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AIRPORT CODES 
 

  
YBBN Brisbane 
YBCG Gold Coast (formerly Coolangatta) 

YBCS Cairns 
YBAF Archerfield 

YBSC Sunshine Coast (formerly 
Maroochydore) 

  
  

  
  
YSSY Sydney 

YSBK Bankstown 
YSCN Camden 

  
  
  

  
  

YMML Melbourne 
YMEN Essendon 

YMMB Moorabbin 
YMHB Hobart 
YMLT Launceston 

  
  

  
  
  

YPAD Adelaide 
YPPF Parafield 

  
  
  

  
  

  
YPPH Perth 
YPJT Jandakot 
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Common terms and acronyms  
‘The Act’ Airports Act 1996 
ABC Airport Building Controller 
ACA Airline Customer Advocate 
ACFT Aircraft 
ADS-B Automatic Dependent Surveillance - Broadcast (aircraft tracking 

system utilising satellite equipment) 
AEO Airport Environment Officer 
AER Annual Environment Report 
AES Airport Environment Strategy 
AFP Australian Federal Police 
ANEC Australian Noise Exposure Concept – data and contours depicting 

the likely exposure to aircraft noise of the areas surrounding an 
airport 

ANEF Australian Noise Exposure Forecast – the endorsed version of an 
ANEC 

ANEI Australian Noise Exposure Index – a retrospective set of contours, 
similar to an ANEC or ANEF, depicting actual historic aircraft 
noise exposure in the areas surrounding an airport 

ANO Aircraft Noise Ombudsman 
ARFFS Aviation Rescue and Fire Fighting Services 
ATC Air Traffic Control 
ATIS Automatic Terminal Information Service (provides weather and 

other important information to pilots via constant radio relay) 
ATM Air Traffic Management 
ATS Air Traffic Services 
CACG Community Aviation Consultation Group 
CASA Civil Aviation Safety Authority 
CEMP Construction Environmental Management Plan 
DIRD Department of Infrastructure and Regional Development (more 

often referred to as ‘Infrastructure’) 
DME Distance Measuring Equipment (navigation aid) 
DODPROPS Dependent Opposite Direction Parallel Runway Operations 
GBAS Ground Based Augmentation System 
IATA International Air Transport Association 
ICAO International Civil Aviation Organization (sic) 
IFR Instrument Flight Rules (rules for flight in IMC) 
ILS Instrument Landing System 
IMC Instrument Meteorological Conditions – weather conditions which 

require pilots to fly primarily by reference to onboard 
instrumentation and navaids 

Instrument approach Approach to the runway flown entirely with reference to onboard 
instrumentation and navaids 

LAHSO Land and Hold Short Operations 
LTOP Long Term Operating Plan (Sydney Airport only) 
Master Plan A 20 year strategic development vision for the airport 

 edMP – exposure draft Master Plan (initial agency comment) 
 pdMP – preliminary draft Master Plan (version released for 

public comment) 
 dMP – draft Master Plan (version submitted to the Minister for 

consideration and approval; once approved, is referred to 
simply as the Master Plan) 
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MDP Major Development Plan, a proposal for a specific development 
where one or more statutory triggers has been met 
 edMDP – exposure draft Major Development Plan (initial 

agency comment) 
 pdMDP – preliminary draft Major Development Plan (version 

released for public comment 
 dMDP – draft Major Development Plan (version submitted to 

the Minister for consideration and approval; once approved, is 
referred to simply as the Major Development Plan) 

NASAG National Airports Safeguarding Advisory Group 
NASF National Airports Safeguarding Framework (developed by 

NASAG) 
Navaid Navigation Aid 
NDB Non-directional beacon (navigation aid) 
N-diagram A diagram depicting the likely number of daily movements over a 

specific location exceeding the denoted noise level (in decibels)  
nm Nautical mile (1nm = 1.852km) 
OLS Obstacle Limitation Surface (building and obstruction height 

limitation to protect airspace for all (instrument and non-
instrument) flight operations) 

PANS-OPS Procedures for Air Navigation Services – Operations (building and 
obstruction height limitations to protect airspace for particular 
instrument flight operations) 

PCF Planning Coordination Forum 
PSZ Public Safety Zone 
RAAF Royal Australian Air Force 
RESA Runway End Safety Area 
RNP Required Navigation Performance (instrument approach 

procedure) 
RWY Runway 
SID Standard Instrument Departure (procedure) 
SODPROPS Simultaneous Opposite Direction Parallel Runway Operations 
SODROPS Simultaneous Opposite Direction Runway Operations 
STAR Standard Terminal Arrival Route (procedure) 
TWY Taxiway 
VFR Visual Flight Rules (rules for visual flight in VMC) 
Visual approach Approach to the runway flown in less than visual meteorological 

conditions but where the pilot has visual contact with either the 
runway or the preceding aircraft 

VMC Visual Meteorological Conditions – weather conditions in which 
pilots have sufficient ‘outside visual references’ to navigate and to 
maintain separation from terrain and other aircraft 

VOR Very High Frequency Omnidirectional Range (navigation aid)  
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1 Purpose 

This document describes the procedures for the Noise Complaints and Investigation 
Service (NCIS) in managing aircraft noise complaints and enquiries about aircraft 
operations, including flight path changes. 

2 Overview 

2.1 Complaint Management System  

The Airservices Complaint Management System consists of the policies, procedures, 
practices, staff, hardware and software used by the NCIS in the management of 
complaints. The purpose of the Complaint Management System is to: 
 enable NCIS to respond to relevant issues in a timely and cost-effective way 
 provide reporting and information on relevant issues  
 provide public reporting regarding summaries of complainants and relevant issues 
 identify opportunities for aircraft noise improvements  
 identify the need for educational information to improve community understanding 

of relevant issues.  

This Complaint Management System is for individuals. It does not cater for petitions or 
representative complaints. 

Multiple contacts by one person raising the same relevant issue are considered to be 
one contact. 

2.2 Alignment 

The procedures in this document are aligned to the: 
 Commonwealth Ombudsman’s Better Practice Guide to Complaint Handling 
 NSW Ombudsman’s Managing Unreasonable Complainant Conduct Practice 

Manual. 

When responding to contacts, staff should also act in accordance with any other 
internal documents providing guidance on the management of contacts. 
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3 The Complaint Process 

3.1 Intake 

Our system is set up to receive submissions from individuals.  

Generally, we require a complaint to be made by the complainants personally, in their 
own words. 

However, complaints will be accepted from third parties if they are made on behalf of 
complainants who: 
 have a disability or infirmity 
 are aged or under-aged 
 require an interpreter, and/or  
 have literacy or other accessibility issues.  

Where submissions are in writing and signed with the names of more than one person 
we may: 
 create a complainant profile for the first name only, or  
 if one party already has a profile in the database, process the submission under 

that name. 

A petition or any other form of representative complaint will be processed under the 
name of the person who submitted it and it will be treated as an individual complaint 
from that person.  

3.1.1 Submission 

Contacts may be submitted to the NCIS using:  
 the online Noise Complaint, Enquiry and Comment Form 
 WebTrak 
 telephone 
 letter. 

Incoming contacts will be assessed by a Complaint Specialist who will determine: 
 whether it raises a new, relevant issue  
 whether a response is required, and  
 if so, who it should be assigned to. 

Note: If a response is required, we will prepare it in accordance with Section 3.3 
Response. 

Note: Follow-up contacts will be assessed and managed in accordance with Section 
3.1.4.2 Follow-up calls.  

Note: A complainant may request escalation of their complaint and/or a review as set 
out in Section 6.1 Escalation and review requests. 
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3.1.2 Case creation 

We will create a case for each primary relevant issue raised by a complainant. The 
contact is recorded in the case, along with any subsequent contacts on the same 
relevant issue. 

3.1.3 Online and WebTrak submissions 

Contacts lodged via the online form will receive an immediate on-screen 
acknowledgement of receipt.  

If an email address is provided in the email address field, an automatic email 
acknowledgement will be sent to that email address.  

