


• During 2019, the noise complaints team handled 1,805 contacts registering 15,389 complaints from 370 
complainants. 

• Excluding the 9 multiple complainants which we have identified for this report, the noise complaints team handled 811 
contacts registering 935 complaints from 361 complainants. 

• In 2018, 10 multiple complainants were identified meaning the noise complaints team dealt with 561 complainants, 
showing a decrease in 200 people between 2018-2019. 

• As with 2017 and 2018, the number of individuals contacting the noise complaints team continued to decrease from 
the previous year, with the number falling to 370 individuals in 2019, in comparison to the 571 individuals in 2018.

• Whilst the number of contacts has decreased by over 1,000, the number of complaints being registered has increased 
from 14,566 in 2018. 

Stansted Airport can be contacted by phone, email, web form (direct from our WebTrak system) and letter. The vast 
majority of contacts (over 80%) were made by email. Answerphone and letter complaints remained broadly the same as 
a percentage of the total. We have seen a decrease in the number of complaints received using the form available on our 
website which is linked to our self service investigation tool, WebTrak.

Contact method No. of contacts %

Email 1504 83

Web form 165 9

Answerphone 131 7

Letter 3 <1

Other 2 <1



• The highest months for complaints were April and May which is unusual as we would expect to see a rise in complaints 
over the summer months, but follows a similar pattern to 2018. This is because of the high number of complaints 
submitted by our highest complainer in these particular months, which also explains why we see the highest complaints 
numbers during this time but less individuals making complaints than at other times of the year. 

• The unusual decrease in complaint numbers seen in September can be attributed to the absence of our highest 
complainer in this month, and his return is reflected in the sharp increase in October and November. 

• The graph below compares the number of complaints by month to the number of individuals registering those 
complaints. Although the pattern for complaints totals is unusual, we did see the highest numbers of complainants 
between June to September, which is to be expected due to the busier summer period prompting more contacts. 
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• 93.9% of complaints came from 9* individuals, this is an increase on 2018 (86% of total complaints from 10 people)

• The most frequent complainant in 2019 accounted for 80% of all complaints received, a 7% increase on last year.

The map shows the location of the 
highest 9 complainants.

One of the highest complainants is 
directly under the Clacton 22 
departure route and one is under 
the Buzad 04 route, with another 
close edge of the NPR, this is 
similar for a complainant close to 
the Buzad 22 route. Our highest 
complainant is concerned with 
arrivals over Harlow and another 
about arrivals over Sudbury. We 
received contact from a new 
multiple complainant in 2019 who 
is concerned with both arrivals 
over Hertford Heath as well as 
other airport’s operations. The 
other 8 individuals are long 
standing complainants. 

*9 individuals logged over 40 complaints each during the year



In line with previous years, the majority of complaints related to operations during the day time. While there was a rise in the
percentage of complaints regarding the evening shoulder and night period between 2017-19, this percentage has decreased 
in 2019 however the percentage of complaints concerning the morning shoulder and daytime operations has increased. 

These figures are greatly influenced by one of our multiple complainers.

2014 2015 2016 2017 2018 2019

Morning shoulder 06:00 - 07:00 112 67 767 745 496 728

Day 07:00 - 23:00 708 436 2954 6600 11139 12041

Evening shoulder 23:00 - 23:30 28 76 90 87 921 730

Core Night 23:30 - 06:00 174 168 359 963 2010 1890
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The table below shows the number of complaints by time period excluding multiple complaints. When we look at the data 
from 2019 with the top 9 complainers removed, the data follows a very similar pattern to what is shown when they are 
included, with the overwhelming majority of complaints being during the day. The proportion of complaints relating to core 
night operations also remains similar. 
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Time Period Complaints Annual Aircraft Movements

Morning shoulder 06:00 - 07:00 97 5%

Day 07:00 - 23:00 690 86%

Evening shoulder 23:00 - 23:30 20 2.5%

Core Night 23:30 - 06:00 125 6.5%



Location of morning shoulder complaints (06:00-07:00)

Location of day complaints (07:00-23:00)



Location of core night complaints (23:30-06:00)

