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Complaints Policy 
How we handle complaints about aircraft activity  

 

We understand that our operations have an impact on our local communities and that residents may 

want to complain about aircraft activity. This policy explains how we receive and process complaints.  

 

Receiving complaints 

We offer a number of channels through which complaints can be made: 

 Phone – our dedicated noise complaints line, 0800 731 3397 (freephone 24/7) 

 Email – noise@edinburghairport.com  

 Letter – Communications team, Terminal Building, Edinburgh Airport, EH12 9DN 

 

Emails sent to our Executive team will be passed onto the Communications team to log, investigate 

and respond to on their behalf.  

 

We register every complaint that we receive. In order to allow us to fully investigate your complaint 

it is important that we are provided with the correct information. Please ensure that you provide 

your name, address including postcode, contact details and specific details of your complaint. In 

order for us to fully and accurately investigate your complaint we ask that you include dates and 

times of the disturbance you experienced and the nature of your concerns e.g. off-track aircraft, 

night noise.  

 

We receive a number of complaints made by images taken from apps such as Flight Radar. This does 

not provide the information we need to investigate complaints, which we do by using our own noise 

and track keeping software. When complaints are provided in this format we will request that 

residents provide the required information detailed above.  

 

All names and addresses are retained for the purpose of recording complaints however these will 

never be made public or used for any other purpose.  

 

We understand that at the time of making a complaint, correspondents may feel frustrated but we 

will not respond to anyone using threatening or abusive language.  

 

Investigating complaints  

We use industry standard noise and track keeping software to monitor aircraft operations and 

ensure that aircraft are following the correct procedures. We work closely with NATS and our airline 

partners to ensure these procedures are followed and action is taken when necessary.  

 

We aim to respond to complaints within five working days. When a more detailed investigation is 

required we will send an acknowledgment email advising when you can expect a full response. We 

appreciate that the information we provide may be technically detailed and will aim to ensure that 
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our responses are provided in a jargon-free and easily accessible way. When requests for 

information are made we will consider each on its merit and while we aim to be as helpful and 

transparent as possible we have to consider resources available to us, the needs of other 

complainants and ensure that everyone is treated fairly.  

 

Multiple complaints  

We sometimes receive a large number of complaints from individuals. Whilst we take all concerns 

seriously we will take a view on whether an individual’s request for information is taking up a 

disproportionate amount of time and resources.   

 

We have adopted a three stage process to investigating and responding to multiple complaints 

received by one individual. 

 

Step 1 

We will fully investigate and respond in detail to the first complaint received.  

 

Step 2 

If we are then contacted again and asked for additional information we will review our original 

response and, if appropriate and necessary, provide additional information.  

 

Step 3 

If a complainant contacts us a third time and we believe there is no additional information that can 

be provided to enhance understanding, we will inform the complainant that the complaint will be 

logged but will not be further responded to.  

 

We work directly with Community Councils to understand concerns of local residents and 

communities. You may also wish to speak to your Community Council representative who can 

provide you with more information or pass feedback onto us.  

 

Analysis and reporting  

We will analyse complaints on a quarterly basis to establish trends, ensuring we can keep track of 

community concerns and where appropriate improve our communication on these issues and look 

into possible mitigation actions.  

 

We will report on our complaints data at our quarterly EACC meetings and via our quarterly 

community newsletter. The EACC meetings allow us to share information between interested parties 

including representative of Community Councils and local residents groups. We can also share this 

information with Community Councils if requested. 

 

We will report on the number of complaints received, the number of complainants, any 

complainants that reached step 3 in the complaints process, a summary of key concerns and 

highlight any significant changes or trends that have emerged to ensure all complaints are publically 

and transparently reported.  

 

 


