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1. Introduction 
 
1.1 This policy is based on the Social Tenants Access to Information Requirements (STAIRs). 

Stairs was introduced as part of the Regulator of Social Housing’s amended Transparency, 
Influence and Accountability Consumer Standard.  
  

1.2 STAIRs says that private registered providers of social housing (PRPs) like Peabody have to: 
 

• Issue a Publication Scheme which details the information that PRPs should proactively 
publish and make available.  
 

• Respond to information requests from tenants and their representatives.  
 
1.3 This policy sets out how we’ll follow those two requirements. The aim is to make sure our 

tenants can easily, fairly and quickly get access information about how their homes are 
managed. 
 

1.4 If we don’t follow these requirements, we could face negative consequences from the 
Regulator. It could lead to a loss of trust and harm to our reputation, cause upset and damages 
to our tenants, and lead to regulatory sanctions. 

  
2. Who this policy applies to 
 
2.1 This policy applies to Peabody Trust, its subsidiaries, and any third-party agents who manage 

our social housing properties for us.  
  

2.2 This policy applies to any board or committee members, employees, contract staff and 
volunteers who work for the parties mentioned above.  

 

2.3 This policy applies to our social housing tenants and properties only. 
 
3. Publication Scheme 

 
3.1 We’ll publish certain information about how we work in our Publication Scheme, which is one of 

our obligations under STAIRs. The categories and types of information we must include are in 
the model publication scheme, in Chapter 1, Table 1 of the Requirements. 
 

3.2 Our Publication Scheme can be found here.  Town and Country Housing’s (TCH) Publication 
Scheme is here 

 

3.3 We encourage tenants to check the Publication Scheme before submitting a STAIRs request, in 
case the information they’re looking for is already there. 

 

3.4 We regularly review and update the Publication Scheme to make sure the information remains 
accurate and relevant. 

 
Information requests 

 
4.    Who can make a request? 
 
4.1 Only Peabody (or TCH) social housing tenants can make a request for information. More 

specifically, requests can only be made by: 
 

https://www.gov.uk/government/consultations/social-tenant-access-to-information-requirements-consultation/social-tenant-access-to-information-requirements-policy-statement
https://www.gov.uk/government/consultations/social-tenant-access-to-information-requirements-consultation/outcome/social-tenant-access-to-information-requirements-policy-statement?utm_source=chatgpt.com#chapter-2-information-requests
https://www.peabody.org.uk/your-home/tenants-rights-and-responsibilities/social-tenants-access-to-information-requirements-stairs/#make-a-stairs-request
https://tch.org.uk/about-us/stairs-publication-scheme/
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• secure tenants  
 

• assured tenants 
 

• shared owners (who haven’t staircased up to 100%) 
 

• applicable licensees 
 

• authorised representatives of any of the above. 
 
 
4.2 STAIRS doesn’t apply to former, prospective tenants, resident associations (whether making a 

group request or otherwise) and tenant panels.  
 
4.3 Where tenants want to designate someone to make a request on their behalf, they must let us 

know that first in writing.   
 
4.4 If a tenant already has someone authorised to act for them, we can usually work with that 

person. But we have to check that the existing authorisation allows us to share STAIRs 
information with them. If it doesn't, we may need them to give us extra written permission. 
  

5. What information can be requested? 
  
5.1 Tenants can only ask for information that is a) held by us (or someone managing social housing 

on our behalf) and b) classed as “relevant information”. 
 

6.     What is “relevant information” 
  

6.1 Relevant information is any information which is related to how we manage our social housing. 
 

Examples of relevant information include (but aren’t not limited to): 
 

• Housing management 
 

• Landlord services 
 

• Repairs and maintenance 
 

• Policies affecting tenants 
 

• Performance and service delivery  
 
6.2 STAIRs doesn’t apply to:  

 

• “Business as usual” requests. 
 

• Personal data requests, which should be handled in line with our obligations under data 
protection laws. 

 

• Information that isn’t “relevant information,” or isn’t about how we manage our social 
housing properties.  (See Appendix 2 for more on what is out of scope of STAIRs.) 

 

• Information which someone already has a statutory right of access to (example include but 
are not limited to, a subject access request under data protection legislation, or information 
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in relation to the management of buildings/service charges under the Leasehold and 
Freehold Reform Act 2024).  

 

• Information that was created after we got the request. 
 
