


 

 

 
FOREWORD 

 
 

Suggested Procedures for Handling and Documenting Noise Complaints 
at Army Installations provides practical information on developing and 
maintaining a Noise Complaint Management Program.  
 
Environmental noise is defined as unwanted outdoor sound created by 
human activity, such as noise generated by transportation, industrial, and 
recreational sources. The Army further categorizes environmental noise 
as sound levels which remain below hearing conservation thresholds 
(hearing impairment and loss), but are high enough to produce other 
negative effects and/or interfere with quality of life. The most common 
type of environmental noise at Army installations is directly produced by 
military training and testing activities (i.e., military weapons firing or 
weapons systems operations and aircraft). This type of noise within the 
Department of Defense (DoD) is often referred to as Operational Noise. 

 
Due to multiple factors, including changes to regulations and procedures, 
wide variability in the type of training and testing at Army facilities, and the 
broad range of duties involved, this noise complaint management guide 
may contain information that does not apply to every installation or 
individual situation. This technical guide (TG) is only intended to give a 
snapshot of current regulations at the time of its writing. The U.S. Army 
Public Health Center (APHC) can help you keep up-to-date or provide 
guidance on unique installation issues.  

 
 

 
 
 

SUGGESTED IMPROVEMENTS 
This is a dynamic document that will benefit from the experiences of its users.  

Please help with suggestions for the continuous improvement of this TG 
by sending your comments to: 

U.S. Army Public Health Center  
8252 Blackhawk Road 

ATTN: MCHB-PH-WMG 
Aberdeen Proving Ground, MD, 21010-5403 

or call the Environmental Noise Branch at Commercial 410-436-1027 or DSN 584-1027 

 

 

The mention of any non-federal entity and/or its products is not to be construed or interpreted, 
in any manner, as federal endorsement of that non-federal entity or its products. 
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SUGGESTED PROCEDURES FOR HANDLING AND DOCUMENTING 
NOISE COMPLAINTS AT ARMY INSTALLATIONS 

 
 
1 PURPOSE 
 
Army Regulation 200-1, Environmental Protection and Enhancement, directs installations to 
monitor, record, archive and address operational noise complaints (Department of the Army, 
2007). Although many installations follow this directive, not all have a systematic method for 
documenting complaints. Consequently, valuable information on the correlation of complaints 
with operational noise sources can be lost or scattered among various offices.  
 
The purpose of this TG is to aid Installations and Training Centers in developing an effective 
noise complaint management program, by providing methods and examples for obtaining and 
documenting useful complaint information, and public communication. The term installation will 
be used by default and covers active installations, depots, ammunition plants, and training 
facilities/centers. 
 
2 REFERENCE  
 
Department of the Army. 2007. Army Regulation 200-1, Environmental Protection and 
Enhancement. 
 
3 ROLES AND RESPONSIBILITIES 
 
The following lists the offices and individuals that are most often the primary role players in the 
noise complaint process. However, individual facilities may place more responsibilities on one or 
more of these offices depending upon the individual needs for noise management. 
 

 Public Affairs Office (PAO): A single point of contact (POC) for receiving and 
responding to noise complaints is recommended. At most facilities the PAO is the 
preferred POC, although exceptions are expected when appropriate. In this TG the 
term PAO will be used as the default POC for noise complaints. PAO also has the 
primary responsibility for organizing and managing all off-post meetings and formal 
contacts. 

 Environmental Noise Manager: The installation’s noise program manager will 
provide technical assistance to the PAO and the activity generating the noise, as 
appropriate. Ensures that all installation activities and operations comply with 
applicable federal, state, and local environmental law and regulations, as well as DoD, 
Department of Army, and Army National Guard policy, regulations and guidance.  

 Range Control Officer: The Range Control Officer is the person capable of collecting 
the operational data needed to investigate weapons’ based noise complaints.  

 Airfield Operations Officer: Just as with the Range Control Officer, the Airfield 
Operations Officer is the source of data for airfield flight operations.  

 Installation Commander: The Garrison Commander is responsible for the overall 
operations of the Installation as well as the comprehensive planning necessary to 
achieve and maintain excellence in training, real property, and base operations 
support. By this designation, the Garrison Commander is ultimately responsible for the 
success of the noise complaint management program.  



 

2  

TG 044          JANUARY 2022 

4 COMPLAINT MANAGEMENT PROGRAM 
 
A proactive noise complaint management program will help prevent the degradation of the 
training/testing mission. Although complaint management will be specific to each facility, in 
general an effective program always contains two key elements:  
 

 Noise Complaint Process 
 Public outreach / Community involvement  

 
5 NOISE COMPLAINT PROCESS 
 

The components of an effective noise complaint process include: 
 

 A Standard Operating Procedure 
 A Noise Complaint System 

 
5.1 Developing a Standard Operating Procedure (SOP) 
 
An established and documented noise complaint procedure provides a methodology to monitor, 
record, address, and archive noise complaints. This formalized process allows complaints to be 
documented uniformly, whether they are initially received by the primary POC, or by an ancillary 
office. At a minimum, the SOP should designate a primary POC (i.e., PAO), include a form for 
recording complaint details (i.e., date/time of complaint, contact information and location of 
receiver, type of activity heard, etc.), and the process for responding to the complainant, as well 
as guidance on retention of records for historical knowledge. 

