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Acknowledgement of Country  

The Great Western Highway upgrade program is located within the Country of the Wiradjuri Darug and Gundungurra. 

Transport for NSW recognises that the Darug, Gundungurra and Wiradjuri people have a continuous and deep 

connection to their Country, and that this is of great cultural significance to their people. 

Transport acknowledges the Traditional Custodians of the land on which the project rests, whose cultures and customs 

have nurtured, and continue to nurture this land. 

We pay respect to Elders past and present, and recognise and celebrate the diversity of Aboriginal peoples and their 

ongoing cultures and connections to the lands and waters of NSW. 
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Introduction and context 

Background 

Transport for New South Wales (Transport) is committed to engaging with the community and stakeholders at 

all stages of the Great Western Highway Upgrade Program (GWHUP, the program) from early planning through 

to design, construction, operations and maintenance. This Stakeholder Engagement Strategy (SES, the 

Strategy) has been developed to guide the following activities for the life of the program: 

• Stakeholder engagement 

• Community & customer engagement 

• Strategic and day-to-day communications 

The SES provides an overview of all communications, community and stakeholder engagement activities, including risks 

and mitigation strategies. It covers the approach and guiding principles for engagement. Given the program’s criticality 

and importance to customers, Transport has embedded a dedicated team of community, customer and stakeholder 

engagement professionals within the Regional Outer Metropolitan Team (West). This ensures the complexity and scale of 

the program does not compromise engagement opportunities and interactions.  

Context 

This Stakeholder Engagement Strategy sits alongside engagement strategies and plans for Aboriginal 

engagement, community engagement, skills and employment, recognising that different audience types will 

have different needs and concerns. The plans are designed to complement each other and input into the 

project in varying ways.  

Table 1 Engagement context 

Topic / audience Relevant strategy / plan Led by 

Communications Communications and Engagement Strategy 

(this document) 

Communications Manager 

Stakeholder 

engagement 

Communications and Engagement Strategy 

(this document) 

Stakeholder Engagement 

Manager and Communications 

Manager 

Aboriginal 

engagement 

Cultural Heritage Interpretation and Art 

Strategy 

Local Aboriginal Participation Strategy 

Balarinji 

 

Everywhen Group 

Community 

engagement 

Phase and project specific Community and 

Stakeholder Engagement Action Plans  

Communications team 

Skills & employment Skills, Employment & Industry Development 

Strategy 

Program team 

Freight industry Freight Industry Stakeholder Engagement Plan Program and Freight Customer 

teams  

Potential partners Market Engagement Plan Program and Procurement 

teams 
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Purpose 

The purpose of this Strategy is to describe the engagement responsibilities, processes and protocols that 

support the program by: 

• developing an understanding of community, customer and stakeholder requirements and establishing 

processes and protocols to manage and engage them across the program lifecycle 

• understanding the socio-political landscape and positioning the GWHUP for success with the right 

level of support 

• ensuring key contacts and relationship owners are known and leveraged across Transport 

• ensuring the best possible project outcomes through effective risk management. 

The Strategy set outs: 

• an analysis of program stakeholders including a stakeholder matrix 

• an approach to program communications and engagement 

• potential engagement risks and opportunities 

• roles and responsibilities. 

This Strategy outlines the approach to engagement providing a practical guide to strategic engagement 

activities and effective communications. Its overarching purpose is to ensure that program engagement is 

inclusive, efficient, transparent and coordinated. 

This Strategy is a live document and will evolve over time, complemented by tailored communications and 

engagement procedures and processes to ensure proactive stakeholder engagement through all stages of the 

GWHUP. It applies to all staff, consultants and professional services contractors working on and adjacent to the 

GWHUP. 

Program background 

The Great Western Highway Upgrade program is an infrastructure program of national importance. Together, 

the Australian and NSW Governments are investing more than $4.5 billion towards upgrading the Great 

Western Highway between Katoomba and Lithgow (See Figure 1: Program map). It has been listed by 

Infrastructure Australia as a priority initiative that Australia needs to secure a sustainable and prosperous 

future. 

The program, scheduled for delivery by around 2030, will improve the connection between Central West NSW 

and Sydney, reduce congestion, improve resilience and freight productivity, and provide a safer and more 

reliable journey for thousands of residents, commuters, tourists and freight operators who travel in, around 

and through the Blue Mountains. 

 

 

 

 

 

Figure 1: Program map 
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The Great Western Highway 

The program is located in the Blue Mountains and Lithgow local government areas (LGAs). The Great Western 

Highway is a part of the National Land Transport Network, and is the key east-west freight connection 

between Sydney and Central West communities. It is also used and shared extensively by local communities, 

commuters and tourists. 

By 2015, the Great Western Highway had been upgraded to two lanes in each direction between Emu Plains 

and Katoomba. A proposed corridor for upgrade between Mount Victoria and Lithgow was reserved in 2013 

and appears in the Blue Mountains City Council’s and Lithgow City Council’s Local Environmental Plans. Since 

then, the NSW Government has progressively upgraded further sections of the highway, with the most recent 

project at Kelso opened to traffic in March 2017. In 2018, the NSW Government announced $30 million to 

upgrade Kelso to Raglan. The Australian and NSW Governments have spent $250 million to prioritise safety 

improvements along the Great Western Highway at Blackheath, Mount Victoria, and Forty Bends. 

Options for upgrading the highway between Katoomba and Lithgow are constrained by steep topography, the 

railway line, private property boundaries, existing towns and the Blue Mountains National Park and World 

Heritage areas. 

The section from Katoomba to Mount Victoria is highly constrained by National Park, World Heritage 

reservation, National Trust inclusion, Aboriginal Heritage, Non-Aboriginal Heritage, iconic landscapes in 

mountainous terrain surrounding a narrow ridgeline, important biodiversity and habitats, and the main 

western rail line. These constraints generate wide inter-regional community and stakeholder interest in 

consideration of the high tourism, environmental and recreational values in this location. The project aims to 

upgrade the existing surface road corridor where possible to minimise costs and impacts to the environment.  

The Great Western Highway acts as the main local road for the townships of Medlow Bath, Blackheath and 

Mount Victoria. Road is the dominant mode of transport throughout the Blue Mountains, with 96.5 per cent 

of trips conducted in motor vehicles. This includes a mix of through and local traffic, with 58 per cent of traffic 

originating in Katoomba stopping at or before Mount Victoria. 

Transport for NSW considers the Blue Mountains and Lithgow City Councils to be key partners in progressing 

this project. Bathurst Council is also identified as a key local government stakeholder given the benefits to the 

wider central west along the route of the Great Western Highway. 
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Traffic volumes and future growth need for project 

There are currently over 16,000 vehicle movements per day in Blackheath, around 19,000 at Medlow Bath, 

and at times over 20,000 at Katoomba on the Highway.  

Population growth rate of 1 per cent per annum is expected between Katoomba and north of Blackheath, 

while a 1.7 per cent per annum growth rate is expected from north of Blackheath to Forty Bends. There is a 

relatively high proportion of heavy vehicles (between 12 and 24 per cent) and this reflects the fact that the 

Great Western Highway carries approximately 18,800 tonnes of freight per day. 

Under normal conditions, traffic volumes are normally manageable, however during major incidents 

impacting the highway, as well as peak periods such as public holiday weekends, there are several areas, 

mainly through Blackheath and Mount Victoria, where delays routinely occur. Because of this, and because 

traffic volumes are projected to significantly increase in line with growth in the project area and its 

surrounding communities, the Great Western Highway will need to be upgraded to keep up with demand. 

Program phases 

The NSW Government has progressively upgraded sections of the Great Western Highway to make it safer and 

more reliable for all road users. This upgrade will complete the final 34 km connection of a modern dual-

carriageway link across the Blue Mountains. The Great Western Highway Upgrade program will be delivered in 

phases, as shown in Table 2. In addition, there will be some early work enabling packages.  

Table 2: Great Western Highway Upgrade Program - phases 

Program stage Description 

Katoomba to 

Blackheath (East) 

Upgrade, duplication and widening of the existing surface road corridor, with 

connections to a tunnel portal at Blackheath. Through Medlow Bath, the upgrade 

also includes a 1.2 kilometre subsection that encompasses intersection 

improvements and a new pedestrian bridge. 

Blackheath to Little 

Hartley (Central) 

Construction of a 10.4 kilometre tunnel bypass of Blackheath and Mount Victoria, 

with connectivity between the two proposed tunnels currently under further 

investigation. 

Little Hartley to 

Lithgow (West) 

Upgrade, duplication and widening of 14 kilometres of the existing surface road 

corridor, with connections to a tunnel portal at Little Hartley. This includes a 2.4 

kilometre Coxs River Road subsection. 

Program objectives 

Program objectives are shown in Table 3. 

Table 3: Program objectives and sub-objectives 

Objective Sub-objectives 

Improve economic 

development, productivity and 

freight accessibility in and 

through the Blue Mountains, 

Central West and Orana 

regions 

• Support economic recovery in the short term, economic development 
in the medium term and economic sustainability in the long term 
within the Blue Mountains, Central West and Orana regions through 
better transport connectivity 

• Improve the efficiency and safety of freight movement through the 
Blue Mountains to better link Central West and Orana region 
economies with domestic and international markets 

• Improve access and connections to tourism facilities in the Blue 
Mountains, Central West and Orana region 
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Objective Sub-objectives 

Improve the resilience of the 

corridor between Katoomba 

and Lithgow to ensure 

continuity and safety of 

transport and essential 

services 

• Enable continuity of services along the corridor between Katoomba 
and Lithgow including during events that disrupt regular network 
operations 

• Provide capacity to meet future population growth in the Blue 
Mountains, Central West and Orana regions 

• Futureproof the corridor for emerging transport technologies and 
innovative solutions 

Improve transport network 

performance and efficiency 

along the corridor between 

Katoomba and Lithgow to meet 

the needs of all our customers 

• Blue Mountains, Central West and Orana regional centres, social 
infrastructure and other services and for all customers 

• Improve the overall reliability and capacity of the transport network 
between Greater Sydney, and the Central West and Orana 

• Minimise peak period congestion through the Blue Mountains 

• Build on and maximise the efficiency of existing infrastructure 

Improve the overall safety of 

the corridor for all transport 

users between Katoomba and 

Lithgow 

• Reduce road crashes via safer physical infrastructure 

• Keep all our transport users safe by minimising potential conflicts 
between light and heavy vehicles, pedestrians, cyclists and local traffic 

• Improve road infrastructure that contributes to the safety and welfare 
of heavy vehicle drivers and the community 

Enhance the liveability and be 

sensitive to the unique 

environmental and cultural 

assets along the corridor 

between Katoomba and 

Lithgow 

• Better balance of local and through traffic along the Katoomba and 
Lithgow corridor to provide a better overall customer experience 

• Improve the liveability of town centres west of Katoomba and through 
to the Central West and Orana region 

• Minimise potential impacts to the unique environmental, cultural and 
social value of the Blue Mountains 

A value for money, sustainable 

and deliverable solution 

• Solution that is affordable and value is delivered by maximising project 
benefits at optimal cost 

• Deliverability and opportunities for optimisation via staging 

Program benefits 

The program is designed to deliver a variety of benefits for the local community, as well as wider social and 

economic benefits to the people of NSW. It will improve safety and performance and cater for future growth, 

unlocking regional potential in the state’s Central West, Orana and beyond. Program benefits are summarised 

in Figure 2. 

