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1 Introduction 

4Pillars Environmental Consulting Pty Ltd (4Pillars) was engaged by Concrete Recyclers (Group) Pty Ltd (Concrete Recyclers) 
to prepare an Operational Environmental Management Plan (OEMP) for a recent State Significant Development (SSD-5339) 
at 7 Montore Road, Minto (the Site). Concrete Recyclers intend on operating the Site as a Resource Recovery Facility. This 
OEMP is the overarching management tool that includes several sub plans in accordance with the Development Consent 
for the Site. 

1.1 Site Details 

The Site details are summarised in Table 1 below. Please refer to Figure 1 for a map of the Site locality. 

Table 1: Summary of Site details. 

Item Details 

Local Government Area Campbelltown City Council  

Address 7 Montore Road, Minto, NSW  

Development Consent SSD-5339 

EPL 21828 

Lot(s) Lot 52 DP 618900 

Zoning IN1 – General Industrial (Campbelltown LEP 2015) 

Site size (total) 23,500 m2 (2.35 ha) 

Previous land use 
Various commercial and industrial activities including waste and equipment storage. 
Currently used for equipment storage by both Concrete Recyclers and Coates Hire. 

Intended future land use Resource Recovery Facility 

Surrounding land uses 
IN1 – General Industrial (Campbelltown LEP 2015) 

SP2 – Drainage (Campbelltown LEP 2015) 

Elevation Approximately 43 m AHD above sea level 

Hydrology 
The Site is located on the south bank of Bow Bowing Creek, within the Bow Bowing 
Bunbury Curran Creek catchment. 

1.2 Application 

This OEMP has been prepared to comply with Conditions C1, C5 – C7 of the Development Consent: 
ENVIRONMENTAL MANAGEMENT 
Management Plan Requirements 

C1. Management plans required under this consent must be prepared in accordance with relevant guidelines, 
and include: 

a) details of: 
i) the relevant statutory requirements (including any relevant approval, licence or lease conditions); 
ii) any relevant limits or performance measures and criteria; and 
iii) the specific performance indicators that are proposed to be used to judge the performance of, or 

guide the implementation of, the development or any management measures; 
b) a description of the measures to be implemented to comply with the relevant statutory requirements, 

limits, or performance measures and criteria; 
c) a program to monitor and report on the: 

i) impacts and environmental performance of the development; and 
ii) effectiveness of the management measures set out pursuant to paragraph (c) above; 

d) a contingency plan to manage any unpredicted impacts and their consequences and to ensure that 
ongoing impacts reduce to levels below relevant impact assessment criteria as quickly as possible; 

e) a program to investigate and implement ways to improve the environmental performance of the 
development over time; 

f) a protocol for managing and reporting any: 
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i) incident and any non-compliance (specifically including any exceedance of the impact assessment 
criteria and performance criteria); 

ii) complaint; 
iii) failure to comply with statutory requirements; and 

g) a protocol for periodic review of the plan. 
Note: the Planning Secretary may waive some of these requirements if they are unnecessary unwarranted 
for particular management plans 

 
OPERATIONAL ENVIRONMENTAL MANAGEMENT PLAN 

C5. The Applicant must prepare an Operational Environmental Management Plan (OEMP) for the development 
in accordance with the requirements of condition C1 and to the satisfaction of the Planning Secretary. 

C6. As part of the OEMP required under Condition C5 of this consent, the Applicant must include the following: 
a) describe the role, responsibility, authority and accountability of all key personnel involved in the 

environmental management of the development; 
b) describe the procedures that would be implemented to: 

i) keep the local community and relevant agencies informed about the operation and environmental 
performance of the development; 

ii) receive, handle, respond to, and record complaints; 
iii) resolve any disputes that may arise; 
iv) respond to any non-compliance; 
v) respond to emergencies; and 

c) include the following environmental management plans: 
i) Traffic (see condition B5) 
ii) Air Quality (see condition B11); 
iii) Waste (see condition B38); 
iv) Flood Emergency Response (see condition B18); 
v) Water (see condition B23); and 
vi) Landscape. 

C7. The Applicant must: 
a) not commence operation until the OEMP is approved by the Planning Secretary; and 
b) operate the development in accordance with the OEMP approved by the Planning Secretary (and as 

revised and approved by the Planning Secretary from time to time). 

