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1 INTRODUCTION 
 

1.1 The Project 
 
The Golden Plains Wind Farm (the Project) involves the establishment of a 215-turbine wind farm and 
associated electrical infrastructure on 16,739 ha in the Rokewood district. Rokewood is a small rural 
town in Golden Plains Shire situated approximately 60 km Northwest of Geelong. The site is located 
on land modified over time due to agricultural operations such as broad acre cropping and livestock 
grazing. 
 

1.2 Objective 
 
All complaints received from the community, project neighbours and stakeholders about the 
construction and operation of the Golden Plains Wind Farm will be treated in a respectful and 
courteous manner and be taken seriously. 
 
In creating this Plan, Golden Plains Wind Farm aims to: 
 
 Establish an accessible, open, and transparent complaint handling process; 
 Outline the process and timeframes for resolving complaints; 
 Clarify the roles and responsibilities of project staff in complaint handling; 
 Ensure that Golden Plains Wind Farm handle complaints fairly, promptly, sensitively, and 

efficiently; and 
 Outline how complaint data is documented, analysed, and reported on to improve future 

outcomes. 
 
The Complaints Investigation and Response Plan (the Plan) has been prepared in accordance with 
Condition 97 of Planning Permit PA1700266 which states: 
 

Before development starts, a Complaint Investigation and Response Plan must be submitted 
to, approved and endorsed by the responsible authority. 
 
The Complaint Investigation and Response Plan must: 

a. respond to all aspects of the construction and operation of the wind farm 
b. be prepared in accordance with AS/NZS 10002:2014 Guidelines for complaint 

management in organisations 
c. include a process to investigate and resolve complaints (different processes may be 

required for different types of complaints). 
 
In preparing the Plan, Golden Plains Wind Farm liaised with the Australian Energy Infrastructure 
Commissioner, whose feedback was incorporated to ensure the plan considers best practices in 
complaint management. 
 

1.3 Scope 
 
The Golden Plains Wind Farm will implement and follow the Complaint Investigation and Response 
Plan during construction and for the duration of the operation, and through decommissioning of the 
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wind energy facility. The register and complaints response process will continue for the full lifecycle of 
the facility and must be made available to the Minister for Planning for the duration of the operation 
of the wind energy facility. 
 
This plan outlines the process and five key steps: 
 

1. Receive 
2. Record and Register 
3. Investigate and Respond 
4. Resolve and Close 
5. Record and Analyse 

 
As detailed in Section 4.1 - Roles and Responsibilities, the Engagement Manager is responsible for 
ensuring all complaints are managed in accordance with this plan, in conjunction with the Project 
Manager/ Site Manager. 
 

2 COMPLAINTS MANAGEMENT PROCESS 
 
Golden Plains Wind Farm will receive, investigate, and respond to all complaints in a manner that is 
consistent with the process described in Figure 1 and throughout this document.  Complaints will be 
assessed on merit and explored impartially by staff, with responses to complaints returned within 
established timeframes. Privacy is maintained by handling complains according to privacy laws and 
relevant legislation. 
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Figure 1 - Complaint Management Process 

 

Recieve 
Complaint

•Complaints can be received by phone, website, email, face-to-face, or by postal mail
•The complaint phone number is a toll-free community hotline, serviced by trained staff 

with a voicemail service

Register

•All complaints received are acknowledged and recorded in the Golden Plains Windfarm's 
consultation system - Darzin

•The complaintant contact details and a comprehensive description of the complaint will be 
recorded along with details and outcomes sought by the complaintant. 

•The complaintant will be provided advise the complaintant of of the name and contact 
details of the person who will be responding to their complaint.

Investigate & 
Respond

•Staff will initiate a resolution as soon as possible, with an aim to resolve all complaints 
within 10 working days of the receiving the original complaint.

•If a complaint will take longer than 10 business days to be resolved, then the staff member 
will contact the complainant prior to this time and advise of why an extension is needed 
and establish a new deadline for response.