 

 

 

 

 

 

 

 

 

Figure 2: Summary of program benefits 
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Our engagement so far 

Although we are still early in the project, we’ve achieved a lot in stakeholder and community consultation 

during the planning and design phases for the early phase projects. Early engagement with key agencies, 

stakeholders and communities indicates stakeholders with a direct influence and impact on the program 

outcomes endorse Transport’s plans to upgrade the Great Western Highway between Katoomba and Lithgow. 

Detail on the engagement to date is shown in Table 4. The summary of key groups engaged is shown in Error! 

Reference source not found.. 

Table 4 Overview of engagement to date 

Stakeholder  Overview  

Aboriginal 

Engagement  

Transport has engaged specialist agencies to deliver a standalone engagement plan: 

The Local Aboriginal Participation Plan was by Everywhen Group, in partnership with 

local Aboriginal stakeholders. The Cultural Heritage Interpretation and Art Strategy is 

managed by Balarinji. Registered Aboriginal Parties and other traditional owners are 

engaged through Transport’s Procedure for Cultural Heritage Consultation and 

Investigation (PACHCI) and broader community engagement. 

Community  

  

Community engagement is completed both at a program level, and by program stage, 

ensuring the community is kept up to date on a holistic level (e.g. through the project 

website, a dedicated social media program under Transport’s main Facebook page – 

NSW Roads) and then in more detail on project elements that may impact them.  

Previous consultations have included: late-2019: program level; mid-2020: Blackheath 

Co-Design Committee; late-2020: Blackheath preferred options consultation; mid-2021: 

Medlow Bath strategic design: ; late-2021: Lithgow to Little Hartley (West section) REF; 

May – June 2022: Katoomba to Blackheath (excluding Medlow Bath) (East Section) REF 

and announcement of and consultation on the preferred tunnel option.  

Business  Business engagement has occurred at both local and strategic levels through briefings 

and information sharing via peak business bodies including Business NSW (West), 

Department of Regional NSW, Training Services NSW, Regional Development Australia 

(Central West), Industry Capability Network (NSW), Small Business Commission and 

Council’s Economic Development Teams.  

Local business groups, such as Rotary Clubs and Chambers of Commerce, are also 

engaged.  
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Stakeholder  Overview  

Widespread local engagement program with potential partners and small businesses, 

including tender writing workshops, a variety of tools to help local businesses prepare 

for future opportunities.  

Inter-agency  Regular engagement with key Transport stakeholders on the GWHUP through 

establishment of specific inter-agency working groups and management committees.  

Intra-agency  

  

Regular intra-agency engagement with key agencies that have an impact on/interest in 

the GWHUP (e.g., DPC, DPIE, NSW Treasury, DET, Emergency Services) through working 

groups, briefings and advisory groups.  

Local and social 

media  

  

GWHUP has used key local and regional media outlets to provide program updates and 

invite submissions and engagement during key program consultation milestones.  

Targeted land 

access  

Ongoing meetings have been held with majority of landholders (on-property and for 

field investigations) potentially impacted by the GWHUP.  

Targeted 

briefing 

sessions  

Briefing and collaborative sessions are held monthly with Blue Mountains and Lithgow 

Councils, as well as focus sessions with DCJ, DET, Emergency Services, RAD, NSW 

Health, NSW Treasury, Physical Disability Council of NSW, INSW and local, state and 

federal elected government representatives.  

Briefings with the owner and operator of the two collieries and power plant, have also 

started and will continue throughout GWHUP development and construction.  

Freight 

industry  

Meetings with freight providers and freight stakeholders (representative bodies and 

providers) for feedback on designs and engaged on program progress.  

Other programs 

and projects  

Fast Rail: Development of the Central section is occurring concurrently with the Fast 

Rail – Central West project. Both the GWHUP and the Central section will provide an 

integrated transport solution for the region and the corridor. The Fast Rail – Central 

West project supports the achievement of the objectives of the Central Section.  

Other programs and projects: The Central Section engaged with representatives from 

other programs/projects throughout the development of the GWHUP SBC and East and 

West Section FBC and will continue this throughout the life of the GWHUP to ensure 

interfaces or interdependencies are managed appropriately. A number of projects have 

been identified that are related to or support the achievement of the Central Section 

objectives. There are potential synergies that could be explored between the Central 

Section and these projects.  

GWHUP interdependencies: No key interdependent projects have been identified at 

this point in time for the Central Section. The full GWHUP Interdependencies Register is 

managed by the program team and outlines the interdependent, related and 

supporting projects and programs of work.  
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Our communications and engagement approach 

Why we engage 

We are aiming for best-practice communications and engagement on this project. Building strong links with 

stakeholders and the community is part of building trust and confidence with these stakeholders. Our 

commitment to engagement is underpinned by our value of customer focus, and will help us achieve our 

purpose of making NSW a better place to live, work and visit. 

Effective engagement:  

• acknowledges that our community and stakeholders wish to have influence or input into decisions 

that affect them  

• builds better understanding between Transport and its stakeholders of constraints and opportunities  

• delivers better, more sustainable outcomes by bringing diverse perspectives to the table early in the 

decision-making process.  

Our engagement objectives 

Aligning to the Future Transport Strategy 2056, our engagement objectives aim to deliver a customer 

experience that is seamless, interactive and personalised. Our objectives are to: 

• Seek feedback that informs project decisions to ensure the best possible outcomes for the 

community and customers, throughout the program’s development and implementation  

• Identify and manage risks throughout the course of the program’s development to ensure smooth 

passage through the approvals process  

• Foster support for the program, build stakeholder and community confidence in Transport for NSW, 

and identify advocates to promote the benefits of the program to the interested stakeholders  

• Inform the community and stakeholders of the program and provide updates as the program 

progresses, ensuring they are aware of and involved in consultation opportunities, and know how 

their feedback is being used to shape the program.  

• Monitor, evaluate and report on community and stakeholder interactions, adjusting the engagement 

approach as the community and the environment requires. 

• Collaborate with government agencies and local councils to ensure a whole-of-government approach 

to managing issues and providing consistent messages  

• Ensure all communications, and all community and stakeholder engagement activities, are delivered 

in alignment with Transport for NSW policy and strategy direction.  
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Guiding principles 

The program takes a customer focused approach to community and stakeholder engagement, meeting 

program objectives through proactive engagement activities. We aim to build advocacy and support for the 

program through a targeted approach to engaging with specific stakeholder groups, ensuring the right breadth 

and depth of engagement for each group. This will also ensure reputational risks are managed and avoided. 

The program will adopt the guiding principles for engagement shown in Error! Reference source not found.:  

Figure 3: Guiding principles 

 

Transparent: the Transport decision 

making process will be confirmed with 

and communicated to stakeholders, 

making sure that stakeholders know 

what’s negotiable, and why, before 

engagement starts    

Genuine and respectful: transparent 

engagement that is tailored to the 

specific needs of stakeholders  

Safe: engagement will be done safely, 

in safe environments   

Locally focused: engagement will aim 

to maximise stakeholder benefits in 

the area the program impacts – with 

opportunities to leverage local 

businesses and capabilities where 

possible    

Authentic: Transport will listen to 

stakeholder concerns throughout the 

engagement process, developing a 

comprehensive understanding of 

stakeholder issues   

Customer focused: keeping the end 

customer front of mind in 

engagement, as well as treating each 

stakeholder as a project customer   

Targeted: we will share the right 

information with the right groups of 

stakeholders to ensure they are 

informed and aware of outcomes and 

issues to be addressed   

No surprises: key stakeholders will be 

briefed according to a set of agreed 

engagement, communication and 

media protocols   

Inclusive: Transport will engage with a 

broad range of stakeholder groups to 

develop a holistic view of stakeholder 

feedback and potential concerns   

Committed: the program will be clear 

on the purpose and value of 

engagement, managing risk and 

staying the course for the long term 

and to becoming a trusted partner for 

stakeholders.   

Mutually beneficial: stakeholders’ 

ideas and feedback for program 

solutions fed into the program and 

covered through stakeholder 

engagement with clear actions and 

outcomes communicated    
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Our stakeholders 

There are a wide range of stakeholders with an interest in and influence over the program. Stakeholders are 

people or groups that: 

• have an interest in the program 

• need to provide technical or administrative input into the program 

• will be directly and indirectly impacted by the program 

• have an ability to influence the program stages and outcomes. 

To ensure communications and engagement are targeted and coordinated, it is important to understand what 

program elements relate to which stakeholder groups, and to assign responsibility and ownership to 

stakeholder relationships. 

Stakeholder matrix 

The program’s detailed stakeholder matrix (See  ) documents stakeholder relationship owners, areas of 

interest and engagement tools and strategy. This helps frame engagement and ensure it is fit for purpose, 

reducing the risk of duplication or engagement fatigue by ensuring engagement is done at the right time and 

with clear outcomes. 

The matrix covers: 

• which stakeholder group they are part of 

• engagement activities and tools used to manage the engagement 

• potential issues, impact, level of interest and risk mitigation 

• who is responsible for each stakeholder relationship. 

The stakeholder matrix is a live document and will be updated as the program develops and progresses 

through the program lifecycle. 

Stakeholder groups 

Stakeholders have been grouped to ensure they are engaged at the right level and have the opportunity to 

provide input to relevant program elements and activity. Broadly, the groupings consider: 

• Function and input – what the stakeholders do and what level of input they will have into the 

program. 

• Timing – when the stakeholder groups will need to be engaged throughout the program lifecycle. 

• Operating environment – organisational structure (s), operating model and governance. 

Their detailed function and engagement outcomes are described in  . 

Helix persona analysis – program area 

Helix Personas is a profiling system provided by Roy Morgan which uses psychographic insights to segment 

customers into targetable groups. The tool incorporates values, beliefs and attitudes which are the best 

predictors of consumer behaviour. 

A full outline of the features helix personas is provided at Error! Reference source not found.. 
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Medlow Bath residents are a mix of home entertainers, relaxed living and simple living. There is a range of 

comfort with technology, some residents are enthusiastic users and some are less likely to be online. They 

enjoy reading newspapers, both national and regional, and enjoy free to air television. They enjoy dining in 

pubs, clubs and cafes and shopping in larger discount and home improvement stores like Big W and Bunnings. 

They enjoy outdoor activities like bushwalking, swimming, fishing and golf. 

Blackheath residents are a mix of humanitarians, relaxed living and traditional values. There is a range of 

comfort with technology, some residents are very enthusiastic users and some are less likely to be online. 

