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1. Introduction
Powerhouse Museum is Australia’s contemporary museum for excellence and innovation in applied arts 
and sciences. The museum was established in 1879 in the Garden Palace which emerged from a 
history of 19th Century grand exhibition halls, including the Grand Palais. It currently encompasses the 
Powerhouse in Ultimo, Sydney Observatory in The Rocks and the Museums Discovery Centre in Castle 
Hill. The Powerhouse has occupied the Ultimo site since 1988.  

Parramatta, in the heart of Western Sydney, is entering a period of rapid growth. It was identified in 
2014’s A Plan for Growing Sydney as the metropolis’ emerging second Central Business District, with 
the provision of supporting social and cultural infrastructure regarded as integral to its success. The 
strategic importance of Parramatta as an economic and social capital for Sydney has been 
subsequently reinforced and further emphasised through its designation as the metropolitan centre of 
the Central City under the Greater Sydney Region Plan.  

Powerhouse Parramatta will be the first State cultural institution located in Western Sydney – the 
geographical heart of Sydney. It will establish a new paradigm for museums through the creation of an 
institution that is innately flexible. It will become a national and international destination renowned for its 
distinctive programs, driven by original research and inspired by its expansive Collection. It will be a 
place of collaboration. It will be a mirror of its communities, forever embedded in the contemporary 
identity of Greater Sydney and NSW.  

Infrastructure NSW is responsible for the development and delivery of the Powerhouse Parramatta 
project, including preparation of staged development applications. The state significant development 
application for Powerhouse Parramatta was approved by the Minister for Planning in February 2021. 

This strategy outlines the communication and engagement approach to be carried out during the early 
works stage of the development. The approval contains conditions of consent which require consultation 
activities to be undertaken during construction. The requirements for consultation and where they are 
addressed within this strategy are as follows: 

Requirement Where Addressed 
C35(a) (ii) 24 hour contact details of site manager Section 4.2 
C35(a)(viii) community consultation and complaints handling Section 4.3 
C36(k) consultation strategy for liaison with surrounding 
stakeholders, including other developments under construction 
and Parramatta Light Rail Builder 

Section 2 

C37(h) include a complaints management system that would be 
implemented for the duration of the construction 

Section 4.5 
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1.1. Communication and engagement objectives 

The following objectives have been developed to guide communication and engagement for the 
development of Powerhouse Parramatta: 

• Promote informed dialogue with stakeholders and the   community

• Proactively identify and manage project issues in a transparent  way

• Enhance stakeholder relationships, particularly among neighbours and relevant 
authorities

• Manage stakeholder and community expectations

• Ensure that communication is distributed broadly and on time to keep the wide range of 
stakeholders well informed

• Meet the requirements of the development consent conditions relating to a Community 
Communication Strategy and a system to manage complaints, feedback and inquiries 
including dispute resolution.

1.2. Community communication strategy and key project milestones 

The Early Works Consultation Strategy has been developed to meet the conditions of consent 
prescribed by SSD 10416. It will be implemented for the duration of the early works construction 
of the development. This Strategy will be updated if required at relevant project milestones to 
respond to compliance outcomes or in response to a written request from the Secretary. 

1.3. Roles and responsibilities 

Infrastructure NSW has been charged by the NSW Government with development and 
delivery of Powerhouse Parramatta. The Museum of Applied Arts and Science (MAAS) 
will become the operator of the new museum. Infrastructure NSW has appointed a 
contractor to undertake Early Works for Powerhouse Parramatta, which comprise: 

• decommissioning of existing services;

• demolition of nominated buildings, structures and footings (including the Riverbank car park, 
commercial buildings along Phillip Street, non-heritage components of St George’s Terrace 
and hard stand throughout the site.

• services diversions and installations.

