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Social Tenant Access to Information (STAIRS) Policy

1. Introduction
Abbeyfield Great Missenden (the Society)  is committed to being open, transparent and accountable in the management of its housing services.

Providing residents with clear and accessible information helps build trust, encourages meaningful engagement and enables residents to better understand how decisions affecting their home are made.

The Social Tenant Access to Information Requirements (STAIRs) introduce new arrangements for Registered Providers of social housing to make key information available proactively and provide tenants with a formal route to request additional information relating to the management of their home.

The Society recognises that much of the information covered by STAIRs already exists as part of its normal governance and housing management activities. The purpose of this policy is not to create unnecessary administration but to ensure information is organised, accessible and managed consistently, enabling residents to obtain information more easily.

2. Legislative Background
The Social Tenant Access to Information Requirements (STAIRs) form part of the Government's programme of social housing reforms designed to improve transparency, accountability and resident confidence in the management of social housing.

The requirements apply to Registered Providers of social housing and introduce two key responsibilities:
· the routine publication of information relating to the management of social housing; and 
· a formal process enabling tenants to request additional information from their landlord. 

The Regulator of Social Housing oversees compliance with the regulatory standards, while the Housing Ombudsman may consider complaints relating to the handling of information requests where appropriate.

3. Purpose
The purpose of this policy is to explain how the Society will meet its obligations under STAIRs.

In particular, the Society will:
· make information relating to its housing services available wherever reasonably practicable; 
· ensure residents understand how information can be accessed; 
· provide a straightforward process for requesting information; 
· respond to requests fairly, consistently and within the required timescales; 
· protect confidential, personal and commercially sensitive information where disclosure would not be appropriate. 

The Society believes openness supports good governance, promotes confidence in the organisation and encourages positive relationships between residents, trustees, staff and volunteers.

4. Scope
This policy applies to information relating to the management and delivery of the Society's social housing services.

It applies to all trustees, employees and volunteers involved in managing, publishing or responding to requests for information relating to the Society's housing activities.

The policy covers:
· information routinely made available by the Society; 
· requests for additional information made by tenants or their authorised representatives; 
· the arrangements for considering, responding to and recording those requests. 

This policy relates specifically to information connected with the management of the Society's social housing. It does not provide a general right of access to every document held by the Society.

This policy should be read alongside the Society's Complaints Policy, Data Protection Policy and Privacy Notice.

5. Policy Principles
In implementing this policy, the Society will seek to:
· be open and transparent wherever reasonably practicable; 
· make information easy for residents to find and understand; 
· publish information proactively wherever possible; 
· respond promptly and fairly to requests; 
· provide information in accessible formats where reasonably practicable; 
· protect confidential and personal information; 
· apply this policy proportionately to the size and nature of the Society.

6. Publishing Information
One of the main aims of STAIRs is to make information easier for residents to access without needing to submit a formal request.

The Society will therefore maintain appropriate arrangements for routinely making information available wherever reasonably practicable.

Information may be published through one or more methods appropriate to the Society, including:
· the Society's website; 
· resident handbook/welcome packs; 
· annual reports; 
· newsletters; 
· resident noticeboards; 
· printed copies available on request; 
· other appropriate communication methods. 

The Society will not create new information solely to comply with STAIRs. Instead, it will review the information it already holds and ensure it is organised and made available appropriately.

The Society's Publication Scheme is set out in Appendix A. The Publication Scheme identifies the types of information the Society will normally make available to residents and how that information may be accessed.

7. Information Covered by STAIRs
The information covered by STAIRs relates to the management of the Society's social housing.
This may include information relating to:
· governance and decision making; 
· housing management; 
· repairs and maintenance; 
· resident services; 
· complaints; 
· health and safety; 
· resident engagement; 
· service standards; 
· performance information; 
· policies relating to the management of social housing. 

The policy does not require disclosure of information that falls outside the scope of STAIRs or where disclosure would conflict with other legal obligations.