•Golden Plains Wind Farm will maintain communication and provide updates to the 
complainant throughout the investigation process

Resolve & 
Close

•The staff member responsible for handling the complaint will contact the complainant to 
advise them of the outcome. A writen response to the complaint will contain reasons for 
the decision made and provide contact details for how to launch an internal review if the 
complainant is dissatisfied with the outcome.

•The communication will describe the action, outcome, rationale and remedy
•The complaint will be closed out once resolution is achieved. If no resolution is achieved, 

the complaint may be escalated to the office of the Australian Energy Infrastructure 
Commissioner 

Record & 
Analyse    

•Complaints will be recorded and analysed to identify recurring problems and trends
•If a complainant is unsatisfied with the outcome of a complaint, they can ask for the 

decision to be reviewed internally by senior management.  An outcome to the review will 
be provided in writing and detail either some alternative resolution, or the reasons the  
outcome was provided.

•The procedure will be reviewed to ensure alignment with changes to legislation or 
regulatory requirements
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2.1 Receive Complaint 
 
Any Complaint can be directed to Golden Plains Wind Farm through face-to-face contact, telephone, 
email, and postal services. Complaints can be directed through the following details:  
 
E-Mail:    info@goldenplainswindfarm.com.au  
Mail:  Golden Plains Wind Farm 

Attn: Engagement Manager  
Office 4, Nexus Centre, 17 Goode Street, Gisborne VIC 3437 

 
A toll-free community hotline will be implemented prior to construction. In the interim, complaints 
can be received via telephone on (03) 5421 9999. During construction, a local office in Rokewood will 
be established, supplying another avenue for complaints to be lodged face to face. Any changes to 
the above details will be published on the project website. Golden Plains Wind Farm will promote 
these contact methods through newsletters, the Project website, social media channels and other 
suitable communication methods associated with the Project. 
 

2.2 Register Complaint 

Golden Plains Wind Farm will register all complaints received in the Project's stakeholder consultation 
database. Upon receiving a complaint, Golden Plains Wind Farm will contact the complainant within 
one (1) business day for urgent complaints, and within three (3) business days for non-urgent 
complaints to acknowledge receipt of the complaint, collect any further information required to 
investigate the complaint and outline to the complainant the next steps in the complaint investigation 
and response process.  

We will request and record the following information for each complaint: 

 The complainant’s name, address, and contact details, including telephone and email. 

 A description of the complaint, including evidence in support of the complaint including 
relevant dates and time. 

 Other information we may consider necessary to aid us to understand the complaint and 
approaches for resolution. 

 The complainant’s desired outcome (if known) for seeking a resolution to the complaint. 

 The staff member responsible for managing the complaint. 

 Classifications of the issue which launched the complaint. 

Sufficient details will be sought about the specific nature of the complaint and what the complainant 
is hoping to achieve and the nature of the complaint to enable it to be clearly recorded, and to enable 
subsequent assessment and action. The Engagement Manager, in conjunction with the Project 
Manager/ Site Manager, has responsibility for ensuring all complaints are processed promptly. 

An ‘Complaint ID’ number will be generated once the complaint is registered. This will be known as 
the receipt number and will be provided to the complainant. Multiple complaints from a single 
complainant within an abbreviated period or relating to the same topics will be treated as one 
complaint. 
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2.3 Investigate and Respond 

Golden Plains Wind Farm will respond to and investigate all complaints to seek a resolution as quickly 
as possible and will attempt to resolve all complaints within 10 (ten) working days of receiving the 
original complaint.  When this is not possible (i.e., further investigations are necessary) the 
Engagement Manager will notify the complainant that further time is necessary and advise the 
reasons for an extension and establish a new deadline for response. 

Golden Plains Wind Farm will keep regular communication with the complainant during the 
investigation process. 
 
2.3.1 Complaints during construction 
 
Complaints received during the construction phase will be directed to and / or reported within 24 
(twenty-four) hours to the Golden Plains Wind Farm Project Manager/ Site Manager. This will include 
any complaints relating to the construction process, either on or off-site, including noise, dust, traffic, 
and public road damage or related issues. 