6.3 We’re not required to create new records to answer a request.    
 
7. Destruction and deletion of information  
 

After we’ve had a request, we’re not allowed to deliberately destroy, manipulate or change the 

information in order to hide the answer. 

8.      How to send a request 
 
8.1 We have to get requests in writing for us to accept them. That can be done through the online 

form [insert link from 1 April 2027], by email, by letter or by any other kind of written 
communication. 
 

8.2 Requests don’t have to reference STAIRs for us to treat them under this policy.  
 

8.3 Any colleagues who get a request have to send it to STAIRs@peabody.org.uk straight away.  
For TCH please send to STAIRs@tch.org.uk straight away.  

 
9 Responding to requests 

 
9.1 The Data Protection Team (for TCH, the Customer Services Team) will log the request, work 

out if it’s valid, and organise our response. That includes considering the application of relevant 
exemptions under the Freedom of Information Act 2000 (which are incorporated into the STAIRs 
regime).  
  

9.2 The department in charge of the relevant information will be responsible for collecting it, 
checking it for accuracy and completeness, and then sending it to the Data Protection Team (for 
TCH the Customer Services Team) within a reasonable timeframe. 

 

9.3 The request must be acknowledged within 5 working days and responded to within 30 
calendar days. It’s only allowed to take longer if we have to: 

 

• Consider whether it’s reasonable to not share the requested information. 
 

• Arrange access to relevant information that’s held by a third party. 
 
9.4 If we’re taking longer than expected to answer a request, we still have to respond as soon as 

possible.  
 

9.5 We’ll let tenants know if their request has been refused or will be delayed, we’ll share the 
reason why, and we’ll say when they can expect to get a response from us. 

 

9.6 We’ll make reasonable efforts to provide information in a format that’s accessible to the tenant. 
 

9.7 If it's clear that someone is making an information request, but it's not clear what exact 
information they're asking for, we'll make reasonable efforts to help them clarify their request 
before we refuse it. 

 

 
 

mailto:STAIRs@peabody.org.uk
mailto:STAIRs@tch.org.uk
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10 Refusing requests 
 
10.1 We might refuse an information request where: 

 

• We cannot confirm the identity of the tenant (or their third-party representative). 
 

• The meaning of the request isn’t clear, and the tenant hasn’t replied to our reasonable 
efforts to get clarification. 

 

• The information requested isn’t “relevant information” (information which relates to the 
management of social housing). 

 

• Responding to the information request would take more than 18 hours of staff time. 
 

• The request is repeated, including where we get repeated requests from multiple tenants 
acting together. 

 

• The request is offensive or made in an abusive manner. 
 
10.2 We may also refuse a request or redact information where: 

 

• It's reasonable to withhold the information, taking into account the protections that apply to 
certain types of information under the Freedom of Information Act 2000, data protection 
legislation, and any other relevant laws; and 

 

• Sharing the information may cause harm, after we've reasonably balanced the reasons for 

sharing against the likelihood of that harm occurring. 

10.3 Where the information was provided by, or relates to, a third party, we must consider that 

person's views on whether disclosing the information is likely to cause harm. 

10.4 See Appendix 1: Deciding to withhold information for more details on how we’ll make 
decisions as to whether it’s reasonable to withhold or redact information in line with sections 
10.1 to 10.3. 

 

10.5 When checking whether it’s reasonable to withhold or redact information, we won’t refuse a 
request because of: 

 

• The requestor’s identity, apart from making sure they’re a tenant or a representative acting 
on their behalf. 
 

• The reasons for the request. 
 

• How the information will be used after we’ve shared it. 
 

• The possibility the requestor might not understand the information. 
 

• Whether the information would result in reputational risk or negative public interest. 
 

11 Complaints  
 
11.1 If a requestor believes we haven't published information or responded to their request 

appropriately, or they're otherwise unhappy with how we've handled their request, they should 
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contact dataprotection@peabody.org.uk to ask for an Internal Review.  For TCH they should 
contact STAIRs@tch.org.uk . 
  

11.2 Internal Review requests will be assigned to a senior manager in our Data Protection Team.  
For TCH Internal Reviews will be conducted by the Customer Services Team. 

 

11.3 A request for an Internal Review should normally be made within three months of receiving the 
original decision. 

 
11.4 We'll review how we handled the request and aim to respond to the complaint within 30 

calendar days   

 

11.5 In exceptional circumstances, we may need longer to respond. If this happens, we'll tell the 

complainant as soon as possible. Any extension will be reasonable and kept as short as 

possible. 