8. Information Requests
From 1 April 2027, tenants have the right to request information relating to the management of their home.

Requests may normally be made by:
· current tenants; 
· authorised representatives acting on behalf of a tenant. 

The Society may request reasonable evidence that an individual is authorised to act on another person's behalf.

Requests should normally:
· identify the applicant; 
· provide sufficient information to identify the information requested; 
· include contact details for a response. 

Where a request is unclear, the Society will make reasonable efforts to help the applicant clarify the information required.

9. Handling Information Requests
The Society will manage information requests consistently and proportionately.

The Society will normally:
· acknowledge requests promptly; 
· determine whether the information is already publicly available; 
· clarify requests where necessary; 
· consider whether any information should be withheld or redacted; 
· provide information in an accessible format wherever reasonably practicable; 
· maintain an Information Request Register. 

Where information is already publicly available, applicants will normally be directed to that information.
Where relevant information is held by another organisation acting on behalf of the Society, reasonable steps will be taken to obtain that information before responding.
Information will normally be provided without charge. Where exceptional printing or postage costs are incurred, the Society may make a reasonable charge and will advise the applicant beforehand.

The Society will normally respond within 30 calendar days unless an extension is permitted under the STAIRs requirements.

10. Information That May Not Be Disclosed
The Society is committed to being as open and transparent as reasonably practicable. However, there will be circumstances where it would not be appropriate, lawful or reasonable to disclose information.

The Society will consider each request individually and, where necessary, balance the benefits of openness against its legal and regulatory obligations.

Information may be withheld where disclosure would:
· breach data protection legislation or reveal personal information relating to another individual; 
· disclose confidential employment or personnel information; 
· reveal commercially sensitive information where disclosure could reasonably prejudice the Society or another organisation; 
· prejudice legal proceedings or disclose legally privileged information; 
· create safeguarding, security or health and safety risks; 
· otherwise be prohibited by law. 

The Society may also refuse to disclose information where:
· the request falls outside the scope of the Social Tenant Access to Information Requirements; 
· the identity of the applicant cannot reasonably be established; 
· the request is unclear and cannot be clarified following reasonable attempts to assist the applicant; 
· the request is repetitive, vexatious or unreasonable. 

Where only part of a document is exempt from disclosure, the Society will normally consider whether confidential information can be removed or redacted before providing the remaining information.

Where the Society decides that information cannot be disclosed, the applicant will normally be informed of the reasons for that decision together with any appropriate rights of review.


11. Reviews and Complaints
The Society aims to resolve all information requests fairly, consistently and as quickly as reasonably practicable.

Where an applicant is dissatisfied with the way their request has been handled, or with the information provided, they may ask the Society to review its decision.

Where reasonably practicable, the review will be carried out by an individual who was not directly involved in the original decision.

The Society will consider whether:
· the request was properly understood; 
· the relevant information was identified; 
· any decision to withhold information was appropriate; 
· the response complied with the requirements of this policy. 

The outcome of the review will be communicated to the applicant together with the reasons for the decision.

If the applicant remains dissatisfied following the Society's review, they will be advised of any further routes of redress that may be available, including referral to the Housing Ombudsman where appropriate.

12. Roles and Responsibilities

Board of Trustees
The Board of Trustees has overall responsibility for ensuring the Society complies with the Social Tenant Access to Information Requirements and for promoting a culture of openness and transparency.

The Board should ensure that:
· this policy is formally approved and reviewed; 
· appropriate publication arrangements are maintained; 
· suitable procedures are in place for responding to information requests; 
· sufficient oversight is provided to monitor compliance with this policy; 
· lessons learned from requests or complaints are considered as part of the Society's governance arrangements. 

Staff and Volunteers
Employees and volunteers involved in the management of the Society's housing services are responsible for implementing this policy in their day-to-day work.
They should:
· understand the requirements of this policy; 
· assist residents in accessing published information; 
· respond to requests in accordance with the Society's procedures; 
· maintain appropriate records of requests and responses; 
· seek advice where there is uncertainty regarding disclosure. 