They enjoy reading newspapers, weekly and weekend nationals and regional, and some respond well to direct 

mail. They enjoy dining in pubs, clubs and cafes and entertaining friends at home, and some enjoy galleries 

and the theatre. They shop in mid-level stores and home improvement stores like Rivers, Spotlight and 

Bunnings. They enjoy outdoor activities like bushwalking, swimming, fishing and golf, and some enjoy jogging 

and the gym. 

Mount Victoria residents are a mix of cultured epicureans, quiet home life, relaxed living, rustic heartland and 

frugal living. They are generally less comfortable with technology and less likely to be online, although 

epicureans and rustic heartlanders are digital savvy. They enjoy reading a mix of regional and national 

newspapers and enjoy free to air television. They enjoy dining in pubs, clubs and cafes, while epicureans enjoy 

restaurants and cultural activities. They shop in a range of stores from the Reject Shop to Big W and Bunnings. 

They enjoy outdoor activities like walking, swimming, fishing and golf, and some enjoy rock climbing or lawn 

bowls. 

Hartley and Little Hartley residents are a mix of rustic heartland, home improvers, house proud, quiet home 

life, traditional values and cautious conservatives. Some are very comfortable with technology but most are 

less likely to be online. They enjoy reading a mix of regional and both weekend and weekly national 

newspapers, commercial television and radio and some respond well to direct mail. They enjoy dining in pubs, 

clubs and cafes and shop in mid-level stores like Woolworths, Big W and Bunnings. They enjoy outdoor 

activities like bushwalking, swimming, fishing, horse riding, dirt biking and golf. 

South Bowenfels residents are a mix of home improvers, relaxed and simple living, basic lifestyle and raw 

deal. Most are less comfortable with technology and may be more easily reached via commercial radio and 

television. They read a mix of regional and national newspapers. They enjoy dining in pubs, clubs and cafes 

and shop in mid-level stores like Woolworths, Big W and Bunnings. They enjoy outdoor activities like 

bushwalking, fishing, golf, dirt bikes and boxing. 

Engagement by functional area 

There are many factors that guide how the program engages with each stakeholder/ group, including: 

• Engagement function – why is the engagement needed and what is the desired outcome? 

• Timing and level of involvement – will each stakeholder be engaged during each stage of the project 
and if so, will they have the same level of involvement? 

• Impact and influence – how interested is the stakeholder in the program, what is their likely response 
to different outcomes, and how might this influence project milestones, governance and risks? 

Engagement function 

The purpose of each engagement depends on the desired outcomes – from both the program’s and the 

stakeholder’s perspective. Understanding the purpose and engagement outcomes helps clarify: 

• what value the engagement delivers to the program – the inputs sought and the reason they’re needed  

• what form of engagement is needed to achieve the required outcomes 

• when and how often to engage, and who in the program team is responsible. 

To help with this, program engagement is categorised by function and outcomes (see Table 5).  
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Table 5: Descriptions of engagement functions 

Function Stakeholder 

groups 

Engagement outcomes Impact on engagement 

approach 

 

Technical 

input  

Key NSW Government 

Key Federal 

Government 

Working Groups* 

Steering Groups* 

Management of technical 

analysis and outputs 

Identification and management 

of project risks. 

Continue with established 

approach of governance/ 

working groups. 

Consider inclusion of other 

stakeholders for broader 

input into decisions. 

 
Technical 

advice and 

assurance  

Independent expertise 

Internal technical 

committees* 

Utilities 

Advice / support / assurance 

from independent technical 

experts into design and 

implementation. 

Targeted, one on one 

engagement with relevant 

stakeholders at key decision 

points. 

Assurance and 

funding 

approval  

Process Assurance (eg 

INSW, IA, internal 

working groups and 

committees*) 

Sponsoring Ministers 

Cabinet (ERC) 

NSW Treasury  

Smooth passage of project 

through required processes. 

Timely release of funding and 

required endorsement. 

Ensuring requirements are met to 

achieve funding deadlines. 

Targeted, one on one 

engagement with relevant 

stakeholders at key decision 

points. 

 
Representing 

customer 

voice  

Internal 

representatives across 

Transport  

Freight industry 

Emergency Services  

External customer 

groups 

Timely release of funding and 

required endorsement. 

Smooth transition of project 

through necessary approval 

processes. 

Identification, understanding 

and quantifying the customer 

needs, outcomes. 

Specific needs and benefits of 

different customer supply 

chains are incorporated into 

the project analysis. 

 
Support and 

advocacy  

Other NSW 

Government Ministers 

and Departments  

Commonwealth 

Government Ministers 

Business Groups 

Media 

Support for the program (for 

example through third-party 

endorsement, media and social 

media). 
 

Analysis of likely supporter/ 

detractor groups and their key 

concerns before engagement. 

Industry 

information  

Other NSW 

Government 

Other councils 

Industry associations 

Contractors 

Customers 

Support for industry participants 

to optimise development and 

delivery activities throughout the 

program (for example market 

interactive processes, tender 

processes, industry briefings). 
 

Analysis of differing 

information requirements 

throughout the course of the 

engagement. 
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Function Stakeholder 

groups 

Engagement outcomes Impact on engagement 

approach 

Community 

and place  

Key local councils 

Aboriginal 

stakeholders 

Community members 

Community 

associations 

Transport Community 

& Place and 

Communications 

teams  

Residents 

Emergency services 

 

Input into design, options. 

Inclusive engagement, including 

with key community segments 

such as Aboriginal stakeholders, 

emergency services and local 

businesses. 

Improved program designs, 

impact mitigation and legacy 

items. 

Build support for the program 

and avoid community 

discontent and/or activism. 

Thorough consideration of 

design alternatives and 

community needs. 

Benefits mapping, realisation 

and ownership. 

Need for transparent 

feedback loop/ justification of 

inclusion and exclusion of 

project input. 

Ensure adequate opportunity 

to consider and incorporate 

ideas. 

Consider appropriate timing/ 

project milestone for input. 

* Working groups and Steering Groups are described in more detail in Program governance. They are a key 

part of the program governance framework, ensuring representation from relevant areas within Transport. 

Note: engagement functions for different stakeholders may change across the course of the program – this 

table is intended to represent the primary function at initial stages, and will be updated as the program 

continues. 

Who is responsible for engagement? 

To maximise engagement efficiency, it is important to identify which members of the team are more suited to 

different engagement functions and design the plan accordingly. This reduces the risk of duplication and 

ensures stakeholder inputs are gathered and responded to effectively.  

Responsibility for engagement with particular groups is aligned to the intended outcomes of the engagement 

– broadly, more technical engagement outcomes are owned by technical teams, while community focused 

engagement is managed by the program’s Communications team (See Figure 4). This does not mean that this 

that absolute responsibility sits with one area of the Project Team, or that other team members will not be 

involved with or aware of other engagement. Rather, it indicates primary responsibility for engagement 

function based on skill sets and desired outcomes of that engagement.  

Figure 4: Engagement responsibility 

 

 

 

Technical 

input 

Technical 

Advice / 

assurance 

Assurance / 

funding 

approval 

Representing 

customer 

voice 

Industry 

information 

Community 

and place 
Support and 

advocacy 

Technical team Communications team 
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Timing and level of involvement 

The program is divided into a number of stages, aligned to the Infrastructure NSW Assurance process. The 

individual projects within the program will be delivered according to these phases (see Figure 5). Given 

Strategic Business Case approval has been completed for all program stages, it is not shown in Figure 5. 

Figure 5: Program stages 

 

Stakeholder engagement will vary according to involvement and interest levels at different program stages. 

The program will take a tailored approach to engagement to reflect this. Figure 6 shows the likely involvement 

of functional stakeholder groups across the program lifecycle. 

  

Final business case (FBC) 
and funding

Design, 
environmental 

assessment, pre-
tender readiness

Tender 
evaluation and 

award

Construction / 
delivery

Handover and 
operations
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Figure 6: Engagement functions by program stage 

 

Assessing stakeholder impact and influence 

Assessing stakeholder impact and influence helps in planning appropriate levels and methods for engagement. 

In doing this, we consider each stakeholder’s: 

• interests and priorities  

• pre-conceived or ‘in-built’ views on the program or other political aspects 

• ability to influence other stakeholders 

• propensity to communicate with other stakeholders or more broadly with media or other channels of 
communication. 

This assessment is more relevant for stakeholders who are engaged to meet the outcomes of: 

• Support and advocacy 

• Industry information 

• Community and place 

• Representing customer voice 

 

For the Technical Input, Assurance, Funding Approval and Technical Advice functions, stakeholders provide 

feedback as part of their ‘business as usual’ so the level of interest and influence will not be as relevant. 

Our approach 

Transport is committed to building and maintaining genuine relationships with the community and 

stakeholders. Effective engagement and communication is crucial to the program’s success.  

Transport will continually refine its engagement approach, tailoring it to meet the needs of the community, 

stakeholders and the program. In line with our guiding principles, our approach is transparent, inclusive and 

aimed at building trust. 

We will do this by developing a deep understanding of our community stakeholders and identifying preferred 

methods of engaging and communicating with them across the program lifecycle. 

Handover and operations

Community and place Technical input

Construction and delivery

Community and place Support and advocacy Technical input

Design, REF, pre-tender readiness, tender evaluation and award

Technical input Technical advice 
and assurance

Representing 
customer voice

Support and 
advocacy

Industry 
information

Community and 
place

Business cases & funding

Assurance and 
funding approvals

Technical advice 
and assurance

Support and 
advocacy Industry information Community and 

place
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All personnel, consultants, sub-consultants, and contractors working on the program within the Transport 

cluster are responsible for effective engagement as part of communication activities to support the program. 

From a community perspective, our approach will focus on making it clear what project elements are 

negotiable, so that the community knows where they can influence project decisions.  

Alignment with IAP2 spectrum  

The International Association for Public Participation (IAP2) spectrum of public participation assists with 

decisions about how to work with project stakeholders. IAP2 is the internationally recognised organisation for 

advancing public involvement and participation in government programs. 

While the level of engagement with stakeholders will vary, overall, the engagement will sit at the 'consult' and 

‘involve’ stages of the IAP2 Public Participation spectrum. This means the goal of the engagement will be to 

work with stakeholders to ensure the team understands and considers their aspirations for the upgrade, and 

obtain public feedback on analysis, alternatives and decisions. We will inform, listen to and acknowledge 

concerns and provide feedback on how public input influenced the program, on request and through regular 

reporting processes. 

Table 6: Alignment with the IAP2 Spectrum 

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 

developing 

alternatives and 

selecting preferred 

solution/s. 

Place final 

decision-

making in the 

hands of 

stakeholder. 

What this means for the Great Western Highway Upgrade Program  

Community and 

stakeholders will be 

informed of project 

scope, benefits, 

impacts and timeline, 

and kept up to date 

with the project’s 

progress.  

Community and 

stakeholders will be 

informed about non-

negotiable elements, 

clearly explaining why 

these elements are set.  

Community and 

stakeholder 

feedback will be 

sought to inform 

design aspects for 

the program. 

Stakeholders will 

be updated during 

each phase about 

how their 

feedback can be 

considered in 

each phase of 

work. 

