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1. Introduction  

1.1     This policy sets out how Mansfield District Council (MDC) will respond to and manage reports of noise nuisance in relation to the housing management function.
1.2	We recognise that noise can have a significant impact on a person's health, wellbeing and enjoyment of their home. We are committed to taking reports of noise seriously and responding in a fair, proportionate and person-centred way.
1.3      We acknowledge that not all noise is anti-social behaviour (ASB). Some noise is an unavoidable part of everyday living, particularly in flats and areas of higher-density housing. Reports will therefore be assessed on their individual circumstances and managed using the most appropriate approach.
2.        Policy Objectives 
2.1      The objectives of this policy are to:
· Provide a fair, consistent and transparent approach to managing noise complaints.
· Distinguish between everyday household noise, noise nuisance and ASB.
· Adopt an early intervention and resolution-focused approach.
· Support residents affected by noise nuisance.
· Consider vulnerabilities, support needs and the impact on wellbeing.
· Work collaboratively with internal teams and partner agencies.
· Meet the requirements of the Regulator of Social Housing and Housing Ombudsman.  

3.	Our Approach 
3.1	Every noise report will be assessed on its own merits.
3.2	When a report is received, we will consider:
· The nature, frequency and duration of the noise.
· The time of day or night it occurs.
· The impact on the complainant.
· Any vulnerabilities affecting either party.
· Whether the issue relates to neighbour behaviour, property design, poor sound insulation or a combination of factors.

3.3	We will not automatically treat reports of noise as ASB. 
3.4	Were noise results from normal household activities, we may manage reports through tenancy management, neighbourhood management or mediation rather than ASB enforcement.
4.	Types of Noise  
4.1	Noise likely to be considered nuisance or ASB

Examples include:
· Loud music played frequently or excessively.
· Repeated shouting, screaming or arguments.
· Frequent parties causing disturbance.
· Deliberate banging or intimidation.
· Persistent dog barking.
· Frequent DIY or household activities at unreasonable hours.
· Noise associated with criminal or anti-social behaviour.
· Noise normally associated with everyday living.

4.2	Noise likely not to be considered nuisance or ASB
	Examples include:
· Children playing.
· Babies crying.
· Footsteps.
· Doors closing.
· Washing machines and household appliances used reasonably.
· Occasional visitors.
· General conversation.

4.3	Whilst these issues can sometimes cause annoyance, they will not usually be considered ASB unless the circumstances indicate that the behaviour is unreasonable, excessive or deliberate. 
5.	Noise Transference and Property Design   
5.1	We recognise that some noise complaints arise because of the design, construction or layout of buildings rather than the behaviour of tenants.
5.2	 Where appropriate, we will consider whether:
· Insufficient sound insulation is contributing to the problem.
· Flooring types are exacerbating noise.
· Repairs or property defects are affecting sound transmission.
· Housing design or layout is creating unreasonable disturbance.

5.3	In such circumstances we will work with relevant teams to identify whether any reasonable housing management, repairs or asset management measures may help resolve the issue.
6.	Support for Complainants 
6.1	 We recognise that noise nuisance can significantly affect physical health, mental wellbeing and quality of life.
6.2	A victim-centred approach will be adopted in all cases.
6.3	 We will:
· Complete a risk assessment where appropriate.
· Identify vulnerabilities and support needs.
· Provide regular updates.
· Agree an action plan with the resident.
· Signpost to support services where required.

7.	Early Intervention 	
7.1	Depending on the circumstances, interventions may include:
· Advice and guidance.
· Neighbour discussions.
· Mediation.
· Good Neighbour Agreements.
· Tenancy support.
· Warning letters.
· Community Protection Warnings.
· Partnership working with Environmental Health, the Police or other agencies.

8.	Information and Evidence 
8.1	 To investigate reports effectively, residents may be asked to provide:
· Diary sheets.
· Noise recordings.
· Witness information.
· Dates and times of incidents.

