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1 Communications Framework

1.1 Purpose of this Plan 
This Communication and Engagement Management Plan is designed to promote positive two-way 
communication with all major stakeholders and ensure it is successfully maintained throughout the 
design, construction and transition period of the project. 

Hansen Yuncken recognises that the Project provides key opportunities for generating positive 
reinforcement through the proactive management of stakeholder communications. 

In coordination with HI, PwC, the MNCLHD and other relevant stakeholders, Hansen Yuncken will 
implement multiple communication tools to engage stakeholders in the design and construction of the 
Coffs Harbour Hospital Refurbishment and establish procedures to effectively manage and respond to 
issues as they emerge. 

This plan documents the major stakeholders, objectives, strategies, tools, channels and 
communication activities - ultimately, providing a plan of action, set against major Project milestones, to 
create positive, proactive communication contributing to the overall success of the Project.  

In executing this Plan, Hansen Yuncken will aim to connect with its key stakeholders, build lasting 
relationships and create a foundation of strength for the Project and future operations and partnership 
in the local community. 

1.2 Benefits 
The Hansen Yuncken Communication and Engagement Management Plan will deliver five key benefits 
to the Project and the many stakeholders involved in and with the Project. They are:

 Management of information divested to stakeholders;
 Keeping stakeholders informed about the Project, its immediate impacts and the future after 

completion;
 Collation of stakeholder feedback to enable flexibility – by way of a response to be provided or an 

amendment to the message;
 Build trust with the stakeholder base and therefore gain their collaboration with the Project.

1.3 Project Overview 
The CHHE project consists of a strip out (light Demolition) to existing departments followed by full 
refurbishment throughout various parts of the existing Coffs Harbour Hospital. The CHHE 
Refurbishment will address the repurposing of the existing campus facilities which are to be relocated 
into the new Clinical Services Building by re-aligning services roles, functions, and locations. The 
refurbished locations will include but not be limited to.

 Emergency Medical unit

 Emergency Staff areas

 Mortuary

 Education

 Renal

 Ambulatory Care

 Rehab

 CSSD

 Perioperative

 IPU

 Cath Lab

 IT Admin
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1.4 Objectives 
This Plan ensures that strategies are in place to manage communications, media and stakeholder 
engagement so as to enable the Design and Construction phase and transition period to be as open 
and transparent as possible. This will be achieved by ensuring key information is made available to all 
associated stakeholders. 

Hansen Yuncken' vision for this project is: 

To apply our understanding, gained through our comprehensive experience and collaboration, 
to drive the delivery of new generation, fit for purpose, assuring superior value for all Coffs 
Harbour Hospital Refurbishment stakeholders.

To achieve this, we will collaborate with the Project team to provide:

 Engagement with end users including facility users and occupants 
 Engagement with project stakeholders including consultants and contractors 
 Notifications and communications with adjacent property occupants and owners advising of the 

Works;
 Formal notices of road closures and related matters;
 Managing enquiries and complaints regarding the works including but not limited to traffic, dust and 

noise;
 Liaising with key stakeholders and local authorities regarding the works; and
 Environmental issues related to the works.

In addition, Hansen Yuncken will manage communications through Design Management phase to 
ensure inclusion, and effective collaboration between all parties: 

 Facilitating participation in the Design Development Process in the most strategic and productive 
manner;

 Establishing engagement processes that maximise interactions while enabling key milestones 
within the program to be met;

 Defining what can be relied upon in order to expeditiously progress the design and construction of 
the Works;

 Providing opportunities for Stakeholders and the Users to have direct input into the design 
development process;

 Enabling testing and validation of design solutions as they develop;
 Allow the Stakeholders to add value by advising on the operational risks and potential flaws in the 

design, all in the context of the Brief and Technical Specifications;
 Provide opportunity to highlight any design aspects that, in their view, might present a problem in 

the operation of the facility, or any design enhancement that might improve the performance of the 
Facility;

 Give opportunity to identify any detailed design aspects that, in their view, might be at variance with 
a Brief;

 Enable the Novated Design Team the opportunity to raise detailed design questions with the 
Stakeholders so that any aspects of the design brief, which are unclear to them, can be clarified 
and resolved;

 Focus on critical design packages to ensure that the critical aspects of the Facility design are 
comprehensively reviewed and discussed. 