Testing ideas and 

options with key 

stakeholders on 

some aspects of 

the program that 

are not yet 

confirmed – for 

example designs 

for pedestrian 

bridges. 

Co-design with 

community and 

stakeholders on 

elements of the 

program that they 

can influence. 

Collaboration would 

happen with key 

stakeholders to 

identify solutions for 

some key aspects of 

the program. 

Only applies at 

limited times, 

for example 

with internal 

government 

decision 

makers. 

Cultural 

artefact 

curation by 

Aboriginal 

stakeholders is 

also an 

empower. 

Community and stakeholder engagement process 

The program takes an iterative approach to engagement, as shown in   
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Figure 7. This approach will be used throughout the program lifecycle, ensuring appropriate engagement at 

each phase. 
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Figure 7: Iterative engagement process 

 

1. Identify 2. Plan 3. Engage 4. Listen 5. Respond 6. Evaluate 

Identify 

individuals and 

groups who can 

impact the 

program’s 

success. 

Understand 

their stake in the 

work. 

Explore 

opportunities 

for engaging 

stakeholders. 

Work out the 

frequency and 

format of 

engagement. 

Establish 

communication 

channels. 

Use tailored, 

targeted 

strategies to 

take 

stakeholders on 

the journey so 

they can support 

and buy in. 

Seek feedback 

through 

engagement 

activities. 

Encourage both 

positive and 

negative 

feedback. 

Commit to 

responding. 

Consider 

stakeholder 

feedback and 

respond 

accordingly (for 

example, act on 

suggestions, 

explain actions, 

resolve 

concerns. 

Manage any 

conflict. 

With 

stakeholders, 

evaluate the 

engagement 

process to 

ensure desired 

outcomes are 

achieved  

 

  

5. 

Respond 

4. 

Listen 

GOAL: 

Support & 

buy-in 

3.  

Engage 
1. Identify 

2.  

Plan 
6. Evaluate 
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Key messages 

The program’s high level key messages are included below. These underpin all the program’s communication 

and engagement activities, alongside the Great Western Highway Communication Standards. More detailed, 

project specific and topic specific messages are also developed as required, and these are stored in the 

program’s Engagement Hub on Teams, so that they can remain constantly current and be accessed by any 

program team member as needed. 

Key messages 

• Together, the Australian and NSW Governments are investing more than $4.5 billion towards 

upgrading the Great Western Highway between Katoomba and Lithgow. 

• The upgrade of the Great Western Highway will provide major economic and safety benefits. It will 

improve the connection between Central West NSW and Sydney, reduce congestion, improve 

resilience and freight productivity, and provide a safer and more reliable journey for thousands of 

residents, commuters, tourists and freight operators who travel in, around and through the Blue 

Mountains. 

• The program will complete the final 34 kilometre link in a modern dual carriageway roadway across 

the Blue Mountains. 

• Infrastructure Australia has recognised the Great Western Highway Upgrade as a priority 

infrastructure investment which Australia needs to secure a sustainable and prosperous future. 

• TfNSW is actively engaging with the community and key stakeholders to ensure that they have 

genuine input into planning for the upgrade. Consultation will help us to identify improvements and 

create a better upgrade for both everyone. 

• The Great Western Highway Upgrade program will deliver: 

o Safer roads: the upgrade program will create a safer road alignment, with fewer curves and 

crests. It will separate traffic and create safe overtaking opportunities. 

o Reliable access: An upgraded Great Western Highway will be able to provide continued 

access for emergency services and local traffic during incidents or emergencies. 

o Travel time savings: duplicating the road, creating a more direct route and bypassing pinch 

points will help to reduce congestion and deliver a faster trip through the mountains. 

o Liveable communities: whether bypassing towns or upgrading the existing road, the 

upgrade will improve safety and access in towns for all Blue Mountains residents. 

o Unlocking regional potential: the upgrade will help unlock the potential of the Central West 

and Orana, attracting investment and jobs and making it easier for regional communities to 

access essential services. 

o Support for our economy: using modern heavy vehicles that can carry more with less trips is 

essential for NSW’s growing local and export freight needs. The upgrade is designed to meet 

future demand to remove the pinch points for these safer vehicles. 
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Communications and engagement methods 

Transport will engage with the community and stakeholders across all program phases. The engagement 

method will be dependent on the reason for the engagement and its outcome, and tailored to the audience. 

Aligned to the Guiding principles, engagement methods will seek to drive transparency and authenticity in 

communication and engagement and to build trust with the community and stakeholders. 

Table 7: Engagement tools and techniques 

Tools and techniques Description Recommended application  

In
te

rn
al 

C
o

m
m

u
n

ity 

Stake
h

o
ld

e
rs 

Key messages Shared key messages Develop and maintain a suite of key 

messages suitable for internal and external 

audiences, and use these to inform future 

content.  

   

Stakeholder 

interaction record 

Create shared record 

of all stakeholder 

interactions 

All details of internal and external 

stakeholder interactions will be recorded in 

the Consultation Manager database, which 

will also be used for reporting. 

   

Personalised email 

update/s 

Email to provide 

program updates and 

reminders 

Email to be sent to key internal and external 

stakeholder groups by nominated 

relationship owner at key program 

milestones 

   

Regular meetings Meetings to share 

information 

 

Identify existing meetings and/or schedule 

regular program update meetings with key 

internal and external stakeholders aligned 

with general program information (eg: 

Regular meeting schedule with internal 

stakeholder groups) 

   

Employee briefing 

session/s 

Briefing sessions 

aligned with key 

milestones 

Sharing information to ensure consistent 

understanding of the program at key 

program milestone points. 

 

   

Cluster leadership 

briefing pack 

Provide key 

information about 

the program   

A succinct program summary of the 

program that can be used by Transport 

Executive to provide consistent messaging 

in their dealings with other stakeholders.  

Include key public facing messages and key 

contacts for more information. 

   

Staff briefing pack Provide key 

information about 

the program   

Provided to staff during briefing sessions or 

electronically (attached to emails/made 

available through links, etc.).  

Include a message from the 

Secretary/Deputy Secretary/Program 

Director, an overview presentation, and 

FAQs.  
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Tools and techniques Description Recommended application  
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al 
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o

m
m

u
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h
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Specific messages/contact sheet to be 

provided for relevant customer facing 

teams who may receive enquiries from 

members of the public about the program.  

Internal 

communications  

Develop a selection 

of materials  

to be shared with the 

broader organisation  

Materials include news stories and 

interactive tools for internal channels (for 

example intranets, e-news, and 

yammer/teams).  

 

   

Internal 

presentations 

Develop an internal 

PPT presentation and 

speaking notes 

covering key 

elements of the 

program 

Presentation to be used at staff briefing 

sessions and webinar sessions.  

Could also be included in briefing packs and 

made available on the intranet/linked to 

internal communications. 

   

Key program 

contacts 

Key program contact 

points established for 

stakeholders  

 

A dedicated Stakeholder Engagement 

Manager is assigned to the program as the 

central point and coordinator of key 

stakeholder engagement activities (outside 

of stakeholders managed by the Community 

Team) 

   

Program information 

channels 

Email and phone line Provide program email and phone line for 

key stakeholders to share with their 

networks to ask questions about the project 

Used to support other engagement 

activities undertaken by the 

Communications Team and include on 

stakeholder correspondence. 

Include all interactions in stakeholder 

interaction register (Consultation Manager). 

   

Ministerial 

engagement 

Engagement with 

elected 

representatives 

Managed through the existing Transport 

Government Relations processes, via the 

Regional Director West. 

   

Events Site visits, media 

events and 

stakeholder tours 

 

Coordinated around key milestones, and 

managed in accordance with the media 

protocols, these visits will enable the 

communication of the project and its 

progress to the broader community. Will 

also include attendance from key internal 

stakeholders. 

   

Website Programprogram 

Page on the 

Transport website 

Programprogram information, updated 

regularly with information about the 

project’s status and will include contact 

details for the community and customer 
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Tools and techniques Description Recommended application  
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engagement team. All documents requiring 

publishing will be uploaded under a 

separate heading on the “project 

documents” page. 

Photography Photographs of the 

program and the 

areas it supports to 

build a visual identity 

A photographic record of program activities 

and key events will be maintained and 

incorporated in a range of communication 

materials and public displays. Wide 

distribution of these images will ensure that 

stakeholders feel involved in the project. 

   

Social media Engaging through 

online social 

channels – for 

example Facebook, 

LinkedIn 

Opportunities to engage through social 

media will be will be sought to use existing 

social media tools that stakeholders can 

share or participate in. 

Stakeholder influencing materials – provide 

posts and content for stakeholders to 

support through social media and provide 

opinion on, driving thought leadership 

opportunities. 

   

Digital assets Video / flythroughs Video/digital animation assets to support 

key milestones and activities as the program 

progresses. To be used through other online 

channels and in presentations – a picture 

tells a thousand words. 

   

Virtual consultation 

room 

Online engagement 

platform (linked to 

from website) 

An interactive site where the community 

and stakeholders can provide their feedback 

and input to plans and program elements. 

This virtual consultation space is an 

innovative way for people to view 

information relevant to current 

consultation, and re-create the face-to-face 

consultation experience at a time and place 

convenient to stakeholders. 

   

Publications Project 

announcements 

Formally announce the project or project 

milestones.  

Potential Ministerial Opportunity (PMO) to 

be put forward for approval through regular 

internal channels. 

   

Frequently asked 

questions (FAQs) 

Frequently Asked 

Questions about the 

progrgam 

A base suite of Q&As to support internal 

and external communications, briefings and 

presentations. 

Q&As will be based on key messages and 

cover a range of project topics and potential 

issues.  
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Tools and techniques Description Recommended application  
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h
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Approved Q&As will be developed for 

internal and external audiences so that they 

can be used across a range of 

communications materials.  

eNewsletters E-news Use of e-news channel to send out regular 

updates to the community and selected 

stakeholders. 

Digital newsletters will be used to inform 

the community and stakeholders about the 

program including the benefits, objectives 

and deliverables, a look ahead of proposed 

program activities and milestones, and any 

other potential impacts and mitigation 

measures. Distributed via EDM to the 

community and key stakeholders during the 

program lifecycle, in line with key program 

milestones.  

Embed links to updated website content 

and links to key documents, including a call 

to action (where appropriate) for people to 

make submissions to consultations.  

Embed visuals (photos and infographics) 

and video content. 

   

Physical newsletters Postal mail outs Use of mail out channel to send out regular 

updates to the community stakeholders. 

Used to convey the same information as the 

EDM where email is not available (or not 

preferred) as a communications channel. 

   

Program reporting Reports Regular reports will be used to highlight the 

key issues, current and planned 

communication and engagement activities 

and performance for the reported period. 

These will be issued to identifed key 

stakeholders. 

Provide identified stakeholders with key 

reports (eg: REF, EIS, Cultural, Heritage, 

Environment) about the program.   

   

Leveraging agency 

channels 

Partner agency 

publications 

Draft content for inclusion in partner 

publications. 