Both acknowledgements explain the next steps in the process, timeframes, and include 
a copy of the complainant’s submitted comment. Complainants are also advised to 
retain a copy as copies will not be issued separately. 

3.1.4 Phone submissions 

3.1.4.1 New contacts  

The purpose of providing a phone service is so that complainants may contact us to 
explain their concerns.  

For new phone contacts we will ask questions that allow us to make a clear and 
comprehensive record of the relevant issues we need to respond to. 

However, due to the complexity of explaining aviation issues pertaining to relevant 
issues, we will not try to answer questions that require detailed or complex 
explanations on the phone. Additionally we may not have access to all the necessary 
information available at the time to respond in full to the complainant.  

We may ask the complainant to put those concerns in writing to ensure clarity and 
comprehensiveness and/or to enable us to refer the matter. 

We will advise the complainant that our preference is to respond to their relevant 
issues in writing. In order to respond in writing we will require an email or postal 
address. If a complainant refuses to provide an email or postal address we will explain 
why we want to respond in writing and that we are limited in the response we can 
provide on the phone.  

Note : If a written response is not appropriate for the complainant, for example for 
accessibility or language reasons, we will work with the complainant to identify the 
most appropriate means of communication. 

Prior to the completion of the call, we will: 
 clarify the relevant issues to be answered 
 record these in our notes 
 state the expected timeframes.  

The Guide to NCIS Phone Technique provides further details on how telephone 
complaints are handled. 
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3.1.4.2 Follow-up calls  

Where we have responded to a complainant in writing, they may call to ask specific 
questions or clarify aspects of it. Where this occurs we will tell the complainant that:  
 during the call we will clarify exactly what their questions are 
 after the call we will revise their case  
 we will call them back to have this discussion.  

We will make an appointment with them for a suitable time to call them back and 
ensure that we do call at this time. 

3.1.4.3 Escalation of calls 

All complainants may have a telephone call escalated to a more senior team member. 

If a complainant has had a call escalated once, and on a subsequent call asks for 
escalation again, a senior team member will review their request and determine 
whether this is warranted, having regard to the circumstances and the need to allocate 
resources fairly. The reasons for the decision will be documented on the complainant’s 
case. 

3.1.4.4 No transfer of calls 

We will not “warm transfer” calls. 

If a complainant requests to speak to a more senior team member, we will advise them 
that they will be called back, giving a timeframe wherever possible.  

This is to allow time to properly prepare for the call, including reading the history of the 
case, so that the complainant does not need to repeat themselves. 

3.1.4.5 Insults or abuse 

If a caller is insulting or abusive, (including racist, sexist and homophobic abuse) we 
will warn them that the behaviour is unacceptable and that if it continues we will 
terminate the call.  

If the behaviour continues, we will immediately and politely terminate the call. We will 
document the termination in the record of the conversation and advise the Senior 
Complaint Specialist of the occurrence. 

Where a caller remains anonymous and repeatedly calls to insult or abuse a staff 
member, and then hangs up the call, management will consider terminating all calls to 
protect staff.  The duration will be determined on a case-by-case basis. 
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3.1.4.6 Unproductive calls 

A call is deemed to be unproductive where a complainant repeatedly:  
 continues to ask the same question or make the same point, despite being advised 

we will provide an answer or explanation or having been advised a previous 
response answers the question or point  

 refuses to listen to an explanation, or interrupts, disagrees with or argues about an 
explanation  

 prolongs the conversation when you try to bring the call to a close 
 will not let the NCIS staff member speak 
 raises matters outside Airservices remit or unrelated to aircraft noise. 

When a call has become unproductive, we will advise the complainant of this and the 
reason why, and that if we cannot progress further we will have to terminate the call. If 
the call continues to be unproductive, we will politely terminate the call.  

We will document the termination in the record of the conversation and advise a Senior 
Complaint Specialist of the occurrence. 

3.1.4.7 Recording of call by complainants 

If a complainant tells us they are recording the call, we will advise them that:  
 under our procedures we are not required to continue the call  
 they can still communicate with us via our online form or post  
 if they do not end the recording we will terminate the call.  

If they refuse to end the recording, we will politely terminate the call. 

3.1.4.8 Review of terminated calls 

A Senior Complaint Specialist or other senior NCIS team member may review the 
recording of terminated calls for quality and training purposes.  

When reviewing, a file note will be created by the reviewer containing the findings of 
the review. This will be saved on the complainant’s case. 

If the review finds that the caller’s behaviour was inappropriate, a senior team member 
will write to the caller explicitly describing the inappropriate behaviour. The letter may 
warn of the consequences of further such behaviour, or where warranted, it may 
impose immediate sanctions on the caller.  

Consequences may include placement on a management plan, restrictions or 
exclusions from contacting the NCIS by phone, or other sanctions considered 
appropriate in the circumstances of the case. 

If the review finds that a call was improperly terminated, the occurrence will be 
escalated to the Manager for decisions on appropriate action. 

Appropriate action may include measures such as a training plan and the provision of 
apologies to the complainant.  
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3.1.4.9 Security threats 

Examples of security threats include: 
 threats to aircraft 
 threats to airports 
 threats to Airservices personnel 
 bomb threats. 

If a caller makes a bomb threat, keep the caller on the phone and complete a Bomb 
Threat Checklist (C-FORMS0001). 

For all threats, including bomb threats, follow the NCIS Security Incident Guidelines 
accessible via the NCIS Sharepoint and submit a Security Incident Report. 

3.1.4.10 Threats of self-harm or suicide 

If a caller makes a threat of self-harm or suicide, offer the Lifeline number (13 11 14). 
During the call, attract the attention of another staff member so that a senior team 
member can be advised.  

The senior team member will notify Security so that police in the relevant area can be 
contacted. 

3.1.5 Letter submissions 

Letters received by the NCIS through the NCIS postal address will be assessed by a 
Complaint Specialist to determine whether they raise a relevant issue. Letters that raise 
a relevant issue will be scanned and the electronic copy attached to a file in the 
complaints management database. 

3.2 Analysis of contacts 

3.2.1 Initial assessment of contact 

A Complaint Specialist will make an initial assessment of the contact to identify the 
primary relevant issue being raised. 

If this is a new relevant issue, it will be considered a new contact, and a new case will 
be created for that relevant issue. 

If the complainant already has a case on that relevant issue, the submission will not be 
considered to be a new contact, and it will be added to the existing case. 

3.2.1.1 Is a response required? 

The Complaint Specialist will then make an assessment of whether or not the contact 
requires a response.  

A complainant who has provided contact details and raises a relevant issue will receive 
a response. 

If the submission lacks detail, (for example, “Loud noise”), the response may be 
restricted to asking the complainant for additional information. 

Submission consisting of comments or feedback will not be responded to by NCIS if 
the comment or feedback relates to an open engagement activity, unless the 
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submission clearly seeks a response.  In these cases these comments or feedback will 
be provided to Community Engagement for consideration and response, as 
appropriate. 

Decisions about whether to respond or not will be clearly documented within the 
complainant’s record either on the complainant’s profile or within the complainant’s 
relevant case. 

3.2.1.2 Repeat contacts 

For all submissions, if a complainant’s contact raises a matter currently open for 
response, and where the further contact does not value add, we will inform the 
complainant we do not require further information at this time and they should not 
continue to contact us until we have responded. 

If we have already provided this advice and there is no new issue or question raised we 
will not respond, however the matter will be brought to the attention of the Senior 
Complaints Specialist who will review that procedure has been correctly applied, and to 
determine if a management plan setting out future contacts is required.  

Complainant’s advised of the above and that continue to repeatedly contact will be 
referred to the manager. The management plan may including potentially limiting their 
access. 

3.2.1.3 Exceptions  

Exceptional circumstances may arise that lead a senior team member to consider 
whether or not we will respond to a complaint that would otherwise receive a response 
under section 3.2.1.1 Is a response required?  