The purpose of this OEMP is to: 

• Describe the proposed operational activities associated with the development; 

• To outline and ensure compliance with the relevant conditions of the Development Consent, as well as all other 
relevant legislation, regulations, policies and guidelines; and 

• Detail procedures, controls and monitoring measures to mitigate environmental impacts during the operational 
phase of the development. 

The most recent versions of this OEMP and included sub plans will be made publicly available on Concrete Recyclers’ 
website during the operation phase, as per condition C19 of the Development Consent. 

1.3 Approval Pathway 

This OEMP will be submitted to the NSW Department of Planning, Housing and Infrastructure (DPHI) for approval. Site 
operation will not commence until this OEMP has been approved by the Planning Secretary. 
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2 Project Description 

2.1 Construction Activities 

The construction phase of the development was divided into the following main stages. 

1. Implementation of the RAP to address the AECs and CoPCs identified in the Site Investigation; 

2. Excavation and Bulk Earthworks; 

3. Construction of structures and services; and 

4. General fit out. 

2.2 Operational Activities 

The Resource Recovery Facility will receive up to 450,000 tonnes per annum of mixed Construction and Demolition waste 
(primarily concrete, brick, asphalt, sandstone and sand). The facility has been designed with a maximum storage capacity 
of 72,000 tonnes (50,000 tonnes of unprocessed waste material, and 22,000 tonnes of processed waste material 
permitted). Once received, waste materials will be processed on Site for reuse. 

Incoming trucks will enter the Site from Montore Road, receive a docket, undergo an initial load inspection, then tip 
unprocessed waste at the tip and spread area (any waste that is not permitted will be immediately re-loaded and directed 
offsite for a suitably licensed facility). All trucks are to exit the Site via the weighbridge and the wheel wash. Further details 
on truck movements are detailed in the Operational Traffic Management Plan (Appendix 3). 

Waste is processed into recycled products via the crushing, pugmill and sand washing plant on Site. Loader operators shall 
keep waste and product stockpiles distinct and load processed waste into outbound trucks. 

A diagram of the Site layout is included in Figure 4. 

3 Statutory Framework 

3.1 Legislation and Planning Documents 

This OEMP, including its sub plans, have been completed in accordance with the requirements of the Development 
Consent (SSD-5339), with reference to relevant licences, legislation, guidelines. The following documents comprise the 
statutory framework for the Site: 

• Site Environment Protection Licence No. 21828; 

• Environmental Management Plan Guidelines (DPE, 2014); 

• Commonwealth Environment Protection and Biodiversity Conservation Act 1999; 

• NSW Protection of the Environment Operations Act 1997; 

• NSW National Parks and Wildlife Act 1974; 

• NSW Heritage Act 1977; 

• Contaminated Land Management Act 1997; 

• State Environmental Planning Policy (Biodiversity and Conservation) 2021; 

• State Environmental Planning Policy (Planning Systems) 2021; 

• State Environmental Planning Policy (Resilience and Hazards) 2021; 

• State Environmental Planning Policy (Transport and Infrastructure) 2021; 

• NSW Framework for Biodiversity Assessment 2018; 

• Campbelltown Local Environmental Plan 2015; and 

• Campbelltown (Sustainable City) Development Control Plan 2015. 

The operational phase of the development will be carried out in accordance with the legislation listed above. 
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3.2 Development Consent (SSD-5339) 

The table below outlines the relevant conditions of the Development Consent (SSD-5339), and where in this OEMP and 
included management sub plans each condition is addressed. Please refer to Appendix 2 for the full Development 
Consent document. 

Table 2: A summary of the relevant conditions of the Development Consent and where they are addressed in this OEMP. 