Policy Lead
The Societies Policy Lead is the House Manager, who will oversee the day-to-day implementation of this policy and coordinate responses to information requests.

The Policy Lead will be responsible for:
· maintaining the Society's publication arrangements; 
· monitoring information requests; 
· ensuring records are maintained; 
· reporting significant issues or trends to the Board where appropriate. 

13. Monitoring and Review
The Society will keep its publication arrangements and procedures under regular review to ensure they remain appropriate, proportionate and effective.

The Board of Trustees will receive periodic assurance from the House Manager regarding the operation of this policy, including, where appropriate:
· the number of information requests received; 
· response times; 
· requests that have been refused or partially disclosed; 
· requests subject to internal review; 
· complaints relating to information requests; 
· any lessons learned or improvements identified. 


Reviewed -  Sept 2026

Next Review date – Sept 2028 or sooner where there are significant changes to legislation, regulatory requirements or the Society’s governance arrangements.





















Appendix A – Publication Scheme
Purpose
The Society is committed to making information relating to the management of its housing services available wherever reasonably practicable.

This appendix sets out the types of information the Society will normally make available to residents as part of its commitment to openness, transparency and accountability.

The examples below are intended as guidance only. They should be reviewed and adapted to reflect the size of the Society, its governance arrangements and the services it provides. Not every category or example will apply to every Society.

The Society may make information available through one or more appropriate methods, including:
· the Society's website; 
· the Abbeyfield England property page (where appropriate); 
· resident welcome packs; 
· annual reports; 
· newsletters; 
· resident noticeboards; 
· printed copies available on request; or 
· other suitable communication methods. 

Information Normally Published
	Category
	Examples of Information
	Typical Method of Publication
	Review Frequency

	About the Society
	Governing document, charitable status (where applicable), Annual Report, contact details, office opening arrangements
	Website, Annual Report, resident information, on request
	Annual

	Governance
	Governance arrangements, trustee information (where published), committee structure, key governance policies and decision-making arrangements
	Website, Annual Report, on request
	Annual

	Housing Services
	Resident handbook, tenancy or licence information, housing management arrangements, resident services, service standards
	Resident handbook, website, printed copies
	Annual

	Repairs & Maintenance
	How to report repairs, emergency repairs arrangements, planned maintenance information, responsibilities for repairs
	Resident handbook, noticeboard, website
	Annual

	Health & Safety
	Fire safety information, emergency procedures, property safety information relevant to residents, safeguarding contact information where appropriate
	Resident handbook, noticeboard, on request
	As required

	Complaints
	Complaints Policy, how to make a complaint, Housing Ombudsman information, complaints performance information (where published)
	Website, resident handbook, on request
	Annual

	Resident Engagement
	Resident meetings, consultation arrangements, newsletters, surveys, opportunities to provide feedback
	Newsletters, noticeboard, website
	As required

	Performance & Service Information
	Annual performance information published by the Society, including Tenant Satisfaction Measures (TSMs) where applicable, service improvements and key performance information
	Website, Annual Report, on request
	Annual

	Policies & Procedures
	STAIRs Policy, Privacy Notice, Data Protection Policy and other policies routinely made available to residents
	Website, on request
	As policies are reviewed

	Contact Information
	Office contact details, manager or administrator details, emergency contact arrangements, how residents can request information
	Website, resident handbook, noticeboard
	As required



Reviewing the Publication Scheme
The Board of Trustees will review this Publication Scheme as part of the Society's regular review of its Social Tenant Access to Information (STAIRs) Policy, and whenever there are significant changes to the Society's services, governance arrangements or statutory requirements.

The Society will seek to ensure that published information remains accurate, relevant and accessible to residents. Where appropriate, existing information will be updated, reorganised or made easier to access. The Society is not required to create new records solely to comply with the Social Tenant Access to Information Requirements.
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