggrieved?

Record and
close the matter

Advise the complainant of the internal
review outcome and any avenues of
external review

Record and
close the matter

Complainants should be informed of the complaints progress,

processes and their rights to complain to the relevant external bodies.

All details of the complaint and action taken to resolve it mustbe entered onto Equis's customer management system.

Figure 3: EQUIS Complaint Resolution Flowchart

Document Title: MREH Complaint Investigation & Response Plan (CIRP) (Revision C.4) Page 15 of 35

Document Reference: 20230531_EQUIS_MREH_CIRP_VC.4

EQUIS Management System Document — “UNCONTROLLED IF PRINTED”
Copyright © - EQUIS Australia Management Pty Ltd — ACN 609 956 112



3.5. Registration of Complaints

We need sufficient information from a complainant to help us resolve their complaint.
Relevant details will be collected and recorded at the time of the initial complaint,

including the information in the table below to the extent a P TR 2 ENVIRONMENT ACT
Table 4: Registering Complaints MELTON PLANNING SCHEME

Initial Information Required
Name of complainant (if provided)

""" ATED DOCUMENT
newable Energy Hub

Complainant’s contact information (phone number and email, |f provided) ENDORSED PLAN

Complainant’s address (if relevant/provided)

Bt 2(1. 35

; ']

Property reference number (if relevant, to inform map of complaint locations) ' ' for

Receipt number for each complaint (allocated in Ehub)

MINISTER FOR PLANNING

Time and date of the complaint

Date: 12 July 2023

Time and date of the incident the subject of the complaint

Prevailing conditions (operational conditions at the time of the incident)

Complaint type (e.g., noise, visual, health, traffic)

Description of the complainant’s concerns

Frequency of the issue

Outcome sought by complainant

Any support requirements needed by the complainant

Any other relevant information
(Including any supporting documents provided by the complainant)

Name of person who has recorded the complaint

3.6. Investigation of complaints

The following describes the investigation process to be carried out following receipt of a
complaint:

1)

2)

3)

The Community Engagement Manager and Project Director shall
assess the complaint and, if more than one issue is raised, determine if
each issue needs to be separately addressed. Should any issue be
deemed outside of the project’s scope, the complainant will be informed
as soon as practicable, provided with an explanation as to why it is
considered outside of the project’s scope, and the complaint closed.

The Community Engagement Manager may request the Project
Director or delegate to collect further information from the complainant
if required. Relevant members of the project team may be asked to
provide further information or assist to investigate the complaint, to
help seek mitigation or resolution measures.

External parties that specialise in the field of the complaint may be
engaged to assist with resolving the complaint. Further investigations
may include site visits and specialised monitoring to acquire specific
data (e.g., dust or noise levels).

If deemed necessary by the project engagement team, the
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PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

lai il b lated | I . INCORPORATED DOCUMENT
complaint will be escalated internally to senior mfanageReR! 9% enewable Energy Hub

review and resolution.

4) An update on investigations and proposed resollitions (if ava B\@ED PI;‘;N
be provided to the complainant within 3-5 workirjg days (or so éi
possible) of receipt by the Community Engagenjent Marﬁgﬁerdor ' ' for
delegate. MINISTER FOR PLANNING

5) Further updates will be provided to the complainant as requiré%?‘ﬁﬁit?lz July 2023

the complaint is closed.

3.7. Complaints During Construction

Complaints received during the construction phase of the MREH project will be
managed consistently with this CIRP.

As stated above, we aim to resolve complaints the first time the complainant contacts
us in accordance the applicable standards and legislation (including without limitation
ISO 10002:2018 and AS/NZS 10002: 2022).

Complainants will receive a unique complaint reference number within 24 hours of
registering the complaint in our database (or the next business day where the 24-hour
period falls on a weekend or a public holiday). If we cannot provide the
acknowledgement and reference number within this timeframe, we will advise the
complainant.

The unique complaint reference number must be quoted by or to the complainant
every time there is contact or follow up of the complaint.