Condition 
Number 

Development Consent Condition 
Where addressed in 

OEMP 

C1 

Management plans required under this consent must be prepared in 
accordance with relevant guidelines, and include: 

a) details of: 
i) the relevant statutory requirements (including any relevant 

approval, licence or lease conditions); 

Section 3. 

ii) any relevant limits or performance measures and criteria; and Section 9.1. 

iii) the specific performance indicators that are proposed to be used 
to judge the performance of, or guide the implementation of, 
the development or any management measures; 

Section 9.1. 

b) a description of the measures to be implemented to comply with the 
relevant statutory requirements, limits, or performance measures 
and criteria; 

Section 9.1. 

c) a program to monitor and report on the: 
i) impacts and environmental performance of the development; 

and 
Section9.1. 

ii) effectiveness of the management measures set out pursuant to 
paragraph (c) above; 

Section 9.1. 

d) a contingency plan to manage any unpredicted impacts and their 
consequences and to ensure that ongoing impacts reduce to levels 
below relevant impact assessment criteria as quickly as possible; 

Specific mitigation 
measures, potential 

impacts and 
contingencies are 

detailed in each sub 
plan. (Appendix 3 - 

Appendix 10) 

e) a program to investigate and implement ways to improve the 
environmental performance of the development over time; 

Section 9.3.2. 

f) a protocol for managing and reporting any: 
i) incident and any non-compliance (specifically including any 

exceedance of the impact assessment criteria and performance 
criteria); 

Sections 9.3.1, 9.3.4, 
10.2. 

ii) complaint; Section 10.1. 

iii) failure to comply with statutory requirements; and Section 9.3.4. 

g) a protocol for periodic review of the plan. Section 10. 

C5 
The Applicant must prepare an Operational Environmental Management Plan (OEMP) for the 
development in accordance with the requirements of condition C1 and to the satisfaction of the Planning 
Secretary. 

C6 

As part of the OEMP required under Condition C5 of this consent, the 
Applicant must include the following: 

a) describe the role, responsibility, authority and accountability of all 
key personnel involved in the environmental management of the 
development; 

Section 0. 

b) describe the procedures that would be implemented to: 
i) keep the local community and relevant agencies informed about 

the operation and environmental performance of the 
development; 

Section 9.3. 

ii) receive, handle, respond to, and record complaints; Section 10.1. 

iii) resolve any disputes that may arise; Section 10.2. 
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Condition 
Number 

Development Consent Condition 
Where addressed in 

OEMP 

iv) respond to any non-compliance;  
v) respond to emergencies; and 

Section 9.3.4, Section 0, 
Appendix 11. 

c) include the following environmental management plans: 

i) Traffic (see condition B5); Appendix 3. 

ii) Air Quality (see condition B11); Appendix 4. 

iii) Waste (see condition B38); Appendix 7. 

iv) Flood Emergency Response (see condition B18); Appendix 5. 

v) Water (see condition B23); and Appendix 6. 

vi) Landscape. Appendix 10. 

C7 

The Applicant must: 
a) not commence operation until the OEMP is approved by the Planning Secretary; and 
b) operate the development in accordance with the OEMP approved by the Planning Secretary (and 

as revised and approved by the Planning Secretary from time to time). 

4 Implementation of This OEMP 

4.1 Purpose and Objectives of the OEMP 

The purpose of this OEMP is to: 

• Describe the proposed operational activities associated with the development; 

• To outline and ensure compliance with the relevant conditions of the Development Consent, as well as all other 
relevant legislation, regulations, policies and guidelines; and 

• Detail procedures, controls and monitoring to mitigate environmental impacts during operations. 

4.2 Operational Environmental Management Sub Plans 

All sub plans are to be followed throughout the operational phase of the development. A summary of this OEMP’s sub 
plans, and associated Development Consent Conditions are included in Table 3 below. 

Table 3: The sub plans included within this OEMP. 

Sub Plan (Author) Development Consent Condition OEMP Appendix 

Operational Traffic Management Plan (McLaren) Condition B5 Appendix 3 

Air Quality Management Plan (Todoroski Air Sciences) Condition B11 Appendix 4 

Flood Emergency Response (4Pillars) Conditions B18 – B22 Appendix 5 

Water Management Plan (4Pillars) Conditions B23 & B24 Appendix 6 

Waste Management Plan (4Pillars) Conditions B38 - B44 Appendix 7 

Pest and Weed Management Plan (4Pillars) Condition B45 Appendix 8 

Chemical Storage Management Plan (4Pillars) Conditions B48 – B50 Appendix 9 

Landscape Management Plan (4Pillars) Condition C6 Appendix 10 
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5 Roles and Responsibilities 

The table below summarises the roles and responsibilities of Site personnel. 

Table 4: Roles and responsibilities of Site personnel. 

Role Responsibilities 

Project Manager 

• Observing all legal WHS and environmental requirements. 