Infrastructure NSW 
Stakeholders: Federal, state and local 

governments, project neighbours, local 
business and community stakeholders, 
museum visitors, major business and 

education stakeholders.  
Function: Overseeing project planning 

and delivery; maintaining key 
stakeholder relationships 

Museum of Applied Arts and Science 
(MAAS) 

Stakeholders: museum visitors, 
Powerhouse Trust members, major 
business and tourism stakeholders, 

Powerhouse residents, Arts and Cultural 
Leaders and groups, Powerhouse 

Affiliated Societies. 
Function: Operation of the Powerhouse 

Parramatta 

Powerhouse Parramatta 
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2. Stakeholder Analysis
This section outlines the stakeholders to be consulted during the Early Works phase. To best
understand the stakeholders who are affected or have an interest in the project and determine
the most effective way to engage and communicate these groups, the following categories
have been developed:

• Federal and State government and agencies

• Local government

• Business groups and local businesses

• Local residents

• Other developments under construction in the local area

• Emergency services

This categorisation will ensure that communication and engagement activities are targeted and 
guided by a strong purpose. This section provides a break-down of each stakeholder group, 
including relationship owner, interests and proposed engagement approach.  
2.1. Federal and State government 

Responsibility Infrastructure NSW 

Description • The Hon Gladys Berejiklian, MP – NSW Premier
• The Hon Julie Owen, MP – Federal Member for Parramatta
• The Hon Dr Geoff Lee, NSW Member for Parramatta
• The Hon Don Harwin, MP – NSW Minister for the Public Service and 

Employee Relations, Aboriginal Affairs, and the Arts
• Relevant NSW Government departments and agencies (including 

Department of Planning, Industry and Environment, Transport for 
NSW, Environmental Protection Authority and DPIE’s Environment, 
Energy and Science Group)
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Issues and 
interests 

• Alignment with Federal and State objectives and plans
• Delivering a world-class Museum on time, within budget and

to  the community’s expectations
• Ensuring all necessary regulations and conditions are met
• Minimising disruption to the local community during construction and 

operation
• Commitment to community consultation

Communication 
tools 

• Meetings
• Briefings

2.2. Government departments and agencies 

Responsibility Infrastructure NSW 

Description Government agencies include: 
• Government Architect NSW
• Greater Sydney Commission
• Greater Sydney Commission Youth Panel
• Heritage Council NSW
• Heritage Office NSW
• Parramatta Heritage and Visitor Information Centre
• Parramatta Park Trust
• The National Trust
• Transport for NSW
• Western Sydney Parklands Trust
• Destination NSW
• Event NSW
• NSW Department of Education
• Western Sydney Local Health Network

Issues and 
interests 

• Minimising disruption to the local community during construction and 
operation

• Handling of Aboriginal and colonial heritage
• Construction fatigue
• Access to the river foreshore and CBD
• Employment opportunities
• Impacts on the liveability of the local government area
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• Commitment to community consultation

Communication 
tool 

• Meetings
• Briefings

2.3. Local government 

Responsibility Infrastructure NSW 

Description Powerhouse Parramatta is in the City of Parramatta local government area. 

Issues and 
interests 

• Minimising disruption to the local community during construction and
operation

• Handling of Aboriginal and colonial heritage
• Construction fatigue
• Access to the river foreshore and CBD
• Employment opportunities
• Impacts on the liveability of the LGA
• Commitment to community consultation

Communication 
tool 

• Meetings
• Briefings
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2.4. Business groups 

Responsibility Infrastructure NSW 

Description Business groups that have and interest and have engaged with the project 
include: 
• Chamber Alliance of Western Sydney
• Committee for Sydney
• NSW Business Chamber
• Sydney Business Chamber
• Sydney Hills Business Chamber
• Western Sydney Business Chamber
• Western Sydney Business Connection Parramatta Business Chamber
• Western Sydney Leadership Dialogue
• Western Sydney Women

Issues and 
interests 

• Impacts on local business
• Project delays
• Impact on other projects
• Construction impacts
• Traffic and access impacts
• Social sustainability and investment
• Employment opportunities
• Engagement and education opportunities
• Community engagement and consultation

