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Queensland Hydro is a publicly owned entity established by the Queensland Government to design, deliver, 

operate and maintain long duration pumped hydro energy storage assets that will be the cornerstone for the 

transformation of the state’s energy system. We are playing a critical role in helping to meet the Queensland 

Government’s renewable energy targets and net zero emissions by 2050, supporting the shift in our economy to a 

decarbonised energy system. 

We are committed to keeping our stakeholders, including landowners and community members, well-informed 

throughout our work. We understand that our projects can raise questions, cause concern or impact land and 

surrounding communities. It is important that we work with you and your community to build open and honest 

working relationships to achieve positive outcomes. 

At Queensland Hydro, we believe everyone has the right to voice their concerns, ask questions and offer feedback.  

This policy outlines our commitment and approach to addressing and resolving complaints and enquiries. It is our 

responsibility to listen objectively, respond promptly and transparently, and take all necessary actions to address 

complaints and enquiries. 

2. Guiding principles 

Queensland Hydro’s Complaints, Enquiries and Feedback Policy (Policy) is underpinned by the principles of 

accessibility, fairness, responsiveness, confidentiality, accountability and respect. Development of this policy has 

been guided by the following standards: AS ISO 10002:2022 (Customer satisfaction—Guidelines for complaints 

handling in organisations) and ISO 10002:2018(E) (Quality management—Customer satisfaction—Guidelines for 

complaints handling in organisations). 

Accessible  

We will provide clear and accessible contact information for anyone wanting to make a complaint or enquiry. We 

will ensure complaints and enquiries can be submitted through multiple communication channels (see Section 6), 

and that stakeholders are kept regularly informed of the progress of their complaint or enquiry.  

If you are d/Deaf, hard of hearing or have a speech communication difficulty you can contact Queensland Hydro 

through the National Relay Service and provide 1800 433 939. 

If you require support from a translator please visit: Translating and Interpreting Service. 

Fair  

We are committed to treating all complaints and enquiries fairly. Each complaint and enquiry will be investigated 

objectively and impartially, and stakeholders will be treated with respect throughout the complaint handling and 

resolution process. 

Responsive   

We aim to address and resolve complaints and enquiries in a timely and efficient manner. Stakeholders will receive 

prompt acknowledgment of receipt of their complaint or enquiry and will be notified of the expected timeframe for 

resolution. Stakeholders will be kept informed of the progress of their complaints or enquiry, including any delays. 

Confidential  

We will protect the privacy and confidentiality of stakeholders. We comply with all relevant privacy laws where we 

operate, including the requirements applicable to us under the Information Privacy Act 2009 (Qld), the Australian 

Privacy Principles and the Human Rights Act 2019 (Qld). 

Accountable  

We will ensure all investigations follow the correct processes and are accurately recorded. We will carry out regular 
reporting and review of our complaints and enquiries handling procedure to support continuous improvement. 

1. Overview 

https://www.accesshub.gov.au/about-the-nrs
https://www.tisnational.gov.au/
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3. Scope 

This policy applies to all complaints and enquiries made to Queensland Hydro staff and contractors relating to our 

business and/or our projects. 

4. What is a complaint? 

A complaint is an expression of dissatisfaction made by an individual or organisation about Queensland Hydro, our 

projects, services, staff and/or operations where a formal response or resolution is explicitly or implicitly expected 

or required.  

Examples of a complaint may include: 

• Dissatisfaction around Queensland Hydro’s notification and communication of a road closure 

• Noise complaint regarding Queensland Hydro’s activities 

• Dissatisfaction with the ‘make good process’ following a Queensland Hydro site visit. 

5. What is an enquiry? 

An enquiry is a request made by an individual or organisation for information and/or clarification from Queensland 

Hydro. 

Examples of an enquiry may include: 

• The timeframe of a specific environmental investigation  

• What biosecurity measures Queensland Hydro staff and contractors will undertake when visiting a landowner’s 

property 

• The scope of the community consultation process in the planning of a project  

• How Queensland Hydro is proposing to protect wildlife species in the development of a project. 

6. How to make a complaint or enquiry 

6.1 Lodging your complaint or enquiry 

Complaints or enquiries can be made through any of these channels: 

• Phone: Call our toll-free project hotlines on 1800 433 939 (Borumba project) or 1800 875 099 (Pioneer-

Burdekin project). Note – if your enquiry or complaint is not related to a specific project, you can call us on 

either hotline 

• Email: Email your complaint to community@qldhydro.com.au 

• Website: Submit an online form at http://www.qldhydro.com.au 

• In person: Tell us about your complaint or enquiry in person (e.g. at a community drop in session or meeting) 

• In writing: Address your complaint or enquiry to Stakeholder Engagement Manager, Queensland Hydro, PO 

Box 12278, George Street, Queensland 4003. 