Golden Plains Wind Farm’s representative responsible for Project site health, safety and 
environmental issues will be made aware of all complaints relating to potential environmental or 
safety incidents. Golden Plains Wind Farm will review the activity for which the complaint is related 
to, and if it is not occurring per the required control measures, prepare an incident report and record 
the incident in the incident log and implement a plan to rectify the issue. The complaint will also be 
recorded in the Project's consultation database. 

2.3.2 Complaints received by third parties 
 
If a complaint is lodged with Golden Plains Shire, DELWP or the EPA, details of that complaint may be 
sent to Golden Plains Wind Farm. Golden Plains Wind Farm will consult with the third party and with 
the complainant to decide if that complaint will be assessed per this complaints plan. If it is agreed 
that the complaint received by a third party is related to the Project and the complainant consents to 
Golden Plains Wind Farm investigating the complaint, then the complaint will be assessed in 
accordance with this plan. 
 
If a complaint received by a third party is not considered to be related to the Project and/or the 
complainant does not consent to Golden Plains Wind Farm investigating their complaint, then the 
third party will retain responsibility for investigating that complaint. 
 
2.3.3 Escalating Complaints Externally 

Both the proponent and complainant may seek external assistance to resolve a complaint if escalating 
the complaint internally does not achieve a resolution. Either party may pursue any of the following 
avenues for help to resolve the complaint: 

 Should the complaint relate to an enforcement matter, the proponent may seek help from 
Golden Plains Shire Council and/or the Minister for Planning; 

 Should the complaint relate to other matters, the proponent may seek support from the 
proper ombudsman or entity (e.g., the Australian Energy Infrastructure Commissioner, EPA, 
Golden Plains Shire Council, or any relevant alternative) to achieve a resolution. 
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2.3.4 Noise complaints   

Complaints on operational noise shall be managed in accordance with Australian/New Zealand 
Standard AS/NZS 10002:2014 – Guidelines for Complaint Management in Organisations. A Noise 
Investigation Report shall be prepared if: 

 A formal complaint is received about noise from the site and a Noise Investigation Report is 
considered necessary; and, 

 A potential non-compliance with the noise limits at a Noise Sensitive Location is found; and, 

 The complainant is the property owner or occupier, or someone sending the complaint on 
the behalf of the property owner or occupier of the relevant Noise Sensitive Location. 

 
For the purposes of operational noise complaint evaluation where a Noise Investigation Report is 
needed, this should be completed as soon as possible and completed no later than 14 weeks after the 
initiation of the process. The complainant should be regularly notified of the steps being undertaken 
and timelines through the process. It is recognized that, depending on the nature of the investigation, 
it may be necessary to extend the monitoring timeframe to capture specific conditions. The 
procedures detailed below shall be followed, including confirmation that the complaint is valid and 
meets the requirements of the Golden Plains Wind Farm Noise Management Plan.  
 
In addition, the Response Procedure, shown below, will be followed as part of evaluation of the noise 
complaint in the prescribed order.  
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If the decision is made to progress to further testing, the Independent Test Authority may consider 
Alternative Monitoring Locations and/or Attended On/Off Testing given potential concerns around 
changes in background noise over time. Where tests are performed at Alternative Monitoring 
Locations due to concerns of changes in background noise over time, the Independent Test Authority 
shall ensure that the selected location is proper so that changes in background noise are 
appropriately considered in the noise test. 
 
Should a non-compliance with the wind farm noise limits or ancillary infrastructure noise limits be 
identified, then a Noise Remediation Plan shall be prepared and implemented as per the Noise 
Management Plan. 
 
If the Independent Test Authority forms an opinion of non-compliance during the testing, but prior to 
the submission of the Noise Investigation Report, they shall inform GPWFM. If this occurs, the 
Independent Test Authority shall develop an interim noise mitigation strategy (e.g., noise curtailment) 
that shall be implemented as soon as reasonably practicable and shall remain in place until the 
completion of the Noise Investigation Report. 
 

If a non-compliance is identified a noise remediation plan should be prepared by an independent, 
suitably experienced acoustic consultant and include the following information at a minimum: 
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 The date on which GPWFM became aware of the non-compliance. 