We will always endeavour to resolve complaints within 3 to 5 working days. If we are
unable to resolve the complaint within this time period, we will advise the complainant
of when they can expect the outcome.

3.8. Complaints Received by Third Parties

If Equis is made aware of a complaint via a third party, Equis will engage with both the
third party and complainant (if appropriate) to establish if the lodged complaint is to be
assessed in line with this complaints plan.

3.9. Escalating Complaints Internally

Escalating complaints internally can occur at any point if a resolution to a complaint is
looking unlikely. Escalation may occur by:

e Engaging the relevant team or Senior Management to help resolve the
complaint.

e Providing a reasonable mitigation method that can be offered to the
complainant.

¢ Advising the complainant about external complaint mediation if an appropriate
resolution cannot be reached.
3.10. Escalating Complaints Externally

If the complaint cannot be mediated internally, a third-party may be engaged to help
satisfy the requirements of the complainant.
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3.11.

3.12.

PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

External complaints will follow the below process:
INCORPORATED DOCUMENT

e Equis /CEM should engage with the complainaht to as¥stiwiRensietigibperey Hub
process. Once both parties agree to appoint an e_xternal meﬁi%}%ﬁ@% ]r)nsﬂglt\lor
will have 30 calendar days to resolve the compjaint. 21 of 35

e The mediator should provide a written summary of the islcltej(?si

document any agreement made to resolve the |ssue. T SR, %%R?\II
sent to any parties involved. Date: 12 July 2023

for
NG

e The mediator will report to the CEM if the complaint is not resolved during the
mediation and outline to the complaintant how they can continue with their
complaint into the future.

Noise Complaints During Operations

Where a complaint concerns noise, details about the weather conditions at the time
of the noise, the time and a description of the noise should be recorded for further
review. Further information should be recorded which includes how often and when
the noise is heard, audible characteristics of the sound and whether the noise can be
heard inside or only outdoors.

Closing Complaints

A complaint will be considered closed when a complainant advises that they consider
the complaint resolved. Alternatively, if no response is received from the complainant
within ten working days of the complaint’s resolution team reaching out, the complaint
will be considered closed. This will include an email or letter to the complainant
confirming that the complaint has been closed-out as well as documenting the
complaint as ‘closed-out’ in the Complaints Register.

The outcome of a complaint, any rectification measures or undertakings and any
other relevant conversations are to be recorded in the in the Stakeholder Relations
Management (SRM) system.

If a complaint is not resolved with 30 working days of receipt, the dispute resolution
process described in Section 4 shall be used.

Complaints will be closed due to any of the reasons below:

e Satisfactory outcome from the complaint.
e The complainant wants to terminate their complaint.
e The complainant is unable to be contacted to discuss their complaint.
e Afinal resolution cannot be achieved.
e A court has ruled on how to resolve the complaint.
When closing complaints, we will ensure that:

e The Complaints Handling Register (Appendix 3) and Ehub tasks are updated.
e All processes have been followed to address the complaint.
¢ All follow up actions have been completed and recorded.

e Complainants are informed in writing that their complaint has been closed and
the agreed outcome.
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Our communication of the resolution to the complainant will include:

¢ What actions were taken in response to the complaint.
e The outcome(s) of the complaint.

e The reasons for any decisions made.

e Any remedy or resolution offered.

e Arequest for feedback from the complainant as whether the information
provided has resolved their complaint.

¢ Information on other reviews, appeals or avenues available to the complainant.

If the complainant is unhappy with the complaint process or the proposed solution,
the complaint will be reviewed in line with Section 4.

4. Reviews and Dispute Resolution

4.1. Feedback

All stakeholders and complainants can provide feedback on how we have handled

their complaint through our online feedback surfey, URmIsRIen, oMM YRRRE AN T ACT

https://equis.engagementhub.com.au MELTON PLANNING SCHEME
We will use feedback to monitor and measure ¢ustomer satlsfactlon and to review

audit and analyse our complaints-handling prodess, t Wﬁﬁ %
. y P gp elton enewabl nerg

how we can improve our processes.

