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Australian / New Zealand Standard AS / NZS 10002:2014 – 
Guidelines for complaint management in organizations

Figure 1: Site Location 
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Table 1: General Principles 
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Table 2: Roles 
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Condition 16  

Before the wind energy facility starts operating, a noise complaints evaluation plan must be prepared to 
the satisfaction of the responsible authority capable of demonstrating whether a complaint can be 
attributed to a breach of the relevant performance requirement in condition 11. The plan must be 
prepared in accordance with the following requirements: 

a. unless compliance with the relevant performance requirements in condition 11 has been 
demonstrated at the complainant's property within the previous twelve months, set out the 
process for evaluating the complaint including circumstances in which noise monitoring must be 
undertaken at that property using the same methodology as described in the noise compliance 
testing plan. 

b. if a potential non-compliance with the relevant performance requirement in condition 11 is 
detected, an assessment report must be prepared by a suitably qualified and experienced 
independent acoustic engineer to: 

i. identify the weather or operational conditions associated with the complaint; 

ii. analyse the uncertainty and confidence levels in the monitoring, and the steps taken to 
reduce uncertainty; 

iii. target assessment to identify the cause and remediation actions; and 

iv. submit a remediation plan to the satisfaction of the responsible authority outlining the 
investigation process, complainant communications, actions undertaken and timelines to 
resolve the potential non-compliance. 

Condition 17  

Before the first turbine is commissioned, the permit holder must prepare a noise complaint response plan 
to the satisfaction of the responsible authority.  

The plan must include: 

a. a process of investigation to resolve a complaint; 

b. a requirement that all complaints will be recorded in an incidents register; 

c. how contact details will be communicated to the public; 

d. a toll free telephone number and email contact for complaints and queries; 

e. a table outlining complaint information to be recorded for each complaint received, including: 

i. the complainant's name; 

ii. any applicable property reference number if connected to a background testing location; 

iii. the complainant's address; 

iv. a receipt number for each complaint which is to be communicated to the complainant; 

v. the time, prevailing weather conditions and description of the complainant's concerns 
including the potential incidence of special audible characteristics; and 
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vi. the processes of investigation to resolve the complaint. 

A report including a reference map of complaint locations, and outlining complaints, investigation and 
remediation actions is to be provided quarterly to the responsible authority. 
The register and complaints response process shall continue for the duration of the operation of the wind 
energy facility and must be made available to the responsible authority on request. 
The owner of the wind energy facility must implement and comply with the noise complaint response 
plan for the duration of the operation of the wind energy facility. 

New Zealand Standard 2010 - Acoustics – Wind Farm Noise.  New Zealand Standard NZS 6801 – 1991 
Measurement of Sound. 

International Electotechnical Commission standard IEC 61400-11, Wind Turbine Generator Systems – 
Part 11: Acoustic Noise Measurement Techniques. 

Environment Protection and Heritage Council (EPHC), 2010, National Wind Farm Development 
Guidelines - Draft July 2010. 

Department of Environment, Land, Water and Planning, November 2017, Policy and Planning Guidelines 
for Development of Wind Energy Facilities in Victoria. 
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Condition 19  

Before the first turbine is commissioned, the operator of the wind energy facility must prepare a detailed 
shadow flicker complaint evaluation and response plan, to the satisfaction of the responsible authority. 

The plan must include the following elements: 

a. a toll free complaint telephone service; 

b. a sign on site advising of the complaints telephone number; 

c. a measure setting out the circumstances in which a complaint made to either the operator of the 
wind energy facility or the responsible authority triggers a requirement for an investigation; and 

procedures for assessing any alleged non-compliance with condition 19

Condition 20  

The operator of the wind energy facility must implement and comply with the approved shadow flicker 
complaint evaluation and response plan to the satisfaction of the responsible authority." 

“must not exceed 30 
hours per annum at any dwelling existing at 21 April 2015” “with a landowner under which the 
landowner acknowledges and accepts that shadow flicker may exceed 30 hours per annum at the 
landowner's dwelling

Environment Protection and Heritage Council, 2010, National Wind Farm Development Guidelines - Draft 
July 2010. 

Department of Environment, Land, Water and Planning, November 2017, Policy and Planning Guidelines 
for Development of Wind Energy Facilities in Victoria. 
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a
complaint is received regarding the wind energy facility having an adverse effect on television or radio 
reception at any dwelling within 5km of the turbines a post construction 
survey must be carried out at the dwelling

if the post-construction survey establishes any increase in interference to 
reception as a result of the wind energy facility, the operator of the wind energy facility must undertaken 
measures to mitigate the interference and return the affected reception to pre-construction quality, to the 
satisfaction of the Responsible Authority

Environment Protection and Heritage Council, 2010, National Wind Farm Development Guidelines - Draft 
July 2010. 

Department of Environment, Land, Water and Planning, November 2017, Policy and Planning Guidelines 
for Development of Wind Energy Facilities in Victoria. 
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