6.2 Information to include in your complaint or enquiry 

Please provide the following information to ensure we can review and respond to your complaint or enquiry quickly 
and effectively: 

• Your full name 

• Your contact details (both phone and email if possible) 

mailto:community@qldhydro.com.au
http://www.qldhydro.com.au/
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• The address and location your matter relates to (e.g. Borumba Project, Pioneer-Burdekin Project or a private 

property, name of a road or details of a public place)  

• A clear explanation of your complaint or enquiry, including the date/s where applicable 

• Details of what action you are seeking from Queensland Hydro 

• Any other relevant information such as supporting materials (e.g. photos, documentation) and/or details of 

previous interactions with Queensland Hydro to assist us with understanding your complaint or enquiry. 

We will manage your personal information in accordance with the Queensland Hydro Privacy Policy. 

6.3 Conduct and behaviour 

Queensland Hydro expects our employees and contractors to treat all community members in line with our guiding 

principles (see section 2). In turn, it is also important to outline what is expected from you when making an enquiry 

or complaint. We ask that you: 

• Clearly identify your enquiry or complaint 

• Provide all relevant information about your enquiry or complaint 

• Cooperate with any requests for information or clarification 

• Act honestly  

• Treat the people handling your enquiry or complaint with courtesy and respect. 

Unreasonable conduct by a complainant will be managed in line with the guidelines provided by the Queensland 

Ombudsman. 

 

7. How we manage complaints and enquiries 

 

7.1 Receive 

On receipt, we will register and record your complaint or enquiry.  

7.2 Acknowledge 

If you submit your complaint or enquiry via phone, email or our website and provide your contact information, you 

will receive an acknowledgement of receipt within two business days. Complaints or enquiries received by mail 

may be subject to longer timeframes where a contact phone or email address is not provided. 

https://qldhydro.com.au/wp-content/uploads/2022/09/Privacy-Policy.pdf
https://www.ombudsman.qld.gov.au/improve-public-administration/public-administration-resources/managing-unreasonable-complainant-conduct
https://www.ombudsman.qld.gov.au/improve-public-administration/public-administration-resources/managing-unreasonable-complainant-conduct
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7.3 Investigate 

Queensland Hydro aims to resolve complaints and answer enquiries within 10 business days of acknowledging 

receipt.  

Your complaint or enquiry will be logged in our complaint management system and assigned to a team member to 

manage and coordinate a resolution. 

We will keep you informed of our progress and may also contact you to clarify any details relating to your complaint 

or enquiry and outline the next steps to resolve the complaint or enquiry. You can also contact us for updates or to 

provide any new information that may be relevant to your complaint or enquiry (see section 6.1 for Queensland 

Hydro’s contact information). 

If a resolution is not possible within 10 business days, we will contact you to explain the reasons for the delay. We 

will provide you with a new timeframe and outline the next steps to resolve the matter and explore available 

options.  

7.4 Respond 

We will contact you once your complaint or enquiry has been investigated and advise you of the outcome. This 

may include what we have or will do to resolve your complaint, or the answer to your enquiry.  

7.5 Close 

We consider a complaint or enquiry closed when we have provided you with a response. If you are not satisfied 
with the resolution, you have the right to request a review (see below). 

 

8. What if you’re not satisfied with our response? 

Our preference is to reach a mutually agreed resolution by making every reasonable attempt to understand your 

complaint or enquiry. 

If you are not satisfied with the resolution or response we have provided: 

1. You may request an escalation of your complaint to a higher level within Queensland Hydro. 

2. If after escalating your complaint within Queensland Hydro, you are still not satisfied with the resolution, you 

can contact one of the following external organisations. These agencies act as intermediaries, receiving 

complaints from community members and presenting them to Queensland Hydro for a response: 

• Australian Energy Regulator 

• Australian Energy Infrastructure Commissioner 

• Energy and Water Ombudsman Queensland.  

https://www.aer.gov.au/about-us/contact-us
https://www.aeic.gov.au/
https://www.ewoq.com.au/
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Get in touch. 

1800 433 939 (Borumba) 

1800 875 099 (Pioneer-Burdekin)  

PO Box 12278 

George Street QLD 4000 

community@qldhydro.com.au 

qldhydro.com.au 

 

 

 

 

 

 

ABN 81 661 444 515 