Consideration would take into account factors such as the significance of the question 
or issue, whether the complainant has sufficient interest (or “stake”) in the matter and 
the need to allocate resources fairly. The decision and the reasons for it will be 
documented and will be referred to the Manager for review. The Manager’s decision 
will be documented. See also section 6.2 Managing high volume. 

3.2.2 Anonymous contacts 

Complainants may choose to remain anonymous, however we will be unable to 
respond to their contact.   

We encourage all complainants to provide their full details. This is to ensure we have 
all the information needed to properly investigate and respond to the complaint.  
Complainants may provide pseudonyms. 

Complainants who do not provide enough details to enable investigation of their 
complaint will be dealt with as if they were anonymous.  

We do not report on anonymous contacts because we do not have the necessary data 
to do so.  

3.2.3 Prioritisation 

Once it has been determined that a contact requires a response, it will generally be 
responded to in order of receipt. However some contacts may be prioritised. 
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In deciding how to respond we will take into account the need to allocate our resources 
fairly across all the contacts we receive. Therefore we may: 
 provide information or an explanation only  
 investigate the matter  
 decline to investigate or further investigate the matter 
 ask for further information or clarification 
 request the complainant to reframe the contact into a clear statement of the 

relevant issues being raised and the outcome being sought. 

Following consideration of the contact and any investigation into the relevant issues 
raised, we will generally respond to the complainant in writing unless the matter 
complained of is very straightforward and can be easily addressed in a phone call.  

In responding to contacts we will advise the person making the contact of: 
 relevant information and explanations 
 whether any noise improvement opportunities have been identified 
 any action we took or propose to take, or why no actions can be taken 
 the solution that we have proposed or put in place, or why no solution can be 

identified  
 the reason for any decisions made. 

As a guide, the actions set out in this section may occur in relation to each type of 
relevant issue raised. 

3.3.1 Timeframe for response 

If a response is required, the timeframe for response is 21 days.  If a complete 
response is not able to be provided by that due date, the complainant will receive an 
update response from NCIS and explaining the reasons for the delay. We will advise 
the complainant of a date when we reasonably expect to respond to them. 

We will provide the full response at the earliest opportunity following that 21 day period. 

If it there is further delay due to the complexity of the investigation or other matters tht 
are preventing the completion of the response, we will keep the complainant updated 
with the progress of their complaint. 

3.3.2 Activities inside controlled airspace 

Airservices directly controls flight paths and procedures for aircraft operating in 
controlled airspace. If in the course of investigation we can identify a potentially 
feasible noise improvement opportunity inside controlled airspace, we will progress this 
for comprehensive analysis outside the complaint handling process. See section 4.3 
Noise improvement investigations. 

Most contacts about flight paths and aircraft movements in controlled airspace are 
related to airports in major cities. It is very difficult to identify any noise improvements 
that can be made in these areas without compromising safety or efficiency or moving 
the noise to another part of the community. If this is the case we will provide 
information and explanation about why this is so.  

If a noise improvement opportunity has been identified we will advise the complainant 
of the comprehensive change assessment process that will follow, the factors that will 
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4 Investigations 

4.1 Basic investigations  

Basic aircraft noise investigations will be conducted by the Complaint Specialists. Such 
investigations will consist of searches and queries using tools and documents such as: 
 ANOMS1 
 WebTrak 
 Airservices reports 
 Aeronautical Information Package (AIP), e.g. Departure and Approach Procedures 

(DAP), En Route Supplement Australia (ERSA), and Visual Terminal Charts (VTC).  

4.2 Complex investigations 

Complex investigations will be conducted by the Investigations team and/or senior 
team members. Complex investigations may include those that require:  
 liaison with other areas of Airservices 
 external liaison including with other agencies, aviation operators, airports, airport 

operators 
 analysis of the potential for change in flight paths or other procedures.  

The manner in which a complex investigation is conducted will be informed by the 
specific circumstances of the case and the need to allocate our resources fairly.  

All steps taken and decisions made in complex investigations will be documented.  

Where a complex investigation is conducted in response to a trend in complaints a 
formal Investigation Report will be produced. The accountable manager will be 
provided with a copy of the Investigation Report. 

Complainants will be kept informed of the progress of investigations. 

At the conclusion of the investigation, the complainant will be advised of the outcome in 
writing. 

4.3 Noise improvement investigations 

A noise improvement investigation may be conducted for reasons including:  
 to progress findings of a complex investigation 
 after a complaint trend analysis has indicated a potential opportunity for 

improvement 
 at the suggestion of a complainant or the Aircraft Noise Ombudsman (ANO).  

Noise improvement investigations will be conducted by the Investigations team and/or 
senior team members. 

In investigating potential noise improvements, consideration will be given to  
 safety  
 air traffic management efficiency 

1 Airport Noise Monitoring and Management Softw are 
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 whether a better noise outcome can be achieved overall. 

Proposals that compromise safety will not be progressed. 

Moving noise from one part of the community to another generally will not be 
considered a better noise outcome overall. 

Internal and external consultation will occur as required, for example, with air traffic 
control, operators, airports and airport operators. 

Noise improvement investigations will be documented in an Investigation Report.  

If the initial proposal came from a complainant, a copy of the Investigation Report will 
be provided together with a written response. 

If the investigation finds that the proposal is feasible it will be progressed through the 
Flight Path Change Process for further analysis. 

4.4 Investigations into actions or decisions taken by 

Airservices 

The investigation of actions or decisions taken by Airservices in relation to flight path 
change processes, including community engagement, environmental assessment and 
flight path design processes, or the release of related information, is not within the 
remit of the NCIS. While these queries and complaints are recorded and tracked in the 
NCIS system, the decisions about whether or not a matter will be investigated, and if 
so, by whom, will be made by the relevant manager.  

4.5 Investigations into complaints about staff members 

The investigation of complaints about staff members is outside the remit of the NCIS.  

4.5.1 NCIS and Community Engagement staff members 

Complaints about individual NCIS or Community Engagement staff members must be 
made in writing to the relevant manager, clearly setting out the nature of the complaint.  

For complaints about NCIS or Community Engagement staff, the relevant manager is 
the Community Engagement Manager. If the complaint is about the Community 
Engagement Manager, the relevant manager is the Environment and Community 
Manager.  

If the grounds for the complaint are unclear the relevant manager may request 
clarification from the complainant or may decline to proceed with the complaint. The 
reasons for this decision will be provided to the complainant in writing. 

If the complaint proceeds the relevant manager will investigate the allegations and 
respond in writing to the complainant.  

4.5.2 Other staff members 

Complaints about non-NCIS staff members will be referred to the relevant manager 
who will decide whether the matter requires investigation and if so, how to proceed.  
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5 Managing unreasonable conduct 

We are committed to being accessible and responsive to all people who contact us. At 
the same time our success depends on: 
 our ability to do our work and perform our functions in the most effective and 

efficient way possible 
 the health, safety and security of our staff 
 our ability to allocate our resources fairly across all the contacts we receive. 

When people behave unreasonably in their dealings with us, their conduct can 
significantly affect the progress and efficiency of our work. As a result, we will take 
proactive and decisive action to manage any conduct that negatively and unreasonably 
affects us and will support our staff to do the same in accordance with these 
procedures.  

5.1 Multiple contacts 

We will inform individuals whom contact us repetitively in a short period of time that we 
do not require multiple contacts and as such will not continue to read further contacts 
until we have responded to their already open case. 

Where this continues to occur after giving the above advice, we will process these 
contacts in bulk without reading them individually. 

If a complainant has already received one or more responses from us we will write to 
the complainant to:  
 explain that they need not lodge more than one contact in order to have their 

matter taken seriously  
 ask them to restrict their contact to a maximum of one per month 
 advise that we may place them on a management plan if they continue to lodge 

multiple contacts. 