 The nature and level of the non-compliance, including the conditions under which it occurs. 

 The proposed mitigation measures to be implemented at site, which may include: 
 derating or curtailment of one or more WTGs under specific conditions 
 alterations to the WTGs e.g., to remove a special audible characteristic 
 works to ancillary infrastructure if this is the source of the non-compliance. 

 If alterations to the WTGs or other infrastructure are proposed but require further 
development and testing, details of proposed interim measures to be implemented 
on site to ensure compliance during this period. For example, interim curtailment of 
WTGs may be implemented to achieve compliance while a long-term solution is 
investigated. 

 Evidence that the proposed mitigation measures or any interim mitigation measures have 
been implemented on site. For the purposes of the Noise Remediation Plan, this may involve 
review of operational WTG data (or similar) to verify that curtailment has been implemented 
rather than noise monitoring, as the noise monitoring results may need to be sent later 
depending on the nature of the exceedance. 

 The requirements for any additional testing to demonstrate that the mitigation results in 
compliance being achieved with the noise limits and Planning Permit. Typically, this would 
involve submission of a new Post-Construction Noise Assessment Report. If interim measures 
have been implemented, both the interim measures and any final measures shall be verified 
to achieve compliance with the Noise Limits and Planning Permit through additional testing. 

 A timetable for implementation of the mitigation, testing and reporting to achieve and 
demonstrate compliance. 

Any Noise Remediation Plan shall be accompanied by a peer review from an environmental auditor 
appointed under the Environment Protection Act 2017. The peer review must verify that the Noise 
Investigation Report meets the requirements of NZS 6808:2010 or the Noise Protocol (as applicable), 
and the Planning Permit. 
 
2.3.5 Shadow Flicker Complaints 
 
Upon receipt of a complaint related to shadow flicker, complainants will be asked for details of the 
timing and duration of the shadow flicker, and weather conditions at the time of observation. When 
the complainant’s property is within one and a half kilometres of a turbine, a shadow flicker 
assessment will be undertaken. If the assessment shows that the Project may not show compliance 
with the relevant conditions of the planning permit, results and circumstances will be investigated. 
 
2.3.6 Telecommunications Reception and Interference Complaints 
 
Golden Plains Wind Farm will investigate complaints about telecommunications reception and 
interference on an individual dwelling. When the complainant’s dwelling is within five kilometres of a 
turbine, a television and radio reception quality assessment will be undertaken. Golden Plains Wind 
Farm will review the post-construction qualitative survey with an independent technician to 
determine whether any detrimental impacts to telecommunications are the result of the operational 
Project.  
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All legitimate complaints found by the independent technician, will have their television and radio 
reception restored to at least pre-construction quality reception at the expense of Golden Plains Wind 
Farm. After two years of operation of the Project, any impacts on television and radio reception 
should have been identified and rectified. New television reception complaints will not be 
investigated after two years of operation unless the resident has previously submitted a complaint. 
 
2.3.7 Sediment, Erosion, Water and Air Quality 

Per Condition 68d and 75c of the Planning Permit, the Sediment, Erosion and Water Quality 
Management Plan and Air Quality Management Plan (respectively) must include a complaint 
investigation and response plan. 
Should a complaint be lodged in relation to sediment, erosion, water and/or air quality, this Plan will 
be implemented, and the investigation procedure detailed in Figure 1 undertaken. 
 

2.4 Resolve and Close 
 

Golden Plains Wind Farm will communicate the outcome of the complaint in writing to the 
complainant and will advise: 
 
 What actions were undertaken in response to the complaint; 
 The outcome; 
 The reasons decisions have been made; 
 Any remedy or resolutions that have been offered; and 
 Information about other remedies that may be available to the complainant. 

 
If the complainant accepts the resolution informed by Golden Plains Wind Farm, the Engagement 
Manager will close out the complaint. If the complaint cannot be resolved by Golden Plains Wind 
Farm to the satisfaction of the complainant, the complaint will first be escalated internally first to 
Golden Plains Wind Farm Steering Committee, and then may be escalated to the Office of the 
National Wind Farm Commissioner for further review and investigation. 
 