4.2, Analysis and Review ENDORSED PLAN
23 35
If a complainant is not satisfied with our responge to their comp _ can request
a review (Review). Reviews will be independerft of: ~ Signed for
MINISTER FOR PLANNING

e the person who took the action; Date: 12 July 2023

¢ the person who made the decision; and

e the person who provided the service.
The complainant will be informed of the outcome of the Review and the reasons
within 30 calendar days. If they are still unhappy with the response, they can lodge
their complaint to an external party or legislative body.
The indicators below will be used to analyse any trends and issues in the reviews:

e Number of complaints and complainants;

e Number of repeat complaints and complainants;

e Time taken to resolve complaints; and

e Number of requested Reviews.
A copy of the complaints register will be provided to the Minister yearly (April) in
accordance with Condition 26 of the Incorporated Document to ensure that MREH is
satisfying the objectives of this CIRP.
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4.3. Dispute Resolution

If the complaint cannot be resolved to the satisfaction of the complainant, an
independent impartial third party may be appointed to facilitate mediation of the
matter.

The details of the process and facilitator will depend on the scope of the complaint,
issues involved and appropriateness of the facilitator for the matter to be resolved.
Equis will aim to constructively participate in any required mediation process. If the
dispute is not resolved within the 30-day timeframe allowed for internal dispute
resolution, the following mediation system shall be triggered:

e The Community Engagement Manager shall contact the complainant and
instigate the appropriate mediation process.

e Mediation will normally occur within 10 business days of both parties agreeing
to the appointed mediator.

e The appointed mediator shall organise the time, methodology and place for the
mediation to occur.

e The parties to the dispute may be required to provide the mediator with a brief
statement setting out their position with regard to the issues that need to be
resolved in addition to other informationteguirements

e At the conclusion of the medlatlorI sePsléAl\H\Eq;ia e NVI %ﬁ%teJ
summary of any resolution for ag eeme y a cte partles

e |f mediation is not successful, the|medidfSCWIRPEJOMEREB DAKE Bdinhunity
Engagement Manager and the cgmplainafieliin Bewavibédiafetteithights to
pursue the matter further.

ENDORSED PLAN
24 of 35
5. Administration ; @
Signed ' for
5.1. Internal Reporting MINISTER FOR PLANNING

Date: 12 July 2023

The following reports shall be prepared kterrathy:

e Monthly reports from the stakeholder management system will be prepared
and circulated internally to address and manage any issues. The outcomes of
the reports will be provided on an annual basis to the Minister for Planning
(and at other times on request), in accordance with ISO 10002:2018 and the
Incorporated Document.

o Compliance reports will be generated to record details of complaints.

The Complaints Register will be monitored regularly and updated to be available on
request for the Minister for Planning. A reference map detailing complaint location will
also be prepared and be available to the Minister for Planning on request.

5.2. Training and Awareness

All Equis employees will have access to the CIRP, and personnel in charge of dealing
with complaints will receive appropriate training. This may include in-house training
sessions, online training platforms (Appendix 6) and Complaints Handling Checklists to
guide staff (Appendix 1). Staff in charge of personally handling complaints will have
adequate authority to take appropriate action if required.
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All Equis staff and contractors with potential to receive a complaint shall receive
training of how to:

Correctly record complaints.

Identify if extra assistance is required to accurately convey the complaint.
Receive and acknowledge complaints.

Work through the complaint management process.

Develop and communicate resolutions and / or mitigation strategies.
Escalate complaints.

Review and report on the complaints handling process undertaken.

Use the online systems (and will undertake training on a designated ‘training
project page’ using sample data).

5.3. Code of Conduct

All Equis project staff involved in administering the CIRP are to abide by the following
code of conduct:

Be polite and courteous at all times.
Maintain discretion and confidentiality where required.

Inform the complainant if their behaviour borders on unacceptable and of the
consequences of a breach by the complainant (such as alternative
arrangements to handle the complaint, restricting service, or terminating service
altogether).

PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

ENDORSED PLAN

23 2 35
Signed ' . for

MINISTER FOR PLANNING
Date: 12 July 2023

Document Title: MREH Complaint Investigation & Response Plan (CIRP) (Revision C.4) Page 21 of 35
Document Reference: 20230531_EQUIS_MREH_CIRP_VC.4

EQUIS Management System Document — “UNCONTROLLED IF PRINTED”
Copyright © - EQUIS Australia Management Pty Ltd — ACN 609 956 112



6. Appendices
Appendix 1: Complaint’s handling checklist
Appendix 2: Equis stakeholder enquiry/complaint form
Appendix 3: Equis complaints register.
Appendix 4: Complaint’s handling systems ISO 10002:2018
Appendix 5: Internal staff online training complaints portal

Appendix 6: Ehub online engagement complaints recording process.
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Appendix 1: Complaints Handling Checklist

I1SO 10002:2018 COMPLAINTS HANDLING - EQUIS STAFF

Ensure a customer-focused approach to resolving complaints.
Address each complaint in an equitable, objective, respectful ar
unbiased manner.

o

PLANNING and ENVIRONMENT ACT

MELTON PLANNING SCHEME

INCORPORATED DOCUMENT

for

Record the complaint in the complaints register. Include
complainant’s name and address, receipt number for each complaint,

AR

elect

b

time and date of the incident, and operational conditions at the time
of the incident. Full description of the complainant’s concerns.

client/notes. Apply tags

Upon reporting of the initial complaint, the complaint should be

EHub/Dashboard/SRM/Tasks/+

e recorded with supporting information and a unique identifier code. To O Task
be entered into the notes and the task.
o Advise the complainant of the complaints-handling process. Inform 0 By email or phone. Record any
the complainant where, how, what information, process and time. phone logs in the SRM
° Receipt of each complaint should be acknowledged to the 0 Written email with ref number
complainant immediately.
Check if the complainant has any language barriers. If so, provide EHub language feature.
e information in diverse languages or formats so that no complainants O Interpreter services
are disadvantaged.
Prioritise- upon receipt, each- complaint should be initially assessed EHub/Dashboard/SRM/Tasks/C
o in terms of criteria, such as severity, safety implication, complexity, O ategory/urgency level
impact, and the need and possibility of immediate action.
Personally identifiable information is actively protected from Equis privacy policies
o disclosure unless the customer or complainant expressly consents to O
its disclosure or disclosure is required by law.
o Complaints should be handled expeditiously. EHub/Dashboard/Insights
O Reports/ Workflow Tasks
Reports
Keep the complainant informed through accurate,
@ timely and ongoing reporting on actions and O
decisions with respect to handling their complaint.
The complaint should be tracked from initial receipt through the EHub/Dashboard/Insights
@ entire process until the complainant is satisfied or the final decision is O Reports/ Workflow Tasks
made. An up-to-date status should be made available to the Reports/Status
complainant upon request.
Following an appropriate investigation, the organization should offer
e aresponse to the complainant, and correct the problem and prevent O
it happening in the future (where possible).
IF the complaint cannot be responded to or resolved by Equis, refer
@ the matter to the project director for review, who will then obtain input O
from required third parties. Inform the complainant.
Q As soon as a decision is made, advise the complainant and close the EHub/Dashboard/Insights
complaint if the complainant is no longer aggrieved O Reports/ Workflow Tasks
Reports/Status
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Appendix 2: Equis Stakeholder Enquiry/Complaint Form

Equis Stakeholder Enquiry/Complaint Form: Information Required Details

Name of complainant (if provided) U
Complainant’s contact information (phone number and email, if provided) 1:/[‘1“:‘1']\)19“9“1:;1191;‘\'{::)“1 1"n“h1
Complainant’s address (if relevant/provided) D s I
Property reference number (if relevant, to inform map of complaint locations) EN,BQLRS.ED })I:I}N

Map of complaint locations ' - o9

Time and date of the complaint Signed for
Time and date of the incident the subject of the complaint MINI?\TFR EOIRIPLAl\i ING
Prevailing conditions (operational conditions at the time of the incident) Cater T m oy =S

Complaint type (e.g., noise, visual, health, traffic)

Description of the complainant’s concerns

Frequency of the issue

Outcome sought by complainant

Any support requirements needed by the complainant

Any other relevant information (including any supporting documents provided)

A report including a reference that outlines the complaint.