This includes newsletters and websites – for 

example through local Council channels, or 

State and Federal agency mailouts. 

   

Advertising Print, radio and 

onlineadvertising 

Raise awareness for opportunities for public 

and stakeholder participation. 
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Tools and techniques Description Recommended application  
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Advertise information sessions and online 

consultation. 

Geotargeted online advertising 

Local paper 

Radio 

Social media 

CALD and Indigenous publications 

Community 

information sessions 

Face to face and 

online community 

consultation sessions 

Raise awareness of the program. Provide an 

opportunity for the community to share 

their views. Build engagement aroudn the 

program. 

   

Community 

Consultatiave 

Committees 

Representative focus 

groups to advise 

project team as 

required 

Provide balanced community feedback and 

involvement in decisions regarding project 

outcomes 

   

Ad hoc 

presentations  

Presentations and 

briefings (where 

COVID restrictions 

allow if F2F is the 

preferred channel) 

Targeted presentations and briefings with 

key stakeholders on a regular cycle that 

aligns with milestones and establishes 

ongoing relationships, transparency and 

information sharing. 

Letters of offer for a briefing with key 

individual and group stakeholders. 

Tailored briefing materials to be prepared 

to cover key areas/ issues of interest. 

=   

Regular scheduled 

updates 

Regular meetings  Identify existing meetings and/or schedule 

regular update meetings with key external 

stakeholders aligned with general program 

information (Eg: Regular meeting schedule 

with Blue Mountains City Council and 

Lithgow Council, Emergency Services 

Working Group). 

Consider offering, where appropriate, a 

video conference option and record for 

those who cannot attend (particularly in 

COVID restrictions where F2F meetings are 

not possible). 

   

Local Government 

working groups 

Council briefings Provide specific briefings to elected 

members and senior staff (including directly 

impacted and surrounding councils and/or 

ROCs). 

Ensure council stakeholders (primary 

Councils are Lithgow and Blue Mountains) 

are briefed and updated with key 

information about the implementation plan.  

   



 

 
29 

OFFICIAL 

Tools and techniques Description Recommended application  
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Tailored information to be prepared to 

cover key areas/issues of interest. 

Stakeholder Briefing Plan to provide 

overview of format and content of sessions.  

Emergency Services 

working group 

Emergency Services 

stakeholder working 

group 

Provide opportunities to collaborate with 

Emergency Services representatives (Fire 

and Rescue NSW, Ambulance, Police, Rural 

Fire Service, SES). 

Ensure stakeholders are briefed and 

updated with key information about the 

implementation plan.  

Tailored information to be prepared to 

cover key areas/issues of interest. 

Sessions to be minuted and follow standing 

agenda. 

   

Cabinet papers and 

updates 

Cabinet briefings Offer briefings with identified Cabinet 

Ministers. Tailored briefing materials to be 

prepared to cover key areas/issues of 

interest. 

   

Elected MP updates MP briefings Brief elected state and federal MPs and 

senior staff. 

Briefings to include key information about 

the implementation plan.  

Tailored information to be prepared to 

cover key areas/issues of interest. 

Stakeholder Briefing Plan to provide 

overview of format and content of sessions.  

   

Stakeholder and 

community 

milestone sessions 

Special milestone 

briefing session/s 

Identify key milestones and schedule one-

off milestone briefing session/s that require 

out of calendar briefings to align with key 

program milestones and 

announcements.These may be delivered 

jointly to stakeholder groups with similar 

interests and influence. 

   

Ministerial media 

opportunities 

Media and events 

pack 

Media release from State Minister/Premier 

as well as appropriate Federal Ministerial 

opportunities. 

Media briefings and updates led by 

Transport Media Manager for the program. 

Events pack to include media release, 

speaking notes, Q&As, core collateral, 

video/s and visuals. 

Managed in line with Transport internal 

protocols for government relations. 
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Tools and techniques Description Recommended application  
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Stakeholder briefing 

packs 

Briefing packs Provide identified stakeholders with key 

information about the program.  

Packs could include program 

updates/newsletters and other high level 

information about the program, including 

any submission process/opportunities.  

Pack materials should be tailored to meet 

audience needs.  

Supporting materials, including Q&As, 

maps, visuals etc, to be included in packs.  

   

Master presentation 

pack 

External stakeholder  

Presentation master 

pack 

Develop an external PowerPoint 

presentation and speaking notes covering 

key elements of the program. 

Develop a base/master suite of 

presentation slides proforma to be used at 

briefings and events.  

PPT to be tailored to meet the needs of 

individual/groups of stakeholders. 

   

Industry & market 

engagement 

Materials and events 

for industry and 

market engagement. 

To include market engagement plans for 

upcoming work (with a focus on local 

opportunities as a good news story).  

Market sounding materials, presentations 

and so on for Progra specific industry 

briefings as well as those completed under 

Transport’s wider Pipeline processes. 

   

Thought leadership Promotional pieces 

and presentations to 

demonstrate the 

program’s 

commitment to 

wider societal 

benefits 

Look to present and or sponsor stakeholder 

events with a focus on Western Sydney and 

the Central West – for example BoomTown 

or CEDA events. 

Potential to pursue opeds in financial, 

industry and other media, in partnership 

with Transport Media team. 

Supported through LinkedIn posts by key 

Transport personnel and providing 

suggested posts for external stakeholders to 

demonstrate advocacy. 

   

Communications materials 

One of the key components of preparing for each engagement session is to ensure appropriate and consistent 

material is used across the program and that benefits are communicated throughout the program. The 

material is based on the current development and progress of the project and should be consistent and 

tailored to each audience to achieve the desired engagement outcome. 
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The program team maintains an ‘Engagement Hub’ – a central repository of current communications 

materials, including key messages, presentations, infographics, diagrams and other information on key 

program milestones and outcomes. This information is available through Microsoft Teams to be incorporated 

into engagement material as required. It is accessible by all project team members and maintained/updated 

regularly by the Communications Manager, Stakeholder Engagement Manager and Communications Team.  

Materials will be clearly marked with intended audience and suitability for internal / external release, ensuring 

consistency in messaging. Approvals protocols and processes are outlined further in Communications 

protocols. 

Communications protocols 

Defined protocols for dealing with stakeholder groups will ensure that appropriate communication and 

engagement processes and procedures are in place. These protocols formalise how communication should be 

handled and responded to within the Project Team. 

Some types of communication processes fall outside the Stakeholder Engagement Strategy scope. These 

include: 

• Media enquiries and releases 

• Collateral development and approval 

• Ministerial correspondence, liaison and communication 

• Media enquiries and releases 

• Direct feedback from residents, businesses and other community stakeholders via email or phone call 

• Social media 

Media enquiries  

1. Media Unit refers enquiry to Communications contact  

2. Communications Officer obtains information from relevant SME / project members 

3. Communications Officer drafts suggested response  

4. Communications Officer obtains internal approval  

4.1. SMEs – both project team and intra/extra-agency  

4.2. Project Directors 

4.3. Communications Manager  

4.4. Senior Manager Community and Customer Engagement 

4.5. Director West, Director Great Western Highway, Project Director Great Western Highway 

5. Communications officer provides approved response to the media unit.  

Collateral development and approval 

1. Project milestones identified  

2. Briefing meeting with appropriate project team members 
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3. Communications plans developed to template  

4. Communications Manager to approve proposed communications plan 

5. Communications Officers to develop draft text 

6. Project team to review / edit text: 

6.1. SMEs – both project team and intra/extra-agency  

6.2. Project Manager  

6.3. Communications Manager  

6.4. Content review with Senior Manager Community and Customer Engagement 

7. Communications Officer to refer to appropriate agency for development / layout 

8. Approval to publish form - project team to provide final review / edit produced material 

marked “Approved” or “Approved with changes” 

8.1. SMEs – both project team and intra/extra-agency  

8.2. Project Development Manager  

8.3. Communications Manager  

8.4. Senior Manager Community and Customer Engagement 

8.5. Director West, Director Great Western Highway, Project Director Great Western Highway 

9. Communications Manager to refer to State Ministerial Office and Federal Government events 

management team for review / input  

9.1. Three weeks approval time to be provided 

10. Communications Manager to action NSW and Federal Government input  

11. Communications Manager to provide updated collateral to NSW and Federal Government for 

final review / approval 

12. Communications Officer to coordinate production / distribution as per approved 

communications plan 

Project inbox correspondence process 

1. GWHUP Communications Officer drafts response after: 

1.1. Checking approved messaging and using if appropriate 

1.2. Seeking advice from project team and/or Communications Manager (if required). 

2. If non-standard messaging is approved, communications Officer seeks approval from: 

2.1. SME 

2.2. Communications Manager 

3. Communications Officer distributes letter to stakeholder and BCCs Consultation Manager. 



 

 
33 

OFFICIAL 

Ministerial correspondence process 

1. Western GIS team check Project Box sent email outbox for existing response.  

2. If existing response is found, GIS team attach reply and return to MES team to close loop with 

stakeholder. 

3. If no existing response is found, GIS team review approved messaging and draft response. 

4. GIS team seek advice from Communications Team if additional messaging is required. 

5. Completed formatted response sent to Regional Executive Officer 

6. If non-standard messaging is used, Regional Executive Officer to seek approval from Regional 

Director West  

7. Regional Executive Officer to insert signature and provide completed letter to GIS officer 

8. GIS team to provide response to MES 

9. GIS officer to upload request and response to Consultation Manager 

Emails 

The program inbox auto response will be updated as the project develops, to reflect up to date messages.  

Any team member responding from the program inbox, should ensure that the email is being sent from the 

program address (not their personal address), and that the Project Team signature is used.  

If queries can be responded to using approved messaging, the communications team will respond within 48 

hours.  

All emails and responses to and from the program inbox will be logged by the communications team into 

Consultation Manager.  

In addition to the program level email inbox, each Principal Contractor will maintain their own engagement 

channel. 

Phone calls 

The 1800 number will be answered during business hours by the communications team. 

Where possible, queries raised during phone calls will be dealt with during the conversation.  

Queries requiring further investigation should be investigated with the Project Team and the phone call 

returned within 48 hours where possible.  

Notes should be taken during, or shortly after phone calls received and either entered directly into 

Consultation Manager, or sent to the project inbox for input. 

In addition to the program level phone line, each Principal Contractor will maintain their own engagement 

channel. 

Complaints/ enquiries management 

We will respond to verbal community and stakeholder enquiries within 48 hours and written enquiries within 

ten working days.  
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We will update Consultation Manager within 48 hours of contact and produce regular sentiment reports, as 

appropriate for the stage of consultation and level of incoming traffic.  

Media and government  

All enquiries from elected representatives will be responded to by the Regional Director West.  

All media enquires will be forwarded to Transport media unit. The program also shares a daily media summary 

of all media coverage about the Great Western Highway, operational and program related. This allows the 

team to keep abreast of the socio-political context and respond accordingly. 

Managing records 

All community and stakeholder interactions by phone, email, website, post or social media are to be 

responded to within agreed timeframes and recorded in the stakeholder database (Consultation Manager). 

