Appendix One

Procedure for dealing with Neighbour Noise Service Requests – 
(e.g, customer complains about their next door neighbour playing loud music)
Pre CRM



Post CRM
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No





Caller uses this information to address issues








Council policy is explained and caller then accepts offer of advice 





Caller not content and  makes complaint 





No











Directed to Council complaints policy





Directed to specific advice on Council website

















Addressed via standard complaint handling 














Yes





Customer Services Officer refers to ED reactive script and filters via standard questions





Service Request received by CS

















No further action


Letter to Customer and alledged source





No further action





Yes





No





Are there reasonable grounds for the Service Request?


Is it likely to be actionable?





Contact Customer


Visit Customer and source





No





No





No





Evidence of Nuisance witnessed by Officer or recorded on Matron





After 3 visits


Case review / no further action letter to complainant with private action information





No further action





No





Further Service Requests





Yes





Prosecution and / or seizure





Nuisance witnessed





Yes





Serve Abatement Notice





After 3 visits


Case review / no further action letter to Customer with advice on private action procedure





Letter to Customer


Matron recording system�Log on out of hours register





Yes





Service Request received by Env Dev





Letter and advice pack to customer and letter to source





Record sheet returned / further Service Request





Yes





Links to other sources of assistance, eg, local law centre








