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Case Study: Armadale Road to North Lake Road Bridge  
A signature infrastructure project shaped by stakeholder participation 

Highlights at a glance (max 500 words)  
State what is unique or innovative 
• Many road infrastructure projects provide limited opportunity for significant levels of stakeholder

involvement and influence. With the exception of relatively low-level decisions, such as the colour

scheme on the inside of noise walls, local communities rarely have opportunities to participate in a

genuine way and reach IAP2 spectrum levels beyond Inform. This can be due to various factors,

including scope constraints, budget considerations or contract delivery methods.

• The $259 million Armadale Road to North Lake Road Bridge project demonstrated that meaningful

engagement and collaboration can be achieved on a highly complex road infrastructure project,

without compromising other critical factors such as program, cost or quality.

• The Armadale Road to North Lake Road Bridge project  placedg stakeholder considerations at the

heart of project development and delivery planning, instilling a pro-stakeholder culture across all

levels of the delivery team and giving Community and Stakeholder Engagement a central voice in the

decision-making process.

Identify organisation, sector and geographical location 
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• Organisation: Main Roads Western Australia / Armadale Access Alliance 

• Sector: Public     Industry Classification: Construction / Engineering / Infrastructure 

• Geographical location: Cockburn Central, Western Australia 

 

State engagement objectives, purpose and scope  

• Generate awareness, understanding of and support for the project, including its rationale and 

objectives. 
• Understand stakeholder and community aspirations, opportunities, issues and concerns associated 

with the project. 

• Obtain community buy-in to inform the design and construction methodology, ensuring that where 

possible, project outcomes reflected the wishes of the community. 

• Deliver the project with minimal complaints, escalations or outrage and ensure that concerns raised 

are managed in a proactive, timely, transparent and empathetic manner. 

• Build strong, ongoing relationships with the local community, improving levels of trust and confidence.  

 
State spectrum level  
• Between Inform and Collaborate. 

 

Three key outcomes showing impact of engagement:  
1. Stakeholder engagement and collaboration is evident throughout the finished product – a significant 

new addition to the transport network for Perth’s southern suburbs. This includes modifications to the 

design at the Armadale Road and Ghostgum Avenue intersection; the design of the Armadale Road 

and Solomon Road intersection; a new train station car park, and incorporation of Aboriginal artwork 

in project underpasses following collaboration with two local artists.   

2. Meaningful changes were made to the planning and scheduling of works and associated 

methodologies. This includes a decision to construct noise walls at the start of the project to shield 

residents from the impacts of construction, as well as rescheduling the works program at a main 

intersection to align with school holidays to minimise impacts on road users and the community.   

3. Upon completion of the project, the team received overwhelmingly positive feedback from 

stakeholders and community representatives spanning the breadth of the project area. This strength 

of positive sentiment is without precedent for a road project of this scale and impact in Western 

Australia. 
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Three key engagement takeaways:  
1. Organisational collaboration and buy-in to engagement objectives is critical to project success – 

it goes far beyond the role of the Communications and Stakeholder Engagement Manager.   

2. The importance and power of setting clear expectations with stakeholders and the community at 

the outset of a project and delivering on those engagement “promises”, despite other internal and 

external pressures (schedule, cost, logistics).  

3. Timeliness, consistency, transparency in decision making and the integrity of key personnel are 

essential to the formation of longstanding, trust-based relationships with the community.  
 

 

 

Key search words:   
Public, construction and infrastructure, deliberative engagement; Construction Reference Group; surveys; 
face to face, electronic, integration of video; technology; Inform, Consult, Engage, Collaborate.   
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1.0 Objectives 
 Maximum 700 words for this section 
 

Identify organisation, sector and geographical location  
Organisation: Main Roads Western Australia / Armadale 

Access Alliance 

Sector: Public      

Industry Classification: Construction / Engineering / 

Infrastructure 

Geographical location: Cockburn Central, Western Australia 

 

Outline the engagement objectives, purpose and scope – 
what decisions needed to be made? 

Main Roads’ primary engagement objectives were to:  

• Generate awareness, understanding of and support for the project, including its rationale and 

objectives. 

• Understand stakeholder and community aspirations, opportunities, issues and concerns associated 

with the project. 

• Obtain community buy-in to inform the design and construction methodology, ensuring that where 

possible, project outcomes reflected the wishes of the community. 