In addition, program correspondence and print collateral is to be referenced in the stakeholder database, 

including details of how it has been shared with or distributed to stakeholders. 

All identified approvals, consents or endorsements from stakeholders and approval agencies must be recorded 

in in the stakeholder database. 

Record keeping tool - Consultation Manager 

The program uses Consultation Manager to maintain stakeholder records throughout the program. 

Consultation Manager can be accessed by all members of the project team, wherever they have web access, 

on any device, including through a mobile application. It provides a rapid and straightforward way for project 

team members to access information about all program stakeholders, understand who the key relationship 

manager is, and the history of stakeholder interactions. 

Consultation Manager will be used to record the following information throughout the program lifecycle:  

• Stakeholder details including contact information 

• Any notes regarding the required level of engagement and form of contact 

• Records of all interactions, including phone calls, emails and formal feedback, formal and informal 
meetings, email campaigns and notifications.  

Consultation Manager is also used to assign engagement tasks to members of the project team, ensuring a 

regular cadence of engagement is maintained where necessary. Reporting functions allow the Stakeholder 

Engagement Manager to track these assigned tasks, and to report regularly on levels and types of 

engagement, sentiment and activity across the project.  

These include reporting on stakeholder interactions by time period, type of engagement, issues and 

stakeholder group. The reporting function also allows issues to be tracked over time, throughout the project 

lifecycle.  

Incorporating community and stakeholder feedback 

Some stakeholder groups need to provide input into the design and program development process. Feedback 

is vital for an effective co-design process, and will be sought across project phases. Figure 8 shows how this 

feedback is used. 
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Figure 8 How feedback shapes the program 

 

Depending on the feedback, the role of the stakeholder and the function of the engagement, it may or may 

not influence the outcome of the program. The program team will close the loop with individual stakeholder 

groups so that they are clear how their feedback has influenced the program. 

Where feedback is included in the design or implementation of the program, it becomes part of the 

development process and is clearly communicated to the community in messaging once incorporated. Figure 

9 is an example of how we close the loop with stakeholders and the community to explain how their feedback 

has been used to make changes to the program (taken from July 2021 Medlow Bath Community Update).  

Figure 9 Example of how feedback has been incorporated  

 

Options identification: considers 
the potential viable options to 

address the identified problems, 
taking into account stakeholder 

feedback.

Design refinement: feedback is 
used to inform changes to designs -

feedback may also identify 
requirements that hadn't been 

considered.

Impact management: feedback is 
used to ensure plans consider what 
is important to the community and 

stakeholders, and what impacts 
might be so they can be minimised.

Options assessment: Feedback 
used to identify potential flaws or 

benefits associated with the options 
identified.

Feedback
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Not all stakeholder feedback will result in changes to the program – this could be for a number of reasons. 

Engagement is about transparency and fairness, however it does not mean getting the community to ‘vote’ on 

whether a project should proceed.  

Transport will demonstrate that it has identified and understands the competing needs and priorities of all 

those with an interest in a project, and how it is considering these needs and priorities.  

Regardless of whether feedback is incorporated into the program, stakeholders are updated on the outcome 

of consultation. This could be through Ministerial and project correspondence, consultation reports, through 

the media or in consultation materials available on the project website. Where appropriate, the program will 

use co-design processes to give the community and stakeholders the opportunity to shape the program. 

Stakeholder engagement – focus areas 

This section covers engagement on particular groups or around particular topic areas that are important 

across function and for the duration of the program. It sits alongside the Stakeholder Matrix and other 

elements of this Strategy. 

Aboriginal stakeholders  

Traditional owners are a stakeholder group that is core to successful development and delivery of the 

program. Given engagement occurs across multiple functional areas, it’s important to ensure genuine, 

appropriate engagement with Aboriginal stakeholders for the GWHUP. 

Transport engaged specialist agencies to deliver several standalone engagement plans, presenting potential 

risk of duplication, confusion or impact to stakeholder experience.  Engagement aligns to and meet 

requirements of existing Transport protocols and procedures. 

Given the potential duplication across functional areas (cultural, environmental and participation, for 

example), there is a need to ensure consistency in messaging and to coordinate this engagement as much as 

possible. This will help the program and Transport to minimise duplication, develop long lasting relationships 

with Aboriginal stakeholders and give them a ‘one Transport experience’ when working with the program. 

Program governance 

The program’s Governance Plan details the governance structure for the program and subsequent enabling 

projects. Stakeholders involved in program governance are included in this Stakeholder Plan, but it is 

important to note that involvement is a mandatory requirement of their roles. 

Given the size of the program, its geographical scope and expected complexity of individual projects, a multi-

tier governance model has been established to oversee planning, execution and risks. 

Steering groups 

TError! Reference source not found.he key decision-making group for the program is the Project Control 

Group (PCG) Error! Reference source not found.. The PCG membership includes key representatives from 

Regional and Outer Metropolitan (ROM), Infrastructure and Place (I&P), Safety, Environment & Regulation, 

and the Finance and Investment division and provides regular governance and guidance of the development, 

procurement, delivery and operations of GWHUP. Issues unable to be resolved by the PCG are escalated to the 

Deputy Secretary, ROM and Secretary. 

The Finance and Investment Assurance Committee (FIAC) is responsible for reviewing and endorsing major 

finance and investment decisions. This process will be applied for the FBC, as well as assurance and material 
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procurement and funding decisions. The Regional Transport Investment Committee (RTIC) provides an 

additional layer of review and assurance for projects and programs with a portfolio-level view of regional 

transport projects. The review and assurance provided by RTIC typically occurs as a precursor to assessment 

by FIAC. 

Program and project teams 

The program consists of many functions and capabilities across Transport, forming the basis for project 

development and resolution of issues. Program governance is intended to be collaborative to keep 

stakeholders at all levels well-informed, which enables efficient decision-making. 

The Program Directors from I&P and ROM have oversight for coordination across the GWHUP Project Teams 

(comprising key workstreams for successful program development and delivery) and associated program-level 

and project activities. These are further detailed in the Program Management Plan and Project Management 

Plans for each section of the program.  

The Program Directors ensure alignment across all parts of the program and consistency, including in design, 

stakeholder engagement, program controls, development and investment.  

Risks and issues are escalated through governance as required by the Program Directors. Risk or issues relating 

to benefits realisation (when applicable relative to the lifecycle phase of the program) will also be reported to 

ensure adequate management and response to potential changes. 

Engagement governance 

Table 8 outlines the mechanisms that will ensure appropriate management oversight of the program’s 

engagement activities. The Stakeholder Engagement Manager and Communications Manager will report on 

engagement activities and issues at regular program working groups and other key meetings. The Stakeholder 

Engagement Manager is to be involved in all key project decisions. 

Table 8: Governance meeting cadence 

Meeting Frequency Detail 

Project Control Group 
(PCG) 

 

Chief Development Officer 
(I&P).  

 

Quarterly Report and presentation on: 

Engagement activities and feedback themes (including 
from media coverage) 

Summary of stakeholder contacts and enquiries 

Summary of any material project communication risks 

Upcoming engagement activities 

Project Team Meeting 

 

Chair: Project Director, 
(I&P) 

Monthly Report on: 

Engagement activities and feedback themes 

Media coverage 

Summary of stakeholder contacts and enquiries 

Project communication risks and mitigations 

Upcoming engagement activities 

Monthly evaluation 

Market engagement 

Our partners who deliver the program in its various phases are essential to providing an efficient and high 

quality outcome for the people of NSW. Transport acknowledges and respects the inputs of potential industry 

partners, and engages early in planning to ensure the market is ready to respond and deliver against the 

program’s objectives. For each program phase, a Market Interactive Process is completed – this helps inform 

procurement models and ensure the market is ready to receive tendering opportunities.  
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Market engagement activities are completed in line with the following Government procurement policies and 

principles: 

• NSW Government Action Plan: A ten point commitment to the construction sector, June 2018: 

o Collaborative Approaches 

o Partnerships in risk 

o Decreasing bidding costs 

o Consistent bid cost policy 

o Monitor and reward high performance 

o Security and timeliness of contract payments 

o Skills and training 

o Industry diversity 

• Premier’s Memorandum:M2021-10 Procurement for Large, Complex Infrastructure Projects: 

o Early contractor engagements 

o Early works procurement 

o Project Packaging 

o Risk allocation with subcontractors 

o State role in management and comms 

o International experience 

o Rewarding cost savings and innovation 

o Tender timetables/outcomes 

o State role in design 

o Documentation and plans in procurement 

• INSW Framework for Establishing Effective Project Procurement, 3 June 2021 

• NSW Government Construction Procurement Methods Industry Discussion Paper, Construction 

Leadership Group (NSW), December 2018. 

Local industry engagement 

The program also works closely with local businesses in the Central West, Blue Mountains and Orana regions 

to ensure they are aware of the various requirements for working with Transport. In addition, the program’s 

Skills, Employment and Industry Development Strategy outlines the program’s approach to upskilling 

businesses and responding proactively to potential skills gaps. As part of this, Transport leverages a variety of 

training and skills related resources to maximise opportunities for businesses of all sizes.  

As part of this engagement, the program leverages Transport’s industry engagement channels, such as the 

Pipeline website and associated events, as well as completing locally targeted engagement sessions, such as 

local industry briefings. The program team will also run tender writing and related workshops for potential 

partners to help prepare smaller players to be part of this program. 
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Managing change 

The program will support both internal and external change management as it relates to key stakeholders 

through the ongoing engagement program targeting key stakeholders at critical milestones of the program. 

This is reflected in engagement activities directly identified and related to each stage of the program including 

development, implementation and operation and maintenance of the program.  

Specific change management activities are documented in phase specific communications plans, to ensure 

appropriate engagement around changes associated with transport customers – for example residents and 

changes to local and through road access, intersection and active transport upgrades, transport customers and 

changes to existing station access.  

Change Management at a program level is documented in the Change and Integration Plan. 

Freight industry 

The program presents significant benefits for the freight industry in terms of regional productivity. It will also 

mean temporary (but extended) impacts during construction. To ensure the freight industry has the 

opportunity to contribute to the program, a Freight Stakeholder Engagement Plan has been developed. It 

includes program specific engagement opportunities, and also leverages existing Transport engagement 

channels, such as the regular Freight stakeholder forums. 

Engaging with this stakeholder group via a specific plan ensures the stakeholders have the opportunity to 

provide their feedback on designs, with a focus on how the program will impact their operations. This work is 

delivered in partnership with Transport’s Freight engagement team, recognising their role in owning the 

strategy that sits behind stakeholder relationships in this space. 

Emergency Services 

Emergency Services agencies are critical stakeholders for the program – both in terms of contributing to 

designs and with relation to the program’s legacy for the community. These stakeholders meet quarterly at the 

Emergency Services Working Group, which includes representatives from: 

• NSW Police 

• NSW Health (Ambulance) 

• Fire & Rescue NSW 

• Rural Fire Service 

• State Emergency Service 

Working Group meetings allow these stakeholders to provide input to designs and program decisions. So far, 

this has led to identification of several opportunities for legacy infrastructure that will benefit the community, 

such as provision of a permanent helipad. The potential opportunities continue to be pursued as designs 

progress. 

