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MARION-WAREHAM – FAP No. HIP(NGB)-003S(786)X Bridge Replacement, M-05-001=W-06-013 & W-06-016, Marion Road/Wareham Road (Route 6) Over Weweantic River DESIGN-BUILD 

Public Involvement and Outreach Plan

Appendix A:

Example Design Comment and Construction Complaint/Issue and Question Protocol

Hotline Process

The hotline is the primary contact point for complaints/issues and questions, and will be advertised as such on the website, in emails and social media and on print materials. The number is 508-xxx-xxxx. It is a cell phone answered by the Design-Builder (DB) on-site superintendent at all times when construction activities are ongoing. When no work is being performed, it will go to voicemail for follow up at the beginning of the next shift. The DB staff will complete a call intake form recording the following information:
· time and date of the call
· name, phone number and/or email address of the caller
· the issue or complaint reported or question asked
· name and affiliation of the DB staff receiving the call
· name and affiliation of the person assigned to resolve the complaint
· response/resolution action
· status – ongoing or closed (and date closed)

The call intake forms will be prepared daily by the DB to log events and for tracking resolution. Each hotline call that is a complaint or issue will be assigned a discrete identification number and theme (noise, access, traffic, bike/ped, other) to identify any particular trend in the types of complaints and issues. If the contract is regarding a question it will be so noted on the form along with response and status. A hotline report will be provided on a weekly basis by the DB and MassDOT construction staff.

The complaint/issue and question intake form will be provided to MassDOT Public Affairs staff. Should MassDOT staff receive a phone call regarding complaints/issues or questions, the form will be completed and transmitted to the DB for logging and tracking resolution.

Email Process

[bookmark: _Hlk90449563]A dedicated email address has been established – __________________________@state.ma.us. MassDOT Public Affairs staff will receive all emails. Design comments will be forwarded to the MassDOT D/B Project Manager and the DB’s Designer. They will also be forwarded to the DB for logging. Construction complaint/issue and question emails will be forwarded to the DB for logging and tracking resolution, with copy to MassDOT construction. The DB’s staff will assist MassDOT in drafting a response, which will be provided to the stakeholder via MassDOT staff and the project email address. Email complaints/issues and questions will be included in the weekly report submitted by the DB to MassDOT.



Comment Correspondence Process

Any design comment letters received via US Mail by MassDOT will be forwarded to the DB for logging and transmittal to the DB’s Designer.

Responses to Hotline and Email Contacts

For design comments received by MassDOT, staff will reply with a standard message thanking the person for his/her comments and transmit to the DB for logging (see above for specifics on transmittal to the DB and logging). Comments received at public meetings and stakeholder briefings will be logged by the DB and transmitted to the DB’s Designer. MassDOT/DB will not respond to any individual commenters.

For construction complaints/issues and questions received via the hotline, the DB staff receiving a hotline call will notify the person that the complaint/issue or question will be addressed as soon as possible and let them know that they will receive an update once an initial investigation has been done. The DB will report back to the person on how the issue was resolved or next steps, or with the answer to the question. The update or answer will be provided within 24 hours. If the complaint/issue is related to something beyond MassDOT and the DB’s control, for example short-term traffic backups as a result of the project on a certain day or another project, the DB will let the person know this and provide contact information for the appropriate agency if it is another project. For complaints/issues received by voicemail during non-work hours, the DB staff will return the call at the beginning of the next shift to acknowledge receipt of the call and start the process outlined above.

As noted in the Email Process section above, MassDOT will receive all emails regarding construction complaints/issues and questions and forward to the DB for logging and the DB team assistance in drafting a response. The response will be sent to the stakeholder by MassDOT staff via the project email address.
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