• Deliver the project with minimal complaints, escalations or outrage and ensure that concerns raised 

are managed in a proactive, timely, transparent and empathetic manner. 

• Build strong, ongoing relationships with the local community.  
 

Key “decisions” posed for the project team included:  

• Determining the extent to which community and stakeholder considerations could be incorporated, 

without unduly compromising other key requirements, such as program and budget.  

• Establishing a governance model that would ensure community and stakeholder engagement would 

have a central voice in the decision-making process.  

• Seeking meaningful, cross-community input and preferences on key elements of the design, 

through a variety of consultation mediums.  

• Seeking meaningful community input into project artwork and urban design.  

• Designing sufficient flexibility into the construction methodology to enable changes to be made in 

response to feedback and consultation.  

Context summary 

• $259 million project 
• Heavily constrained site - 

residential communities; 
commercial businesses; 
shopping complex; train 
station; freeway; 
interfacing projects 

• Multiple (and at times) 
conflicting stakeholder 
requirements and 
aspirations 

 

 

 

 

 



5 | P a g e  
 

• Ensuring key stakeholders and the community could assist in shaping the ongoing engagement 

program. 

 

Describe what role the public had in the decision-making process - including an outline of the 
affected stakeholders, stakeholder sentiment (engaged, disengaged, distressed, outrage), whether 
they provided input in designing how they would be involved and likely level of influence. 

 
One of the key challenges associated with the project was the highly constrained site, with a residential 

suburb directly to the south, commercial businesses and a retail park to the north, and one of Perth’s 

biggest shopping complexes and mixed-use development to the west.  

In addition, the site interfaced directly with one of the busiest and congested railway stations on the Perth 

network, the Kwinana Freeway itself and three other major infrastructure projects. As a result, construction 

and road works activity had potential to impact thousands of road and rail users.  

During the initial round of community and stakeholder engagement, there was considerable concern around 

the potential impact of roadworks and construction on lifestyles, access and livelihoods. This created 

significant risk of distress and outrage if the community and stakeholders were overlooked in the project 

management process.  

Levels of influence were partly determined by the project’s level of impact on a stakeholder’s operations 

and the interface requirements.  

For instance, Main Roads and Armadale Access Alliance collaborated closely with organisations such as 

the Public Transport Authority, METRONET and businesses facing access disruptions (such as Fresh Food 

Industries, with 24-hour cold chain requirements) to ensure their feedback was incorporated into the 

program wherever possible.   

Residents in close proximity of the works area were provided opportunity to directly influence the 

configuration of the intersection at Armadale Road and Solomon Road through participation in a far-

reaching stakeholder survey, which examined design preferences. This resulted in the selection of Perth’s 

first “duck and dive” intersection to reduce visual impacts.  

Throughout construction, residents were prioritised to ensure they were involved, informed and consulted, 

particularly on issues pertaining to local access changes, roadworks, delays and broader communication 

with the public. A locally-representative Construction Reference Group was formed to be a sounding board 

to examine proposed engagement and communication techniques, and changes to the engagement 

approach sometimes resulted.   

 

Explain the reasons for the use of the particular participation process – including whether there 
were any legislative requirements to engage (as applicable) 
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Main Roads’ participation approach was driven by a recognition that the project would deliver a major 

change to the built environment and materially change the way road users traversed the affected suburbs. 

A best practice engagement approach with an understanding of individual stakeholders and stakeholder 

groups’ needs and wants was considered critical in delivering the ‘right’ solution for the traffic problem the 

project was trying to solve. 

 

Outline supporting communications/materials developed  

Extensive communication material was developed to support engagement objectives including: video 

animation; virtual 3D models; quarterly surveys; newsletters; monthly construction updates; weekly 

roadworks updates; webpage; drone footage; site signage for road users and pedestrians.  

Thorough engagement reports and analysis was prepared and shared with stakeholders (where applicable) 

to close the feedback loop.  
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2.0 Methodology 
 Maximum 1000 words for this section 

Plan engagement 

Outline project governance model and engagement program (including input from participants as 
applicable)  

The Armadale Road to North Lake Bridge project was delivered by the Armadale Access Alliance (the 

Alliance), a consortium of Laing O’Rourke and BG&E, in partnership with Main Roads. 