PLN-CORP-PROJ-007 Communications and Engagement Management Plan | Rev: 01 Page 5 of 12

Communications and Engagement Management Plan
 Coffs Harbour Hospital Expansion (Refurbishment)

2 Communications Structure 

2.1 Communications Working Group  
Effective integration and collaboration with the Project Team is critical to achieving project objectives. 

The establishment of a Communications Working Group (CWG) is central to a collaborative, consistent 
approach to proactive strengthening and positioning of the Project amongst all key stakeholders. This 
forum will act as the main communication channel for HI, PwC, the MNCLHD and other relevant 
stakeholders, design consultants and Hansen Yuncken communication representatives. 

Members of the CWG will be selected with the role of providing representation of key areas of the 
project to ensure progression and resolution of issues and initiatives within a broader project context. 

The purpose of the CWG is to: 

 Proactively lead, develop and implement Communications and Stakeholder Engagement approach 
on the Project;

 Provide the interface between all the key project parties and external representation, as 
appropriate, to ensure effective, timely and relevant communications;

 Proactively develop and implement programs to manage communication activities and issues 
arising out of, or in relation to the Project;

 Develop and maintain protocols for internal liaison and general communication between the Project 
Team;

 Coordinate internal and external stakeholder communications;
 Proactively identify and manage potential reputational issues, with regular briefings to relevant 

parties;
 Facilitate approvals for site branding and media. 

2.2 Communications Working Group Members 
The CWG will meet as required. Timings of this meeting and attendees may change depending on 
project requirements and activities.

Name Role Company 

TBC

2.3 Roles and Responsibilities 
The Hansen Yuncken Project Manager has overall responsibility for the Communications and 
Stakeholder Engagement Plan, with all Project Managers directly responsible for implementation of the 
Plan.

Each Project Manager will have included in their performance measurement the role of Relationship 
Manager to ensure key stakeholders receive a positive experience and effective communication. A 
Project Manager or other delegated member of the team will be appointed as the overall 
Communication Representative for the Project, who will be charged with assisting in the 
implementation of the Communications Plan in consultation with HI, PwC, the MNCLHD and other 
relevant stakeholders.

It is anticipated that over the course of the Project and in collaboration with HI, PwC, the MNCLHD and 
other relevant stakeholders and the CWG that elements of this plan including tools may evolve in 
response to market forces and strategic opportunity.



PLN-CORP-PROJ-007 Communications and Engagement Management Plan | Rev: 01 Page 6 of 12

Communications and Engagement Management Plan
 Coffs Harbour Hospital Expansion (Refurbishment)

3 Project Stakeholders
On commencement of the Project, the CWG will identify the key stakeholders associated with the 
Project to understand their likely role and needs throughout the project life cycle. It is acknowledged 
that the key participants listed below will be expanded and adjusted during the project. All stakeholders 
engaged throughout the project will become associated with the HI, PwC, the MNCLHD and other 
relevant stakeholders "Project Community" and a database will be managed by Hansen Yuncken. 

3.1 Project Community 
The Project Team will be required to liaise with a broad range of stakeholders at an overarching level. 
To ensure that the project builds and maintains the right level of engagement with stakeholders, it is 
important to classify stakeholders according to the level of engagement required.

The level of engagement with stakeholders may change as the project progresses. Prioritisation of 
stakeholders may also differ at a Workstream level.

The CWG will determine and monitor the project stakeholder groups and review in coordination with 
the phase of construction.  Each group will be managed and coordinated by the appropriate CWG 
representative: 

 HI, PwC, the MNCLHD and other relevant stakeholders –  Facility users, employees, health unions, 
general public, tenancies, private investors, media 

 Hansen Yuncken Stakeholders – All D&C (employees, consultants, contractors, suppliers), industry 
media, industry bodies, educational bodies, community, public

3.2 External Stakeholders
Throughout the design, construction, commissioning, transition and operations phases of the Project, 
Hansen Yuncken recognises that there are significant and ongoing engagements with external 
stakeholders. Some of these will include: 

 Environment Protection Authority
 NSW Police
 NSW Emergency Services
 SafeWork NSW
 WorkCover 
 Department for Environment and Heritage

Hansen Yuncken will establish specific working groups as required, to ensure we provide adequate 
and timely advice in a coherent manner and to recognise and respond to the drivers for these business 
units. 

3.3 Stakeholder Engagement Levels
The Communications and Stakeholder Engagement Plan will commence the process of determining 
appropriate levels of engagement for each of the stakeholders identified. 