Location of evening shoulder complaints (23:00-23:30)
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Overall runway 22 was in use 67.65% of the time 
which is an increase on last year and as we would 
expect, most months saw a higher level of runway 
22 operations. Usage was particularly high in 
August, when runway 22 was in use 92% of the 
time. The exceptions to the pattern can be seen in 
April and May, both of which saw an unusually 
high predominance of runway 04 operations. 0
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Complaint reason by %

The chart shows the areas of 
concern that have generated more 
than ten complaints. In line with 
previous years, the most common 
reason given for complaint is 
general noise levels however this 
year it accounted for an 
overwhelming percentage of 
concerns, with over 96%. Track 
keeping was the second largest 
reason given for complaints, with 
all other factors amounting to less 
than 1% each.
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The chart shows the concerns from 
complaints without multiple 
complaints. As with multiple 
complaints, the most common 
reason for concern is general 
noise/too loud and the second 
most common reason is track. 
However without multiples, there is 
a small increase in the percentage 
of complaints concerned with 
increased flights and a larger 
increase in those concerned with 
low flying aircraft. 
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• In 2019, 69% of complaints submitted were concerned with noise. However, none of these 
complaints were deemed to be valid noise infringements. 

• 16% of complaints submitted were concerned with track-keeping. Out of this 16%, 6% were deemed 
to be off-track with the remaining 10% found to have been within track-keeping regulations. 

• 6% of complaints submitted were concerned with low-flying aircraft. Out of this 6%, 1% were deemed 
to be low-flying due to the aircraft performing a go-around, less that 1% were due to being off-track 
and the remainder were deemed to be valid events. 

• ‘Other’ refers to complaints regarding odour, general health and pollution, all of which were to  be 
deemed within regular operations and adhering to all procedures. 
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Arrivals Complaints

04 Arrivals 185

22 Arrivals 146

Where we are able to, complaints are correlated to the specific operation (either a departing or arriving aircraft) 
that was reported as causing the disturbance.  This enables us to show what routes, by runway generate these 
complaints.  The figures below do not include complaints from individuals registering more than 30 complaints in 
one month, which means these figures do not include the multiple complainants. 

As seen in previous years we received more complaints about departures on runway 22 than runway 04 and there 
were significantly more complaints about runway 22 Clacton route than any other.  This is likely due to the higher 
usage of runway 22 operations and the 22 Clacton route.

Runway 04 arrivals generated more complaints than runway 22 arrivals. This can be partly attributed to the 
inability to perform a continuous descent approach on runway 04, due to airspace constraints, which if available 
would facilitate aircraft being higher for longer during their approach to the airport. 

Departures Complaints

04 BZD 32

04 CLN 78

04 DET 1

22 BZD 41

22 CLN 125

22 DET 4



The table shows all areas with more than 10 complainants.  In line 
with previous years, the area with the highest number of residents 
registering complaints was Bishop’s Stortford, the number of 
complainants from this area has decreased this year.  

For the most part the other areas with higher numbers of 
complainants are all either under or close to the initial flight paths 
for departures or the arrival path.

The increase in the Henham area was due to one off-track Fedex
MD11 Departure.

Area 2019 2018 2017

Bishop's Stortford 54 89 68

Stebbing 18 47 47

Hatfield Heath 11 26 25

High Easter 14 24

Little Hadham 15 16

Stansted 13 12

Great Hallingbury 12 12 20

Harlow 13 13

Hatfield Broad 
Oak 12 24

Henham 27 13 18

Sawbridgeworth 10 6

Little Hallingbury 11 10

Dunmow 10 24

Birchanger 10 11

Saffron Walden 12



Noise complaints have again increased this year however, the number of individuals making those complaints has fallen 
compared with last year, both when looking at all complaints and complaints minus multiples. The trend towards a small 
number of people submitting large numbers of complaints has continued and this has subsequently driven the increase in 
totals. When separating multiples from the figures we see a decrease of 200 complainants from 2018,however the number of 
complaints being registered has increased. 

Overall, 81% of total complaints came from one person and 93% came from the nine highest complainants.

This trend has continued to affect the monthly split of complaints with the highest number of complaints this year falling in
April, compared with October the previous year, instead of the summer months when we would usually expect complaints to 
peak.

Areas with the highest amount of complainants remain largely unchanged and the majority of complaints relate to normal 
operations.

The graph below shows the total number of complaints 
and complainants for the period 2005 – 2019.  
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