The overarching strategy for communications and stakeholder engagement was developed and issued by 

Main Roads to the Alliance, shaped by engagement undertaken during the planning and development 

stage of the project. The strategy captured stakeholder aspirations, concerns, lessons learned and possible 

issues.  

Day-to-day engagement was managed by the Alliance team with ongoing input and oversight from the Main 

Roads Communication and Engagement Lead. Main Roads in turn, managed the relationship with key local 

and political stakeholders and the interface with five other active road construction projects within a 10km 

radius.  

The Main Roads Project Manager was embedded within the Alliance team to ensure the program reflected 

commitments and objectives determined during the Development phase of the project. This created a 

source of continuity and improved levels of accountability within the Alliance team.   

The Armadale Access Alliance CSE Manager was appointed as a member of the Alliance Management 

Team. This ensured key project decision making was informed by community input or cognisant of 

community concerns. In addition, where required, community and stakeholder matters were able to be 

escalated to the Armadale Road to North Lake Road Bridge Project Board/Steering Committee 

Core stakeholders, including the City of Cockburn, Public Transport Authority and Transperth were 

appointed to the project’s Steering Committee to ensure their interests were represented at a governance 

level. This also gave these organisations a key stake in the successful delivery of the project.  

Finally, Community and Stakeholder Engagement was an incentivised Key Performance Indicator (KPI) in 

the Contract to ensure this area of project performance remained a primary consideration.  

Describe engagement methods and delivery, sequencing and anticipated participation 
levels/targets (and display as applicable) 

At the outset of the project, it was necessary to generate awareness and understanding of both the 

rationale for the project, potential impacts and seek feedback and input from interested and impacted 

stakeholders. This was informed by detailed stakeholder analysis, comprising desktop investigations, door 

knocking of local businesses, introductory meetings and third-party advice. 
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The team’s early efforts focused on ongoing awareness raising, through multiple newsletters, Fact Sheets / 

FAQs, four community drop-in sessions, and a well-populated webpage. The project team also leveraged 

existing third-party forums, such as Residents’ Meetings and local council meetings to provide information 

and answer questions. Participation level: Inform. 

In parallel, the project engaged openly with impacted stakeholders, including over 30 businesses and 

landowners north of Armadale Road, the Public Transport Authority and neighbouring projects to 

understand their operational requirements and ensure these were captured as project commitments. 

Participation level: Involve / Collaborate 

A widespread community survey was undertaken to seek input into the final concept design at the 

intersection of Armadale Road and Solomon Road, with more than 500 pieces of feedback received. 

Participation level: Consult 

A Construction Reference Group was formed pre-contract award. The group met on nine occasions 

throughout the lifetime of the project to provide feedback to inform delivery methodology, elements of 

design, traffic management, communication and engagement. Participation level: Inform to Consult 

Day-to-day community and stakeholder management throughout construction utilised various mechanisms 

to ensure inclusivity and accessibility. Participation level: Inform (to Consult when appropriate). 

 

Outline the enabling factors/conditions and how participation was supported to ensure inclusion 

The immediate proximity of the project site office to the works enabled quick response and resolution to 

complaints and incidents, regular interaction with highly impacted businesses and the local community, and 

high visibility for the Armadale Access Alliance community team to develop trusted relationships and create 

goodwill.   

The CSE Manager was always accompanied by a construction lead to present to stakeholders and 

community groups. This approach ensured key construction personnel heard the concerns first-hand and 

were considerate of this when planning their construction methodology. In addition, the community and 

stakeholders welcomed an opportunity to receive more detailed information from construction personnel. 

 

Describe data collection tools 

A quarterly survey was issued to all project stakeholders. Results, including verbatim comments, were 

published and communicated to create a feedback loop. Feedback was also shared with the Alliance 

Management Team, and elevated to the Board/Steering Committee as appropriate, to inform delivery 

methodology and engagement strategy as the project progressed.  

Main Roads and the Alliance utilised a stakeholder database, hosted on the Main Roads system and 

aligned with Main Roads Customer Relationship Management platform (Connect) (including its Customer 
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Contact Centre). This allowed all incoming enquiries to be captured at first point and the turnaround times 

for all enquiries to be benchmarked and reported on.  

Outline resources such as budget, timeframe, internal delivery and contracted support  

• Timeframe – 2019-2022, drawing on earlier Development work undertaken by Main Roads between 

2017 and 2019. 