• Implementing this OEMP and procedures to control and mitigate environmental 
impacts and incidents on Site. 

• Ensuring that all operational activities are conducted in a manner with minimised risk 
to WHS and the environment. 

• Identifying WHS and environmental management training required for the Site. 

• Ensuring Site Staff, Visitors and Contractors undertake required training. 

• Investigating incidents and ensuring that reporting and follow-up corrective actions 
are undertaken. 

• Ensuring that appropriate resources and processes are in place to enable workers to 
receive and respond in a timely manner to information regarding incidents, hazards 
and risks. 

• Communicating and consulting with the Site Manager and Staff. 

• Engaging the services of an Environmental Consultant for advice if required. 

Site Manager 

• Ensuring safe work practices at all time. 

• Conducting site inductions, toolbox talks and Site training. 

• Ensuring legal WHS and environmental requirements are met on Site. 

• Ensuring inspections, monitoring and reporting are conducted as required. 

• Facilitating the preparation of SWMS as required. 

• Participating in incident investigations and reporting as required. 

• Supervising and ensuring compliance with WHS and environmental management 
procedures. 

Site Staff/ 
Visitors/ 
Contractors 

• Attending all required Site inductions, toolbox talks and training. 

• Conducting operational tasks in accordance with training and Site procedures. 

• Complying with the site WHS and environmental management rules. 

• Complying with relevant SWMS. 
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6 Training 

The table below summarises environmental training required for the operational phase of the development. 

Table 5: Environmental training required during the operational phase. 

Training Description Personnel 

Site inductions 
All Staff, truck drivers, and visitors to the Site must be inducted prior 
to commencing work. 

All Site staff and Site 
visitors 

Weekly toolbox talks 
Weekly safety talks with staff to ensure safety and environmental 
procedures and concerns are conducted and addressed 
appropriately. 

All Site staff 

Driver’s Code of 
Conduct (DCC) 

All truck drivers will be required to sign a copy of the DCC. All other 
Site staff will be familiarised on the DCC. 
Details are included in the OTMP (Appendix 3). 

All Site staff, & Truck 
drivers transporting 
material to and from 

the facility 

Flood risk training 
Training to cover the procedure included in the Flood Emergency 
Response Procedure (Appendix 5). Included in Site induction. 

All Site staff 

OEMP training 

Training to ensure all employees understand the contents and 
requirements of this OEMP and each sub plans.  
Included in Site induction and repeated for any updates to the 
OEMP. 

All Site staff 

Any additional staff or contractor training deemed necessary will be added to this OEMP in the next review. 
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7 Emergency Response 

Detailed emergency response protocols are outlined in the Emergency Response Plan (ERP - Appendix 11) and the Flood 
Emergency Response Plan (FERP - Appendix 5). 

7.1 Contacts 

Contact details for relevant authorities are included in the table below. 

Table 6: Relevant contact details. 

Contact Description Contact information 

Concrete Recyclers Project Manager  
(Anthony Males) 

Contact in event of Environmental Impact 0427 308 437 

NSW Environment Protection 
Authority (EPA) 

Main environmental regulator for sites with an EPL 131 555 

Campbelltown City Council Local government environmental regulator (02) 4645 4000 

NSW Ministry of Health Public health authority (02) 9391 9000 

SafeWork NSW WHS authority 13 10 50 

Fire and Rescue NSW Emergency services – flood hazards 
1300 729 579 (or 

000) 

8 Environmental Management 

8.1 Environmental Risk Assessment 

An environmental hazard and risk assessment was conducted for the Site as part of the Environmental Impact Statement 
(EIS) (2020). The EIS identifies the following potential hazards during operations: 

• Re-fuelling of plant and equipment; 

• Contamination of surface water; 

• Equipment or material combustion; 

• Acoustic and air quality impacts; 

• Storage and handling of dangerous goods; and 

• Receival of contaminated material. 

A summary of the potential impacts of operations and the respective mitigations/controls to be implemented have been 
summarised in the table below. 
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Table 7: Potential Site impacts and mitigation measures detailed in the EIS. 

Potential Impacts Description Mitigations & Controls 

Air Quality 

Potential for pollutants including Total 
Suspended Particulates (TSP), 
Particulate Matter (PM10 and PM2.5), 
and Respirable crystalline silica (RCS) 
to generate from unsealed roads and 
stockpile lift-off. 

