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Introduction

The Australian Energy Infrastructure Commissioner (AEIC) is an independent role
appointed by the Australian Government, reporting to the Minister for Climate Change
and Energy.

They are supported in their role by an office team within the Department of Climate
Change, Energy, the Environment and Water.

We:

e Help with complaints and enquiries from people about new or existing wind farms,
large solar farms (5 MW or more), energy storage sites like pumped hydro or large
batteries (1 MW or more), and major powerline projects.

e Through our own engagement, share insights and advice into best practice
approaches. For example - complaints handling, working with communities, and
emerging issues.

e Make information about energy transition and specific projects easier to find and
understand.

e Work across government and with other stakeholders on implementing the
recommendations of the AEIC Community Engagement Review 2023.

The Commissioner’s role is guided by the Terms of Reference issued by the Minister for
Climate Change and Energy.

Enquiries and Complaints Handling Policy and Principles

A key role of the Commissioner is to receive complaints from concerned community
about proposed or operating wind farm facilities, large scale solar farms (5 MW or more),
energy storage facilities (1 MW or more) and new major transmission projects.

Core principles that guide the handling of complaints by the Commissioner are:

e We will always act independently, impartially and ethically.

e We use best efforts to help the parties to find acceptable outcomes and reach
agreement on a way forward.

e We will help parties to share fact and evidence-based information relevant to a
complaint so that they can work towards an outcome.

e We assume the parties involved are genuinely seeking an outcome to the issues
raised.

e The Commissioner’s process is a voluntary process.

Important boundaries of our work are:

e We cannot stop projects from proceeding
e We do not duplicate or override the important statutory responsibilities of State
and Territory governments or local government authorities. Where appropriate, we

AEIC Enquiries and Complaints Policy and Procedure 2

Helping to make the energy shift smoother and fairer



https://www.dcceew.gov.au/energy/renewable/community-engagement/review
https://www.aeic.gov.au/about#terms-of-reference

& -
" Australian Government

01" Australian Energy Infrastructure Commissioner

will refer complaints to a relevant party or parties and help to ensure that they are
addressed.

e We do not make binding directions or decisions. We may, however, suggest
possible solutions for consideration by the parties.

e We do not provide legal, professional or technical advice.

We may decide not to handle a complaint. Reasons for this could include: the age of the
issue; your ability to provide appropriate evidence in support of a complaint; and whether
the resolutions sought are within our scope.

You can also pursue your complaint elsewhere, such as formal legal action or other
dispute resolution mechanisms. In this case we may pause or close your case until that
process is resolved. We can then consider whether the AEIC can provide any additional
assistance.

Lodging an Enquiry or Complaint

We can help with both enquiries and complaints. In general, an enquiry is where you are
seeking general information not related to a specific proposal. A complaint is where you
have concerns about a specific proposal and want AEIC to help with resolving it.

Lodging an Enquiry

You can lodge an enquiry in writing to us via email or post. We need you to tell us as
much as possible about what you are asking, what information you already have and who
you have already sought information from.

Lodging a complaint

You can lodge a complaint in writing to us via email or post. We also have a complaint
form that you can use to help you.

There is information that we need to be able to consider your complaint:

e Your name (required) and home address (optional)
e Contact details (phone and email). Include any information about your preferred
contact method or times.
e Name and location of the project or facility
e Approximate distance from your home to the nearest infrastructure
e Aclear description of your complaint:
o What are the issue(s) of concern to you
o Details of previous attempts to resolve the matter
o What outcome(s) you are hoping to achieve
e Any other relevant information
e Permission for us to discuss your complaint with other parties - see Information
Handling section below.
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If you are contacting us on behalf of a group, please provide us information about your
group and a key contact person.

If you are representing someone else who needs support, please contact us to discuss
consent requirements.

You can contact us by email or phone for help and with any questions that you may have
before lodging a complaint.

Complaints Process

Receive New Case

We will acknowledge all new enquiries and complaints within 1-2 business days of
receiving them and will provide you with a case reference number.

Assessment and Action

We will review your complaint to see that it is within our scope and that we have enough
information to proceed. We will contact you by phone or email if more is needed.

If we decide not to accept your case, we will let you know and explain why.
We may also notify the proponent that we have received a complaint about them.
We will decide the best approach to take for your complaint.

e |In many cases, the complaint may be best handled by a direct referral to the other
party, such as the proponent. We will refer the complaint to them, outlining the
concerns raised and the resolutions sought and asking them to respond to them.

e We will sometimes also ask them to brief us so that we can understand the
project and their approach to engagement better.

e Some cases are best referred to a state or territory-based regulator, such as
where there are issues of compliance with permit conditions or with state laws.
We can help to identify the right pathway and can make a referral on your behalf.