• Resources: Main Roads Strategic Communication & Stakeholder Relations Specialist, Main Roads 

Project Interface Manager, Main Roads Project Director 

• Armadale Access Alliance CSE Manager and CSE Advisor, supported by Alliance Director, Aboriginal 

Participation Manager and other Design and Construction leads as required. 

 
Fig 1: Assortment of project communications tools. 

 
 
 
 
 
 
 
Alignment with IAP2 Core Values for the practice of public participation 
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IAP2 Core Values  Example of how this was considered in the 
design of your project methodology 

1. Public participation is based on the belief that 
those who are affected by a decision have a right 
to be involved in the decision-making process  

Allowances made for extensive engagement 
and involvement at various stages of project 
development and delivery, including 
consultation around intersection design, design 
and timing of accommodation works; 
landscaping; artworks, engagement 
preferences.  
This was based on a recognition that community 
and stakeholder satisfaction would be critical to 
successful project delivery. 
Deliberative engagement with businesses, 
residents and landowners to determine access 
requirements, design preferences to shape 
scope and delivery methodology.  

2. Public participation includes the promise that the 
public’s contribution will influence the decision  

Commitment to seek community feedback and 
preferences to determine configuration of 
intersection at Armadale Road and Solomon 
Road. 
Clear expectation management and messaging 
to describe how ongoing satisfaction surveys 
would be used to inform construction 
management. 

3. Public participation promotes sustainable 
decisions by recognising and communicating the 
needs and interests of all participants, including 
decision makers  

Strategy retained core belief that delivering a 
change of this magnitude to the built 
environment required deliberative dialogue 
throughout and sufficient flexibility to incorporate 
stakeholder preferences.  

4. Public participation seeks out and facilitates the 
involvement of those potentially affected by or 
interested in a decision  

Extensive mapping and outreach was 
undertaken to determine levels of interest in the 
project, identify impacted stakeholders and 
factor their interests and requirements into 
project planning.  

5. Public participation seeks input from participants in 
designing how they participate  

The project’s approach to community and 
stakeholder engagement was shaped by 
feedback from the Construction Reference 
Group, government stakeholders; local 
government, businesses and residents.  

6. Public participation provides participants with the 
information they need to participate in a 
meaningful way  

Extensive project information was made 
available through a variety of mechanisms. 
These included written updates (hard copy and 
electronic); project website; animation; 
wayfinding video; project surveys; telephone 
and face to face information. 

7. Public participation communicates to participants 
how their input affected the decision  

A strong feedback loop was included throughout 
the project to share how community feedback 
was informing project outcomes. This was 
demonstrated early following modifications to 
key intersections and later through works 
planning to minimise community impacts 
through traffic management and scheduling. 
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       Fig: 2 (above): 
Breakdown of key communication and engagement tools and outreach types. 

 

This has been a collaborative process with 
strong community representation and 
project partners willing to consider and 
share information with the wider 
community.  It has been a pleasure to work 
on this project with the community. 

Ilario Spagnolo, Director Major Projects, 
Main Roads 

Building enduring relationships was at 
the core of Armadale Access Alliance’s 
collaborative approach, ensuring the 
best possible outcomes were delivered 
for all stakeholders.  

Armadale Access Alliance Director – 
Ewan Gee 
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Above: CRG site visit (December 2020) and snapshot from the Stakeholder Satisfaction Survey 

 

 

3.0 Manage Engagement 
Maximum 500 words for this section 

Outline the specific challenges (risks and constraints, engagement history if relevant) and describe how you 

responded to the challenges.  Describe if modifications were required to overcome unintended outcomes 

• Challenge: Construction impacts on residential communities. 

• Response: Early and ongoing face to face liaison to build trust and agree appropriate mechanisms for 

sharing information about the design, the emerging program and any proposed works with significant 

impacts. Changes to construction program, timing and methodology were considered in response to 

community feedback (where possible). This included a commitment to construct noise walls before 

other substantive works took place, to reduce construction noise to manageable levels. Strong 

collaboration with the City of Cockburn helped shape responses to local business and resident 

concerns. 

• Challenge: Maintaining access arrangements and traffic flow for businesses. 