The process of investigation to resolve the complaint

Complexity of the complaint

Investigation and remediation actions

IF complex, director designated to action complaint

External consultants required to progress complaint

Additional monitoring required to progress complaint

Form completed by:
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Appendix 3: Equis Complaints Register

Excel Complaints

EQUIS COMPLAINTS REGISTER Register

Receipt Date of Time of Name of Complainant Address or Suburb Postcode State Phone Email Complaint Complaint Details Time and Date of Weatherand Response Actioned Status Date of Complainant | Document
Number Complaint Complaint Property Number type Incident Operational Action by Completion | Satisfaction
Conditions @J
PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME
INCORPORATED DOCUMENT
Melton Renewable Energy Hub
ENDORSED PLAN
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Appendix 4: Complaints Handling Systems ISO 10002:2018

Table 1 of 3 Complaints Handling Systems ISO 10002:2018 CRITERION

EHUB POLICY WEB

COMMENTS

Customer-focused approach to resolving complaints. v v Online submission form
Complainants have access to an open and responsive complaints-handling process. v 4 Online submission form
The complaints-handling process is communicated to relevant interested parties. v v v Online complaints docs
Organization has ability to resolve complaints in a consistent, systematic, and responsive manner. v v EHub, F2face, Emails,
Telephone & Registers.
Identify trends and eliminate causes of complaints, to improve the organization's operations v Polls & surveys
Establishing effective processes for monitoring and measuring customer satisfaction. v v Polls & surveys
Continual review and analysis of the complaints-handling process, the resolution of complaints, and process v v Polls, surveys, audits,
improvements made. online submission, emails
Information from a complaints-handling process can be used in monitoring and measuring customer satisfaction. v Polls, surveys, audits
Receipt of each complaint should be acknowledged to the complainant immediately. v v Automated message
Auditing of the complaints-handling process. v v Co. compliance
Ensure the complaints-handling process is easy to understand 4 4 4 Complaints policy online.
Information in making a complaint is available in diverse languages or formats so that no complainants are v Language feature EHUB
disadvantaged.
Complaints should be addressed in an equitable, objective, respectful and unbiased manner] PLANNING and ENVIIS,ON MENT ACT Qualified Staff in IAP2
MELTON PLANNING SCHEME Conflict in Engagement.
Access to the complaints-handling process is free of charge. INCORPORATED BOCUMENT Y EHub, Webform, Co.
Melton Reneszble Energy Hub

ENDORSED PLAN
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Table 2 of 3 Complaints handling systems ISO 10002:2018 CRITERION EHUB POLICY WEB COMMENTS

Complaints handling information 'is accurate and not misleading, and is relevant, correct, complete, meaningful, v v Set policies & procedures.

and useful. Audits. Qualified staff.

Personally identifiable information is actively protected from disclosure unless the customer or complainant v v Web, EHUB and Co.

expressly consents to its disclosure or disclosure is required by law. policies.

The company is accountable through complaints handling. v v Set policies & procedures.
Audits. Qualified staff.

Complaints should be handled expeditiously. Policies & procedures.

Identify and address issues that affect its ability to achieve complaints-handling objectives. v v Reviews & Audits.

Identify parties of the complaints-handling process and address their relevant needs and v EHUB tagging,

expectations. segmentation, reporting.

Identifying the scope of the complaints-handling process. v v

Management leadership should provide adequate resources, including training. v

Management should establish an explicit customer-focused complaints-handling policy. The policy v Policies on Web, EHub,

should be made available to, and known by, all personnel customers and other relevant parties. Co. portal.

Applicable statutory and regulatory requirements are implemented through policies and all platforms. v v 4 EHub, Web, Co.