Establishing some agreed consultation principles will help shape consultation activities and ensure 
constructive relationships are built with the Builder’s stakeholders. The recommended principles are as 
follows:
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Communication 
 Communicate regularly on the project’s progress. Wherever practical, maximise opportunities for 

stakeholders to provide feedback. Clearly communicate feedback mechanisms to foster two‐way 
communication. 

Transparency
 Clearly explain the decision‐making process and define the intended outcomes of any consultation. 

Communicate to stakeholders what they can and cannot influence in the consultation process. 
Inform stakeholders about how their input will be used and where appropriate, document decisions 
or outcomes of meetings with stakeholders. 

Inclusiveness
 Identify stakeholders and wherever possible, involve them in any consultation at an early stage. 

Seek to understand stakeholder issues or concerns and facilitate stakeholder engagement as 
appropriate. 

To assist this process, the following table describes the stakeholder engagement spectrum:

Inform Consult Involve Collaborate Empower

Participation goal:
To provide the 
stakeholder with 
balanced and 
objective 
information to 
assist them in 
understanding the 
problem, 
alternatives, 
opportunities 
and/or solutions.

Participation goal:
To obtain 
stakeholder 
feedback on 
analysis, 
alternatives and/or 
decisions.

Participation goal:
To work directly 
with the stakeholder 
throughout the 
process to ensure 
that stakeholders 
concerns and 
aspirations are 
consistently 
understood and 
considered.

Participation goal:
To partner with the 
stakeholder in each 
aspect of the 
decision including 
the development of 
alternatives and the 
identification of the 
preferred solution.

Participation goal:
To place final 
decision-making in 
the hands of the 
stakeholder.

Promise:
We will keep you 
informed.

Promise:
We will keep you 
informed, listen to 
and acknowledge 
concerns and 
aspirations, and 
provide feedback.

Promise:
We will work with 
you to ensure that 
your concerns and 
aspirations are 
directly reflected in 
action plans.

Promise:
We will look to you 
for direct advice 
and innovation in 
formulating 
solutions and 
incorporate your 
advice and 
recommendations 
into the decisions to 
the maximum 
extent possible.

Promise:
We will implement 
what you decide.

The table below outlines the indicative engagement levels proposed for each group of stakeholders 
relevant to this project. Before each individual stakeholder within these groups is engaged, the 
engagement level will be assessed and reconfirmed to suit the needs of the Project. 

 HI, PwC, the MNCLHD and other relevant stakeholders  –  Facility users, employees, health 
unions, general public, tenancies, volunteers, private investors, media 

 Hansen Yuncken Stakeholders – All D&C (employees, consultants, contractors, suppliers), industry 
media, industry bodies, educational bodies, community, public
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Engagement level
Stakeholder group

Inform Consult Involve Collaborate Empower

HI ▲ ▲ ▲ ▲ ▲

PwC ▲ ▲ ▲ ▲ ▲

MNCLHD ▲ ▲ ▲ ▲ ▲

Hansen Yuncken ▲ ▲ ▲ ▲ ▲

The CWG will determine and monitor the project stakeholder groups and review in coordination with 
the phase of construction.  Each group will be managed and coordinated by the appropriate CWG or 
Project representative.
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4 Communication Tools and Tactics 
In coordination with the HI, PwC, the MNCLHD and other relevant stakeholders and or CWG, Hansen 
Yuncken will establish a range of customised communication channels. Tools will be initiated and 
targeted to specific audiences and delivered at an appropriate frequency. 

Continuity will be a key factor to the delivery of these tools. It is vital that Hansen Yuncken ensures that 
all communication activities correspond with the project objectives. 

The following strategies and recommended tools and tactics are designed to deliver on the aims and 
objectives of this plan.  Recommendations are broadly grouped under the following headings:

 Creating awareness and understanding of the project
 Engaging with stakeholders
 Clear and consistent communication

Initiative Details Frequency of 
delivery 

Aconex The Aconex web Based communications and document database 
tool will be accessible to authorised user groups and will be utilised 
on the project.
Aconex will be used as the primary means of storing, transferring 
and tracking all design and construction documents including 
correspondence and controlled documents such as drawings, 
specifications and programs.
This web based project collaboration system is used in conjunction 
with and complements the HYway system, further enhancing 
communication between disciplines. Project specific communication 
protocols will be agreed at project commencement. 

Continuous 

Internal 
Notice  

Internal notices will be circulated on an ‘as required’ basis and will 
advise of any construction activity, media attention or project 
information that may affect or impact on daily working practices. 