 
Appendix A provides two Noise Complaint SOP examples. Although the examples may depict a 
form to enter complaint information, a digital method such as a SharePoint database may be 
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more beneficial for data entry and tracking purposes. 
 
5.2 Developing a Noise Complaint System 
 
It is recommended that all Installations develop a publically accessible web-based method to 
submit noise complaints/inquires. A web-based method is highly effective for today’s social 
media/technology driven society, and if monitored closely can be a great way to expedite 
complaint resolution. This is helpful especially for after hours or night training events. A web-
based questionnaire should be routed automatically to the POC and at a minimum should 
contain: 
 

 Date/time of complaint. 
 Date/time of incident. 
 Contact information and location of receiver. 
 Type of activity which generated the complaint. 
 Response method (i.e., email, instant messenger, telephone call) for additional 

questions and/or the follow-up. 
 
Appendix B provides two examples of a questionnaire form to record a noise complaint received 
via a telephone call. The format is intended to aid the interviewer in asking the right questions in 
sequential steps. These forms were developed to provide for both large installations with 
multiple activities and small training sites with limited activities. At a minimum the form should 
contain: 
 

 Date/time of complaint. 
 Date/time of incident. 
 Contact information and location of receiver. 
 Type of activity which generated the complaint. 
 Call back request and follow-up response. 

 
A privacy act statement in the questionnaire may be required dependent on local policies. 
 
6 PUBLIC OUTREACH/COMMUNITY INVOLVEMENT 

 
Infrequent or inadequate communication by the installation with the local community is often an 
overlooked area of effective noise complaint management. The following public outreach efforts 
are highly recommended: 
 

 Establish a liaison between the installation and the civilian community. 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. Publicizing a specific office or 
single POC to handle all noise complaints and answer inquiries can improve community 
relations. 

 It is recommended that the PAO alert the local community when training exercises or 
special training events are expected to generate higher-than-normal noise levels off the 
installation. This can be accomplished in a variety of ways; however, a public website 
and particularly social media feeds (Facebook, Twitter, Instagram, YouTube, and Flickr) 
have proven to be a highly effective means to disseminate information to local 
communities. 

 
Evidence shows that noise complaints are typically made by a small percentage of people. It is 
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important to remember that individuals may respond to the same sound in quite different ways, 
and although subjective, an individual’s perception is their reality. Handling noise complaints by 
nature is reactive, and can involve high-stress communication. However, providing a thorough 
response can often alleviant a complainants concerns. This is possible by responding to all 
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 continue. Effective complaint 
management communication is challenging. The following are some suggested tips for 
communicating with the public: 
 

 Understand the goal of complaint management and the limits of what you can do. 
 Let the complainant know that a detailed log is kept and regularly reported to the 

command group and/or Environmental Quality Control Committee; this lets the 
individual know that complaints are taken seriously. 

 When appropriate, say: “Every effort will be made to correct the problem, mission 
permitting.” 

 Maintain current fact sheets and questions/answers to send to complainants. 
 Investigate without delay. 
 Do not make promises you cannot keep. 
 Make a commitment to the complainant to follow up (e.g., call back with more 

information) whenever necessary. 
 A resource for involvement and education of the public, as well as installation 

personnel, is the publication DoD Community and Environmental Noise Primer. 
http://dodnoise.org/ 

 
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 
training and/or testing noise impacts and help identify areas outside the installation where future 
mitigation efforts may be needed. In addition, these records should be kept for quality 
assurance purposes and when personnel turnover occurs within pertinent installation offices.  
 
7 SUMMARY 
 
For local communities significantly impacted by noise, complaint management and frequent 
communication are essential components of a noise management program and being a 
good neighbor. The goal of a complaint management program is to handle neighbors’ 
complaints in ways that will prevent further concern from communities and improve 
relations. Having a detailed communications plan, responding to complaints in a timely 
manner, and maintaining direct contact with training operations offices, such as range 
control and air traffic control, can help provide a quick and effective resolution. 
 
Reducing or eliminating complaints and concerns from communities without modifying or 
constraining operations is the Army’s ultimate goal. The Army understands that, by their 
nature, military activities are noisy events. The military strives to lessen effects of noise on 
communities by educating and conducting outreach with community members, establishing 
a common understanding of noise, and addressing noise through appropriate planning and 
response. 

http://dodnoise.org/
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APPENDIX A  
EXAMPLE OF A STANDARD OPERATING PROCEDURES  

 
 

Pages A-2 through A-4 provide an example of simple Noise Complaint Standard Operating 
Procedure. 
 
Pages A-5 through A-13 provide an example of detailed Noise Complaint Standard Operating 
Procedure. 
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APPENDIX B  

EXAMPLES OF NOISE COMPLAINT QUESTIONNAIRES 

 
 

Pages B-2 through B-5 provide an example of a simple Noise Complaint Questionnaire 
(Reporting Form). 
 
Pages B-6 through B-15 provide an example of a detailed Noise Complaint Questionnaire 
(Reporting Form). 
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