2.5 Record and Analyse 
  

Condition 100 of the Permit, states: 
 

Before development starts, a Complaints Register must be established which records: 
a. the complainant’s name and address (if provided), including (for noise complaints) any 

applicable property reference number contained in the Noise and Vibration Assessment 
contained in Technical Appendix N1 to the Golden Plains Wind Farm EES 

b.  a receipt number for each complaint, which must be communicated to the complainant 
c.  the time and date of the incident, and the prevailing weather and operational conditions at 

the time of the incident 
d. a description of the complainant’s concerns, including (for a noise complaint) the potential 

occurrence of special audible characteristics 
e.  the process for investigating the complaint, and the outcome of the investigation, including: 

i.   the actions taken to resolve the complaint 
ii. for noise complaints, the findings and recommendations of an investigation report 

undertaken in accordance with the endorsed Noise Management Plan. 
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An anonymous version of this Complaints Register will be available on our website that will be 
updated quarterly. All complaints will be recorded and classified according to the nature of the 
complaint. Complaints will be analysed to identify recurring and single incident problems and trends 
by running reports using the Project's consultation system. If it is found that there are significant 
recurring complaints, recommendations to implement solutions to reduce or end future recurrence of 
the problem will be considered and implemented where appropriate. 
 
Golden Plains Wind Farm will undertake regular reviews and updates of the Complaint Investigation 
and Response Plan. Reviews will evaluate the performance of the complaint management system, 
ensure it aligns with any changes in legislation and regulatory requirements, as well as continually 
improve the effectiveness and efficiency of the system. 
 
The review should also supply information on: 
 
 The process undertook to investigate and resolve complaint; and 
 Whether the proposed resolution was resolved to complainant’s satisfaction; and 
 Rationale for complaint being closed; and 
 Conformity to complaint management procedures; and 
 Suitability to achieve complaint management goals. 

 

In accordance with conditions 101 and 102 of the Permit which state: 

101  All complaints received must be recorded in the Complaints Register. 
 
102 A complete copy of the Complaints Register, along with a reference map of complaint locations 

must be provided to the responsible authority on each anniversary of the date of this permit, 
and at other times on request. 

 
A copy of the Complaints Register and its associated requirements will be provided to the Responsible 
Authority on each anniversary of the date of the Permit. 

3 UNREASONABLE COMPLAINT CONDUCT (UCC) 
We expect that all parties to a complaint will communicate with each other in a professional, 
courteous and non-threatening manner. In a minimal number of cases some complainants may 
behave in ways that are inappropriate and unacceptable towards Golden Plains Wind Farm staff. 
When complainants behave in these ways, their conduct is considered to be ‘unreasonable’.  

Unreasonable complainant conduct (UCC) is any behaviour by a current or former complainant which, 
because of its nature or frequency raises substantial health, safety, resource or equity issues for the 
project, staff, other stakeholders and complainants or the complainant himself/herself. UCC can be 
divided into five categories of conduct: 

 Unreasonable persistence - Continued, incessant and unrelenting conduct by a complainant 
that has a disproportionate and unreasonable impact on the Project, staff, services, time 
and/or resources; 

 Unreasonable demands - Demands (express or implied) that are made by a complainant that 
have a disproportionate and unreasonable impact on the Project, staff, services, time and/or 
resources; 

 Unreasonable lack of cooperation - Unwillingness and/or inability by a complainant to 
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cooperate with Golden Plains Wind Farm staff, or complaints system and processes that 
results in a disproportionate and unreasonable use of Golden Plains Wind Farm services, time 
and/or resources; 

 Unreasonable arguments - Arguments that are not based in reason or logic, which are 
incomprehensible, false, or inflammatory, trivial, or delirious and that disproportionately and 
have unreasonable impact upon the Project, staff, services, time, and/or resources; and 

 Unreasonable behaviours - Conduct that is unreasonable in all circumstances – regardless of 
how stressed, angry, or frustrated a complainant is – because it unreasonably compromises 
the health, safety and security of Golden Plains Wind Farm staff, other individuals, or the 
complainant themself. 
 