Detailed in the AQMP (Appendix 4). 

Noise 
Potential for impacts caused by noise 
and vibration generated on Site. 

• Truck routes avoid residential 
receivers 

• Site bund walls 

Greenhouse Gases 

Includes energy usage and emissions 
from operational activities: 

• Truck movements 

• Operational machinery and 
plant 

• Electricity usage 

• Avoid idling of vehicles, plant 
and equipment 

• Keep fuel logs, and perform 
regular inspections and 
maintenance 

• Use of energy saving 
appliances 

Visual 

Potential visual impacts include: 

• Visibility of Site operations 

• Visibility of bare-earth 
surfaces  

Detailed in the LMP (Appendix 10). 

Traffic 
Traffic impacts due to truck 
movements. 

Detailed in the OTMP (Appendix 3). 

Water Quality 
Potential risk for surface water 
contamination on Site. 

Detailed in the WatMP (Appendix 6). 

Flooding & Stormwater Drainage 
Potential risks associated with 
flooding on Site. 

Detailed in the FERP & WatMP 
(Appendix 5 and Appendix 6). 

Flora and Fauna 
Spread of weeds and pests during 
operational phase. 

Detailed in the PWMP (Appendix 8). 

Groundwater 
Potential risk for groundwater 
contamination on Site. 

Detailed in the WatMP (Appendix 6). 

Waste 

• Office wastes 

• Amenity wastes 

• Site waste 

Detailed in the WMP (Appendix 7). 
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9 Monitoring, Auditing and Reporting 

9.1 Monitoring & Performance Indicators 

Monitoring during the operational phase of the development aims to mitigate and record environmental impacts and 
incidents caused by operational activities. The Site monitoring schedule and related performance indicators for each type 
of monitoring are outlined in Table 8 below. 

Table 8: Monitoring and performance indicators for the operational phase of the development. 

Monitoring Type Performance indicators Responsibility Schedule 

Weather monitoring 

Weather should be regularly monitored through 
the Bureau of Meteorology (BoM) - both daily 
forecast and weather warnings to ensure 
emergency response can be effectively 
implemented. 

Site Manager or 
delegate 

Daily 

Ensuring availability of 
documentation 

All plans, licences and other relevant documents 
should consistently be available in the Site office 
for referral to by staff or relevant authorities. 

Site Manager or 
delegate 

Ongoing 

Flood monitoring on 
Site 

Monitoring should identify signs of flood (e.g., 
rising water levels, increased rain) immediately 
to ensure emergency response can be 
effectively implemented. Further details are 
included in the Flood Emergency Response Plan 
in Appendix 5. 

Site Manager or 
delegate 

Ongoing 

Pollution monitoring 

Operational activities should not cause pollution 
of the Site or its surrounds. Monitoring of the 
Site as well as Bow Bowing Creek should identify 
any signs of pollution for prompt response and 
reporting. 

Site Manager or 
delegate 

Ongoing 

Noise monitoring 
Noise monitoring will be conducted throughout 
the operational phase to ensure EPL noise limits 
are complied with. 

Project Manager / 
Environmental Advisor 

As specified 
in EPL 

Air quality monitoring 
In accordance with the Site EPL, Condition B13 
of the development consent and the Air Quality 
Management Plan (Appendix 4). 

Site Manager or 
delegate 

As detailed 
in the AQMP 

Surface water 
monitoring 

In accordance with the Surface Water 
Management Plan included in the Water 
Management Plan (Appendix 6). 

Site Manager or 
delegate 

As detailed 
in the 
WatMP 

Waste monitoring 
In accordance with the Waste Monitoring 
Program included in the Waste Management 
Plan (Appendix 7). 

Site Manager or 
delegate 

As detailed 
in the WMP 

Revegetation 
monitoring 

In accordance with the Landscape Monitoring 
Plan (Appendix 10). 

Site Manager or 
delegate 

As detailed 
in the LMP 

Pest and weed 
monitoring 

In accordance with the Pest and Weed 
Management Plan (Appendix 8). 

Site Manager or 
delegate 

As detailed 
in the PWMP 
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9.2 Auditing 

In accordance with Condition C16 of the Development Consent, an Independent Environmental Audit will be conducted 
within one year of the commencement of the operational phase, and every three years after, unless the Planning Secretary 
directs otherwise.  