• Response: An extensive engagement program was initiated to discuss each businesses’ specific 

access and supply chain requirements. Commitments were documented and informed the construction 

methodology. Throughout construction, the Alliance continued to reach out to businesses affected by 

the works, providing advanced notice, and customising road closures to minimise business impacts 

e.g. Thursday late night trading.  

• Challenge: Managing requirements of the Public Transport Authority (PTA) around construction in 

vicinity of one of Perth’s busiest train stations. 

• Response: Construction sequencing of the public transport car park and surrounding roads was 

designed to enable continuous access to the car park at all times and ensure the maximum number of 

car bays were available throughout. Traffic controllers were engaged to assist drivers and pedestrians 

navigate through the construction site to access PTA facilities. 

• Challenge: Keeping thousands of freeway users and public transport users informed and updated 

• Response: The project utilised Main Roads mass communication channels, such as real-time 

broadcast media, Facebook and Twitter to provide clear, timely information for road users. As a result 

of continued community goodwill, key local residents’ groups and online forums, including the 

influential Cockburn Chat Facebook group, agreed to share information and post updates on the 

project’s behalf, significantly extending its communication reach.   

• Challenge: Overcoming construction fatigue with five other major projects and a local government 

project within a 10km radius, and community anxiety heightened by Covid 19 restrictions and 

lockdowns.   

• Response: By being proactive, accessible and by following through on commitments made to the 

community, the project was able to maintain trust and goodwill during a challenging period. Main 
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Roads and the Alliance team took additional measures to actively involve the community, for instance, 

through a behind the scenes site tour for members of the Construction Reference Group. This 

strengthened the feeling of a community “stake” in the project. In addition, the project made a 

concerted effort to ensure incoming calls and enquiries were managed promptly in a calm, empathetic 

manner, providing first-point resolution in most instances.   

 

Describe the approach to data collection, management, analysis and generating the findings  

All stakeholder and community feedback and data was uploaded to the Main Roads’ data management 

system on an ongoing basis. Analysis, including the volume and nature of interactions, emerging issues, 

challenges and opportunities were summarised and presented to the Alliance Management Team in the 

form of a weekly. Snapshots were also shared with key external stakeholders including the project’s 

Construction Reference Group.  

 

4.0 Outcomes, impact and insights 
Maximum 700 words for this section 

Reflection and evaluation of engagement 
Comment on appropriateness and effectiveness of the engagement program including reach, outputs, 

outcomes, impact and actual spectrum level or influence 

By December 2021, more than 550 different stakeholders had been directly engaged during the project, via 

face to face, telephone or email interactions. The key reasons for engagement were to share general 

information and raise awareness, consultation around proposed works, managing business and residential 

access changes and responding to concerns, complaints and issues.  

The project’s broader reach was considerable, with an initial newsletter distribution of 10,000 residential 

properties, more than 2,000 subscribers to the project’s email list, and the ability to reach thousands of road 

users via Main Roads Real Time Media (live traffic broadcasts via radio, twitter and other social media). 

Leveraging third party platforms such as the Cockburn Chat Facebook, extended the project to a further 

40,000 members in the local government area.  

The quality and variety of outputs made a significant contribution to the project’s success with the 

community. In a highly diverse multicultural demographic, all communications included quality images and 

maps and were further enhanced with regular drone photos and flythroughs. Road user education was also 

highly visual with wayfinding animations widely distributed prior to opening.   

A thorough review of the effectiveness of project engagement was undertaken by Main Roads and the 

Armadale Access Alliance in early 2022. The review, which will be used to inform other major Main Roads’ 

projects, concluded the engagement planning and execution since 2018 had shaped project delivery in a 

positive and meaningful way. This is demonstrated through some of the physical inclusions in the final 

project scope that were shaped by early and ongoing engagement. These include the configuration of the 
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Armadale Road and Solomon Road intersection, the Armadale Road and Ghostgum Avenue intersection, 

inclusion of artwork in the underpasses, configuration of accesses to commercial businesses, future 

development sites and the Cockburn Gateway Train Station car park. This followed the significant 

enhancements that were made in response to  stakeholder inputs; including the early installation of noise 

walls, signage and detour arrangements, road-user education initiatives and landscaping.  

The commitment to meaningful, two-way engagement to shape project outcomes went well beyond what is 

considered business-as-usual for an infrastructure project. Being able to achieve IAP2 spectrum levels of 

influence up to Collaborate was considered an outstanding result.  