5.2 Management plans 

A management plan assists us to manage unreasonable behaviour on the part of the 
complainant. A management plan may include: 
 responding to relevant issues not previously responded to only, or questions not 

previously answered regarding previously responded to relevant issues if the 
question raises a matter that can reasonably be responded to 

 placing restrictions on contacting us by phone including time limits on calls and 
specified times when calls will be accepted 

 placing restrictions on the volume of contacts that can be made with us via the 
internet including deleting without reading submissions beyond this limit 

 other measures considered appropriate by the Manager having regard to the 
specific circumstances. 
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6 Documenting actions or decisions 

We will document in the Noise Complaints Management System (NCMS) database all 
steps taken to respond to contacts including: 
 all interactions with complainants 
 any investigations conducted 
 any decisions made 
 all correspondence. 

When documenting phone conversations we will add as much detail as needed to 
enable anyone reading the account to understand what the complainant raised, what 
advice or information they were given and any undertakings given about providing 
further information, including timeframes. 

6.1 Escalation and review requests 

If a complainant is dissatisfied with the way their contact was handled they may ask for 
their contact to be escalated for review.  

NCIS team members may also initiate a review. 

Internal reviews of how a contact was managed will be conducted by a person other 
than the original complaint handler.  

Initially this will be conducted by peer review by another Complaints Specialist or the 
Senior Complaints Specialist. Reviews may also be conducted by the Senior 
Investigator or the Manager, as appropriate. 

A review may consist of: 
 reviewing contacts, conversations, notes, correspondence, decisions and 

outcomes 
 conducting further investigations and/or seeking further advice 
 identifying aspects that could have been handled differently 
 identifying training needs.  

Which actions we decide to take, and who the review is assigned to, will be tailored to 
each case and will take into account the need to allocate our resources fairly across all 
the contacts we receive.  

We will provide the complainant with the outcome of the review in writing.  

After a matter has been reviewed once, if a complainant requests further review we will 
ask the complainant to submit in writing their reasons for requesting a further review. 
After consideration of the reasons we may decline to undertake a further escalation or 
review. If so, the complainant will be advised of this decision in writing. 

If the review is escalated it will be completed by the Manager. The complainant will be 
advised in writing of this action and the subsequent decision. 

We will inform complainants about the external review option available from the Aircraft 
Noise Ombudsman. 
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6.2 Managing high volume 

From time-to-time the volume of incoming submissions that require a response may 
exceed our ability to respond in accordance with these procedures in a timely manner.  

This may occur due to one or more factors including: 
 community campaigns encouraging submissions to be made 
 staff vacancies pending recruitment or absences on leave 
 media attention 
 sustained adverse weather events 
 new flight paths including new runways, new landing systems and new airports.  

If this occurs, the Manager will implement a High Volume Management Plan. This may 
include temporary amendment of these procedures for the purposes of increasing the 
volume of submissions that can be responded to while incoming submissions and/or 
submissions awaiting response remain high. 

The plan will be in writing and will set out: 
 the reasons the plan is required 
 the elements of these procedures that will be amended or suspended for the 

duration of the plan 
 the nature of any amendments to these procedures or any new measures 

introduced 
 an initial timeframe for operation of the plan  
 a provision for review of the plan at the end of this time period. 

The review may result in an extension of the plan if it determines that the 
circumstances that required it continue to apply. The plan may be extended in its 
original form or amended as considered appropriate. 
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7 Aircraft Noise Ombudsman (ANO) 

7.1 Acceptance of direct referrals from ANO 

If a complainant contacts the Aircraft Noise Ombudsman (ANO) regarding a relevant 
issue and they have not previously contacted NCIS, we will accept a direct referral from 
the ANO. 

Direct referrals will be accepted only if the contact has been received in writing.  

If a complainant has contacted the ANO by telephone, the ANO should refer them to 
contact the NCIS directly. 

This is to ensure that the contact received is in the complainant’s own words. The NCIS 
will not generally accept referrals consisting of summaries or synopses of a 
conversation unless there are accessibility reasons for doing so.  

Direct referrals from the ANO will not be accepted where the complainant has 
contacted the NCIS previously and we consider this would circumvent our contact 
methods. 

7.2 Management of ANO requests for NCMS data 

Requests are categorised as follows: 

Standard requests - These are typical requests for information that may include 
copies of complaints made to Airservices, responses to complaints and associated 
material. 

These straight forward, standard requests will be handled by the NCIS and the 
response time should be between 1 and 2 days. There may be occasions where a 
request is more complex, for example, where there is an extensive history with the 
specific complainant with multiple complaints, notes and correspondence which may 
take longer to action. These would be identified in the initial search and may take 1 -4 
days to action with early advice to the ANO notifying the ANO office of the extended 
timeframe. 

Other requests - These are not straight forward requests for information and 
timeframes would be negotiated with the ANO on a case-by-case basis. For example, 
they may be related to a review the ANO may be undertaking where information 
requests could be thematic, for example, and may require a range of material over a 
specific time period to be provided or a category of complaints. 

If the ANO seeks records of complainants containing personal information where those 
complainants have not requested reviews from the ANO, for privacy reasons the NCIS 
may need to liaise with complainants to request permission to release their records 
(see next section). 

However, this would be as a last resort if alternative means such as redacting or de-
identifying personal information are unavailable. 

See also Appendix A - ANO Request for NCMS Data Form. 
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7.3 Review of transcripts and recordings by the ANO 

Transcripts must only be prepared in response to a Request for Information from the 
ANO and must be accompanied by a Management Review. The Management Review 
must be prepared by the NCIS Manager for submission to the ANO and must include 
the following factors: 
 complainant’s complaint history 
 demeanour and behaviour of the complainant in their contact(s) with NCIS 
 summary of the tone of the conversation(s) 
 Manager’s conclusions about the conduct of the conversation 
 context, such as complaint volume and the daily environment. 

All transcripts, which will be prepared by the NCIS Manager or by an external agency 
with appropriate privacy policies and procedures, must be de-identified. Transcripts are 
to be verbatim and to include appropriate nuances of the conversation, e.g. 
expressions of tone. The staff member on the recording may review the transcript 
against the voice recording to ensure that the transcript is a true and correct record of 
the call. If the staff member believes the transcript is incorrect, they may submit revised 
wording to the NCIS Manager. 

Any comments made by the ANO about the handling of a phone call based on the 
review of a transcript will not be used to review staff performance.  

Transcripts prepared in response to an ANO Request for Information will not be 
released to any other organisation, agency or individual, including the complainant who 
is party to the call. 

If, after consideration of the transcript and the Management Review, the ANO 
considers that review of the voice recording is warranted, a further Request for 
Information to this effect must be received from the ANO. 

The ANO may listen to a recording subject to these conditions: 
 both the NCIS Manager and the Community Engagement Manager must agree 

that this would benefit the ANO’s investigation. The staff member on the recording 
must be consulted before agreement is given and their view must be taken into 
account.  

 A copy of the recording will not be released. The recording must be listened to at 
an Airservices location.  

If the NCIS Manager and/or the Community Engagement Manager do not agree that 
listening to the recording would benefit the ANO’s investigation, the reasons for this 
decision will be provided in writing to the ANO. 
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8 Other 

8.1 Requests for copies of submissions lodged 

Due to the volume of submissions received it is not possible for us to provide 
complainants with copies of contacts. Complainants are encouraged to keep their own 
records should they wish to do so. The emailed auto-response and on-screen 
acknowledgement of submissions made by online form contain a copy of the text and 
can be printed or saved. 

8.2 Privacy 

Personal information that identifies individuals, including complainants and private 
aircraft operators or private owners, will only be disclosed or used by Airservices as 
permitted under the relevant privacy laws. 

8.3 Analysis, evaluation and reporting of contacts 

We will ensure that contacts are recorded in a systematic way so that information can 
be easily retrieved for reporting and analysis. 

Regular reports will be run on: 
 the number of complainants per suburb 
 the issues raised by complainants. 

We will not report on the number of times an individual contacts us about the same 
relevant issue. 

Regular analysis of reports will be undertaken to monitor trends, and to measure the 
quality of, and make improvements to, our information provision. 

8.4 Monitoring of the complaint management system 

We will continually monitor our complaint management system to: 
 ensure its effectiveness in responding to and managing complaints 
 identify and implement opportunities for further efficiencies in the operation of the 

system. 