Risks, issues and opportunities 

Risk management approach – communications and engagement 

Our approach is focused on engaging with the right people at the right time, to ensure we proactively identify, 

avoid and manage issues and risks. Engaging with stakeholders with an interest in the project will help identify 
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issues early and manage the potential spread of misinformation. Effective communication activities will also 

help to build project advocacy where community members and other stakeholders may act as champions 

within their local networks to create wider support for the project.  

The engagement process will help gather information about issues and risks to be managed. This process is 

shown in   
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Figure 7: Iterative engagement process. 

Planning for risks and issues 

The program may generate strong feelings among stakeholders due to the perceived and actual impacts of the 

program. Program level risk is managed in line with the Transport Enterprise Risk Management (TERM). 

The program potentially has a high-risk profile, so risk identification and mitigation is a key factor in shaping 

the program’s success. To ensure the program can respond to emerging issues, a proactive approach to risk 

management will be implemented to: 

• anticipate and manage potential risks before they begin to impact on program outcomes or timeline 

• identify issues and concerns as they arise through engagement, media monitoring (including social 

media), feedback and enquiries 

• evaluate risk impact and establish priorities in relation to likelihood of escalation and impact 

• develop mitigation actions and key messages 

• keep the program team updated with key messages and supporting facts 

• monitor results, evaluate, provide feedback and implement improvements. 

Issues management and status will be updated throughout the program lifecycle and captured in the 

stakeholder engagement matrix. These risks will also be managed in line with TERM. 

Management plan 

Program Level Risk Register 

The program Level Risk Register is a live document that assesses, quantifies the consequences of and 

identifies mitigation measures across the program. It includes a number of mitigation measures to involve 

stakeholder consultation and engagement. These mitigation measures are built into the Stakeholder Plan and 

will be implemented and updated as the program progresses and risks evolve, requiring new and updated 

approaches to engagement. 

It is important to identify and understand risks with the engagement process itself. These are discussed below. 

Engagement risks 

The following table below captures key program risks relating to stakeholder engagement. It should be read in 

conjunction with the overarching program-level risk register. It is high level and directional – as the project 

progresses a more comprehensive listing will be developed and maintained by the Stakeholder Engagement 

Manager and Communications Manager. Mitigations are to be covered in the program risk-register and 

updated as elements change and risks emerge. 

Table 9: Engagement risks and project impacts 

Engagement risk Project impacts Relevant 

stakeholders 

Mitigation measures 

Program fails to 

include or consider 

key community and 

stakeholder 

 Technical inadequacy 

 Re-design/ construction 

rectification required 

Community 

Key local councils 

Emergency services 

Utilities 

Community and 

Stakeholder 

Engagement Plan 
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Engagement risk Project impacts Relevant 

stakeholders 

Mitigation measures 

requirements resulting 

in poor outcomes  

 Poor community/council 

relations 

 Political impacts 

 Failure to achieve 

assurance 

Technical experts 

Key NSW 

Government 

Regular 

communication on 

progress 

Governance and 

assurance processes 

Reputational risk for 

the NSW Government 

from inadequate 

engagement with 

community or other 

stakeholders 

 Poor community/council 

relations 

 Political impacts 

 Community activism 

 Negative media coverage 

Community 

Local councils 

Industry 

Associations 

Community and 

Stakeholder 

Engagement Plan  

Regular 

communication on 

progress 

Third party Interface 

agreements are not 

effectively put in place 

with local government 

or utility authorities  

 Delays with utility 

relocations and early 

works 

 Cost and timeline 

implications 

 Re-design/ construction 

rectification required 

Key local councils 

Emergency services 

Utilities 

 

Regular 

communication on 

progress 

Ensure agreements 

reviewed and agreed 

to by key agencies 

Lack of 

communication across 

NSW Govt means 

Cross-agency approach 

to program/project is 

not co-ordinated 

 Failure to achieve 

assurance 

 Technical inadequacy 

 Poor relationship with 

other Government 

departments 

Key NSW 

Government 

sponsoring 

Ministers 

Regular 

communication on 

progress 

Governance and 

assurance processes 

Program outcomes 

receive negative 

feedback from 

stakeholders  

 Poor community/council 

relations 

 Political impacts 

 Loss of support from key 

ministers 

 Failure to achieve Cabinet 

approval 

 Negative media coverage 

Media 

Community 

Local councils 

Industry 

Associations 

Regular 

communication on 

progress 

Two-way engagement 

to allow early issues 

identification and 

management 

Support is not 

received from 

necessary ministers 

and federal/state 

departments 

 Failure to achieve Cabinet 

approval 

 Loss of funding 

opportunities 

Key NSW 

Government 

Key Federal 

Government 

sponsoring 

Ministers (NSW 

and Federal) 

Other NSW 

Government 

Ministers 

Business Groups 

Regular 

communication on 

progress 

Governance and 

assurance processes 

 

Engagement program 

is not transparent in 

its approach to 

feedback 

 Poor community/council 

relations 

 

Community 

Local councils 

Key NSW 

Government 

Regular response on 

community and 

stakeholder feedback 

to ensure transparency 
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Engagement risk Project impacts Relevant 

stakeholders 

Mitigation measures 

Stakeholder issues and 

background are not 

well understood 

 Loss of support from key 

stakeholder groups 

 Negative media coverage 

All Commitment to 

records management 

Regular two-way 

communication to 

identify potential 

issues 

Engagement program 

does not provide 

consistent messaging 

to different groups of 

stakeholders 

 Loss of support from key 

stakeholder groups 

 Poor community/council 

relations 

 Technical inadequacy 

 Failure to achieve 

assurance 

All Single source of truth 

messaging framework 

(as per Community and 

Stakeholder 

Engagement Plan. 

 

Table 9 demonstrates the impacts to the project that can result from inadequate stakeholder engagement. 

The common mitigating factor in the above risks is the need for a clear and well-implemented plan to engage 

with stakeholders. Additional mitigation measures would include: 

• Defined process for including feedback in program Outcomes (see Incorporating community and 

stakeholder feedback) 

• Application of common communication material to ensure consistent messaging for all stakeholder 

groups (see Communications materials) 

• Clear communication between Stakeholder Engagement Manager and Communications Manager and 

transparency across teams on engagement activities (See Communications protocols) 

 

Reporting and evaluation 

The effectiveness of this Strategy will be measured and evaluated against the engagement objectives. 

Critical success factors 

Critical success factors for the engagement process demonstrate how well the objectives of the Strategy have 

been fulfilled – they determine whether the Strategy and its implementation have been successful. 

Many of the outcomes of engagement are difficult to measure, given lack of feedback, or general ‘silence’ 

from stakeholders can indicate a positive result, but could also indicate lack of engagement. By involving 

stakeholders in co-design to achieve the best outcomes for the program, it is important that stakeholders’ 

voices are genuinely heard, understood and responded to. Measuring the opportunities for feedback and the 

way that feedback is incorporated is important. 

Table 10 outlines potential measures of success for the Stakeholder Engagement Strategy. 

Table 10: Measuring success against objectives 

Objective Possible measures of success 
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Seek feedback that informs project 

decisions to ensure the best possible 

outcomes for the community and 

customers, throughout the program’s 

development and implementation 

• Level of community awareness of opportunity to provide 

feedback 

• Number of submissions/ responses received 

• Number of engagement sessions 

• Number of attendees at each session 

• Proportion of attendees: invitees to information/ 

community sessions/ workshops 

• Proportion of positive feedback 

• Number of submissions/ responses incorporated into 

program outcomes 

Identify and manage risks throughout 

the course of the project’s 

development to ensure smooth 

passage through the approvals 

process 

• Number and severity of risk outcomes that occur 

• Achievement of project milestones in expected 

timeframes 

• Hansard and media monitoring 

• Level of critical project and Ministerial correspondence 

Foster support for the program, build 

stakeholder and community 

confidence in Transport for NSW, and 

identify advocates to promote the 

benefits of the program to the 

interested stakeholders  

• Number of positive media/ industry messages 

• Number of positive responses received from 

engagement activities 

• Customer survey and sentiment tracking 

• Hansard and media monitoring 

Inform the community and 

stakeholders of the program and 

provide updates as the program 

progresses, ensuring they are aware 

of and involved in consultation 

opportunities, and know how their 

feedback is being used to shape the 

program 

• Volume of information distribution 

• Information distribution occurs regularly as per 

communications plans 

Monitor, evaluate and report on 

community and stakeholder 

interactions, adjusting the 

engagement approach as required  

 

• Performance against reporting objectives 

• Regular Strategy updates completed in time with 

required regularity 

• Hansard and media monitoring 

Collaborate with government 

agencies and local councils to ensure 

a whole-of-government approach to 

managing issues and providing 

consistent messages  

 

• Stakeholder sentiment monitoring 

• Consistency in public comment from stakeholders on the 

program 

• Hansard and media monitoring 

Ensure all communications, and all 

community and stakeholder 

engagement activities, are delivered 

in alignment with Transport for NSW 

policy and strategy direction  

• Adherence to Branding and style guidelines 

• Communications material audits 
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Sentiment tracking 

As the program progresses, keeping track of community and stakeholder sentiment will help identify current 

and emerging issues. To do this, a customer sentiment monitor will be developed. The monitor will be 

developed with consistent methodology to allow longitudinal reporting on a representative sample of the 

community, as well as program stakeholders, allowing the future engagement approach to be adapted to 

meet stakeholder needs. As well as regular surveying, media and social media sentiment will be tracked over 

time to identify and proactively respond to emerging topics of interest and concern.  

Evaluation 

This Plan and related stakeholder engagement activities should, as a minimum, be evaluated at the start and 

finish of each lifecycle phase. This evaluation would be completed jointly by the following team members: 

• Stakeholder Engagement Manager 

• Communications Manager 

• Project Director 

This evaluation will help determine how well the Strategy and engagement activities are tracking against 

objectives. Innovations made to improve processes and engagement activities will be included in updated 

versions of this and other related plans/strategies. 

Along with the critical success factors, evaluation provides an opportunity to review the relative successes and 

opportunities for improving processes. During evaluation, the Strategy should be updated and improved to 

reflect any changes. 

Continuous improvement 

The effectiveness of communications and engagement processes and outcomes will be measured and 

evaluated in accordance with the program’s evaluation and reporting cycle.  

Lessons learned 

All lessons learned throughout the project will be documented in a lessons learned folder on the project’s 

document management system and shared with the wider project team.  

Reporting requirements 

As an integrated part of the program team, the Communications Manager and/or Stakeholder Engagement 

Manager will attend all meetings and necessary Working Groups as part of the program stakeholder 

engagement framework. 

The program’s performance and reporting requirements for stakeholder relations management are 

summarised below. The frequency and content of the reports will be continuously reviewed to ensure the 

information is relevant.  