11.6 If a complainant isn't satisfied with our review response, they can escalate their complaint 

directly to the Housing Ombudsman under the terms of the Housing Ombudsman Scheme. 

Details of the Ombudsman's complaints scheme are available at [TBC]. Any complaint to the 

Housing Ombudsman should normally be made within three months of receiving the review 

outcome. 

11.7 Only issues relating to STAIRs can be considered through the STAIRs review process and, if 

necessary, by the Housing Ombudsman. If a concern relates to data protection or privacy, we'll 

deal with it through our standard data protection complaints process and, where appropriate, it 

can then be referred to the Information Commissioner's Office (ICO). The Housing Ombudsman 

doesn't consider complaints about data protection issues. 

11.8 STAIRs complaints follow a one-stage review process. This is different from other complaints 

considered under the Housing Ombudsman's Scheme, which usually follow a two-stage 

process. The one-stage process is set out in the STAIRs requirements. 

12. Data protection 

12.1 Data protection laws apply directly to housing providers. This means that if any of the 

information requested is personal data, we may withhold it where needed to comply with data 

protection laws.   

12.2 Personal data can't be disclosed under STAIRs. However, where a requestor is asking for 

information about themselves, that information may be shared under data protection laws 

through a Subject Access Request.  

 13. Roles and responsibilities 
 

13.1 All employees, volunteers, contract staff and board/committee members are responsible for 
following this policy and the supporting procedures, in particular:  
 

• Sending any STAIRs requests to STAIRs@peabody.org.uk straight away.  For 
TCH send to STAIRs@tch.org.uk) 
 

• Where their business area must send information, responding quickly and co-
operating with the Data Protection Team (for TCH the Customer Services Team) to 
identify and collect the information being asked for 

 

mailto:dataprotection@peabody.org.uk
mailto:STAIRs@tch.org.uk
mailto:STAIRs@peabody.org.uk
mailto:STAIRs@tch.org.uk
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13.2 The Data Protection Team (for TCH the Customer Services Team) is responsible for logging 
requests, checking if the request is valid, applying any exemptions from disclosure and 
answering the request. The team is also responsible for responding to complaints. 

 

13.3 The Group Data Protection Officer is responsible for updating this policy, advising on 
compliance with STAIRs requirements and making recommendations to the leadership team to 
improve compliance.  

 

13.4 The Executive Committee and the Peabody Board are responsible for overseeing compliance 
with STAIRs obligations on a regular basis. (for TCH, the TCH Board and Executive 
Management Committee). 

 

Approval 

Version number  1 

Effective from 1 October 2026 (provisions relating to the Publication Scheme 
only). 
 
1 April 2027 (the full policy will become effective). 
 

Policy author Group Data Protection Officer 
 

Policy owner  General Counsel and Group Secretary 
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APPENDIX 1 

Deciding to withhold information 

The grounds for refusing a request are set out in section 10 of this policy. This appendix explains in 
more detail how we'll apply those grounds. 

Grounds for refusing a request 

A. We can’t establish identity of the applicant 

We'll carry out standard identity checks to confirm the applicant's identity. If the applicant can't satisfy 
us that they're a current tenant, we may refuse the request. 

B. The meaning of the request isn’t clear 

If a request isn't clear, we'll make reasonable efforts to help the applicant clarify it before deciding 
whether to refuse it. We won't refuse a request simply because it's unclear when it's first received. 

C. The information requested is not “relevant information”. 
 
Only “relevant information” may be requested under STAIRs. This is defined as information relating to 
the management of social housing – see section 6 in the policy above for the full definition.  
 

D. The work involved with responding to the information request would exceed 18 hours of 
staff time. 

 
We may refuse a request if responding to it is estimated to take more than 18 hours of staff time. 

If we refuse a request on this basis, we must keep a record of how we calculated the estimate. A 
refusal without supporting evidence won't be sufficient. There should be a clear record of the 
assessment and calculation used. 

The 18-hour limit can include the time needed to: 

• Find the information. 

• Retrieve or extract the information. 

• Redact the information. 

Where possible, we shouldn't refuse a request outright. Instead, we should explain whether any of the 
requested information could be provided within the 18-hour limit. 

E. The request is repeated, including where we receive repeated requests from multiple 
applicants acting together. 

 
We'll consider each request on its own merits. We may refuse a request if it's identical or substantially 
similar to a previous request and it wouldn't be reasonable to respond again. 
 