Independent Environmental Audits will be prepared in accordance with the Independent Audit Post Approval 
Requirements (Department 2020) by a suitably qualified and independent team of experts (approved by the Planning 
Secretary). 

9.3 Reporting 

9.3.1 Incident notification, reporting and response 

The Site Manager and the Project Manager are to be immediately notified in the event of an incident on Site. The 
Planning Secretary must also be immediately notified in writing via the Major Projects portal. Other relevant regulatory 
authorities (i.e. the EPA) and stakeholders will be contacted in the event of a regulator-notifiable or stakeholder-
notifiable incident. 

If any environmental impacts are identified as a result of the incident, the Project Manager should immediately seek the 
advice of the designated Environmental Consultant.  

A ‘post-incident report’ is to be completed by all personnel involved in the incident and kept on file. The Site Manager is 
responsible for ensuring that all required information has been collected, and that all concerned parties have completed 
a report. 

9.3.2 Compliance reporting 

Compliance Reports must be submitted to the Planning Secretary annually following the first year of operations, in 
accordance with the Compliance Reporting Post Approval Requirements (Department 2020), and condition C14 of the 
Development Consent. The timeframe for submission of these Compliance Reports is within three months after the first 
year of commencement of operation of the development, and in the same month each subsequent year. 

Compliance Reports will identify trends in monitoring data, assess the ongoing impacts of the development, and describe 
future measures to improve environmental performance. Completed Compliance Reports will be made available on the 
Concrete Recyclers website, which is accessible to the public and local community. In this way, the local community and 
relevant agencies will be kept informed about the operation and environmental performance of the development.  

9.3.3 General notifications 

Condition C6(b)(i) requires that the local community and relevant agencies are kept informed about the operation and 
environmental performance of the development. We consider the relevant agencies to include the NSW EPA, DPHI, and 
Campbelltown City Council.  

To ensure that the NSW EPA is kept informed about the operation and environmental performance of the development, 
an Annual Return will be completed in accordance with the requirements of the Site EPL and issued to the NSW EPA, 
comprising a: 

• Statement of Compliance 

• Monitoring and Complaints Summary 

• Statement of Compliance - Licence Conditions 

• Statement of Compliance - Load based Fee 

• Statement of Compliance - Requirement to Prepare Pollution Incident Response Management Plan 

• Statement of Compliance - Requirement to Publish Pollution Monitoring Data; and 

• Statement of Compliance - Environmental Management Systems and Practices. 

This Annual Return will be prepared annually, covering the previous reporting period, and will be submitted within 60 
days of the end of the reporting period, as required.  
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To ensure that DPHI is kept informed about the operation and environmental performance of the development, an 
annual Compliance Report will be prepared and issued as per section 9.3.2, above. These reports will be prepared 
annually, and submitted within the timeframes specified, being 3 within three months after the first year of 
commencement of operation of the development, and in the same month each subsequent year.  

To ensure that Campbelltown City Council is kept informed about the operation and environmental performance of the 
development, they will be sent an email will upon publication of the Compliance Report on the company website, with a 
link to access it. 

Ad hoc notifications to the local community and relevant agencies will be undertaken as required, and may include 
noticeboards at the Site or on the company website, through media (newspaper articles etc.), or via direct contact as per 
the below details: 

• EPA Environment Line, via email: info@epa.nsw.gov.au 

• DPHI, via post: Department of Planning, Housing and Infrastructure, Locked Bag 5022, Parramatta NSW 2124 

• Campbelltown City Council, via email: council@campbelltown.nsw.gov.au 

Ad hoc notifications do not have a timeframe associated with them, as they will be dependent on events arising that 
justify notifications being carried out.  

9.3.4 Non-compliance notification  

In the event a non-compliance is identified, a non-compliance notification must be submitted to the Planning Secretary 
within seven days (unless the non-compliance has already been reported as part of an incident notification). Non-
compliance notifications are to be submitted in accordance with condition C12 of the Development Consent. Further detail 
is provided in Section 10.2.  

