
daa in receipt of a Noise Complaint
Note: A Complaint can come from

sources listed above

Area of
responsibility

External Comms
notified of any
construction

related complaint

External Comms
initiates a review

External Comms
contact Project 

Manager for details

Project Manager
reviews noise
related control

measures

PM informs PSCS
of complaint

PM/PSCS 
review Noise

Management Plan

Additional  
control 

measures 
required

External Comms 
issue complainant 

with response,
response, logged and

database updated

Control measures
implemented by

PM/PSCS &
monitored for
effectiveness

PM to inform
External Comms

N&FTM 
Analyst informs

complainant 
and closed

On track event
Normal operations
(aircraft on track
using approved

runway)

Off track 
event

N&FTM Analyst
sends finding to 

ACT

N&FTM Analyst
informs

complainant

Airline
Responsibility

ATC findings
issued

ACT 
Responsibility

External Comms  
initiate local 

engagement if 
required

N&FTM Analyst
informs

complainant

Airline findings
issued

N&FTM Analyst
request corrective

actions

N&FTM Analyst
informs

complainant and
closed

N&FTM Analyst
updates N&FTM

database

Current Management Reporting:
Monthly reports on  

aviation noise related complaints

General Investigation:

1. Identify aircraft category (e.g. Cat A/B or Cat C/D)
2. Was it safety related (e.g. missed approach) ?

3. Was mandatory altitude reached (Runway 16/34, 28) ?
4. Did aircraft travel required distance (Runway10) ?

N&FTM Analyst:
Complaint logged

and numbered

N&FTM Analyst
request corrective

actions

N&FTM Analyst
informs

complainant and
closed

On/off 
Track

Letter Phone Website Webtrak Info desk/customer  
experience portal

Construction 
related

Aviation 
related

Yes No