As and when 
required (email 
distribution) 

PCG Report A monthly update of design and construction progress will be 
provided for inclusion in the PCG Report. This may include site 
specific statistics, photos, project news that support the relevant 
phase of the project. 

Monthly

Social Media Social media is a powerful tool for engaging with targeted 
stakeholders and members of the public or health community. Social 
media channels such as LinkedIn, Twitter, Facebook or YouTube 
may be utilised. 

As required 

OH&S 
Excellence 
Awards 

To recognise the safe working practices of site personnel. 
Certificates to be awarded to successful individuals. 

As appropriate 

Milestones Hansen Yuncken will facilitate the acknowledgement and celebration 
of the hard work and commitment of employees/consultants and 
sub-contractors. Events may include: safety 
achievements/construction achievements, key construction 
milestones

As and when 
required 
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Initiative Details Frequency of 
delivery 

Events and 
Community 
Involvement 

Hansen Yuncken may engage with the wider community and 
industry. As the project progresses, initiatives may be established 
with a variety of groups to develop ownership, respect and build 
excitement for the new health facilities. To coordinate with Industry 
Participation Plan. 

Notice Boards Hansen Yuncken will provide notice boards in designated areas of 
the project and site offices. Notice boards will be used to project 
information.  

Continuous 

Site “Walk 
Throughs” 

Hansen Yuncken will provide the opportunity for HI, PwC, the 
MNCLHD and other relevant stakeholders to undertake site “Walk 
Throughs” for key stakeholders throughout the life of the project.
Site tour arrangements are to comply with the projects Site Access 
and Interface protocols, and in particular, all visitors shall:
Undertake a site specific Health and Safety induction for visitors; Be 
escorted by personnel authorised by Hansen Yuncken; Comply with 
site safety policy and procedures; Wear PPE at all times; Limited site 
visits to maximum 20 people. 

As and when 
required 

Hansen 
Yuncken 
Stakeholder 
Site Tours 

As part of its stakeholder engagement, Hansen Yuncken may 
provide opportunities for stakeholders to undertake site visits 
throughout the life of the project. This may include industry and 
educational bodies. 

As determined by 
the Builder

Branding, Site 
Signage and 
Promotional 
Materials 

Rules and guidelines for branding, site signage and promotional 
materials will be agreed by the CWG.    

Continuous   

Traffic 
notifications 
Construction 
notices 

Hansen Yuncken will work with local authorities, utilities providers 
and contractors to minimise disruption to neighbouring stakeholders 
and members of the public. Where required, traffic notifications, 
construction notices, erect signage as notification of works will be 
issued. 

As required 

4.1 Media Plan
No media communication will be released without the express approval from the HI, PwC, the 
MNCLHD and other relevant stakeholders Team or agreed representative. Unsolicited approaches by 
the media will be directed by Hansen Yuncken personnel to the HI, PwC, the MNCLHD and other 
relevant stakeholders Team /agreed representative who will in turn formally notify the relevant 
personnel.

4.2 Proactive Media and Engagement 
The Project will present any number of opportunities for proactive media engagement with members of 
the community, media, local council and Ministerial and Parliamentary stakeholders. Key milestones 
will be monitored throughout the course of the project and will be discussed at a monthly CWG 
meeting. 

Any content that is developed to promote the project milestones via social media, or corporate 
communications channels should be approved by HI, PwC, the MNCLHD and other relevant 
stakeholders prior to publication. 
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Note: that individual communication or event plans may be required for a specific activity depending on 
the scale of the media opportunity. 
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5 Reporting and Evaluation 
Hansen Yuncken is committed to building a collaborative culture which respects and encourages 
innovation. As effective relationships provide the driver for achieving our Project goals for the Project, 
all staff will have Key Performance Indicators related to stakeholder management in their Performance 
Development Plans. All stakeholder management reporting is directed to the Project Control Group / 
Executive Leadership Team.

5.1 Media Monitoring 
Hansen Yuncken has the functionality to monitor all media associated with the Project, HI, PwC, the 
MNCLHD and other relevant stakeholders and key consultants and contractors. 

A Hansen Yuncken representative will monitor any print, digital or social media and circulate to the 
agreed personnel when and if required. 

5.2 Complaints 
Complaints relating to the Works will be managed in accordance with Hansen Yuncken Enquiries and 
Complaints Management Process. Any complaints received will be advised as appropriate or form part 
of the monthly reporting.
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