
1800 # Website Letters Email

Does the complaint relate to a PH project?

Yes No

What is the nature of the complaint?

If possible redirect the complainant 
to the appropriate operator, 

developer, or agency

Log details in accordance with 
current privacy legislation

Other complaint, 
enquiry, or feedback

Noise
Visual Impact
Shadow flicker

Planning conditions
Construction impact

Does project have 
specific permit or 

other requirements?

Log details in 
accordance with 
current privacy 

legislation

Acknowledge complaint immediately, explain response 
timeframes and process

Investigate complaint promptly

Is complainant satisfied?

No

Yes

Initiate escalation and 
explain time frames

Can a resolution be reached? YesNo

Advise complainant of 
external escalation 

options and alternative 
pathways to resolution

1:1 Contact

Review Complaints 
Procedure Annually

Social Media

NoYes

Follow specific 
project 

requirements

Reporting

Prepare response and send within agreed timeframes

What stage is the project in? Does the complaint relate to another aspect of the PH business?

NoYes

Proposal/Early 
Development Construction Operations

Work collaboratively with 
complainant and external 

parties to resolve the issue 
if possible

Close case
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