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SUGGESTED PROCEDURES FOR HANDLING AND RECORDING  
NOISE COMPLAINTS AT MILITARY INSTALLATIONS  

 
 

1.  PURPOSE.  Army Regulation 200-1, Environmental Protection and Enhancement, directs 
installations to monitor, record, archive and address operational noise complaints.  Although 
many installations follow this directive, few have a systematic method for recording the 
complaints.  Consequently, much valuable information on the correlation of complaints with 
operational noise source and the locations from which the noise complaints originate is lost or 
scattered among various offices.  The purpose of this guide is to aid installations in developing a 
systematic method for recording information on noise complaints and, more importantly, asking 
the right questions to obtain more useful information from those citizens who complain about 
operational noise.  Adherence to the suggested procedures should provide a solid base for 
installation personnel to make decisions about the noise environment.  
 
2.  IMPLEMENTING THIS GUIDE.  The heart of this guide is the suggested noise complaint 
questionnaire forms (See Appendix A, CHPPM Form 457 and CHPPM Form 458), but having a 
complaint questionnaire is only one step in the total process.  Appendix A provides both long 
detailed and short questionnaire forms.  These two questionnaire forms were developed to 
provide for both large installations with multiple activities and small National Guard training 
sites with limited activities. 
 
 a.  The first step is letting the area residents know that the installation/garrison commander is 
concerned with their environment and wants to hear their concerns.  This is essentially a public 
information effort.  Publicizing a specific office or single point of contact to handle noise 
complaints and answer questions can improve community relations. 
 
 b.  The second step is to make sure that noise complaints are routed to the proper office.  The 
Center for Health Promotion and Preventive Medicine’s operational noise personnel have found 
that lack of standard operating procedures (SOP) for hand1ing noise complaints leads to 
confusion about the seriousness of specific noise problems and a loss of useful information.  
 
 c.  The third step is to make sure that forms, similar to the following samples in Appendix A, 
are locally developed, made available, and that the people responsible for completing them are 
trained.  The suggested questionnaire forms contained in this guide are designed to cover most 
noise complaints that will be received by Army installations.  The format is intended to aid the 
interviewer in asking the right questions by following a series of sequential steps.  A privacy act 
statement in the questionnaire may be required depending on local policies.  
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 d.  The fourth step is to complete the follow-up through the appropriate office.  This requires 
good coordination and communication among all involved offices.  Appendices B and C contain 
samples of suggested follow-up memorandums intended to aid in locating the source of aircraft 
noise and blast noise complaints, respectively.  
 
3.  RETENTION OF RECORDS.  See Army Records Information Management System 
(ARIMS) 2001b, Environmental Quality for the disposition of these records.  By accumulating 
data on the response to Army noise over a long period; it will become possible to spot trends and 
problem areas.  
 
4.  WHEN PEOPLE CALL TO COMPLAIN.  Complaints typically are made only by a small 
percentage of the people who are bothered by noise in their communities.  People who call to 
complain are often angry because they feel that the negative impact on their lives has been too 
large.  Remember, individuals may respond to the same sound in quite different ways, and their 
perception is their reality.  Handling noise complaints is mainly reactive and can involve high-
stress communication.  If proactive community involvement did not prevent the caller from 
becoming excessively annoyed, the installation-community relationship requires repair.  This is 
often possible by replying to complaints with an explanation of what training is responsible for 
the noise, why such training is necessary, how often it is scheduled, and how long the training 
will go on.  Effective complaint management communication is challenging.  Here are some 
suggested tips for dealing with callers: 
 
 a.  Understand the goal of complaint management and the limits of what you can do. 
 
 b.  Be courteous and honest. 
 
 c.  Demonstrate integrity and sensitivity to build trust. 
 
 d.  Let the caller know that a detailed log of complaints is kept and regularly reported to the 
command group; this lets the caller know that complaints are taken seriously. 
 
 e.  When appropriate, say: “Every effort will be made to correct the problem, mission 
permitting.” 
 
 f.  Never selectively release information. 
 
 g.  Never lie or stretch the truth. 
 
 h.  Maintain current fact sheets and questions/answers to send to complainants. 
 
 i.  Investigate without delay. 
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 j.  Do not make promises you cannot keep. 
 
 k.  Make a commitment to the caller to follow up (e.g., call back with more information) 
whenever necessary. 
 
5.  As with other noise management outreach, you should be careful not to sound defensive.  As 
an installation representative, your response is considered installation policy.  The proper 
handling of noise complaints can be used to educate the complainant about the importance of the 
installation’s mission.  Again, a detailed complaint log can provide useful information about 
noise impacts and help to plan future mitigation activities.  In addition, such records should be 
kept for quality assurance purposes. 
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APPENDIX A 
LONG / DETAILED 

NOISE COMPLAINT QUESTIONNAIRE  
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SHORT 
NOISE COMPLAINT QUESTIONNAIRE 
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APPENDIX B 
AIRCRAFT FOLLOW-UP FORM MEMO 
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Note:  This suggested format is intended to elicit relevant information as to the possible 
cause of the noise complaint.
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APPENDIX C 
BLAST NOISE COMPLAINT FOLLOW-UP 
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Note:  This suggested format is intended to elicit relevant information as to the possible 
cause of the noise complaint.
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