Monitoring may include the use of quality assurance audits and complainant feedback 
surveys. 

8.5 Continuous improvement 

We are committed to improving the effectiveness and efficiency of our complaint 
management system. To this end, we will: 
 implement best practices in complaint handling 
 recognise and reward exemplary complaint handling by staff 
 regularly review the complaints management system and complainant data 
 implement appropriate system changes arising out of our analysis of data and 

continual monitoring of the system. 
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8.6 Voice recordings and transcripts 

Procedures related to NCIS voice recordings apply to all Airservices staff. 

8.6.1 Purpose of recording calls 

Phone calls will be recorded for security, quality assurance and training purposes. 
Callers will be advised of this during the introductory message. Recordings, wherever 
they are held, are to be deleted after 30 days. This does not apply to recordings of calls 
deemed to be a potential or actual security threat. 

8.6.2 Release of voice recordings 

Recordings will not be provided to any agency, organisation or individual except:  
 The police or relevant security agency when appropriate 
 If the Office of Legal Counsel deems it necessary under Freedom of Information 

legislation 
 The Aircraft Noise Ombudsman may listen to a recording subject to the 

conditions set out in section 7.3 Review of transcripts and recordings by the 
ANO. 

8.6.2.1 Release of recordings for security purposes 

If a staff member identifies potential security incidents, including threats of self-harm, a 
copy of the recording will be provided to the Security Manager or their delegate with the 
Security Incident Report.  

Voice recordings provided to Security must be stored in accordance with security 
procedures.  

8.6.2.2 Review of recordings for training purposes 

Recordings may be used internally for training purposes, with the express permission 
of the staff member on the recording.  

Note: Recordings must be stored on the M: drive (personal drive) of the staff 
member on the recording and deleted immediately after use. 

The only officers who will be permitted to listen to recordings for training purposes are:  
 NCIS Manager or delegate 
 Senior Investigator 
 Senior Complaints Specialist 
 The staff member on the recording and any other staff member they expressly 

permit.  
A transcript must not be made of the call. 

Recordings may only be retrieved by: 
 NCIS Manager  
 Senior Investigator 
 Senior Complaint Specialist. 
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1 Purpose 

This procedure sets out the process for handling suspected breaches of Airservices 
Code of Conduct (the Code) by Airservices employees. Chapters 5 through 6 outline 
the procedure for formally investigating and determining whether an Airservices 
Employee has breached the Code and if so determining what sanction if any is 
appropriate. 

2 Safe Place 
Safe Place takes a compassionate, human-centred approach to handling allegations of 
misconduct. The Safe Place objective is to provide a consistent and proportionate 
response in accordance with the Just Culture principles. Support, advice and guidance 
is provided to all parties at each stage of the process as required. 

3 Health and Wellbeing  
All managers are expected to provide reasonable ongoing support for the health and 
wellbeing of employees and workers at all times.  Particular attention should be paid to 
ensure that appropriate action is taken to monitor and support the health and wellbeing 
of all parties during investigations. 

Safe Place Support Advisors are available to provide ongoing unbiased support to all 
parties involved in a misconduct process. In particular, throughout the investigation 
process, Support Advisors undertake wellbeing checks with the informant and 
respondent at regular intervals. Their model of care is strength-based, trauma informed 
and solution focussed. More information about the help Support Advisors can provide 
is available on the Safe Place page of Horizons. 

4 Reporting and Initial Assessment 

4.1 Reporting alleged misconduct  

A report of alleged misconduct by an Airservices employee can be made by an 
employee, contractor, consultant, a Public Official, a customer of Airservices or a 
member of the public.  

Alleged misconduct can be reported to: 
• A Safe Place Support Advisor 
• phone: 02 6268 5752 

email: SafePlace@AirservicesAustralia.com 
• A manager 
• The Ethics hotline 
• An Authorised Officer under the Public Interest Disclosure Act 2013 

If a report is made to an Authorised Officer, they must consider whether the disclosure 
should be allocated to the Principal Officer of Airservices or another organisation as a 
Public Interest Disclosure (PID). If the report is allocated as a PID, it will be handled in 
accordance with the Public Interest Disclosure Procedure. 
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If the report is not allocated as a PID, the person to whom the alleged misconduct is 
reported must notify Safe Place of the allegation(s).   

A report made through the Ethics hotline will come through to Airservices via an 
external party, where the identity and details of the informant will remain undisclosed 
unless they elect to disclose this information. 

The employee against whom the breach of the Code of Conduct is alleged is the 
respondent and the person who alleges the breach is the informant. 

4.1.1 Malicious, Frivolous or Vexatious Complaints 

Malicious, frivolous or vexatious complaints are those determined not to have been 
made in good faith, but rather to cause annoyance, worry or unjust detriment to the 
respondent. More specific explanations about these types of complaints are in the 
definitions section at the end of this document. 

It is important to note that a complaint is not taken to be malicious, frivolous or 
vexatious purely because there is not enough evidence to substantiate the claims. 

If assessment or investigation of the allegations identifies that the complaint is 
malicious, frivolous or vexatious in nature, that conduct may be referred for 
assessment and investigation as to whether it may amount to a breach of the Code on 
the part of the informant. 

4.2 Central reporting and oversight 

The Chief People and Culture Officer (CPCO) assures a timely and consistent 
approach for all reports of suspected misconduct. Safe Place is an independent unit 
that reports directly to the CPCO and provides regular updates on the progress and 
outcomes of matters to the CPCO. 

4.3 Assessment and determining appropriate action 

Upon receiving the details of the complaint, Safe Place will give consideration to 
whether the reported behaviour/s may constitute a breach of the Code. If it appears to 
be a suspected breach of the Code, Safe Place will conduct and document an 
assessment of the allegation(s) including: 
1. gathering and reviewing facts relevant to the complaint. This may or may not 

include speaking with witnesses and the respondent; 
2. identifying actions that need to be taken to respond to any observable health and 

safety risks and welfare considerations for any workers involved in the process;1  
3. assessing whether the specific allegations of the complaint could possibly breach 

the Code and if so, whether the misconduct would amount to serious misconduct; 
and 

4. determining and recommending to the Safe Place Manager whether the complaint 
warrants formal investigation, alternate resolution or closure: 

                                                 
1 Consideration should be given to known pre-existing illness or injury, incidents or worker’s compensation claims and 
other organisation processes in progress (e.g. redeployment, grievance, management of underperformance, early 
intervention, return to work).  Matters should be escalated appropriately. 
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a. The matter will be closed where the allegation is unlikely to be a breach of the 
Code of Conduct, and there is no other appropriate action that Airservices 
should take in the circumstances. 

b. A decision to progress the matter to formal investigation or alternate 

resolution will be made with regard to the individual circumstances of the 
allegation, including the seriousness of the alleged conduct, the available 
evidence relating to the allegations and whether there are other approaches 
which would achieve a better outcome. 

c. Alternate resolution may involve addressing the issue through informal 
discussions with the respondent(s) concerned; a formal warning and direction; 
arranging mediation for the parties; following alternate processes where more 
appropriate (including Process Review Procedure or Performance 
Improvement Procedure) or any other action suitable to the circumstances. 

5. The Safe Place Manager will consider the assessment and decide on the 
appropriate action to take. 

Documentation of the assessment should clearly detail the alleged misconduct, the 
source of the complaint, details of the respondent, informant and known witnesses, 
available evidence and the decision and rationale for each element of the assessment.   

In certain circumstances, where the assessment identifies allegations of unlawful 
conduct, Airservices may refer the matter to the appropriate law enforcement agency. 

If the matter is closed or an alternate resolution is taken, Safe Place will keep 
appropriate records of that decision and any actions taken.  

Safe Place will provide advice to the informant of the outcome of the assessment within 
the limitations of the Privacy Act 1988. 