Accurate, timely and ongoing reporting on actions and decisions with respect to complaints handling. v EHub reporting

Take action to correct a problem and prevent it happening in the future. v

Table 3 of 3 Complaints handling systems ISO 10002:2018 CRITERION POLICY COMMENTS

Ensuring that complaints-handling data are available for the top management reviejy. PLANNING and ENVIRONMENT ACT EHub reporting

MELTON-PI
VAN

ANNING - SCHEME

All personnel in contact with customers and complainants should be trained in com

blaints handling.

/S VO PR SR AN VA WS s ias e ing

4
INCORPORATED DOCUMENT

Qualified Staff in IAP2
Conflict in Engagement.

Melton Renewable Energy Hub
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https://webflow.com/blog/webflow-builds-security-into-design

Ensure a process for rapid and effective naotification to top management of any significant complaints 4 v

Operation of complaints-handling process: advise complainant where, how, what information, process and time. v v v Policies on Web, EHub,
Co. portal.

Upon reporting of the initial complaint, the complaint should be recorded with supporting information and a unique v

identifier code.

The complaint should be tracked from initial receipt through the entire process until the complainant is satisfied or v EHub segmentation,

the final decision is made. An up-to-date status should be made available to the complainant upon request. tagging, reporting

After receipt, each- complaint should be initially assessed in terms of criteria, such as severity, safety implication, v v

complexity, impact, and the need and possibility of immediate action.

Following an appropriate investigation, the organization should offer a response to the complainant, and correct v

the problem and prevent it happening in the future (where possible).

As soon as a decision is made, advise the complainant. v v

There should be regular action taken to determine the levels of satisfaction of complainants with the complaints- v EHub online surveys &

handling process. quick polls

Complaints register (complainant’s name and address, receipt number for each complaint, time and date of the v v EHub

incident, and operational conditions at the time of the incident. Full description of the complainant’s concerns.
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Appendix 5: Internal Staff Online Training Complaints Portal

B
b2
»
=
be

C & equis.engagementhub.com.au/complaints-training-sample-wind-farm

Q Equis Australia - Sh... Home - NetDocum... €% Wind | Ark Energy

L +61 3 7020 3320 Select Language v Admin Access [_ogout Welcome ‘ Engagement

EQUIS

HOME PROJECTS ABOUTUS PARTNERWITHUS COMMUNITY CONTACT US Q Search...

Complaints Training Sample

Wind Farm
Internal Training Site Only - Test Data

View All Projects

PLANNING and ENVIRONMENT ACT
Project Overview Low Head 2 Wind Farm loc: tion ANNING SCHEME
" )] ™ = e o Bpechford

This is only an INTERNAL sample TRAINING page using informaiton from one of our propsed

projects. e
ENDORSED PLAN
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% E I 461370203320  SelectLanguage v Admin Access  Logout ~ Welcome & Engagement

Appendix 6: Ehub Online Engagement Complaints Recording Process

HOME PROJECTS ABOUTUS PARTNERWITHUS COMMUNITY CONTACT US Q

Complaints Training Sample
Wind Farm

Internal Training Site Only - Test Data

[ous ] vewmiroes

Ehub —Complaints System

[Click here -\R

PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

ENDORSED PLAN
3 35

Signed . for
MINISTER FOR PLANNING
Date: 12 July 2023

Document Title: MREH Complaint Investigation & Response Plan (CIRP) (Revision C.4) Page 30 of 35
Document Reference: 20230531_EQUIS_MREH_CIRP_VC.4

EQUIS Management System Document — “UNCONTROLLED IF PRINTED”
Copyright © - EQUIS Australia Management Pty Ltd — ACN 609 956 112


https://equisservices-my.sharepoint.com/:b:/g/personal/domenica_jensen_equis_com/EdYw-ivYdStKuWU_XvyMSAoBGFgClJItSCAGN-jLrId4wg?e=mdT30U

PLANNING and ENVIRONMENT ACT
MELTON PLANNING SCHEME

INCORPORATED DOCUMENT
Melton Renewable Energy Hub

ENDORSED PLAN
3 35

Signed _ for
MINISTER FOR PLANNING
Date: 12 July 2023

Need more information
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