8.2	The type and level of evidence required will be proportionate to the nature of the report.
9.	Partnership Working  
9.1	Where another organisation is better placed to lead an investigation, we will explain this clearly and continue to work collaboratively where appropriate. 
9.2	We will not close a case solely because another organisation is involved and will maintain oversight of our housing management responsibilities.
10.	Learning and Continuous Improvement  
10.1	We will regularly review noise complaints to identify:
· Trends and themes.
· Property design issues.
· Areas requiring investment.
· Opportunities to improve services.

10.2	Performance information, customer feedback and complaint outcomes will be used to drive service improvements and inform future policy reviews.
11.	Case audits 
11.1	A bi-monthly case audit will be completed on noise nuisance cases by either the Tenancy Services Manager or Housing Management Team Leader to provide governance and assurance the policy is being adhered to. 
12.	Legal proceedings
12.1	If all interventions to prevent the noise nuisance have been unsuccessful and issues continue, we may escalate to legal action, using the powers available under the Anti-social Behaviour, Crime and Policing Act 2014, the Housing Act 1988 and other relevant legislation.
12.3	A proportionality assessment will be completed prior to legal proceedings when we will consider if the perpetrator has any vulnerabilities and that we have taken these into consideration when deciding our course of action, identifying the support offered to the perpetrator throughout the entirety of the case. 
12.4	Legal action must be approved by the Tenancy Services Manager or Housing Management Team Leader and in cases involving discretionary grounds, agreed through the Pre-eviction Panel process.
12.5	If legal action is taken, we will seek to recover all our costs and expenses from the perpetrator.
13.	Closing a case 
13.1	The case has been investigated and appropriate action completed, and there is no further proportionate action available.
14.     Legal duties and regulatory requirements
14.1	Information will be shared with key partners, such as the police, through the appropriate sharing agreements and will comply with data protection regulations. 
14.2		The following legislation is applied to this policy:
· Anti-Social Behaviour, Crime and Policing Act 2014
· Equality Act 2010
· Housing Act legislation
· Social Housing Regulation Act 2023
· Regulator of Social Housing Neighbourhood and Community Standard
· Housing Ombudsman Complaint Handling and ASB good practice expectations.

15.       Responsibility and decision making
15.1   The information below illustrates the structure for responsibility and decision making in relation to this policy:
Head of Housing
Overall responsibility for approval of the policy

Performance and Insight Manager
Responsible for ensuring consultation on the policy is carried out with involved customers

Operational Managers
           All managers are responsible for reading, understanding and monitoring the delivery of services in line with the policy   

All staff 
All staff are responsible for reading, understanding and delivering services in line with the policy.

16.       Monitoring and reporting
16.1    Key Performance Indicators (KPI’s) and any outcome measures relating to this policy and any related policies will be monitored and reported to Housing Management and Support Services Operational Group and reported to the Board on a quarterly basis. 
16.2	Performance relating to ASB will be monitored through KPI`s, tenant satisfaction measures and customer feedback to identify learning and service improvements.
17.	Equality Impact Survey 
17.1	An equality impact survey will be completed to evaluate how this policy might affect different groups and ensure fairness and prevent unintentional discrimination against protected demographic groups. 
18.       Review
18.1   This Policy will be reviewed every three years or in line with changes in legislation / regulation, whichever is the sooner, updates or recommendations for changes will be presented to the Assistant Director of Housing for approval.
19.	Related Documents 
19.1	This policy should be read in conjunction with the following:
· 
· Noise Nuisance Procedure 
· ASB and Hate Crime procedure 
· Safeguarding Policy 
· Domestic Abuse Policy 
· Good Neighbourhood Management Policy  
· Tenancy Agreement 

20.       Complaints
20.1    If a customer is not satisfied with the service they have received, MDC’s Corporate Complaints Procedure can be followed. Whilst we strongly encourage customers to submit their complaint online at www.mansfield.gov.uk/council-councillors-democracy/complaints-1 so that issues can be handled by the relevant service area quickly.  Customers can also make a complaint:

•	In writing  
•	By telephone – 01632 463463
•	By email – mdc@mansfield.gov.uk 
•	In person
•	Through a representative or advocate (see section 4 of the policy)
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