SUPERNODE

SUPERNODE BESS
ENQUIRIES, FEEDBACK AND COMPLAINTS PROCEDURE

Supernode are committed to working respectfully with the local community. We welcome
questions, feedback and complaints, and aim to respond in a timely, transparent and fair way.

How to contact us
Phone: 1800940 947
Email: community@supernode.com.au

What happens when the community contact us

- We record the enquiry, feedback or complaint

- We review and investigate the matter

- We respond and work with the stakeholder to resolve it
- We use feedback to improve

- We will record feedback in Consultation Manager

» Complaint received.
» Complaint acknowledged.
Complaint *Relevant project team members notified (e.g. Head of Development, Project Manager, relevant subject
received and matter expert, etc).
acknowledged

* Complaint recorded in Consultation Manager within two business days.
Record
J

* Investigaton into the complaint begins.
. * Communication will be maintained with the complainant throughout the investigation process.
Investigate and

respond

« Close-out response provided and final repsonse entered into Consultation Manager.

« Complaint escalation commenced at this point, if required.

* Where Private Energy Partners and a community member cannot resolve a complaint, Private Energy Partners will
consider three attempts to resolve the matter as sufficient (representing “best endeavours”). At that point, the

Lol kel complaint will be closed, and the community member will be notified accordingly. The community member is welcom

to submit a new enquiry or complaint after this time.

*Reoccurring complaints analysed to determine broader corrective actions to reduce risk of
future similar complaints.
Analyse and
review
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- Initial contact: within 1 business day (if we don’t receive feedback immediately)
- Fullresponse: within 5 business days
- If more time is needed, we will keep the stakeholder updated

- We listen and treat all feedback seriously

- We actrespectfully and fairly

- We protect your privacy

- We continuously improve based on community input

For more information or to provide feedback

If you would like more information about our enquiries, feedback or complaints process, or to
provide feedback, you can contact us via:

1800 940947
community@supernode.com.au
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