5 Investigation 

5.1 Investigation Preliminaries 

5.1.1 Appointment of breach decision-maker and investigator/s 

If the matter proceeds to formal investigation, the Safe Place Manager will appoint a 
Breach Decision Maker who will be responsible for determining in writing whether a 
breach of the Code has occurred. The Breach Decision Maker must be, and must 
appear to be, independent and unbiased. In most cases the Breach Decision Maker will 
be a Safe Place Investigator. The Breach Decision Maker may undertake the 
investigation or may seek the assistance of one or more investigators including in some 
cases an external investigator, who will report their findings of the investigation back to 
the Breach Decision Maker.  

An external independent investigator may be assigned for investigations in certain 
circumstances, such as where there is the potential for a real or perceived conflict of 
interest; or where there is insufficient internal capacity to undertake the investigation.   
In the event an external investigator is appointed, Safe Place will engage the 
investigator and provide the investigator with a Terms of Reference for the 
investigation.  
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5.1.2 Notifying the respondent of alleged breaches 

The respondent will be notified in writing by Safe Place that a formal investigation is 
being conducted to determine whether they have breached the Code. 

The notice should set out: 
1. the allegation(s);  
2. the part(s) of the Code the allegation(s) relate to; 
3. the possible actions that may be taken if the allegation(s) are substantiated;  
4. the names of person(s) appointed as breach decision-maker/investigator(s); and  
5. the respondent’s entitlement to a support person.  

5.1.3 Role of the support person 

The support person should have had no involvement in the conduct that is the subject 
of the breach allegation(s). A support person is not a representative within the meaning 
of the employee representative clauses of an Enterprise Agreement. The role of the 
support person is to confer with the respondent and to raise process issues with the 
respondent, where necessary. The support person’s role is not to advocate or answer 
questions for the respondent.  

However, the respondent may choose to appoint a legal or union representative. A 
representative may advocate on behalf of the respondent, particularly to ensure that 
procedural fairness is afforded. 

5.1.4 Stand down 

In some circumstances, to facilitate the conduct of the investigation or in the interests 
of the safety or welfare of other persons, it may be appropriate to stand down the 
respondent in accordance with the relevant Employment Instrument provisions. Safe 
Place will regularly assess the risk throughout the process and the Safe Place Manager 
may recommend that the respondent be stood down. A decision to stand down a 
respondent will only be made by the respondent’s Chief Officer or their delegate. 

If a decision has been made to stand down a respondent, the respondent will be 
provided with a written notice of stand down. The notice of stand down will notify the 
worker that:  
1. serious allegation(s) of misconduct have been raised against them;  
2. they will be provided with further information regarding the allegations, and given 

an opportunity to respond to the allegations, at a later date; and 
3. the action is an administrative action, not a disciplinary action.  

The stand down notification will also direct the employee to:  
1. not to attend the workplace, unless attending an interview in relation to the 

allegation(s); 
2. remain contactable and available for interview (upon being provided with 

reasonable notice);  
3. not approach any employees (other than a support person) about the investigation 

or any aspect of the allegations without the express written consent of Airservices; 
4. continue to follow any lawful and reasonable directions of Airservices during the 

stand down period; and 
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5. not access, by any means (including remote access), any workplace property, 
information or materials (including emails and email accounts) without the express 
written consent of Airservices. 

In specific cases, the stand down notification may also direct the employee to 
relinquish any company property including but not limited to security passes, keys, 
mobile phones, laptops, and portable internet connection devices.  

5.2 Conducting the investigation 

5.2.1 Investigating the alleged breach 

The investigation process should be carried out with as little formality and as much 
expedition as a proper consideration of the matter allows. The process must be 
consistent with the principles of Just Culture, procedural fairness and natural justice, 
and reasonable steps must be taken to collect evidence related to the allegation(s) and 
provide the respondent with an opportunity to respond to all allegation(s). 

The respondent will be provided with opportunity to respond to the allegations in 
interview and if they choose, they may provide a written response.   

If, during the course of an investigation, it becomes evident that there is a significant 
variation in the nature or extent of the suspected breach from what was originally 
notified to the respondent, the breach decision-maker must notify the employee in 
writing of the variation and give the employee reasonable opportunity to make a further 
statement or provide further material before making a determination. 

Prior to finalising a decision as to whether the respondent has breached the Code, the 
Breach Decision Maker will provide the respondent with the findings of fact and the 
intended determination as to whether a breach has occurred. The respondent will have 
seven calendar days to respond to the findings of fact and intended determination. The 
breach decision maker will proceed to finalising their decision after giving meaningful 
consideration to any response received within the seven day period. 

5.2.2 Investigation report and determination 

The investigation report will detail:  
• the allegation(s) subjected to investigation;  
• the approach undertaken to investigate the allegation, inclusive of evidence 

reviewed and interviews conducted;  
• a summary of the respondent’s response towards the allegation(s); 
• for each allegation, a finding of substantiated, unsubstantiated or unable to be 

determined based on whether sufficient evidence exists to substantiate the 
allegation on the balance of probabilities; 

• if relevant, any recommendations to reduce the risk of reoccurrence inclusive of 
control enhancements where applicable.  

Based on the findings detailed within the investigation report, the Breach Decision 
Maker will decide whether the respondent has breached the Code and record their 
determination in writing. 
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6 Investigation outcome 

6.1 Finalisation where no breach is found 

If the Breach Decision Maker finds that the respondent did not breach the Code, the 
respondent will be advised and the matter will be finalised.  

6.2 Where a breach is found 

If the Breach Decision Maker finds that the respondent did breach the Code, the 
respondent will be advised in writing of the findings and of the next steps in the 
process. 

6.3 Sanction decision-maker 

Where there is a finding of a breach, the Safe Place Manager will appoint an 
appropriate person to decide what sanction or other action, if any, should be imposed 
on the respondent. This person is the Sanction Decision Maker. In considering the 
appropriate sanction, the Sanction Decision Maker will engage with relevant 
stakeholders including the Chief Executive Officer and others as required. The 
Sanction Decision Maker will give thought to a range of factors including any known 
mitigating factors and any possible impact to employee or public safety.  

Possible actions include: 
• remedial training/formal counselling; 
• written reprimand; 
• conditions which the worker must comply with;  
• reduction in worker classification for a period of time or indefinitely; 
• termination of employment (with or without notice); or 
• such other steps or actions appropriate to the circumstances of the case. 

The disciplinary action or sanction should be commensurate to the substantiated 
breach.   

6.4 Notifying the respondent of possible sanctions or other 

actions 

Where the Sanction Decision Maker proposes that a sanction or other action is to be 
imposed, the Sanction Decision Maker must inform the respondent in writing of the 
proposed sanction/action(s) that are under consideration and the basis of the proposed 
sanction/action(s).  

In accordance with relevant Enterprise Agreement provisions, the respondent will be 
invited to a post-investigation meeting where they will be advised verbally and in writing 
of: 
1. the findings of the investigation;  
2. any sanction(s) or other action being considered, including the reasons;  
3. any change to stand down arrangements 

The respondent is entitled to bring a support person to the post-investigation meeting. 
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The respondent should be given a reasonable opportunity (usually seven calendar 
days) to make a verbal and/or written statement to the Sanction Decision Maker in 
relation to the proposed sanction(s) to be imposed. The Sanction Decision Maker will 
proceed to making a final sanction decision after considering the respondent’s 
statement or if no response is received, after the allowed period of time has passed. 
The Sanction Decision Maker will advise the respondent in writing, of the final decision 
and the reasons for that decision. 

6.5 Record of sanction or other action 

If a sanction or other action is imposed on the respondent, the Sanction Decision 
Maker must record the decision in writing.  Where the sanction is termination of 
employment, the written notice of termination may be prepared and signed by the 
appropriate manager as designated by the Instrument of Delegation and Authorisation 
AA01/2020 

6.6 Notifying the informant  

At the conclusion of the process, the informant will be advised that the investigation 
has been completed and whether a finding of a breach of the Code has been 
substantiated. The informant should also be advised that Airservices is taking 
appropriate action (without breaching the privacy of the respondent by disclosing the 
specific sanction or other action to be imposed).  