Communication 
tool 

• Meetings
• Briefings
• Collateral e.g. factsheets and flyers

2.5. Local business neighbours 

Responsibility Infrastructure NSW, in collaboration with early works contractor 

Description Surrounding the museum site, there is a high density of businesses varying 
in size and covering a range of sectors such as commerce, business, 
education, retail and food and beverage.  
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Issues and 
interests 

• Visual amenity of high rise museum building
• Potential noise, dust and vibration disruptions and any impacts  on 

traffic and parking due to road closures and construction vehicles
• Operation of the new museum, particularly parking, noise and 

light pollution
• Construction fatigue
• Impacts on local business
• Access to the river foreshore and CBD during construction

Communication 
tools 

• Briefings
• Meetings
• Phone/email
• Doorknock
• Letterbox drop
• Phone/email
• Website
• Signage
• Collateral e.g. factsheets and flyers

2.6. Local residential neighbours 

Responsibility Infrastructure NSW in collaboration with early works contractor 

Description The Powerhouse Parramatta site is surrounded by a combination of 
medium and high density residential areas. The map at Appendix A shows 
the residents and non-residents defined as project neighbours and noise 
sensitive receivers. 

Issues and 
interests 

• Visual amenity of high rise museum building
• Potential noise, dust and vibration disruptions and any impacts on

traffic and parking due to road closures and construction vehicles
• Operation of the new museum, particularly parking, noise and

light pollution
• Construction fatigue
• Access to the river foreshore and CBD during construction
• Active and public transport links
• Handling of Aboriginal and colonial heritage
• Impacts to Ultimo Museum



Page | 11 Powerhouse Parramatta, Early Works Consultation Strategy  

Communication 
tools 

• Doorknock
• Letterbox drop
• Phone/email
• Website
• Signage
• Collateral e.g. factsheets and flyers
• Community pop-up stalls and drop-in information sessions

2.7. Other developments under construction 

Responsibility Infrastructure NSW 

Description Parramatta Light Rail builder and other developments under construction 
in the local area 

Issues and 
interests 

• Design compliance
• Delivery timeline
• Traffic impacts
• Access impacts

Communication 
tools 

• Briefings
• Meetings
• Phone/email

2.8. Emergency services 

Responsibility Infrastructure NSW 

Description • State Emergency Services
• NSW Ambulance
• Fire & Rescue NSW
• NSW police

Issues and 
interests 

• Delivery timeline
• Traffic impacts
• Access impacts

Communication 
tools 

• Phone/email
• Collateral e.g. factsheets and flyers
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3. Communication tools
This section addresses the procedures and mechanisms (or communication tools) available
for the regular distribution of accessible information about or relevant to the development.
This section describes the communication tools to support the objectives and aims of this
Strategy.

3.1. INSW Powerhouse Parramatta webpage 

What The Infrastructure NSW Powerhouse Parramatta webpage provides a 
comprehensive source of project information. The website will be promoted in all 
communication activities. Regular updates to the website will ensure currency of 
information. Other communication material such as community updates will be 
stored on the webpage. 
http://www.insw.com/projects-nsw/powerhouse-parramatta/ 

MAAS also hosts a page dedicated to the Powerhouse Parramatta development. 
Content is in line with that of Infrastructure NSW. 
https://maas.museum/new-powerhouse/ 

When Ongoing 

Why To inform 

3.2. Project 1800-line and email 

What The dedicated project 1800-line and email address are key access points for the 
community to receive project information. Protocols for managing enquiries and 
complaints through the project phone line and email are set out in this Strategy. 
P: 1800 679 121 
E: powerhouse.parramatta@infrastructure.nsw.gov.au

When Ongoing 

Why To inform, provide feedback and raise concerns 
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3.3. Collateral 

What Engagement activities are supported by a series of collateral, including fact sheets 
and project updates. Some pieces have been produced to provide overarching 
information on the project, while others relate to a specific milestone or elements of 
the project. Collateral will be updated and developed as the project progresses and 
distributed via email or by letterbox drop to those properties identified within the 
yellow line shown on the map in Appendix A. 
All collateral will also be made available on the INSW Powerhouse 
Parramatta webpage at: 
http://www.insw.com/projects-nsw/powerhouse-parramatta/ 

When As required with a minimum of quarterly project updates. 