10 Procedures For Managing Complaints, Disputes, and Non-Compliances 

10.1 Management of complaints  

The Project Manager and the Site Manager will be responsible for receiving, handling, recording, and responding to 
complaints with regard to Site operations. A Complaints/Disputes Register will be kept on file and updated monthly at a 
minimum. Complaints will be investigated, responded to, and addressed promptly where possible. An annual review of 
the register will be conducted to ensure ongoing issues are addressed. The Complaints/Disputes Register template is 
included in Appendix 12. 

10.1.1 Complaints handling process 

The complaints handling process to be followed is presented in Table 9, below. 

Table 9: Complaints handling process.  

Step Status Supplementary Information / Action 

1 Complaint is received 
Complaints may be received in various ways, including online, by phone, email, social 
media or in person. 

2 Record the complaint 

Record details of the complaint in the Complaints/Disputes Register (Appendix 12). 

Details required include: 

• Date and time of complaint 

• Initial communication method used 

• Subject of the complaint 

• Name of complainant 

• Details of the issue and how the complainant wants it to be resolved, as 
well as any support the complainant may need 

mailto:info@epa.nsw.gov.au
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If the complaint is resolved at first contact, record details about the corrective action 
taken and the resolution. 

3 
Acknowledge the 
complaint 

Let the complainant know that their complaint has been received. This is to be 
completed as soon as possible and within three business days of receipt. 

Consider the most appropriate communication channel (e.g. phone or email). 

Provide the complainant with a contact point, key timeframes and the likely next 
steps.  

4 Assess the complaint 

Assess the complaint to decide what action to take next. Considerations may 
include: 

• Severity, urgency and complexity 

• Aspect of the complaint (e.g. environmental, traffic, community 
engagement) 

• Health and safety or environmental implications 

• Potential for the complaint to escalate (e.g. to DPHI or the EPA) 

• Feasibility of the actions requested by the complainant 

If there are multiple issues raised in the complaint, determine whether these need 
to be managed separately. 

5 
Decide what action to 
take 

If further investigation is required, carry out this investigation. 

If actions can be undertaken to remediate the source of the complaint, implement 
these actions. 

Keep records about how the complaint was managed, the outcome, 
recommendations and any actions that need to be followed up. 

6 
Provide an update to 
the complainant 

Contact the complainant via the same channel as per Step 3 (if appropriate), to 
inform them of the outcome.  

Ensure that the Complaints/Disputes Register (Appendix 12) is completed. 

This should consider the complaint closed. 

10.2 Management of disputes  

The Project Manager and the Site Manager will be responsible for receiving, handling, recording, and responding to 
disputes between parties (e.g. between the Proponent and tenants, or a public authority such as the Council, EPA or the 
Department). A Complaints/Disputes Register will be kept on file and updated monthly at a minimum. Disputes will be 
investigated, responded to, and addressed promptly where possible. An annual review of the register will be conducted 
to ensure ongoing issues are addressed. The Complaints/Disputes Register template is included in Appendix 12. 

10.2.1 Disputes handling process 

The disputes handling process to be followed is presented in Table 10, below. 

Table 10: Disputes handling process.  

Step Status Supplementary Information / Action 

1 Dispute is raised 
A dispute may be raised in various ways, however – if from a regulator authority – is 
most likely to come via an official notice (e.g. email, or post). 
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2 Record the dispute 

Record details of the dispute in the Complaints/Disputes Register (Appendix 12). 

Details required include: 

• Date and time of dispute 

• Initial communication method used 

• Subject of the dispute 

• Name of representative raising the dispute 

• Details of the issue and how the representative wants it to be resolved, as 
well as any support the representative may need 

If the dispute is resolved at first contact, record details about the corrective action 
taken and the resolution. 

3 
Acknowledge the 
dispute 

Let the representative know that their dispute has been received. This is to be 
completed as soon as possible and within three business days of receipt, or within 
the appropriate timeframe as provided by an official notice. 

All responses should be provided in writing (e.g. email or post). 

Provide the representative with a contact point, key timeframes and the likely next 
steps.  

4 Assess the dispute 

Assess the dispute to decide what action to take next. Considerations may include: 

• Severity, urgency and complexity 

• Aspect of the dispute 

• Health and safety or environmental implications 

• Potential for the dispute to escalate  

• Whether legal representation should be sought 

If there are multiple issues raised, determine whether these need to be managed 
separately. 

5 
Decide what action to 
take 

If further investigation is required, carry out this investigation. 