7 Summary Dismissal 
If the Safe Place Manager is satisfied on reasonable grounds that serious misconduct 
warranting termination of employment has occurred, the Safe Place Manager may 
recommend summary dismissal of the respondent. In this case it will not be necessary 
for a formal investigation in accordance with paragraphs 5 and 6 to be conducted. This 
paragraph should only be relied upon where there is clear evidence of serious 
misconduct. 

8 Review of decisions 
The Process Review Procedure outlines the process for lodging a complaint for an 
alleged unfair application of a process.  

There is no internal review process about decisions to terminate employment. The 
respondent may be able to access redress through the Fair Work Commission if 
dissatisfied with the process and/or decision. 

9 Records and privacy 
All people who are party to an investigation under this procedure are required to keep 
appropriate records and maintain confidentiality and compliance with Airservices’ 
applicable privacy guidelines.  Records relating to the misconduct matter should be 
maintained in a separate confidential file and made accessible on a strict need-to-know 
basis.   
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NEW STARTER: 

 

Windows Log In 

Connecting a printer 

1. Click on the Windows & S Keys 
2. Type print in the search box 
3. Select Devices and Printers 
4. Select Add a Printer 
5. Select Printer that I want isn’t listed 
6. Select a shared printer by name 
7. Enter \\printsy-prd-01\PQ2003 
8. Click Next and the driver will install 
9. Click Next 
10. Ensure Set as the default printer is ticked 
11. Select Finish 

Getting Mailboxes 

 Right click on your Mailbox name 
 Select Account Properties – Twice 
 Click on Outlook in the dialogues box to highlight it then the Change button  
 Select More settings 
 Go to Advance tab 
 Click Add 
 Type in NCIS 
 Select your mailbox from the list eg NCIS NCIS Investigators or NCIS Snr 

Complaints 
 Select 
 Apply 
 OK Next 

Signature Block in File Options Mail Create or modify signatures new……. 

From & BCC fields:  Home New Mail Options select From and Bcc 

ANOMS password 

CADAS password 

Get SY_NEU drive under work areas 

 

IN Word 

New File Options 

Take out your name and initials put in NCIS and NCIS and save. 
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To remove Metadata before sending a word doc or pdf doc via email.  

 

After you have saved your word document reopen it and go to the File tab  

Select Check for Issues and then Inspect Document 

Let is save another copy if it prompts 

Run all 10 checks 

The one second from the top should come back with some data to remove just select 
remove all 

Then close. 

Still in the file tab select save as Adobe PDF 

Let it save these where you need it 

After it is made and it opens you can check file then properties to see that information has 
been removed. 

Then send it complainant in the normal way. 
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Useful Links 

 
 
 

Aviation Security Identification Card (ASIC): 
 

http://www.infrastructure.gov.au/transport/security/aviation/asi/asics.aspx 
 
http://www.infrastructure.gov.au/transport/security/aviation/asi/files/ASIC_Brochure_FINAL.pdf  
 
Airservices Australia, Frequently asked questions: http://horizons/our-
functions/safety/security/security-services/Pages/ID-card-background-check.aspx  
 
Aircraft Noise Ombudsman (ANO): 
 

http://www.ano.gov.au/ 
 

 
Aviation Acronyms and Abbreviations Decode: 
 

http://www.hgfa.asn.au/resources/abbreviations.pdf 
 
http://www.airservicesaustralia.com/aip/aip.asp?pg=20&vdate=21-Aug-2014&ver=2  
( AIP General then section 2.2) 

 
Aircraft Noise Brochure: 
 

Written for Perth Airport residents, but this answers some common questions. 
 
http://www.perthairport.com.au/Files/Aircraft_Noise_Information_Brochure.pdf  
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1 Overview 

1.1 Accessing the Noise Complaints Management System (NCMS) 
 
The NCMS is accessed via a weblink using the Chrome browser. The link is: 
 
https://ncis.airservicesaustralia.com 
 
It is a good idea to add the link to your Chrome toolbar for easy access. 
 
You will need to log in with the username and password provided. 
 

1.2 Terminology 
 
A complainant is 
someone who contacts us. 
 
A submission is 
any type of communication from a complainant.  
 
A case is 
an issue that a complainant has raised that we need to respond to and/or investigate.  If a 
complainant raises more than one issue they will have more than one case. One case equals one 
issue. 
 
An issue is  
the broad definition of a complainant’s concern, for example Standard flight path movement, 
Unusual movement, or Helicopter. 
 
A classification is  
A descriptor that further refines the issue. 
 
A note is 
a record stored in a case. 
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2.6.1 Complainant record panels 
 
A series of “panels” are displayed underneath the Complainant’s contact details. The contents of 
these panels can be revealed or hidden by clicking anywhere on the title bar of the panel.  
 
On the Complainant record the panels are:  
 

• Campaigns  - bulk mailouts to groups of complainants 
• Cases – one case for each issue the complainant has raised. You can access these by clicking 

the Subject links 
• Documents – a list of all the fact sheets / Info Packs that have been sent to the complainant. 

The Documents panel is duplicated on the Case.  
• Historical cases – see 2.6 
• Notes – while there is a Notes panel we do not usually store notes on the Complainant 

record – they live on Cases. 
 
Cases also have panels. This is discussed in the next section.  
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3 The Case 
Each complainant has one case for each issue raised. All submissions about that issue along with file 
notes and emails are stored on that Case as “Notes”. 
 
Cases are automatically generated by the system. There are some situations where you may have to 
manually create a Case but this is rare. 
 
Each Case has a name and unique number which are system-generated. The Case name consists of 
the Issue and the case number: eg Helicopters 10544 
 
Case numbers are the complainant’s reference number. 
 
Details that are “stored” on a Case include: 
 

• the Airport 
• an Issue  
• a Case Classification – this is a sub-set of the Issue 
• an Assignment – to a person  
• a Team Handling – eg Complaint Specialist, Investigator, Senior Complaints or Manager 
• an optional Description 
• a Status of Open or Closed  

 
To edit Case fields: 
  

• click on the field name and the field will open for data entry, or  
• you can click the EDIT button at the top of the page and all fields can be edited. 
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3.1.2 Case panels 

3.1.2.1 The Documents panel 
The Documents panel is a record of fact sheets or Information Packs that have been sent to the 
complainant. These documents are all stored within the database. 
 
The Documents panel listing is automatically generated when you attach a document stored in the 
database to your outgoing email. 
 

 

3.1.3 The Notes panel 
 

 
 
The Notes panel contains all notes relevant to the Case including: 
 

• Complaint/Enquiry/Comment notes 
• Email notes 
• File notes 
• Investigation notes 

 
Note types are discussed in 6.2. 
 
Only five entries are displayed initially. To see more click the “More notes” link as many times as 
necessary.  
 
You can preview the content of any Note in the preview pane on the right-hand side of the screen. 
 

Document 12 (FOI-21-24) 
Page 15 of 59

Rele
as

ed
 un

de
r th

e F
OI A

ct 
19

82
 (C

th)



Rele
as

ed
 un

de
r th

e F
OI A

ct 
19

82
 (C

th)



Rele
as

ed
 un

de
r th

e F
OI A

ct 
19

82
 (C

th)



Rele
as

ed
 un

de
r th

e F
OI A

ct 
19

82
 (C

th)



• create a Complaint, Enquiry or Comment “Note” which contains the submission you have 
processed, and lodge this on the Case 

• if you have selected Response Required = No, the submission will be marked “Completed” 
and no further action is required 

• if you have selected Response Required = Yes, the submission will be marked “Reviewed” 
and it remains “open” for a response from us 

 
If it is a returning Complainant who already has a Complainant record and one or more Cases, the 
system will: 

• check whether the complainant already has a Case comprising the same airport, issue and 
case classification as the submission you processed 

• if so, it will move the submission onto that Case as a Complaint, Enquiry or Comment 
“Note”, as above 

• if not, it will create the Case and move the submission onto it, as above 
• it will mark the newly created Note “Completed” or “Reviewed”, as above. 