Why To inform 

3.4. Key stakeholder meetings and briefings 

What Project briefings will continue to be provided to relevant stakeholders at key 
milestones. This will assist in ensuring these stakeholders are informed and 
consulted on the project, providing factual and up-to-date information for distribution 
to their networks and in media. 
The level and form of stakeholder briefing will vary to meet the needs of individual 
stakeholders, for example local government stakeholders will be briefed at each 
milestone, while other stakeholder groups may receive one-off presentations as 
required. 
Condition B19(c) requires the CCS to address the formation of community based 
forums if required that focus on key environmental issues for the development. 
Specific community groups are not considered necessary on the basis that: 
- there is an established Community Reference Group (CRG) which is

proposed to continue as set out in Section 4.5 below; and
- there are multiple conditions that require agency consultation and

engagement to address technical environmental issues; agencies are
considered best placed to deal with environmental issues and would operate
in the community’s interests.

When As required – dependent on stakeholder needs and feedback 

Why Inform, consult and resolve disputes 
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3.5. Community information centre 

What The Powerhouse Community Space has been established for the community 
to drop in and ask questions, clarify mistruths and provide feedback on the 
project. 

When The Powerhouse Community Space is open during the week. It has been 
open since December 2020. 

Why To inform, raise awareness, provide feedback 

3.6. Good neighbour activities 

What Door-knocks, letterbox drops, local visual messaging signage and site signage will 
be used to provide specific project information to project neighbours and others who 
may be impacted by site works as they travel through the area. 
These will clearly detail upcoming works (what, who, when) and where to go for 
further information. 

When As required 

Why To inform and build positive relationships 
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4. Procedures for managing enquiries and feedback
This Section of the Strategy outlines the procedures and mechanisms to receive and respond
to enquiries, feedback and complaints.
Infrastructure NSW maintains a  nominated person who will be responsible for receiving and
responding to enquiries, feedback and complaints. The following protocols and procedures will
be in place during the Early Works, to effectively manage enquiries and complaints received
from the community and other stakeholders. The nominated person will be supported by the
Early Works contractor.

4.1. Contacts protocol 

The nominated person will have primary responsibility for maintaining a record and actioning 
all project related contacts (complaints or enquiries). Input from the wider project team will also 
be sought to help respond to complaints and enquiries. 

4.2. Contact points 

There will be three main points of public contact: 

• Direct phone number: 1800 679 121

• Email address: powerhouse.parramatta@infrastructure.nsw.gov.au
 

• Postal address: Powerhouse Parramatta 
PO Box R220 
Royal Exchange NSW 1225 

The telephone line will operate during work hours with all calls logged and immediately forwarded 
to the nominated person for response and action. Outside of standard working hours, calls will be 
answered for actioning the next working day; or in the case of an emergency, the nominated 24 
hour site contact will be contacted. 
The project email address will be checked at minimum on a daily basis on weekdays. 
Face to face contact is likely to occur through doorknocks and walk-arounds as required. Any 
queries direct to the project team while working in and around the site are to be referred on to the 
project information line or the nominated person. 
In addition the contact details for the 24 hour site manager are: 

Andrew Wall 
Project Engineer, Liberty Industrial 
M 0437 245 628 
awall@libertyindustrial.com.au 
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4.3. Responding to and recording contacts received 

Some contacts will be resolved on the spot, while others will require acknowledgement and 
further investigation in order to action and complete. Details of the response times for different 
types of contact are outlined below. 