If legal representation is required, source this representation, and follow the advice 
of engaged parties (note: this advice may be contradictory to the process shown 
here, but should be followed). 

If actions can be undertaken to remediate the source of the dispute, implement 
these actions. 

• Possible outcomes of a dispute could include arbitration, mediation, or legal 
proceedings  

Keep records about how the dispute was managed, the outcome, recommendations 
and any actions that need to be followed up. 

6 
Provide an update to 
the representative 

Contact the representative via the same channel as per Step 3 (if appropriate), to 
inform them of the outcome, once the relevant process is completed.   

Ensure that the Complaints/Disputes Register (Appendix 12) is completed. 

This should consider the dispute closed. 
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10.3 Responding to non-compliances 

The Project Manager (or their delegate) will be responsible for notifying non-compliances with the Development 
Consent, although many parties may identify non-compliances. 

10.3.1 Non-compliances management process 

The process to be followed upon identification of a non-compliance is presented in Table 11, below. 

Table 11: Management of non-compliances.  

Step Status Supplementary Information / Action 

1 
Non-compliance is 
identified 

Non-compliances may be identified in various ways, including through site 
inspections, audits, as raised by workers, or as a result of complaints/disputes that 
have been raised.  

2 
Notify the Planning 
Secretary 

Within seven days after becoming aware of any non-compliance, the Planning 
Secretary must be notified in writing. 

This notification must be submitted via the Major Projects website, and is to be 
undertaken by the Project Manager, or their delegate. 

Details required include: 

• Development and the application number 

• Condition of consent that the development is non-compliant with 

• The way it does not comply 

• The reasons for non-compliance (if known) 

• What actions have been, or will be, undertaken to address the non-
compliance 

Note: A non-compliance which has been notified as an incident does not need to 
also be notified as a non-compliance. 

3 
Assess the non-
compliance 

Following the prompt notification, a thorough assessment should be undertaken to 
further clarify:  

• The reasons for non-compliance (if known) 

• What actions have been, or will be, undertaken to address the non-
compliance 

4 
Take action to address 
non-compliance 

If actions can be undertaken to remedy the non-compliance or prevent future non-
compliances, implement these actions. 

Keep records, as these may be requested by the Planning Secretary as part of their 
investigation into the non-compliance and its management. 

5 
Report non-
compliances 

Include non-compliances and subsequent management actions in relevant reports, 
such as the annual Compliance Reports prepared in accordance with Section 9.3.2, 
and Annual Returns (if relevant). 
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11 Review and Improvement  

This OEMP and attached sub plans will be reviewed throughout the operation of the facility to ensure continued 
compliance with environmental policies, guidelines and objectives. The OEMP is to be reviewed by an Environmental 
Consultant within three months of: 

• the submission of a Compliance Report, incident report or non-compliance notification; 

• following any modification to the Development Consent; 

• the submission an independent audit; or 

• the issue of a direction of the Planning Secretary which requires a review. 

Any updates or amendments to this OEMP must be approved by the Planning Secretary. A hard copy of the approved, 
current OEMP will be held in the Site Office and is to be available if requested by relevant authorities. 
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Appendix 1 Figures and Maps 

Site locality 

 

Drawn by: KP Report reference: CR_OEMP 
Key: Refer to map legend. 

Date: 25/7/22 Image source: QGIS 

Figure 1: Site locality.  
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Site boundary 

 

Drawn by: KP Report reference: CR_OEMP 
Key: Refer to map legend. 

Date: 5/7/22 Image source: QGIS with Nearmap overlay dated 15/6/22 
 

 

Figure 2: Site boundary and satellite imagery.  
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Site zoning 

 
Drawn by: KP Report reference:  CR_OEMP 

Key: Refer to map legend. 
Date: 8/7/22 Image source:  QGIS  

Figure 3: Zoning of Site and surrounds according to the CCC LEP 2015. 
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Site layout 

  
Source: Martens & Associates Pty Ltd  

Report reference: Site Layout 
Date: 03/02/2022 

Figure 4: Site layout.  
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Council flood mapping 

 

Source: Council Flood mapping with Site boundary overlayed. Report reference: CR_OEMP 

Figure 5: Flood mapping from the Bow Bowing Bunbury Curran Creek Strategic Floodplain Risk Management Study and Plan.  
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