Document Recipient Frequency Content 

Monthly Report Project team Monthly Will cover key activities undertaken in previous 

period including: 

• Stakeholder engagement activities 

• Any media coverage 

• Stakeholder enquiries 
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• Complaints and key issues and outcomes 

• Customer and stakeholder survey responses, 

as available (not necessarily each month. 

12 week 

lookahead 

 

Project 

Director 

3-monthly A calendar detailing a rolling three-month outlook 

of proposed communication and engagement 

activities, including: 

• Forecast of communication and engagement 

activities  

• Possible media opportunities 

• Key scheduled work activities and the 

associated communication and consultation 

activities (e.g. letterbox drops, doorknocks, 

stakeholder meetings). 

The calendar will be produced every 12 weeks 

and reviewed weekly. 
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	Key NSW Government 
	Management of technical analysis and outputs 
	Continue with established approach of governance/ working groups. 
	 Technical advice and assurance  
	Independent expertise 
	Advice / support / assurance from independent technical experts into design and implementation. 
	Targeted, one on one engagement with relevant stakeholders at key decision points. 
	Assurance and funding approval  
	Process Assurance (eg INSW, IA, internal working groups and committees*) 
	Smooth passage of project through required processes. 
	Targeted, one on one engagement with relevant stakeholders at key decision points. 
	 Representing customer voice  
	Internal representatives across Transport  
	Timely release of funding and required endorsement. 
	Identification, understanding and quantifying the customer needs, outcomes. 
	 Support and advocacy  
	Other NSW Government Ministers and Departments  
	Support for the program (for example through third-party endorsement, media and social media). 
	Analysis of likely supporter/ detractor groups and their key concerns before engagement. 
	Industry information  
	Other NSW Government 
	Support for industry participants to optimise development and delivery activities throughout the program (for example market interactive processes, tender processes, industry briefings). 
	Analysis of differing information requirements throughout the course of the engagement. 
	Community and place  
	Key local councils 
	Input into design, options. 
	Build support for the program and avoid community discontent and/or activism. 
	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 developing alternatives and selecting preferred solution/s. 
	Place final decision-making in the hands of stakeholder. 
	Explore opportunities for engaging stakeholders. Work out the frequency and format of engagement. Establish communication channels. 
	Use tailored, targeted strategies to take stakeholders on the journey so they can support and buy in. 
	Seek feedback through engagement activities. Encourage both positive and negative feedback. Commit to responding. 
	Consider stakeholder feedback and respond accordingly (for example, act on suggestions, explain actions, resolve concerns. Manage any conflict. 
	With stakeholders, evaluate the engagement process to ensure desired outcomes are achieved  
	Shared key messages 
	Develop and maintain a suite of key messages suitable for internal and external audiences, and use these to inform future content.  
	 
	 
	 
	Create shared record of all stakeholder interactions 
	All details of internal and external stakeholder interactions will be recorded in the Consultation Manager database, which will also be used for reporting. 
	 
	 
	 
	Email to provide program updates and reminders 
	Email to be sent to key internal and external stakeholder groups by nominated relationship owner at key program milestones 
	 
	 
	 
	Meetings to share information 
	Identify existing meetings and/or schedule regular program update meetings with key internal and external stakeholders aligned with general program information (eg: Regular meeting schedule with internal stakeholder groups) 
	 
	 
	 
	Briefing sessions aligned with key milestones 
	Sharing information to ensure consistent understanding of the program at key program milestone points. 
	 
	 
	 
	Provide key information about the program   
	A succinct program summary of the program that can be used by Transport Executive to provide consistent messaging in their dealings with other stakeholders.  
	 
	 
	 
	Provide key information about the program   
	Provided to staff during briefing sessions or electronically (attached to emails/made available through links, etc.).  
	 
	 
	 
	Specific messages/contact sheet to be provided for relevant customer facing teams who may receive enquiries from members of the public about the program.  
	Develop a selection of materials  
	Materials include news stories and interactive tools for internal channels (for example intranets, e-news, and yammer/teams).  
	 
	 
	 
	Develop an internal PPT presentation and speaking notes covering key elements of the program 
	Presentation to be used at staff briefing sessions and webinar sessions.  
	 
	 
	 
	Key program contact points established for stakeholders  
	A dedicated Stakeholder Engagement Manager is assigned to the program as the central point and coordinator of key stakeholder engagement activities (outside of stakeholders managed by the Community Team) 
	 
	 
	 
	Email and phone line 
	Provide program email and phone line for key stakeholders to share with their networks to ask questions about the project 
	 
	 
	 
	Engagement with elected representatives 
	Managed through the existing Transport Government Relations processes, via the Regional Director West. 
	 
	 
	 
	Site visits, media events and stakeholder tours 
	Coordinated around key milestones, and managed in accordance with the media protocols, these visits will enable the communication of the project and its progress to the broader community. Will also include attendance from key internal stakeholders. 
	 
	 
	 
	Programprogram Page on the Transport website 
	Programprogram information, updated regularly with information about the project’s status and will include contact details for the community and customer 
	 
	 
	 
	engagement team. All documents requiring publishing will be uploaded under a separate heading on the “project documents” page. 
	Photographs of the program and the areas it supports to build a visual identity 
	A photographic record of program activities and key events will be maintained and incorporated in a range of communication materials and public displays. Wide distribution of these images will ensure that stakeholders feel involved in the project. 
	 
	 
	 
	Engaging through online social channels – for example Facebook, LinkedIn 
	Opportunities to engage through social media will be will be sought to use existing social media tools that stakeholders can share or participate in. 
	 
	 
	 
	Video / flythroughs 
	Video/digital animation assets to support key milestones and activities as the program progresses. To be used through other online channels and in presentations – a picture tells a thousand words. 
	 
	 
	 
	Online engagement platform (linked to from website) 
	An interactive site where the community and stakeholders can provide their feedback and input to plans and program elements. This virtual consultation space is an innovative way for people to view information relevant to current consultation, and re-create the face-to-face consultation experience at a time and place convenient to stakeholders. 
	 
	 
	 
	Project announcements 
	Formally announce the project or project milestones.  
	 
	 
	 
	Frequently Asked Questions about the progrgam 
	A base suite of Q&As to support internal and external communications, briefings and presentations. 
	 
	 
	 
	Approved Q&As will be developed for internal and external audiences so that they can be used across a range of communications materials.  
	E-news 
	Use of e-news channel to send out regular updates to the community and selected stakeholders. 
	 
	 
	 
	Postal mail outs 
	Use of mail out channel to send out regular updates to the community stakeholders. 
	 
	 
	 
	Reports 
	Regular reports will be used to highlight the key issues, current and planned communication and engagement activities and performance for the reported period. These will be issued to identifed key stakeholders. 
	 
	 
	 
	Partner agency publications 
	Draft content for inclusion in partner publications. 
	 
	 
	 
	Print, radio and onlineadvertising 
	Raise awareness for opportunities for public and stakeholder participation. 
	 
	 
	 
	Advertise information sessions and online consultation. 
	Face to face and online community consultation sessions 
	Raise awareness of the program. Provide an opportunity for the community to share their views. Build engagement aroudn the program. 
	 
	 
	 
	Representative focus groups to advise project team as required 
	Provide balanced community feedback and involvement in decisions regarding project outcomes 
	 
	 
	 
	Presentations and briefings (where COVID restrictions allow if F2F is the preferred channel) 
	Targeted presentations and briefings with key stakeholders on a regular cycle that aligns with milestones and establishes ongoing relationships, transparency and information sharing. 
	= 
	 
	 
	Regular meetings  
	Identify existing meetings and/or schedule regular update meetings with key external stakeholders aligned with general program information (Eg: Regular meeting schedule with Blue Mountains City Council and Lithgow Council, Emergency Services Working Group). 
	 
	 
	 
	Council briefings 
	Provide specific briefings to elected members and senior staff (including directly impacted and surrounding councils and/or ROCs). 
	 
	 
	 
	Tailored information to be prepared to cover key areas/issues of interest. 
	Emergency Services stakeholder working group 
	Provide opportunities to collaborate with Emergency Services representatives (Fire and Rescue NSW, Ambulance, Police, Rural Fire Service, SES). 
	 
	 
	 
	Cabinet briefings 
	Offer briefings with identified Cabinet Ministers. Tailored briefing materials to be prepared to cover key areas/issues of interest. 
	 
	 
	 
	MP briefings 
	Brief elected state and federal MPs and senior staff. 
	 
	 
	 
	Special milestone briefing session/s 
	Identify key milestones and schedule one-off milestone briefing session/s that require out of calendar briefings to align with key program milestones and announcements.These may be delivered jointly to stakeholder groups with similar interests and influence. 
	 
	 
	 
	Media and events pack 
	Media release from State Minister/Premier as well as appropriate Federal Ministerial opportunities. 
	 
	 
	 
	Briefing packs 
	Provide identified stakeholders with key information about the program.  
	 
	 
	 
	External stakeholder  
	Develop an external PowerPoint presentation and speaking notes covering key elements of the program. 
	 
	 
	 
	Materials and events for industry and market engagement. 
	To include market engagement plans for upcoming work (with a focus on local opportunities as a good news story).  
	 
	 
	 
	Promotional pieces and presentations to demonstrate the program’s commitment to wider societal benefits 
	Look to present and or sponsor stakeholder events with a focus on Western Sydney and the Central West – for example BoomTown or CEDA events. 
	 
	 
	 
	Quarterly 
	Report and presentation on: 
	Monthly 
	Report on: 
	 Technical inadequacy 
	Community 
	Community and Stakeholder Engagement Plan 
	 Poor community/council relations 
	Technical experts 
	Regular communication on progress 
	 Poor community/council relations 
	Community 
	Community and Stakeholder Engagement Plan  
	 Delays with utility relocations and early works 
	Key local councils 
	Regular communication on progress 
	 Failure to achieve assurance 
	Key NSW Government 
	Regular communication on progress 
	 Poor community/council relations 
	Media 
	Regular communication on progress 
	 Failure to achieve Cabinet approval 
	Key NSW Government 
	Regular communication on progress 
	 Poor community/council relations 
	Community 
	Regular response on community and stakeholder feedback to ensure transparency 
	 Loss of support from key stakeholder groups 
	All 
	Commitment to records management 
	 Loss of support from key stakeholder groups 
	All 
	Single source of truth messaging framework (as per Community and Stakeholder Engagement Plan. 
	• Level of community awareness of opportunity to provide feedback 
	• Number and severity of risk outcomes that occur 
	• Number of positive media/ industry messages 
	• Volume of information distribution 
	• Performance against reporting objectives 
	• Stakeholder sentiment monitoring 
	• Adherence to Branding and style guidelines 
	Monthly Report 
	Project team 
	Monthly 
	Will cover key activities undertaken in previous period including: 
	• Complaints and key issues and outcomes 
	12 week lookahead 
	Project Director 
	3-monthly 
	A calendar detailing a rolling three-month outlook of proposed communication and engagement activities, including: 