 
 

Contact type Method Acknowledge Resolve Note 
 
 
Enquiry 

Face to face  
Acknowledge 
within 24 hours of 
receipt (Mon-Fri) 

 
 

Within two 
working days 

 
 

Enter in INSW 
Consultation 
Manager within 24 
hours of receipt 

Telephone 

Email 

Letter 
 
 
Complaint 

Face to face  
Acknowledge 
within 2 hours of 
receipt 

 
Endeavour to 
resolve within one 
working day 

 
Advise INSW 
immediately upon 
receipt 

Telephone 

Email 

Letter 
 

4.4. Enquiries handling procedure 
 

Enquiries or feedback received by the nominated person via post, the phone line or email will be 
answered on the spot using pre-approved key messages or responses to FAQs. If the enquiry 
cannot be answered using key messages, the nominated person will liaise with the project team 
to provide an answer. The enquiry or feedback will be logged into the Stakeholder Consultation 
database. 

 

4.5. Complaints handling procedure 
 

Complaints may include any interaction with a community member of stakeholder who 
expresses dissatisfaction with the project, policies, contractor’s services, staff members, actions 
or proposed actions during the project. 
 
Complaints received by the nominated person via post, the phone line or email will be referred 
directly to the project team and simultaneously logged with Infrastructure NSW and entered into 
the Stakeholder Consultation database. 
The project team is to advise the nominated person as soon as practicable after investigation as 
to the nature and cause of the complaint to enable the nominated person to report back and 
close out the issue. Where a complaint is made directly to workers onsite, they are to 
immediately advise the nominated person of the complaint for logging and actioning. The 
nominated person will maintain ongoing contact with the caller/emailer until the issue is resolved 
satisfactorily. 
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The Stakeholder Contact database will track the status of enquiries and complaints and 
delegate actions to the appropriate project team members. The nominated person will have 
responsibility for ensuring all contacts are actioned in a timely manner. 
 
4.6. Dispute resolution 

 
A complaint that cannot be resolved by the nominated person will then be considered a dispute. 
It will be escalated as follows: 

1. Construction contractor Project Manager, if not resolved then – 
2. Construction contractor Project Director, if not resolved then – 

3. Infrastructure NSW Project Director, if not resolved then - 
4. Construction contractor and Infrastructure NSW discussion. The construction 

contractor Project Director and Infrastructure NSW Project Director to determine 
if the complaint is to be forwarded to mediation. 

A complaint is deemed to be resolved when it reaches a conclusion, not necessarily resolved to 
the satisfaction of the complainant.  
If mediation is required, Infrastructure NSW and the State will comply with the recommendations 
of a specialist mediator, who will be independent of Infrastructure NSW. 

 

4.7. Recording contacts 
 

A record will be kept of all contact, including telephone and face-to-face communication. Details 
will be entered either directly into a contact database maintained by the nominated person or 
documented on a Record of Contact Form and subsequently entered into the contact database. 
The nominated person, Infrastructure NSW Project Team and contractors will have access to 
Record of Contact Forms. The contact database for contacts received will note the following: 

• Type of contact (enquiry/complaint and telephone/email/letter/face-to-face) 

• Date and time of contact 

• Team member receiving contact 

• Name of stakeholder and contact details (if consent to record personal details is not 
provided the contact will be recorded but will not include personal details) 

• The tone of the contact, particularly if angry or upset 

• The team member to whom the contact was referred (if needed) and the referral date 

• For contact requiring action, record of the action taken, response provided and the 
completion date 

• For contact where no further action will be taken record the reason(s) why no action was 
taken 

• For contact where further action is required, record required actions, contact the person 
to confirm/clarify: 
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o The nature of the issue
o Reasons (if any) for its occurrence
o The criteria upon which the issue was assessed
o How the issue has been addressed
o Steps undertaken to prevent re-occurrence of either the issue or the contact  if 

based on a complaint.

• Record the resolution reached and the completion date.
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Appendix A – Project neighbours 
The following map shows sensitive receivers which are those people likely to work, occupy or 
reside. This is the area identified to receive ongoing project updates via letterbox drop. Other 
project neighbours will be captured via email. 