When deciding whether a request is repeated, we'll consider: 
 

• Whether the request is identical or substantially like a previous request. 

• Whether we've already provided a full response. 

• Whether a reasonable amount of time has passed since the previous request. 

• Whether the information is likely to have changed in a material way. 
 
We won't refuse a request simply because it covers a similar topic to an earlier request if it can 
reasonably be distinguished from that previous request. 
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F. The request is offensive or communicated in an abusive way. 

 
We won't tolerate abusive or offensive behaviour towards our staff. We may refuse a request if it's 

made in a way that's abusive, threatening or harassing. 

When deciding whether a request is abusive, we'll consider: 

• The language used in the request, including whether it contains insults, threats or 

inflammatory statements. 

• Whether the tone or content places an unreasonable burden on staff. 

• Whether the request forms part of a pattern of behaviour intended to harass or disrupt 

However, we won't refuse a request solely because: 

• It's critical of us or our services. 

• It expresses dissatisfaction or frustration. 

• It uses robust or strongly worded language, provided it doesn't cross the line into abuse 

Where appropriate, we may ask the applicant to resubmit their request in a more appropriate manner 

before refusing it. 

G. It’s reasonable to withhold the information – applying the FOIA exemptions 

When deciding whether it's reasonable to withhold or redact information, we have to take into account 
the protections that apply to certain types of information under the Freedom of Information Act 2000 
(FOIA), data protection legislation and any other relevant laws (see paragraph I for the types of 
information that may be exempt from disclosure). 

To do this, we have consider whether the information falls within a protected category under freedom 
of information or data protection law, and whether disclosing it could cause harm. 

When considering these legal protections and applying FOIA exemptions, we'll follow the principles 
set out below. 

H. Principles for applying the FOIA exemptions 
 

i) Exemptions aren’t applied automatically 

The fact that information falls within an exempt category doesn't automatically mean it should be 
withheld. We must consider whether it's reasonable to withhold the information in the circumstances 
of each case. 

ii) Presumption in favour of disclosure 

STAIRs is designed to promote transparency. As a general principle, we'll share relevant information 
unless there's a clear and justifiable reason not to. 

iii) Public interest-style balancing exercise 

Where appropriate, we'll balance the benefits of disclosure, including transparency and accountability 
against the potential harm that may arise from disclosure. 

We'll only withhold information where the likely harm, and the seriousness of that harm, outweigh the 
benefits of disclosure. 
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iv) Harm 

When assessing the likelihood of harm from disclosure, we'll consider: 

• The type of harm that could occur, including physical, mental, financial, operational or 
commercial harm 

• The severity of the harm and how serious its impact could be 

• The likelihood of the harm occurring, including whether it's speculative, possible or reasonably 
likely 

• Any harm that could be caused to third parties, including individuals or organisations, and 
whether it's in the wider public interest to disclose or withhold the information 
 

v) Not being able to share everything 

Where possible, we'll consider whether information can be redacted, or provided in summary form so 
that we can still disclose some information rather than withholding it in full. 

vi) Third party consultation 

Where the information was provided by, or relates to, a third party, we must consider that person's or 
organisation's views on whether disclosing the information is likely to cause harm. 

When assessing the risk of harm, we'll treat a third party as any individual or organisation other than 
us. This isn't limited to managing agents acting on our behalf. 

I. Relevant FOIA classes of information   

The FOIA exemptions listed below are the ones most likely to apply to STAIRs requests. This isn't a 
complete list. A full list of FOIA exemptions is available here. 

i) Section 40 FOIA – Personal information 

We'll withhold information where disclosing it would breach the UK General Data Protection 
Regulation (UK GDPR) or the Data Protection Act 2018. 

ii) Section 41 FOIA – Information provided in confidence 

Information may be withheld where:  

• It was obtained from a third party; and  

• Disclosure would constitute an actionable breach of confidence.  