3.1 Responding to and managing UCC 

We will generally manage UCC incidents by limiting or adapting the ways that we interact with 
complainants by restricting: 

 Who they have contact with – limiting a complainant to a sole contact person/staff member 
or suggesting that all communications be made in writing; 

 What they can raise – restricting the subject matter of communications that Golden Plains 
Wind Farm will consider and respond to; 

 When they can have contact – limiting a complainant’s contact with Golden Plains Wind Farm 
to a particular time, day, or length of time, or curbing the frequency of their contact with 
Golden Plains Wind Farm; 

 Where they can make contact – limiting the locations where we will conduct face-to-face 
interviews to secured facilities; and 

 How they can make contact – limiting or changing the form of contact that the complainant 
can have with Golden Plains Wind Farm. This can include modifying or limiting face-to-face 
interviews, telephone and written communications, prohibiting access to Golden Plains Wind 
Farm or Project premises, contact through a representative only, taking no further action or 
terminating communication. 

We take a serious view of communications that contain offensive, rude, abusive, and threatening 
material. When a complainant has been identified as displaying continued unreasonable behaviour, 
we will use the following process to notify the complainant that their conduct has breached our UCC 
guidelines. 

Golden Plains Wind Farm will issue a first warning letter to the complainant outlining how their 
conduct has breached this Plan and provide the name and contact details of the staff member who 
the complainant can contact about the warning. 

If a complainant’s conduct continues after they have been issued a written warning or in extreme 
cases of overt aggression, violence, assault or other unlawful/unacceptable conduct Golden Plains 
Wind Farm has the discretion to send a notification letter immediately restricting the complainant’s 
ability to contact Golden Plains Wind Farm staff. 
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4 ADMINISTRATION 
4.1 Roles and Responsibilities 

The Engagement Manager (EM) is accountable for ensuring complaints are managed in accordance 
with this Plan. The EM will be assisted by other nominated, qualified personnel as illustrated in Table 
1 - Organisational accountability 
 
Table 1 - Organisational accountability 

Task Managing 
Director 

Chief 
Operations 
Officer 

Engagement 
Manager 

Engagement 
Officer  
 

Staff Consultant 

Grievance 
Reporting 

Accountable Accountable Responsible Responsible Responsible Inform 

Grievance 
Management 

Accountable Accountable Responsible Consult Consult Inform 

 

4.2 Managing complaints involving multiple parties 
Where a complaint involves multiple organisations, we will work with the other organisation/s where 
possible, to ensure that communication with the person making a complaint and/or their 
representative is clear and coordinated. 
 
Subject to privacy and confidentiality considerations, communication and information sharing 
between the parties will also be set up to facilitate a timely response to the complaint. When similar 
complaints are made by related parties we will try to arrange to communicate with a single 
representative of the group. 
 

4.3 Training 

The EM (and any nominated personnel handling complaints) will receive relevant training in handling 
grievances and complaints, as needed, prior to undertaking any complaint management activities. 
Golden Plains Wind Farm will ensure that personnel handling complaints are empowered with the 
correct level of authority (particularly resolution authority) to take proper action and to implement 
actions, as necessary. This Plan will be summarised in the Golden Plains Wind Farm’s induction 
handbook for new employees.  

Any relevant stakeholder engagement plans, and policies prepared by Golden Plains Wind Farm will 
also be available to staff handling complaints to supply additional guidance on how complaints should 
be managed per Golden Plains Wind Farm’s policies and procedures. 
 

4.4 Internal Reporting 
 
To measure our complaints performance, internal reporting will be provided to the Project’s Steering 
Committee. Information will be provided on the following key performance indicators: 
 
 Number of complaints received; 
 Top issues recorded against complaint data; 
 Performance of responses provided against set response timeframes; 
 Number of changes made to processes and procedures because of complaints; 
 Number of complaint outcomes overturned on internal review; and 
 Complaints escalated to external review sources where an original decision has been 

overturned/and or proposals for actions have been decided. 


