
1.1 Strategic stakeholder and customer approach 

 
Transport for NSW (TfNSW), NSW Trains, State Transit Authority (STA) and Sydney Trains are taking a coordinated approach to ensure stakeholders across 
all areas of Sydney are well informed of the 2017 timetable changes.  
 
Stakeholders will be given targeted information and communication will be staged to ensure alignment with the media and marketing campaigns. This will 
avoid confusion, reinforce messages already in the public domain and provide stakeholders with information that is specifically relevant to them. The approach 
will first seek to educate stakeholders about More Trains More Services (MTMS) (to align with messaging from the media campaign) and then inform 
stakeholders, and customers via stakeholder channels, about the changes and where to go for further information (to align with messaging from the marketing 
campaign).  
 
In most instances TfNSW will lead the stakeholder communications. However, where a government transport operator has the most relevant service and/or an 
existing relationship, they will take the lead. 
 
The general stakeholder approach will seek to ‘inform’ by providing balanced information about the changes and allowing for enquiries and comments. 
Throughout the engagement it will be important to be upfront with stakeholders that the engagement is an ‘inform’ process and not a ‘consult’ or ‘involve’ 
process. This will avoid the expectation that stakeholders may be able to provide input to influence and change the timetable. The IAP2 public participation 
spectrum over page demonstrates that ‘inform’ is the most appropriate level of engagement when a decision is made or largely made and engagement is 
unlikely to change the outcome.  
 
Using an ‘inform’ approach requires information to be balanced and substantial enough that stakeholders fully understand the changes so that there are no 
surprises once the timetable comes into effect. 
 
Using an ‘inform’ approach also requires that information is distributed broadly and two-way channels are available for stakeholders to ‘call out’ any issues or 
concerns and ask for further information. It is also useful to conduct follow up phone calls to check for understanding.  
 
Building on the Inform aspect of the IAP2 spectrum, the rail freight operator engagement program has evolved to Consult, and Involve this group in key 
decisions relating to the Standard Working Timetable. Stakeholders have been provided with draft timetables. Consultation has involved face to face meetings 
to review scheduled paths with stakeholders. Revisions have been considered in light of passenger and regional service commitments as well as the 
maintenance needs of the network.   

More Trains More Services Stakeholder Engagement Snapshot 
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*Activity outlined is subject to change 

 5.0 ^Send email to Freight  
Operators with attached 
freight and passenger 
timetable  
 
(^attach freight 
customer letter – 
explaining network 
changes – customer 
resource) 

Linton Osman 
Fleur Johnson 
 
 

22 September 

Meeting slides 7.0 1 to 1 operator 
meetings  
to outline short 
term/longer plans for 
the network – high level 

Ken Farms 
Leigh Zaghet 
Mark Keogh (approver) 

20 October 

 8.0 Timetable ‘Go Live’ 
announced via email 

Linton Osman 
Mark Keogh (approver) 

20 November 

 9.0 New Access 
Agreements activated – 
email issued and 
timeline of engagement 
activity scheduled for 
2018 

Justin McGuire 
David Spiteri/ John Karaboulis – TBC 
(approver) 
Ken Farms 
Linton Osman 
Leigh Zaghet 
Mark Keogh (approver) 

30 November 
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Appendix A: Go-to-Market Scope 
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