This means that information which was provided to Peabody by a third party in circumstances where 
that third party clearly expected it to be held in confidence may meet the test of reasonableness under 
STAIRs for either withholding or redacting information. 

iii) Section 42 FOIA – Legal professional privilege 

Information covered by legal advice privilege or litigation privilege will normally be withheld. This 
includes: 

• Legal advice from our internal or external lawyers 

• Documents prepared in anticipation of litigation 

There is a strong presumption in favour of maintaining legal privilege. 

iv) Section 43 FOIA – Commercial interests 

We may withhold information where sharing it would prejudice our commercial interests or those of a 
third party. This may include: 

https://ico.org.uk/for-organisations/foi/freedom-of-information-and-environmental-information-regulations/#exemptions
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• Contracts and pricing structures 

• Procurement information 

• Commercially sensitive negotiations 

However, where possible, we'll still consider disclosing information that helps explain how services 
are delivered and how decisions are made. 

v) Section 38 FOIA – Health and safety 

We may withhold information where disclosing it is likely to endanger the physical or mental health of 
any individual and/or compromise the safety or security of buildings, services or systems 

vi) Section 31 FOIA – Law enforcement 

This may apply where disclosing the information would prejudice the prevention or detection of crime, 
affect investigations into anti-social behaviour or interfere with enforcement action 

vii) Section 22 FOIA – Information intended for future publication 

We may withhold information where there's a settled intention to publish it in the future, and it's 

reasonable to delay disclosure until that information is published. 

viii) Section 44 FOIA – Prohibitions on disclosure 

We must withhold information where another legal obligation prevents us from sharing it. 

ix) Section 36 FOIA - effective conduct of public affairs (internal discussions and 
decision-making) 

We may withhold information where sharing it would be likely to stop us being able to run our 
business properly, particularly in when it comes to: 

• The sharing of free and frank advice 

• The exchange of views for the purpose of internal discussions and decision-making 

• The ability of staff to engage in open and candid discussions 

This may include: 

• Internal emails, draft documents and briefing papers 

• Materials relating to policy development or decision-making that are still at an early stage 

• Records of internal discussions where issues are still under active consideration 

This exemption must be applied with caution and shouldn't be used simply because information is 
sensitive or may attract criticism.  For historical decisions, there is a stronger expectation that some 
information may be shared.  The age/context of the information should be considered 

We'll only apply this exemption where sharing the information is likely to harm how we run our 
business. It won't be used as a blanket reason for withholding internal discussions. 

x) Section 39 FOIA – Environmental Information 
 

Some STAIRs requests may relate to environmental matters, such as building condition, repairs, 
damp and mould, fire safety or energy performance. 

Under the Freedom of Information Act 2000 (FOIA), environmental information is normally considered 
under the Environmental Information Regulations 2004 (EIRs), which have their own exceptions 
rather than the exemptions set out in FOIA. However, the EIRs don't form part of the STAIRs regime.  
As a result, we won't apply the EIRs when responding to STAIRs requests, and the FOIA exemption 
relating to environmental information (section 39) doesn't apply for STAIRs purposes. 
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Instead, we'll consider whether environmental information should be withheld using any other relevant 
FOIA exemptions (excluding section 39), in line with the principles of transparency, reasonableness 
and the presumption in favour of disclosure. 

Appendix 2 

Information that isn’t covered by this policy  

The information listed below is likely to fall outside the scope of STAIRs. This isn't a complete list, and 
other types of information may also be considered out of scope depending on the circumstances. 

Out of scope  Examples of types of information  

Internal business or 

commercial activities 

Contracts or agreements unrelated to the provision of housing 

services (e.g. payroll services) 

HR policies unrelated to social housing management (e.g. 

disciplinary policy) 

Finance policies governing day to day business operations 

unrelated to the provision of housing services  

Investment strategies relating to non-social or private housing  

Information which relates to internal discussions and the 

development of internal policy and strategy before board 

approval (“pipeline” information) 

Matters decided by local 

authorities 

Housing allocations 

Homelessness assessments 

Housing benefit or council tax-related decisions 

Planning applications and planning enforcement actions 

 

Non-social housing 

management function 

Service charges for non-social housing 

Commercial lease management 

Repairs or safety data for market rent homes 

Private rented sector portfolios managed for profit 

Property that’s not social 

housing 

Leasehold properties (including shared ownership schemes other 

than where shared owner owns less than 100% of property equity). 

Shops, offices, community centres 

Moorings, storage units or other non-residential lets 

Any build-to- rent or for-profit schemes held separately 
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Out of scope  Examples of types of information  

Wider activities 

unconnected with social 

housing 

Group level commercial ventures – e.g. renewable energy 

subsidiaries, trading companies, joint ventures for private sale 

developments 

Care and support contracts delivered on behalf of local authorities 

Commercial investment or treasury activities 

 

 

 

END 