In doing this, we may need to pass on information that you have provided to us, including
your contact information. That is why we need your consent to be able to help you.

The other party may contact you directly in writing to address the issues raised in your
complaint or provide information to us that we will then share with you.

We will follow up to see whether this information satisfies your complaint. If it does, we
will close your case. If it does not, we will consider what other help we may be able to
provide. This could include facilitating a meeting between you and the proponent. This
would allow for a direct conversation, moderated by AEIC, where the parties can come
together, present their point of view and attempt to resolve the complaint by agreement.
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Case Resolution

Our ultimate aim in case management is to resolve your concerns through providing
information or action, and to have you in direct and meaningful contact with the
proponent. We recognise that you may still have some concerns about the project itself,
but that you have received relevant information and have a good understanding of the
processes and avenues to raise these.

The Commissioner will decide whether a complaint is resolved and whether to close and
stop handling the complaint. Reasons may include where:

* information has been provided by the proponent that addresses the questions or
issues raised

* we have referred your complaint to the proponent and you are in direct dialogue
with that party to address your concerns and questions

* you confirm that you have accepted the other party’s offered resolution

* the Commissioner has made non-binding recommendations to the parties

* you advise us that you no longer wish to pursue the complaint

* despite our efforts, you have not been able to reach a resolution of your complaint
and we consider that further time and effort in handling the complaint will not
assist with achieving a resolution. For example, this may be where the resolution
you are seeking (e.g. stopping a project from going ahead) is beyond our scope.

We may also decide to stop handling a complaint for other reasons. These include where:

* you do not provide consent for us to discuss your complaint or share information,
preventing our ability to assist in achieving a resolution

* despite our efforts, we cannot contact you to discuss the complaint or do not
respond to our requests for further information to handle the complaint

* you have engaged legal representation to handle your complaint

e you have chosen to pursue your complaint in a different dispute resolution forum

* your behaviour has been unreasonable and detrimental to the objective of
reaching a resolution to the complaint, including any form of threat or abusive
language.

When we close the case, we will generally advise you of this decision. Sometimes where
there has been no recent contact between AEIC and the complainant we may make an
administrative decision to close the case without further contact.

If you raise new issues or provide new evidence after your complaint has been closed, we
will consider the new information and make a decision about either re-opening your
complaint or opening a new complaint.
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Respectful Engagement

We expect that all parties to a complaint will communicate with us and with each other in
an open, courteous and non-threatening manner. We take a serious view of
communications that contain offensive, rude, abusive or threatening material. In these
cases, we may:

* request that a party only communicate to the Commissioner in writing

* edit information that we have received to remove offensive or abusive comments

* not respond to communications that contain inappropriate, offensive or abusive
comments

* stop handling the complaint, or

* report issues of concern to a higher level of management within the Office, orto a
law enforcement agency.

Information handling

All information received by the Office for the purposes of handling these complaints will
be managed by the Commissioner and staff in accordance with the Department of
Climate Change, Energy, the Environment and Water (DCCEEW) Privacy Policy, available
at Privacy - DCCEEW.

As outlined earlier, we may need to share information provided to us and other
information relating to complaints with a range of third parties for the purpose of
managing the complaint. This could include the proponent or a government department.

If you do not want us to use or disclose personal information, you need to make this clear
to us when providing the information including whether all information or just specific
parts. This may limit the way in which we can help and we will advise you of this.

Where we have shared your information with another party, we expect that the third party
to handle and store the information consistent with any privacy laws and policies that
apply to them.

No Liabilities

While the Commissioner and their Office will undertake the role with due care, the
Commissioner or the Commonwealth will not be liable for any loss or damage arising
from their activities.

Review of complaint

If you are unhappy with how your complaint has been managed by AEIC you can ask for a
review. The Commissioner will review how your complaint was managed by the Office and
whether the complaint has been handled in accordance with this Enquiries and

Complaint Handling Policy and Process and good practices. The Commissioner will inform
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you of the outcome of the review. The Commissioner may also inform any other parties, if
required.

If you are unhappy with the outcome of the Commissioner’s review or the handling of
your complaint, you can contact the Commonwealth Ombudsman. More information on
the role of the Commonwealth Ombudsman is available at:
http://www.ombudsman.gov.au/making-a-complaint

Feedback

We welcome feedback. We will consider any comments or suggestions about our
Enquiries and Complaint Handling Policy and Process. If you would like to provide
feedback, please contact our Office.

More information

For more information on our role - including how to seek further assistance from the
AEIC - please contact us.

Web www.aeic.gov.au

Email aeic@aeic.gov.au

Phone 1800 656 395

Acknowledgement of Country

We acknowledge the Traditional Custodians of Australia and their continuing connection to land and sea, waters,
environment and community. We pay our respects to the Traditional Custodians of the lands we live and work on, their
culture, and their Elders past and present.
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