WahDa WohDers about réSPonding to COMPLaints.

WEnvnronmental M

compLaint response

Acknowledge Our Part

essenger

comPLamts areé ah inbicator of How WeLL
WeE aré Mahaging our opPErations for IMPacts.

> THE best operations Have mohitoring sYstems
) _1n Place to aLert operators of potential
IMpacts before tHey resuLt In ComPpLaints.

OUr g0al is to:

B proacCtively CommuniCate with our heighbours [
B anhtiCipate and address possible problems in advance

m aCtively work to resolve issues :

If you recCeive a complaint from a neighbour:
m listen closely ahd let the heighbour Khnow how we
initially intend to respond

m be professional, polite ahd diplomatic

KNOW WHAT YOUR
APPROVALS AND
PERMITS SAY.

Find out from the complainant:
m their hame and telephohe number
m the hature of the complaint (odour, dust, hoise, traffiC)
m the date ahd time of the occurrence

m record the details of the complaint

m investigate the possible source of the complaint

m if the sourcCe is as a result Of operations

B take aCtions to address the situation

m if immediate aCtion is hot possSible develop a longer term
aCtion plah to prevent a recurrence of the complaint

~ m follow-up with the complainant to inform them

Of how you have responded

APPTOVaLS and PETMits GeneraLLy
Have conbitions reQuiring
CcOMPLaint recorns to be kept.

KEEP RECORDS
OF THOSE

: IFICATIONS.
SOME aPProvaLs reQuire tHe NOTIFICATIONS

MInIstryY of tHe Environment
to bé nhotified of cCoOMPLaints.

Questions

What impacts do you have that
could result in a complaint about
your operations?

sometimes tHose notifications
must be 1n Writing.

Know WHat Your aPProvaLs and

What monitoring systems do you

have in place to trigger actions to Permits say.

prevent complaints? / /

How have you adapted operations . . . gﬁ é
to prevent complaints? NOtIfY tHe LocaL DIStrICt O-Fﬁce A
How do your permits and OFtHe MmIStr‘J OFtHe \

Environment of any compLaint
arising from tHe taking of water.

approvals require complaints to
be addressed?

ACKNOWLEDGE OUY Part Keep records of tHOSE hotifications.
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You must be the change you wish to see in the world.
Mahatma Ghandi
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