Effectiveness of project engagement and communication was validated from extensive positive feedback 

from a range of key stakeholders, including local residents’ groups, businesses and local and State-level 

government representatives. 

 

Outline the evaluation of the engagement undertaken, insights or lessons learned 

Thorough evaluations of the Communications and Stakeholder Engagement Strategy (CSES) were 

undertaken at key stages of the project lifecycle. The CSES was developed early in the planning phase of 

the project; continually reviewed and assessed prior to the award of the Alliance contract; by the Alliance 

team during the project and again upon completion of the project. These reviews and assessments 

included structured workshops with key members of the project team. Regular interim evaluation of the 

overall strategy and associated tactical plans also took place as required, with revisions incorporated as 

appropriate.  

 

Outline the reporting processes to decision makers, key stakeholders and participants, identify how 

feedback shaped decisions made 

Communications and stakeholder engagement was an itemised discussion topic at Alliance Management 

meetings and as appropriate at Alliance Board meetings with key decision makers. This was informed by a 

weekly update from the project’s CSE manager.  This ensured accountability for successful implementation 

sat with project management, rather than CSE staff. Structured reports also circulated to the project’s 

Steering Committee and key Main Roads, State Government and local government representatives on an 

as-required basis.  

Complaints with the potential for escalation were discussed to ensure all discipline leads provided input to 

reach an agreed resolution.  
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Provide evidence about levels of participant, stakeholder and organisation satisfaction. 

Bi-annual survey 

A bi-annual survey was distributed to all project subscribers to capture public sentiment during different 

stages of the project. The same questions were asked in each survey to identify trends, track emerging 

issues, and compare results to highlight any significant shifts in results. The comparative results across the 

four surveys over two years are shown below: 

 

Construction Impacts Concerns Apr-20 Oct-20 May-21 Sep-21 

Road detours and closures 4.88 5.14 5.67 6.57 

Walkway/cycle detours and closures 3.6 3.35 3.85 4 

Access to public transport 3.38 3 3.49 3.46 

Noise 3.37 2.7 3.08 3.5 

Dust 3.43 3.05 3.8 3.98 

Vibration 2.84 2.27 2.87 2.74 

Negative changes to visual appeal 4.46 3.98 3.79 4.05 

Complex road changes 3.72 5.38 5.19 5.54 

Damage to property 2.37 1.91 2.72 2.5 

Night works 3.02 2.18 3.12 3.62 

 

  
 
 
 
 

 

 

The second part of the survey assessed the effectiveness of the project information distributed by the CSE 
team, where 1 is very poor and 10 is outstanding. 

 

1 – 3.99 Low impact 

4 – 6.99 Medium impact  

7 – 10 High impact  
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Project communication Apr-20 Oct-20 May-21 Sep-21 Shift 

Quality  7.07 7.23 7.9 7.14 0.83 

Accessibility    7.3 7.57 7.78 7.39 0.48 

Timeliness 7.08 7.08 7.92 7.33 0.84 

Useful and relevant  7.38 7.7 8.17 7.63 0.79 

 
Based on these results, the public sentiment has remained positive on project communication throughout 

the project with less than a 1-point shift in all areas. The third and final part of the survey was an open 

comment section with respondents asked whether they had any additional comments for the project team.  

Construction Reference Group (CRG) 

Outstanding feedback was also captured from the Project’s Construction Reference group, which included 

the local Member of Parliament, local Government, resident and business group representatives.  

 
Innovation and Uniqueness 
Outline how this project advances knowledge or practice …  

Many road infrastructure projects provide limited opportunity for significant levels of stakeholder 

involvement and influence. With the exception of relatively low-level decisions, such as the colour scheme 

on the inside of noise walls, local communities rarely have opportunities to participate in a genuine way and 

reach IAP2 spectrum levels beyond Inform.  

The Armadale Road to North Lake Road Bridge project demonstrated that meaningful engagement and 

collaboration can be achieved on a highly complex, challenging road project, without compromising other 

critical factors such as program, cost or quality.  

The outcomes achieved by this project stemmed from placing stakeholder considerations at the heart of the 

project development and delivery planning, instilling a pro-stakeholder culture across all levels of the 

delivery team and giving Communications and Stakeholder Engagement a central voice in the decision-

making process.   
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• https://www.youtube.com/watch?v=Zqus8lCEIcoxxx 
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