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Introduction 

Noise is recognised as a potential psychological hazard and Guildhall Feoffment Charity 

trustees aim to make residents’ homes and environment comfortable for them, so they take 

noise complaints seriously. 

 

Types of noise 

Appendix 1 contains a list of possible types of noise, from household to statutory and anti-

social behaviour. 

 

Which Policy? 

The policy used to deal with noise, depends on the type of noise experienced by the resident, 

as listed in Appendix 1: 

• Household Noise: This policy is for any Guildhall Feoffment Charity resident who wishes 

to make a complaint of household noise against a neighbour who is also a Guildhall 

Feoffment Charity resident. 

• Anti-Social Behaviour: Complaints of anti-social behaviour against residents, trustees or 

staff, such as excessive noise in communal areas, are dealt with according to the Anti-Social 

Behaviour Policy & Procedures. 

• Statutory noise: This is dealt with by West Suffolk Council:  

• Residents should refer to the Residents’ Complaints Policy & Procedures for complaints 

about the service provided by Guildhall Feoffment Charity. 

 

What is a noise complaint? 

• A noise complaint is a grievance about excessive, disturbing or unreasonable noise coming 

from a neighbouring property 

• Noise complaints can affect people's quality of life, causing physical and emotional stress, 

sleep disturbance, and a decrease in concentration levels 



• Noise costs individuals their mental health and well-being and impacts landlords in various 

ways too such as resources and staff morale. 

 

Policy 

1. The trustees are keen to prevent unwanted noise on site so the Residents’ Handbook 

states that Residents are required to occupy the property quietly and with thought for 

other Residents and/or neighbours. No radio, TV or music system should be operated 

in such a manner as to cause a disturbance, nor shall anything be done in, upon or 

about the premises which shall be a nuisance, annoyance or disturbance to the 

occupants of other almshouses, members of staff or the general public. 

Noise should be kept to a minimum during the quiet hours of 11.00pm to 7.00am.  

2. The trustees acknowledge the harm caused by inflammatory language in policies and 

when dealing with noise complaints so every effort is made to ensure that residents 

are treated with respect.  

 

 

Dealing with Household Noise Complaints 

1. Residents are encouraged to report household noise complaints and these will be 

investigated and the resident kept informed of progress and any delays  

2. Guildhall Feoffment Charity will respond to noise complaints quickly and effectively, 

and will try to resolve the issues at the earliest opportunity  

3. Guildhall Feoffment Charity will aim to deal with noise complaints in a consistent, 

sensitive and objective manner  

4. Guildhall Feoffment Charity will provide support to residents affected by noise as 

required. The resident against whom a complaint is made, may be referred for support 

if it could prevent further noise in the future  

5. Wherever possible Guildhall Feoffment Charity will try to resolve disputes informally 

and help the people involved to resolve their differences  

6. Guildhall Feoffment Charity works in partnership with other agencies where 

appropriate to prevent and tackle noise on its sites  

7. The trustees may make relevant reasonable adjustments to premises, where relevant, 

as part of their approach to noise.  

 

Case closure & Appealing against the Trustees decision 

1. The household noise complaints case will be closed after 10 working days of the 

trustees’ decision  

2. However, residents who are unhappy with the outcome of their complaint may appeal 

within 10 working days of the decision  

3. The resident should inform the Clerk of their wish to appeal  



4. The Clerk will  

a. Arrange for 2 trustees not involved with the original complaint to consider the appeal 

b. Record the outcome of the appeal 

c. Inform the Scheme Managers| Trustees  of the appeal outcome 

d. Write to the resident with the appeal outcome and informing them of their right to 

complain if they are dissatisfied with the way Guildhall Feoffment Charity handled their 

complaint. 

 

Recording household noise complaints 

1. Records will be held on each resident’s file and processed in accordance with the 

Guildhall Feoffment Charity Privacy Notice  

2. The Scheme Manager | Clerk will record anonymised information in the Noise 

Complaints log which contains information about the nature of the complaint, the 

response, time taken and outcomes (see Appendix 3)  

3. Anonymised information about household noise complaints will be made available to 

the Housing Ombudsman, when requested.  

 

Procedure 

 

Reporting noise from another resident’s household 

1. The resident wishing to make a household noise complaint should contact The Clerk  

via letter, email or verbally; in person or via a third party, in which case The Clerk 

will type the report received and request a signature from the resident to confirm its 

accuracy.  

2. The Clerk will:  

a. Record all interactions related to the complaint and 

b. Encourage the resident to speak to their neighbour about the noise 

c. Provide the resident making the complaint with a Noise Complaints Record Sheet to 

complete for 2 weeks (see Appendix 2), which lists the type and duration of the noise/s, the 

effect on the resident and any details of contact with their neighbour 

 



Dealing with noise complaints 

The Clerk will: 

1. Analyse the content of the completed record sheet  

2. Advise the Scheme Managers | Trustees of the complaint  

3. Contact the resident against whom the complaint is being made to advise of the 

investigation and suggest ways to reduce noise e.g. increasing sound absorption from 

soft furnishings, soft closures on cupboard doors, oiling squeaks etc, according to the 

type of noise recorded  

4. Inform the complainant of action taken and request feedback on the effect of changes 

made  

5. Report to the Trustees who will consider further actions required such as:  

a. Meet with the resident against whom the complaint has been made to seek an acceptable 

solution 

b. Offer support to both residents if required 

c. Refer the matter for external mediation if required 

d. If necessary, they may refer the matter to other agencies, such as the Local Authority, to 

resolve the problem 

e. Consider setting aside the appointment of the resident against whom the complaint is made, 

in accordance with the resident’s Letter of Appointment 

6. Inform the resident reporting the noise of progress and the outcome.  

7. Keep records of the incident in line with this policy.  

 

The outcome 

The Clerk will 

1. Write to the resident making the complaint with the trustees’ decision, explaining the 

case closure and appeal processes, in line with this policy.  

2. The case will be closed after 10 working days.  

3. If an appeal request is received within 10 working days, the Clerk will respond in line 

with this policy  

4. After the appeal has been considered, the Clerk will write to the resident in line with 

this policy and inform the Scheme Managers | Trustees of the outcome.  
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