 

4.1 Online form 
 
The online form can be accessed via WebTrak or directly here: https://complaints.bksv.com/asa 
 
You can see how the fields of the online form flow through to the database when you compare it 
with an  Enquiry. 
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4.2.1.2 No matches are suggested 
If the system found no match, it is a good idea to perform a search of existing complainants using 
the email address and/or phone number supplied in the submission before accepting this result. 
Sometimes complainants use different versions of their personal details and the system cannot 
identify that it is the same person that already exists in the database.  
 
There are two ways to search for the person: 
 

• Open the Create Enquiry form  (see section 5) and enter the phone number and/or email 
into the form and see if a match is suggested in the preview pane on the right-hand side of 
the screen 

• Open the Complainant search form and perform a search on the email address (see 9.3) 
 
If these searches yield no results you can be confident the complainant is not already in the system. 
 
If your search finds the complainant, open their Complainant record in a new tab (by clicking on your 
mouse wheel while pointing at the link). Now you can proceed to the next steps of processing the 
submission and you will return to actioning this at the final stage. 
 
If you are satisfied that the Complainant  does not already have a record in the system, simply 
continue processing the Enquiry and return to action this at the final stage.  
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are processed. However the system will be learning the different permutations of the complainant’s 
details for next time. 
 
If conflicting fields have been detected, the last thing you need to do is go to the Complainant record 
and perform the Compare Contact Details process set out in 2.2.1. 
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5.1.1.1 Anonymous 
 
A first name or last name is required. If a phone complainant will not provide at least one name they 
will be “Anonymous”. The “Is Anonymous” field should be set to “Yes”.  
 
We do not respond to anonymous complaints. If someone wants a response they must provide first 
or last names. They can give us pseudonyms if they want. If you are told the names are pseudonyms, 
make a note of this in the Comments field. If they give a first name but no last name you can use the 
last name “Unknown”. 
 
If the “Is Anonymous” field is set to YES on our Enquiry Form the ONLY information that can be 
collected is: 
 

• Comment 
• Date and time of concern 
• Contact date 
• Contact method 
• Enquiry type 

 
All other fields become inactive. 

 
  

NCMS Procedure 
If a letter/message bank complainant has not provided names but has provided other contact details 

such as an address or phone number we will not treat these as Anonymous. Use “Unknown Unknown” in 
the name fields. When we respond we will aim to obtain name details. 
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5.1.2 After the call 
 
After the call complete the remaining fields: 
 

• designate the matter as either a Complaint, Enquiry or Comment 
• determine whether or not a response is required 
• assign airport, issue and classification 
• save the record 

 
The Contact Method field defaults to “Call” so this does not have to be changed unless you are 
entering a letter or a message bank message. 
 
After you have saved the form you are taken to the Complainant record. If this matter requires a 
response, select the Case for the submission you have just entered and assign the case to yourself. 
 

 
 
 
 
  

NCMS Procedure 
If a new complainant asks for a reference number, tell them this is generated when you create 
their Case and we will include this number when we respond. 

 
If an existing complainant asks for a reference number, tell them: 
• You have to analyse their issue to see if a new case needs to be created or whether this is 

the same issue as an existing case. 
• If it is a new issue we will email them their new case number when we respond to their 

matter. 
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6.2 Using Notes to record actions and decisions 
 

6.2.1 About Notes 
Notes fulfil a number of functions in the system. Notes can be: 
 

• A submission from a complainant: Complaint, Enquiry or Comment Note (these are 
automatically generated by the system from the Comment field in the Enquiry Form) 

• A record of a phone call you made to the complainant (Callback Note) 
• An Immediate Response Note (automatically generated by the system from the “Action” 

field of the Create Enquiry Form) 
• A File Note you have written to explain what you have decided and why 
• An Investigation Note where you record what you investigated  
• A contact to or from the Aircraft Noise Ombudsman about a complainant (ANO Note) 
• A contact to or from Government Relations about a Ministerial in relation to a complainant 

(Ministerial Note) 
• A record that an email has been sent (Email Note – these are automatically generated by the 

system when an email is sent. The note contains a link to the email.) 
• A record that a letter has been sent (Letter Note – manually created. Attach a scan of your 

letter to the Note) 
 
All types of notes are stored on the relevant Case in the Notes panel. 
 
When you are in the process of responding to a Case you need to record all your actions in one or 
more Notes. 
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6.2.3 Note Type: Investigation 
Use “Investigation” Note Type to record how you have looked into an issue. Complaint Specialists 
could use this to record the findings of ANOMS searches, for example. In this example your heading 
would be: ANOMS INVESTIGATION 
 
You can save ANOMS images as a JPG, PDF or in a word document and then attach this to the Note – 
you might want to do this for searches that you generate but aren’t going to use in the response. 
 
You might use this Note Type to record that you had a discussion with an Investigator to get advice, 
in which case your heading would be: DISCUSSION WITH INVESTIGATOR 

6.2.4 Note Type: File Note 
You can use this Note Type for anything that doesn’t fit into the other categories. It could be a note 
of a discussion you had with a senior team member or it could be a note explaining why you made a 
certain decision. 

 

6.2.5 Note Type: Call back 
“Call back” is for you to summarise the conversation you had with the complainant when you called 
them back by phone. If you make a call back but can’t contact the complainant you would record 
this in the note along with details of what you were going to tell the person. Then if they return your 
call, whoever answers the call can relay the information to the complainant. That team member 
would then make an entry into the same Call Back note of the conversation. 
 
However if the complainant raises new issues or questions during the Call Back conversation, these 
need to be entered into a Create Enquiry Form as a new Complaint, Enquiry or Comment. 

6.2.6 Note Type: Letter 
This is for attaching outgoing letters to the complainant or anyone else. You should always attach a 
scan of the letter in PDF format. Remember, incoming letters are either Complaint, Enquiry or 
Comment notes.  

6.2.7 Note Type: Email 
When you email a complainant from inside the system a Note will be automatically created with 
Note Type: Email that contains a link to the email message. This is discussed in the next section.  
 
  

NCMS Procedure 
Any File Note or Investigation Note that you create should have a heading on the first line of the 

Note field that explains the purpose of the Note.  
 
You don’t need to have a separate heading for Call back or Letter Note Types because this is self-

explanatory.  
 

All Notes entries should end with your initials and the date so that if more than one person 
makes an entry in the same Note this can be distinguished.  
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6.4 Completing “Complaint” Note Types and stopping the clock 
 
Our Service Standard is to provide a first response within 21 days. The NCMS tracks our response 
times. To “stop the clock” we must: 
 

• change the First Contact field in the original Complaint, Enquiry or Comment Note/s to 
“Yes” 

• enter the date the first contact was made  
• if the first contact also completes the matter, change the Status to “Completed” 
• Click the SAVE button on the right. 

 
 

 

  

NCMS Procedure 
To stop the 21 day clock you must return to the original Complaint Note/s, change First Contact 
Made to Yes, and enter the First Contact Date. If the matter is completed change the Status to 
Completed. Click Save. 
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Now you need to change the Case the note lives on using the Related To field. For this you need the 
number of the Case you are moving the note on to. 
 

 
• Pull down the button for the case name field and enter the new case number. The 

system will suggest the match. Select it. 
 
• Click the SAVE button. 
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10.2 Deleting records 

10.2.1 Enquiries 
Anyone may delete Enquiries however we may do this only if: 
 

• this is in accordance with a Management Plan in place for that complainant. 

 
 

10.2.2 Other records 
With the exception of Enquiries, records may be deleted only by the Manager, Senior Complaint 
Specialist and Senior Investigator. We need to have a decision trail about why this occurs. Deletion 
may be necessary if, for example: 
 

• A complainant has two different profiles that need to be consolidated into one  - after 
consolidation the erroneous record should be deleted 

• A case has been created in error 
 

 
  
 

NCMS Procedure 
Enquiries may be deleted only in accordance with a Management Plan for that complainant. 

 

NCMS Procedure 
If a record needs to be deleted, set out the reasons in an email along with the details of the 

record and send the request to either Manager, Senior Complaint Specialist or Senior 
Investigator. 
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